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WHY IS THIS
IMPORTANT?

CX Directly impacts: Investing in CX:
 Revenue e D./Xmore revenue
* Retention «  60% higher profits than competitors

 Long-term brand loyalty  140% more spend



CORE ENABLERS OF
CX

. Omnichannel Customer Journey Design
. Cultural Intelligence & Local Relevance
. Al-Driven Customer Support

. Consent-Driven Personalization

. Building Long-Term Engagement & Loyalty



OMNICHANNEL CUSTOMER
JOURNEY DESIGN:
PRINCIPLES AND BRAND
EXAMPLES




KEY PRINCIPLES OF
OMNICHANNEL JOURNEY
DESIGN

Customer-Centricity

Design focuses on customer needs, preferences, and
behaviors, avoiding internal silos.

Seamless Integration

All channels and backend systems are interconnected for
smooth data flow.

Consistency

Uniform brand voice and visuals across platforms build
trust and cohesion.



STEPS TO DESIGN AND OPTIMIZE THE CUSTOMER JOURNEY
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Map All Touchpoints

Document every potential interaction customers have with the brand from awareness to post-purchase advocacy across all
channels.

(- [ Analyze Journey Pain Points

' - ¢ |dentify friction areas in the customer journey such as checkout issues or long support wait times to find improvement
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OMNICHANNEL CUSTOMER
JOURNEY DESIGN: NIKE AND
DISNEY CASE STUDIES
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NIKE'S INTEGRATED ECOSYSTEM AND
SEAMLESS CUSTOMER EXPERIENCE

App-Store Integration

Customers use the app in-store to scan products, check inventory, reserve items, and
request fitting room products.

Seamless Checkout and Fulfillment

Features like self-checkout, mobile payments, and buy online pick up in store reduce
friction and maintain inventory consistency.

Unified Membership and Personalization

Nike Membership spans app, web, and stores, providing points, exclusive drops, and
personalized recommendations across channels.

Content and Commerce Integration

Training content, athlete stories, and events are embedded in shopping channels,
blending content with commerce seamlessly.



DISNEY'S ORCHESTRATED MULTI-
TOUCH VACATION JOURNEY

Pre-trip Digital Planning

Guests use website and app to research, book, plan park days, and reserve dining with
synced itineraries across devices.

Wearables and App Integration

MagicBand and app act as room keys, tickets, payment methods, and ride access
enhancing guest convenience.

Real-Time Personalization

Behavioral and location data optimize wait times, suggest attractions, and guide guests
for better experiences.

Post-Visit Engagement

Photos, memories, offers, and trip recaps flow through email and app, enhancing future
trip planning.



CULTURAL INTELLIGENCE &
LOCAL RELEVANCE:
CONCEPTS AND
APPLICATIONS




KEY COMPONENTS AND
IMPORTANCE OF CULTURAL
INTELLIGENCE (CQ)

Definition of Cultural Intelligence

Cultural intelligence is the ability to work effectively across
diverse cultural contexts by adapting behavior and
thinking.

CQ Drive (Motivation)

CQ Drive refers to the motivation and confidence to adapt
and engage with multicultural environments.



LOCAL RELEVANCE: ADAPTATION AND COMPLIANCE IN GLOBAL MARKETS

Cultural Intelligence Importance

_“_ Applying cultural intelligence ensures business practices resonate with local consumer values and expectations.

Beyond Simple Translation

~ Effective localization requires adapting beyond language to cultural norms and consumer behavior.

Product and Service Adaptation

Modifying product features and packaging to meet local needs, regulations, and preferences is critical.




CULTURAL INTELLIGENCE &
LOCAL RELEVANCE: NETFLIX
AND IKEA BRAND EXAMPLES




NETFLIX'S LOCALIZED CONTENT,
INTERFACE, AND MARKETING

Localized Content Strategy

Netflix invests in country-specific original shows reflecting local themes,
humor, and social realities, achieving authentic global appeal.

Customized User Interface

The app layout and recommendations adapt regionally using local
languages, genres, and viewing habits to enhance user experience.

Region-Specific Marketing

Netflix leverages local social campaigns, memes, and influencer
collaborations to connect deeply with regional audiences.




