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The number of Touch Points grows, it is increasingly difficult to ensure consistency of customer
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OmniLand Audit
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* We have developed
OmnilLand audit

* |t juxtaposes customer
needs with the capabilities
of an organization

* It aims to find
Omnichannel Gaps -
places where customers
are not satisfied with the
service

THE OMNICHANNEL CANVAS
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Omniland Audit

Business Goals

Define key business objectives

Define critical constraints

Define your audience

Define your products

Define your channels (work shop)

Channel Audit

Competitor analysis

Analytics review, surveys

Benchmarking and trend analysis,
iIndustry reports etc.

Contextual enquiry, User research

Definition of user profiles (personas)

Definition of user scenarios

Channels analysis and audit

Recommendation

Creative sessions, ideas
generation

Channels recommendation

KPIl recommendation

Creating paper prototypes

Creating digital prototypes
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The future of
Customer
Experience
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The future of Customer Experience
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Jeff Bezos: The ideal Amazon home page has only one

Marissa Mayer: Google designs should look like computer
product - the one you are about to buy.

generated. This is what customers expect from Google.

Companies such as Amazon, Facebook, Google, Apple already know that the
future of user experience is automated interface creation depending on

customer needs.



Case Study: Tchibo

In the project for Tchibo we % i
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used Al to generate e
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It took into account the
availability of promotional
products at a time and its
location in retail store most
frequently visited by that
customer.

Conte Automat:on Case Study

The number of promotional

. products varied for every

customer. The layout was
created dynamically
depending on the number
of products.
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People who buy the first car in the
US strongly prefer online purchase
instead of visiting in a retail store.

They want to conduct the entire
transaction online without
interacting with anyone.

Tesla works in such a model. Retail
stores serve only as showrooms.
The assistants are intended only to
show the car and answer questions
— there are no sales targets. On-
line purchase only.
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Ask DigitalGenius

Hey, what is DigitalGenius?

I'm an artificial intelligence tool that fully replicates
human-like conversations between brands and
their audience, in real time, at scale.

Cool, how do you do that?

Well, | can engage in tens of thousands of simultaneous
conversations, delivering the brand’s message in a fun,
engaging and accurate way using natural language people
are used to. Kind of like this conversation right now.

http://digitalgenius.com/platform/

Software such as Digital Genius
allows you to have automated
customer service using Al.

The customer can be contacted via
phone or chat.

Information from each
conversation goes to a single
database. This allows for serving
customers more effectively.
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https://x.ai/

Hi, I'm Amy

Cc: amyax.ai

Amy is an Al created to arrange
meetings.

It works like a real assistant - after
adding Amy to an e-mail CC it takes
over the conversation and sets a
meeting based on your diary and
your preferences.

It is easy to imagine that this
solution will enable us making
purchases in a conversational
mode via email, chat or phone.
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Need for Single View of Customer gy YLD

© Jacob Henderson a In order to create solutions that
generate Omnichannel User
Experience we must start from
integrating our systems and

Lifetime Value
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Need for Personalization
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Which of the following are marketing challenges in your organization?

70%

60%
o o The key challenges marketers
60% S7% identified include: Personalization (60%),
Effectiveness (57%), Retention (43%),
50% and Big Data (41%).
43% 41%
40% 38% —37% —36%
32% .
30% 28%
20%
10%
%
0% _ :
9 D e

all F wkeblr g "1 G W l H En
q r Pd f t ccccccccc we ate be
on consumer response rates I up-sell ac und speed to me
behavior an ) n ound
ch 11‘..'1(-l~.

Real Time Marketing Insights Study, Neolane & Direct Marketing Association, 2013

The second step is personalization.

It is currently the most sought after
solution by marketers.

Good personalization requires
extensive knowledge about the
customer - the integration of all
channels.



Omnichannel Open Architecture
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The technology behind
Omnichannel User Experience is a
wide variety of systems connected
to a signle Omnichannel User
Experience Engine.

We prefer Open Source modules as
components - due to their greater
flexibility - important in the case of
creating complex systemes.
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Case Studies




DASHBOARD — ALERTS BY SEGMENT
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number
of orders

0%
former loyal
2

&

customers 4300

days since last order

0%
loyal, atrisk
164

2%
promising
1228

15%
new, at risk
8604

23844 14482

customers

Potential applications:

* Detecting customers’ potential by
segmentation e.g. frequency of purchase,
the time since the last purchase or
purchase value;

* Preparing and/or automatic delivery of
pre-defined e-mail campaigns, e.g.
win-back campaigns for new customers
who have not got back;

4681 * Detecting promising customer segments,
working on customers using layers: an
90% . . . .
only once increase in purchase frequency, increasing

51000
the purchase value, reducing the time
total

56863 since the last purchase.



