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Background of the research

e In today's hyper-connected world, where customers interact with brands across multiple touchpoints, both online and offline, the demand for seamless experiences and unmatched

convenience has reached unprecedented levels

e The increasing complexity of customer interactions, coupled with rising customer expectations, poses a challenge for marketers in seamlessly connecting and personalizing the

customer journey

e By leveraging data, analytics, and automation, Customer Journey Orchestration (CJO) enables enterprises to deliver consistent and tailored experiences at every stage of the customer
journey empowering organizations to understand customer needs, anticipate their preferences, and proactively engage with them

e CJO strategies are spearheading both technological and organizational transformation, encompassing people, processes, and technology dimensions

e Through effective CJO implementation, enterprises can gain a competitive advantage by fostering deeper customer relationships, driving revenue growth, and enhancing their brand

reputation in the market

Scope of this report

Geography
Global
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This research offers distinct chapters providing a deep dive into key aspects of Customer
Journey Orchestration space; below are four charts to illustrate the depth of the report

Businesses tend to overestimate thei

ability to deliver personalized journey experi

eople and process play a sign

While 1:1 personalization is the way forward...

>80%

Personalized journeys

——t

...enterprises are struggling to delight their customers

<30%

customer experiences

Top challenges

Business-centric
approach

Brands claim investment in personalized

Siloed
culture

Legacy
systems truth

No single source of

Brands emphasizing personalized experience
are prioritizing journey management

@ Talent and
training

A comprehensive and organized approach is required in finding CJO product that helps

marketers achieve their business goals

People

e Understanding how journey orchestration can
impact workflow of different teams and
departments in an organization

e Creating cross-functional synergies and
pathways for information sharing to ensure
right data is in the right hand at the right time

Process

e Understanding the difference between
hub-and-spoke and centralized approach in
the context of journey personalization

Roadmap for implementation of hub-and-
spoke model involving the establishment of a
synergetic customer experience team and
Centers of Excellence (CoEs) while instilling a
customer-centric mindset

Technology

e Tools such as journey orchestrator, journey
analyzer, and CDP plays a major role in
implementation and management of journeys

e Although journey orchestrator alone can take
care of 1:1 personalization, it is usually
coupled with a dedicated CDP for better
customer data quality

In response to evolving customer expectations, enterprises are increasingly seeking
opportunities for personalization

Define business objective

e Establish a comprehensive list of
the expected business goals that
the integration of journey
orchestration tools aims to achieve

e Examples include reducing churn
rate, increasing customer loyalty,
and improving sales

Parameters to compare products

[

Evaluate existing technology stack

e Conduct a thorough assessment of
the current technology stack to
ensure seamless integration of the
selected tools

o Compatibility with the existing IT
infrastructure is a key consideration
during this evaluation

)
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Compatibility Ease of use Personalization
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Scalability Pricing Integrations

Compare products

e Products satisfying the
compatibility criteria are further
filtered based on their ability to
bring enterprises closer to their
business goals

e Product features are mapped to
business goals ensuring
selection of relevant solutions

Workflow automation

BY

ik

Real-time decisioning

A/B testing

Analytics and reporting

Assess vendor support

e Evaluate the level of post-sales
service provider support offered

Consider factors such as
implementation assistance and
maintenance services

e Poor service provider support
might necessitate the need for a
service provider in setting up the
orchestration ecosystem

o
o

Data governance

o

Omnichannel support

Travel and tourism

Qantas mobile app provides consistent end-to-end
customer experience by optimizing key touchpoints such as
booking, check-in, lounge, and flight experience. It uses
geo-tagging to provide recommendations such as optimum
leaving time based on user location. Its partnership with
different hotel brands enables consistent post flight
experience.

Internal solution \

GanTas

Energy

Iberdrola, a renewable energy company, has overcome
gaps between contact center, digital platform, and
consumer by using Alterian journey analytics offering.
Alterian collects data across channels and generates a
Sankey visualization allowing the CX team to identify
sources of customer escalations and service gaps.

Alterian journey analytics alterian

Ecommerce

Sephora, a beauty brand, is using Salesforce journey builder
to deepen customer engagement by building personalized
journeys driven by customer preferences, demographics, and
inputs. Salesforce integrations with Meta, Google Analytics,
and Snapchat enables easy orchestration of these journeys.

Salesforce journey builder @

Fashion and apparel

Michael Korrs is using ActionlQ to prepare for a cookie-less
world. ActionlQ allows creation of server-side cookies or
durable IDs enabling data collection from owned properties to
create audiences, extract insights, and orchestrate journeys.

Actionia = ActionlQ

Technology solution

Banking and financial services

Mastercard acquired Dynamic Yield in 2021 and is using its
Experience OS to deliver insights-driven personalized
content, offers, and products to its cardholders. It is also
helping Mastercard to increase its audience reach by
leveraging geographic insights rooted in aggregated as well
as anonymized transactions data.

Dynamic yield ﬂiyield

Logistics

TMOV, a Brazil-based agro-logistic company, is using
CleverTap to boost onboarding and adoption by
enhancing the overall customer experience. It uses
CleverTap to create dynamic journeys for onboarding,
registration, cart abandonment, and referring a friend.

CleverTap Gmm

/E\Verest Group®  Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-64-CA-6038




Research calendar
Interactive Experience (IX) Services

Bl Published [ Planned [l Current release

Reports title Release date

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022 February 2022
Digital Commerce Platform Trailblazers: Top 15 Start-ups Redefining Shoppable Experiences March 2022
Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022 — Service Provider Compendium March 2022
Emergence of CDPs: Charting the Path to Data-driven Personalization July 2022
Adobe Services PEAK Matrix® Assessment 2022 September 2022
Adobe Services Provider Compendium 2023 November 2022
Digital Commerce Platform PEAK Matrix® Assessment 2023 March 2023
Digital Commerce Platform Provider Compendium 2023 March 2023
Customer Data Platform (CDP) Products PEAK Matrix® Assessment 2023 May 2023
Customer Data Platform (CDP) Products Provider Compendium 2023 May 2023
Generative Al - Revolutionizing the Creative Design and Development Process June 2023
Customer Journey Orchestration :Empowering Personalized CX Across Touchpoints July 2023
Voice of Stakeholder (VoS) Compendium Report 2023 Q3 2023
Unlocking the Stakeholder Experience for Employees, Partners and the Society Q3 2023
Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2023 Q3 2023
Digital Experience Platform PEAK Matrix® Assessment 2023 Q3 2023

Note: Click to see a list of all of our published Interactive Experience (IX) Services reports

/Eerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-64-CA-6038


https://www2.everestgrp.com/reports?Cat0=1204

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.

Everest Group®

With you on the journey

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
to the link above for the full version of the Terms of Use.

Stay connected

Website
everestgrp.com

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
Social Media

Yy @EverestGroup
[ @Everest Group

€) @Everest Group

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.

Bangalore
india@everestgrp.com
+91-80-61463500

Pe!hi O @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
india@everestgrp.com any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
+91-124-496-1000 Blog and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,

everestgrp.com/blog
London

unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

This document is for informational purposes only, and it is being provided
“as is” and “as available” without any warranty of any kind, including any
warranties of completeness, adequacy, or fitness for a particular purpose.
Everest Group is not a legal or investment adviser; the contents of this
document should not be construed as legal, tax, or investment advice.
This document should not be used as a substitute for consultation with
professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material
in this publication.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.


mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
http://www.everestgrp.com/
http://www.everestgrp.com/

