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Fact 1: AL
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customers X%
are different

The way you do business ‘/
needs to change

Who are they?
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Digital Transformation
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The IT Crowd
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Customer Journey Maps



Customer Journey Maps

Custome

Internal Process

Experience
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The Circle of Life




The Circle of Customer Life

Social Media
Review Sites

Personal Network Youtube
Pinterest
Brand Site Images
Direct Recommend/ Emails
Review
Organic Display
PPC Facebook

Purchase Inspiration Twitter

PPC

avie . Organic
Comparison sites

Brand Comparison Rescarch Brands
PPC Remarketing

Display
Things to do
Location Videos

Selection Target

Reviews PPC

Brand Loyalty Organic
Direct Brands

Maps Long tail queries

Guides Things to do gene.fét’s
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Think Video



lllll
-

Omn'iéc'h‘anné‘;
o b’
‘ ”¢ | )

7!.)Ai.' v - .‘,.

011 00101101 1010011@;@ mB”f l;ltLJ"
| og - . . Dgl

= .pu At 5 Ly r ‘
Y -‘K

,a‘

Not multi-channel

P

ees-(vs d

. - - - - ]
- www.genesys.net




Multi-channel vs
Omni-channel

OmniChannel Retail - Retailer’s Perspective

Single view Single view
of the Customer

of Data

Retailer / Brand
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Fact 8:

The Digital
COMErSIENES

Digital Asset Management
Customer. Relationship Management..
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Digital Asset Management
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Sherlock Holme
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Latest technology
2015 predictions

Growth in pervasive connectmty

The Internet of tfilngs —3 -
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Analytics brﬁs conteXti& onah?&tlon

Cloud computing CONNI{UESREGEGY’ out ffff
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Latest technology

Wearables

Autonomous machines
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Apple Watch

genesg)s

www.genesys.net



Alternative Video







Google Glass
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Driverless Cars
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Google Robots



SmartSeats
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Thanks for listening
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