REAL TIME TRIGGERS
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Dla nowych Klientow:

Zapytaj o oferte i zamow ustuge

Czatuj w godz. 08:00 - 21:00

ROZMAWIAJ >

Dla obecnych Klientow:

Przedtuz umowe lub zadaj pytanie

PRZEDEUZ > ZAPYTA) >

@ Porozmawiaj na chacie o tej promogdji Skontaktuj sie z naszym konsultantem

611 111 111

Konsultanel sg dostepn) od poniedziatku do pigtku
w godzinach 6.00-22.00 oraz w soboty w godzinach 8.00-16.00

Woisz stowo, kod pocatowy, numer kient

I _— I Infolinia nieczynna?
’ Skorzystaj z formularza kontaktowego )
Klienci indywidualni :
2 = s S
Zosta Kientem : .
N ,
. ,( ’

2 !
s
RS

JESTEM KLIENTEM INWESTORZY O NAS WERSIA JEZYNOWA

NFORMACTE POLSK)
oo . ENGLISH
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PERSONALIZED LAYOUT DIVANTE

Oferta dladomu ~ Obstuga Klienta i Kontakt ~

Potential applications:
- S | e * Homepage tailored to the customer's
ggzilzgcliﬁ:ﬁci N YE® | esninm profile (blocks, offer, navigation,

4 Pogotowie energetyczne: 991

Oszczcdza)n»arachunkachzacnergi(g, " ' i 5 1 A pop-u pS), personalization based On

zarabia zakupach.

zmet e s ol HE e Ly historical data, e.g. a logged in and not
" ’ logged customer and data from external
sources, e.g. Facebook;
* Dynamic website elements (blocks,
pop-ups) appearing depending on the
e profile and behavior on the website;

Badz na biezaco przedptatowy Obstugi Klienta

' = . * One-on-one landing page personalization.
© W=

« Zakonczenie » Punkty Via Moje « Punkty Via Moje « Dostepnosé aplikacji
remontu Biura Rachunki Dotadowania eBOK dla Klientéw

Obstugi Klienta A z obszaru
e e « Oddziaty Banku « mojeplatnosci.pl szczecinskiego
Pekao SA

« Wysytka faktur na . « Biura Obstugi Klienta i bydgoskiego
obszarze o _P‘oleceme zaptaty iinne « Dostep do eFaktury
szczeciniski 1hne - oROK dla KliantAw ARSI

Sprawd? szczegbty >

AN e

Enea zmienia S]Q dla Klienta Badz na biezaco z Eneg

Zapiszsie )
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MARKETING AUTOMATION — PREDEFINED MESSAGES WITH SCENARIOS
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Footwear Workwear Outerwear Accessories Kids Brands Made inthe USA Specials

”””I" ’fngr””””,[s FREE SHIPPING - FREE RETURNS - 120% PRICE PROTECTIONE
/ £ .

SPECIALIZING IN BRANDS THAT WORK.

£55

{dynamic_code}{if $Contact WC_FirstName eq ""{literal}Hi
there {Nliteral}{elseif $Contact WC_FirstName eq "NULL"}
{literal}Hi there {/literal}{else}% %WC_FirstName %% {/if}
{/dynamic_code}

| noticed that you haven't visited us for a while and wanted
to check in and remind you of who we are and why we are
your best destination for quality, name brand work apparel
and footwear. | also want to offer you an exclusive 10%
discount on your next purchase with us. Read on...

At Working Person's Store, we operate on four founding principles:

« Quality As A Necessity

« Low Prices - All The Time

« Honesty In All We Say and Do

« Fanatical Customer Service

Also remember that we always offer free shipping on orders of $49 or more, free
returns on product exchanges and an amazing 120% price guarantee. Come back
and see us and give us a chance to show you that we are true to our principles.

To use your exclusive discount simply enter WORKINGTHANKS at checkout and
receive 10% off your entire order. (Please keep in mind that this discount code cannc
be combined with other discounts or sale items.)

Sincerely,

Eric Deniger
CEO, Working Person's Store
eric@workingperson.com

Footwear Workwear Outerwear Accessories Kids Brands Made inthe USA Speciails

77 |
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Deal of the Day - Save 50% [View in browser]

Save 50%

Learning Agile
Understanding Scrum, XP, Lean, and

Kanban
By Jennifer Greene, Andrew Stellman

Ebook Was: $35-99 Now: $17.99
Use code: MSDEAL

podeusatnt omiorcerre. | AGICIORO T

Learning Agile is a comprehensive guide to the most popular agile methods,
written in a light and engaging style that makes it easy for you to learn

Agile has revolutionized the way teams approach software development, but
with dozens of agile methodologies to choose from, the decision to "go agile”
can be tricky. This practical book helps you sort it out, first by grounding you in
agile’s underlying principles, then by describing four specific—and well-used—
agile methods: Scrum, extreme programming (XP), Lean, and Kanban

View more details —

This deal expires July 28, 2015 at 5:00am PT and cannot be combined with other offers. Offer does not
apply to Print, or "Print & Ebook™ bundle pricing

Shop 10,000+ tech books and training videos shop.oreilly.com

‘You are receiving this email because you signed up to receive deal of the day announcements about O'Reilly products and
promotions. To ensure delfivery to your inbox (not bulk or junk fo products and promotions. To ensure delivery to your inbox
(not bulk or junk folders), please add oreilly@post.oreilly.com to your address book. To manage your preferences or
unsubscribe, visit our Email Subscription Center.

