EXECUTIVE BRIEF– CUSTOMER EXPERIENCE MANAGEMENT

Customer Experience Management
and the Connected Business

The Role of Intelligent Data Orchestration for Omnichannel Retail
For many years, consumer goods companies and retailers
have tirelessly worked to deliver omnichannel commerce
that streamlines and coordinates transactions across sales
channels in physical and digital stores.
Now, these companies are looking to take their
ominchannel interactions with customers a step further.
They want to cultivate exceptional customer experiences
for every interaction a consumer has with a brand.
The key focus for this effort is known as customer
experience management, or CEM — the ability to
understand consumers, anticipate their needs and engage
them with timely, relevant messages.
CEM goes hand in hand with omnichannel commerce
as consumer goods brands and retailers continue to
transition from product-centric to consumer-centric
operations and marketing.
This shift comes amid soaring consumer expectations for
a relevant experience with their favorite brands, whether
they’re browsing a website, using a mobile app, shopping
in a physical store, or talking on the phone with a service
representative. Consumers no longer buy on price and
selection alone. They value relationships with brands that
cater to their individual needs.

Connecting applications, data, people and processes
is crucial for effective CEM. The organization needs
seamless orchestration across software systems,
channels, products, regions and lines of business. That’s
essential to building 360-degree consumer profiles and
optimizing interactions across multiple touchpoints.
To capitalize on CEM’s potential to engage customers and
drive revenue, consumer goods companies and retailers
need high quality, integrated data on demand. They also
need workflow automation across multiple business
functions, as well as capabilities to utilize APIs to unlock
data and deliver innovative customer experiences. In
short, a retail brand needs to run as a connected business.

The Impact of Fragmented Data
Unfortunately, data about consumers and products is highly
fragmented across multiple internal and external sources.
Without unified data, marketing teams are left to piece
together isolated campaigns that are far from the ideal of
real-time consumer engagement across any channel.
A patchwork approach to CEM makes it difficult to
create a single view of customers and products. Siloed
operations also add redundancies, inefficiencies and costs
for retailers with already slim profit margins. The risk of
revenue loss and customer churn is high.
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Fragmented consumer information also hinders
compliance with increasing regulatory requirements
around data privacy and security. Privacy International,
a nonprofit that advocates for privacy protections, says
that 126 countries have national data protection legal
frameworks in place as of January 2018. And as of May
2018, the General Data Protection Regulation (GDPR) in
the European Union introduces new consumer privacy
requirements for any company, not just those in the EU,
that markets to EU citizens.

Orchestrating Processes for
a Superior Experience

Beyond compliance, data protection is also good for
business. Various research studies show that consumers
are less likely to buy from a company that suffers a data
breach. Often, trust in a brand is the difference between
the winners and the losers in a competitive marketplace.

This diversity of data sources and business functions
introduces the need for workflow automation to ensure
that moving parts are in sync, at speed and at scale. For
example, a brand improves engagement with consumers
when an ecommerce order can trigger cross-sell and
upsell offers through digital advertising or social media.

Benefits of High Quality Data
High quality data allows marketers to understand both
trends and individuals. It enables the delivery of specific
messages and predictive offers via personalized marketing
based on consumer preferences and behaviors, the
relationships they reveal, and insights into the products
they’ve already purchased.
These data-driven insights improve collaboration with
partners with partners to design new business models for
the last mile of distribution. They also provide guidance on
developing new product or service offerings in a world of
increasing consumer centricity. The ability to connect with
external partners and internal product teams is essential.
Quantitative proof of the value of high quality data
is becoming increasingly available as the leading
companies reap the rewards of investing in strategic
data management. At Dell Boomi, our customers report
significant revenue growth and double-digit gains in
marketing campaign effectiveness by using our cloud
integration platform to connect their applications and data.

Core data needed for effective CEM typically resides in
enterprise resource planning (ERP), customer relationship
management (CRM), marketing automation, ecommerce
and customer service systems. And today, organizations
can draw from an ever-widening array of sources to enrich
customer profiles — social media, wearable devices,
smart products, affiliate partners and more.

Similarly, a consumer’s phone call to the customer service
department should ideally trigger a follow-up that draws
on the full consumer profile. Consumer complaints
regarding product quality are ideally routed to product
engineering and production, where they can be analyzed
for commonalities. A shipment complaint should be shared
with warehousing or a third-party distribution partner.
Capabilities to create, publish and manage APIs let
an organization unlock existing data to support new
applications and experiences across mobile, social and
IoT. Those might include mobile apps made available to
customers or smart devices, such as consumer appliances
or wearables that exchange data with back-end systems.
By using APIs to extend the consumer ecosystem, brands
gain an additional edge for CEM.
In this respect, integrated, high quality data works hand in
hand with workflow automation and API management to
elevate the consumer experience. A unified data platform
that delivers multiple capabilities sets the stage for brands
to achieve the business benefits of CEM, without the need
to rely on stand-alone tools.
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An Intelligent Data Platform for
Customer Experience Management
An intelligent data platform allows you to systematically transform raw,
possibly unsafe, data into high quality data for more accurate insights and
effective decisions. Beyond core integration, an intelligent data platform
also includes workflow automation, data quality, master data management,
data security and electronic data interchange (EDI) capabilities.
An intelligent data platform can guide progressive improvements in
CEM, beginning with integration, and expanding to encompass workflow
automation, API management, data quality, data security and other elements.
This journey should be a team effort, since an intelligent data platform allows
non-data experts to participate in data usage and orchestration.
Think of the Boomi unified platform as a factory that leverages raw
data from multiple sources to deliver essential capabilities for CEM and
customer-centric operations.
Boomi’s intelligent data platform can help consumer goods companies
and retailers:
•

Establish a secure source of trusted consumer data. Get a single
view of consumers across all touchpoints and build trusted profiles
that help you segment customers and personalize marketing offers.

•

Orchestrate business processes. Use a low-code development
platform to build automated workflows that orchestrate processes
across applications, functional areas and business units.

•

Deliver innovative consumer experiences. Provide new customer
engagement touchpoints through mobile apps, social media and
smart devices with robust, low-code API management.

•

Create an end-to-end process view of product data. More efficiently
acquire, author and publish product information to launch products
faster and manage their lifecycles.

•

Synchronize a data-driven supply chain. Boomi provides EDI to
automate transactions with partners and allows users to combine
data sources to create a complete and contextual view to make
important supply chain decisions.

Consumer goods companies and retailers that equip all departments with
high quality data will be best positioned to compete, lead and thrive in the
digital age. This is especially true for CEM, which depends on data-driven
strategies to ensure trust, agility and a deep understanding of consumers,
products and trading partners.

Learn more about how Boomi
can help you build your CEM
capabilities
boomi.com/integrate

Speak with a
Boomi integration expert

View all customer stories at
Boomi.com/Customers
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