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Next-Gen Customer Experience imperatives

Keys to building the digital foundation to understand and optimize holistic customer journeys

Identity

Collect omnichannel data

and stitch it to a single ID

that can be used by other
CX technology.

Adobe

Analysis &
Insights

Explore the customer
journey in full context,
across all data channels, to
discover cross-channel
insights in real time
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First-Party
Data Collection

Create a first-party data
foundation and reduce
dependencies on third-party
cookies that will be
deprecated in the coming
12-18mo.

Privacy & Trust

Market responsibly and
comply with regional and
organizational policies with
Adobe's patented data
governance framework.

®

Real-time

Architecture built from the
ground up to process data
immediately and deliver
personalized customer
experiences in milliseconds.
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Customer Lifetime Value ———»

Personalization tactics evolve to become more robust as customer
engagement (and data) increases throughout their lifecycle

Acquire Engage Convert Retain & Grow
Real time retargeting Real-time behavior Re-engage lapsing
. across channels triggered experiences customers
Target high value o

prospects on paid media

LET YOUR
CARD TAKE
YOU THERE

T Tailored cross-
channel journeys
Q

Real-time “next click”

site/app pzn Tailored 1:1 offers

Majority of content is relevant &
connected across channels

Audience segments 3rd party behavioral Demo attributes Explicit preferences Call center data Loyalty data
2" party Device ID Implicit preferences Omnichannel Transactional data
Propensity scores
Contextual insights & geo-location data
Omnichannel Behavioral data
Attitudinal & psychographic data
Channel response
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Personalized Insights & Engagement, Powered by Adobe
Experience Platform
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Customer Journey Analytics Real-Time CDP Journey Optimizer
Omnichannel Insights Actionable Profiles for Personalization Right-time Engagement
and Analysis Across the Customer Lifecycle Across Any Journey

’rivacy and Security Shield Data Distiller

Adobe Experience Platform

Real-Time Customer Profile Al & Machine Learning | Open Ecosystem Cloud Extensibility
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