O'Reilly Media, Inc. 1005 Gravenstein Highway North, Sebastopol, CA 95472 (707) 827-7000

Potential applications:

Win-back messages

Messages (e-mail, SMS, push
notifications) sent automatically to the
customer at a pre-planned scenario,
e.g. abandoning the ordering process,
abandoning a shopping cart, abandoned
page (while browsing);

A sequence of messages welcoming and
introducing the customer (onboarding);
A sequence of messages reactivating or
recovering the customer;

Dedicated offer of the day/week sent
automatically to customers.
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MARKETING AUTOMATION — REORDER/REPLENISHMENT ALERTS
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Potential applications:

Detecting the correlation between the
next purchase and a specific service/
product (purchase recurrence);

Developing customer segments that are
willing to renew service;

Automatic preparation and/or sending
e-mails convincing customers to repeat the
purchase;

Managing the described communication.

Nov;’:’shz\‘:len easier fo get his personalized food! Click here to view as a webpage

JUST RIGHT

by BIPURINA'

Find JUST RIGHT® BY Purina® on:

S fow

My Account Create A Blend Ingredients Contact Us

JUST RIG

by BMPURINAT

Is 's Bag of Food Almost Empty?

Is enjoying the personalized blend you've
created? We hope so! In fact, it may be time to
place your next order, so continues to enjoy
the blend we created together that meets your
dog's nutritional needs.

10 days until his bowl is empty

REORDER °S BLEND

QUESTIONS SUPPORT CONNECT

Call (855) 842-0493 How It Works - f
FAQ
Contact Us oy

JUST RIGHT £ rindey Fohicy

by BEPURINAT Terms Of Use

You are receiving this email because you signed up to receive news and promotions from Just Right by Purina. To UNSUBSCRIBE,

PLEASE DO NOT REPLY TO THIS EMAIL. We are not able to respond to emails received as a reply to this email.

If you have questions or comments, write to us at:
Purina, Office of Consumer Affairs

901 Chouteau

St. Louis, MO 63102

©2015 Nestlé. All ights reserved. All trademarks are owned by Société des Produits Nestlé S.A., Vevey, Switzerand, or used with
permission.

n | 0O Blends, $0.00
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TOUCHPOINTS ANALYSIS
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Potential applications:

Detecting key points of contact with an
offer (website, application, landing pages,
marketing, off-line);

Modifying UX/marketing so that they lead
customers to the appropriate places on a
website;

Detecting and removing unwanted
elements in UX/marketing.;

Detecting and calculating KPIs conncted
with touchpoints e.g. call center, sales
department, direct mails;

Omnichannel funnel development.

THE OMNICHANNEL CANVAS

—
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ANALYSIS OF PROBABILITY DIVANTE

Potential applications:

e Construction and optimization of
probability models;

* Detecting customers with the highest
likelihood of purchase recurrence;

e Detecting customers most likely to be lost; Repeat

purchase 539,

* Detecting breakthroughs in building probabilty
customer loyalty, e.g. ,Starting the 32%
purchase of product X significantly
increases the chance of being loyal" or

"after the fifth purchase the customer
beCO m eS | Oya | . " Number of orders during the customer's first year
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ANALYSIS AND PREDICTION OF CUSTOMER VALUE IN TIME DIVANTE

Potential applications:

* Analysis of marketing activities (traffic
sources, media, campaigns, triggers/
discounts, season) for expected customer
value in time, the likelihood of purchase
recurrence and the likelihood of becoming
a loyal customer;

* Detecting marketing components
responsible for bringing the most valuable
customers.

Repeat Purchase Rate for Facebook Buyers
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SHOPPING SEQUENCE ANALYSIS
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Potential applications:

* Detecting purchase sequence in the
following aspects: product category,
product brand, specific product or cart
size;

Detecting shopping preferences depending
on the order of purchase.




ANALYSIS AND PREDICTION OF CUSTOMER VALUE IN TIME DIVANTE
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Potential applications:

* Analysis and customer segmentation
according to customer value in time
detecting characteristics common to the
most successful clients;

* Predicting customer lifetime value (using
probability analysis);

* Detecting Pareto 20% (the best customers
in terms of purchase value) and aspiring
segments.
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Basic Omnichannel User Experience Engine
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OUX ENGINE

Cloudera

RGN

Personalized Communication

* E-mail marketing (lifecycle,
segments)

* Remarketing

* Landing pages

Dynamic Content

* Pop-ups

* Auto UX

* Marketing automation

Sales Dashboard

* Alerts

* AutoReco

* Clients Monitoring
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Tomasz Karwatka, tkarwatka@divante.pl

http://divante.co