IKEA'S PRODUCT ADAPTATION
AND CULTURALLY SENSITIVE
STORE LAYOUTS

Localized Home Contexts

IKEA uses localized catalogues featuring
furniture in culturally familiar home environments
for better customer connection.

Adapted Product Designs

Product designs are tailored to local living
patterns such as compact furniture for smaller
Japanese homes and unique sleeping customs.

Culturally Sensitive Store Layouts

Store layouts reflect cultural norms, including
gendered spaces and privacy zones like those in
Saudi Arabia, maintaining IKEA's brand identity.



Al-DRIVEN CUSTOMER
SUPPORT: TECHNOLOGIES
AND BENEFITS




CORE COMPONENTS AND
TECHNOLOGIES IN Al-
DRIVEN SUPPORT

Agentic Al

Autonomous Al systems that can independently set goals, plan,
make decisions, and take actions to achieve complex
objectives

Chatbots and Virtual Assistants

Al chatbots handle initial inquiries using NLP to respond
instantly and guide users or escalate to human agents.

Natural Language Processing

NLP and NLU allow machines to understand and respond to
human language with nuance and sentiment detection.

Lo v el Machine learning powers predictive analytics and improves
' response accuracy by learning from past interactions.
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BENEFITS OF Al-DRIVEN
SUPPORT FOR CUSTOMERS
AND AGENTS

24/7 Availability and Instant Responses

Al provides continuous support, minimizing wait times and
fulfilling modern demands for immediate service.

Increased Efficiency and Scalability

Al manages many routine inquiries simultaneously, allowing
human agents to focus on complex issues.

Cost Reduction

Automating common tasks reduces the need for large
support teams, lowering operational costs significantly.



Al-DRIVEN CUSTOMER
SUPPORT: H&M AND
SEPHORA BRAND EXAMPLES




H&M'S Al LIVE CHAT AND ANALYTICS-
DRIVEN SUPPORT

Al Handling Routine Queries

Al manages high volumes of routine questions, allowing agents to focus on higher-
value customer service tasks.

Live Chat Deployment

Al live chat is deployed on website and app to address order tracking, returns, and
sizing during peak sales periods.

Automated Customer Authentication

Flows authenticate customers, retrieve order data, and provide automatic answers,
escalating only complex issues to humans.

Analytics-Driven Bot Refinement

Chat interaction analytics refine Al intents and content, reducing repetitive tickets and
improving self-service success.



SEPHORA TREATS Al AS A CORE CX
LAYER

Al chatbots across channels

Sephora deployed Al assistants on its website, mobile app, Facebook Messenger,
and some in-store interfaces to handle questions like product advice, shade
matching, skincare routines, loyalty balance, and order tracking.

Beauty-specific conversational Al

The bots are trained on beauty domain knowledge and use NLP and machine
learning to understand intent, detect sentiment, and ask follow-up questions (e.g.,
skin concerns, finish preference, allergies) before recommending products or
routines.

Integrated service workflows

The assistant can manage order status, returns and exchanges, product availability
checks, and loyalty inquiries, and hands off to human agents when issues are
complex or emotionally sensitive, maintaining context for a “warm” transition



CONSENT-DRIVEN
PERSONALIZATION:
PRINCIPLES AND
IMPLEMENTATION




CORE PRINCIPLES OF
CONSENT-DRIVEN
PERSONALIZATION

Transparency and Clarity

Businesses must clearly explain what data
they collect and how it improves customer
experiences.

Customer Control

Customers need simple tools to grant,
manage, or revoke consent anytime through
a preference center.

Granularity of Consent

Consent should be specific, allowing users to
opt in to select data uses, not all terms at
once.
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TRUST, DATA QUALITY,
AND VALUE EXCHANGE
IN PERSONALIZATION

Building Customer Trust

Respecting data privacy and transparency
helps companies gain long-term customer
loyalty and higher retention rates.

Accurate Data Sharing

Customers share more accurate and
valuable data when they trust how their
information will be used.

Improved Data Quality

Trust leads to enhanced data quality,
resulting in better personalization and
customer experiences.



