Leveraging Customer Signals In
Retail to Drive Business Outcomes
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“Digital allows brands to analyze data and
see how consumers shop."
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https://www.adweek.com/digital/the-retail-industry-is-focusing-on-customer-experience-and-convenience-to-win-in-ecommerce/

34% of marketers and CX professionals are unable to unite data between their
web and mobile-optimized sites to create a single customer view
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“By leveraging the full power of big data, retailers could increase their operating
margins by up to 60%” McKinsey
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Capture Every Customer Signal Analyze & Empower Action
Predict Behavior

Alerts & Analytics
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Building Blocks of Successful Digital CX

A strong foundation is critical for time-to-value

Digital
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Building Blocks of Successful Digital CX

A strong foundation is critical for time-to-value

. Design the full customer
journey

. Focus on 2-3 impactful
business objectives

BEGINNING — IMPROVING

Medallia

INNOVATING



Building Blocks of Successful Digital CX
A strong foundation is critical for time-to-value

BEGINNING — IMPROVING — INNOVATING —

Medallia

. Develop action
methodology
(closing loops, internal
changes, efc.)

. See how digital impacts
other channel
(in-store, fulfillment, etc.)




Building Blocks of Successful Digital CX

A strong foundation is critical for time-to-value

. Optimized action
methodology

. Digital CX insights fuel

entire organization
(marketing, call center, efc.)

BEGINNING — IMPROVING — INNOVATING —
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Demo Disclaimer

The information presented in today’s webinar is for
demonstration purposes only and is provided to
introduce participants to the capabilities of Medallia
Experience Cloud. None of the visuals shown today
reflect actual client information.




DICK’S BANI

SPORTING GOODS Adobe

DICK’S Sporting Goods Streamlines its
E-commerce Experience

Decrease Lowered Increased
bounce rate exit rates conversions
by 50 basis points by 40 basis points on exercise

equipment in-cart
from 25% to 46%
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We can now
understand
customer priorities
better by launching
and turning around
these surveys with
Medallia, then

pairing the
information with

Adobe Analytics
insights, matching
things like bounce
rates and high traffic
pages.

Miche Dwenger,
VP Ecommerce Experience,
DICK’S Sporting Goods




Marketing & Customer Experience Management Use Cases
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Combine Analytics
data with CX
Signals for better
decision-making
in ecommerce
optimization
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Combine
Transactional data
with CX Signals
for better
personalization
management

Better Marketing with CX Signals

Combine CX Signals
with conversion data
to drive content &
campaign
optimization




Building Blocks of Successful Digital CX

A strong foundation is critical for time-to-value

Digital
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Strategic

Simple
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with Best
Practices

Vision for
Program Growth
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Questions?
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Thank You
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