Improve revenue throughinsights-driven customer engagement

Have a 360-degree view of customer —

i.e., across touchpoints, across
relationships and across lifetime
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Use the customer data to improve the

Benefits to You?
Customer Experience
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Achieving an understanding of the customer’s ‘ AL ' Lifetime
circumstances to drive deep rapport. Acq uisition
Cost (CAC)  Value

Personalization (CLTV)
Using individualized attention to drive an
emotional connection ‘ Customer retention and )

a brand differentiation drive
Time and Effort market share J

Minimizing customer effort and creating
frictionless processes

Profitable customers and

~
) enhanced analytics ).

] behavior identified with
Expectations

Managing, meeting and exceeding

customer expectations. <
Seamlessly enhanced
R luti multichannel customer
esolution experience s

Turning a poor experience into a great one.

Integrity
Being trustworthy and engendering trust.
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KPMG Gapillary powers a Personalized Gustomer Journey @ capillary
through anintegrated platform for Customer Engagement

Awareness ) Intent ) Consideration ) Purchase ) Post-Purchase ) Loyalty

Consumer
Journey

Unknown Customer Known Customer Known Member

&

(Xf Insights+ Engage+ AHEEIE Loyalty+
| | | Commerce+
Helps derive trend§ and deep Helps drive 1:1 personalized Helps build omnichannel,
Data sources insights about business and engaggment across channels Helps build easy commerce P T A
customers using the stored data experiences — Anywhere, anytime transactions & behavior

POS system

e-commerce -
Mobile App

Social (Facebook, Instagram...)
Consumer Data Platform
Third-party data

Al/ML-powered CDP captures data and created a customer single view — from loyal & other

Search & click data . . .. . .
customers — for information, insights, engagement and personalized experiences
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