CUSTOMER

SATISFACTION
SURVEY

‘ Please take a few moments to
complete this satisfaction survey.

&

IMPLEMENTATION CONSIDERATIONS
AND PREFERENCE MANAGEMENT
TOOLS

Robust Preference Tools

Use a strong consent management platform for easy
customer control over data sharing preferences.

Clear Communication

Employ straightforward, compelling language to explain
data sharing benefits and avoid legal jargon.

Employee Training

Train customer-facing teams to understand privacy policies
and assist customers with consent management.



CONSENT-DRIVEN
PERSONALIZATION:
DEUTSCHE BAHN AND 02
BRAND EXAMPLES




DEUTSCHE BAHN'S OPT-IN
TARGETING AND
PERSONALIZED CAMPAIGNS

Al-Driven Personalized Campaigns

Deutsche Bahn leverages Al and social
media data to create tailored marketing
campaigns based on customer search
behaviors.

Clear Opt-In Targeting

The company ensures user consent for geo-
targeting and personalized offers, respecting
privacy and enhancing trust.

Effective Engagement and Growth

Relevant messaging through opt-in targeting
drives high customer engagement and sales
growth for Deutsche Bahn.



02'S HYPER-PERSONALIZED MARKETING AND PRIVACY COMPLIANCE

Hyper-Personalized Marketing

O2 uses customer data and preferences with explicit consent to deliver personalized marketing across channels.

Dynamic Ad Variations

Thousands of ad variations adapt to contract status, location, and device for greater engagement.

Privacy Compliance

- ;__-2 L,::""i‘ : Marketing efforts maintain privacy compliance by using customer data with explicit consent.
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MARKETING'S SHIFT TO FIRST- AND ZERO-PARTY DATA STRATEGIES

Customer-Centric Personalization

Personalization relies on explicit consent, transparent data use, and privacy-first design to build trust and respect.

Shift to First- and Zero-Party Data

' { Marketing moves from third-party to first- and zero-party data strategies to improve targeting and compliance.

Consent and Preference Centers

Consent and preference centers enable tailored content delivery while respecting customer choices and regulations.



BUILDING LONG-TERM
ENGAGEMENT & LOYALTY:
STRATEGIES AND BRAND
EXAMPLES




FOUNDATIONAL
PRINCIPLES AND
STRATEGIES FOR LOYALTY

Beyond Transactions

Loyalty is earned through continuous
interaction and value delivery beyond just
purchase frequency.

Emotional Connection

Strong loyalty stems from trust, respect, and
fostering a sense of belonging with
customers.

Consistency is Key

Reliable, high-quality experiences across all
touchpoints build trust and reduce customer
attrition.



EXCEPTIONAL CUSTOMER
EXPERIENCE AND VALUE-
DRIVEN LOYALTY PROGRAMS

Seamless Customer Experience

Every customer interaction should be smooth and positive
to stand out in competitive markets.

Empathetic Support Training

Train support teams to be empathetic problem-solvers
rather than just following scripts.

Value-Driven Loyalty Programs

Implement loyalty programs that reward customers
meaningfully to encourage long-term engagement.



BRAND EXAMPLES: PATAGONIA'S VALUES-
BASED LOYALTY AND SEPHORA'S TIERED
REWARDS

Patagonia’s Values-Based Loyalty

Patagonia builds loyalty through shared environmental and ethical values, promoting
sustainability and product repair.

Patagonia’s Community and Warranty

Lifetime warranty and ESG commitment create a strong, authentic community with
enduring customer trust.

Sephora’s Tiered Rewards

Beauty Insider rewards program offers points, product samples, and exclusive
experiences to encourage repeat purchases.

Personalized Shopping Experience

Sephora uses personalized recommendations and interactive demos to enhance both
online and in-store customer engagement.



CONCLUSION

Customer-Centric Strategies

Combining omnichannel design, cultural
intelligence, Al support, personalization,
and loyalty programs enhances customer
experiences.

Driving Business Success

Effective strategies lead to superior
customer experiences that drive business
growth and loyalty.

Inspiring Engagement
Leveraging insights and brand examples

inspires impactful and meaningful customer
engagement.



THANK YOU
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