Customer 720:
Customer Engagement & Experience Manhagement

BOSCH




What does Customer 360° View

mean to you?

360°

View of Customer
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Customer 360, aims to integrate customer information across multiple
360° channels, systems, devices and products in order to improve the
View of Customer engagement and maximize the value delivered.
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” Engagement

Business Functions

360°

View of Customer
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All are within your systems
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Customer 360 is about managing the

"Engagement”
360°

View of Customer

Engagement
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If the Engagement is done right,

you get a Satisfied Customer

360°

View of Customer
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Is this Enough?
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What more can you do?
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Acting on the Feedback x

“Your most unhappy
customers are your greatest
source of learning.”

Bill Gates, Founder and
former CEO of Microsoft

Actionable
Insights
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You need to Manage the

“Experience”
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Create A Customer who sells for you

Personalized Recommendation to drive Sales, Commerce

Personalized Marketing & Services

Trust based Long Lasting Customer Relationship

Awareness>> Consideration >> Purchase >> Retention >> Advocacy >

720°

View of Customer
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Segment size of “one”

Awareness>> Consideration >> Purchase >> Retention >> Advocacy >

o0

720°

View of Customer
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Experience
Touchpoints
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Ah, not so easy...
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Experience
Touchpoints
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The next Generation Technology enablers

Artificial Intelligence

Machine Learning

Big Data

Analytics

NLP

Security/ Trust — Data Privacy

..if it is free, you are the customer

BOSCH



What it means to the Customer?

Experience
Touchpoints
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Seamless experience across
touchpoints
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Experience drives Value

Experience

Also on Implicit and/or unstated wants
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The reverse journey of being able to create mass
segmentation
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Experience is the key to “positive”

behaviour

Experience
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Conclusion

- Customer Experience is the next Battleground

- Moving from Engagement to Experience Management
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THANK YOU!!!



The Brand Core:
Setting the
direction for
everything we do
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Invented

for life
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