
Elevate your 
personalisation, 
exceed customer 
expectations.
With the right capabilities across data, content and journey 
optimisation, you can deliver the real-time, end-to-end 
personalisation at scale you need to excel at customer experience. 

of consumers say 
personalisation is important 
to a great experience. 

Companies that excel 
at customer intimacy generate

faster revenue growth.

Why elevating personalisation ma�ers.

�e business value of personalisation.

Adobe customers in the telecoms 
sector that prioritise personalisation 
at scale have seen an overall 
increase in customer lifetime 
value of 35%, driving conversion 
by more than 130%.

Telecoms

Retail

A Nielsen company report 
found that, in 2021, 35% of 
consumers began switching 
to a �nancial brand they 
hadn’t used before.

72% of customers consider 
a personalised banking 
experience highly 
important according 
to a report by Capco.

A McKinsey study said 
78% are more likely to 
refer friends and family 
to companies that 
personalise.

Financial services
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Retailers that can leverage a uni�ed view of the customer to deliver 
end-to-end personalised experiences see 10x the conversion rate 
of those that don’t, and 8x more revenue by visitor. 

Adobe personalisation creates cost e�ciencies, 
increased revenue and customer lifetime value.

Reaching the full potential of personalisation.

Home Depot
Online sales

Telenor
Return on ad spend

So what does excelling at personalisation look like? Put simply: end-to-end, real-time, and at scale. 

 

�e challenge: making the most of disconnected data for 
meaningful and timely experiences.

�e �x: build a data foundation for precise personalisation.

 Solutions:

     • Adobe Real-Time Customer Data Platform

     • Adobe Customer Journey Analytics

Competitive businesses need the ability 
to reach every customer, every time, with 
the agility and e�ciency to grow your 
personalised approach with your 
customer base.

3 capabilities for best-in-class personalisation.

Uni�ed data strategy

 Enterprise content management

 Omnichannel journeys

6 steps to success.
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“

�e challenge: rapidly and consistently responding to 
customer needs with content.

�e �x: automate scalable content creation and delivery.

�e challenge: making complex customer 
journeys frictionless.

�e �x: automate end-to-end decisioning 
and personalisation.

Solutions:

     • Adobe Journey Optimiser

Solutions:

     • Adobe Experience Manager Sites

     • Adobe Experience Manager Assets

2. Centralise and 
democratise data.
�rough multiple data    
points, you can begin to    
build rich prospects and 
subscriber pro�les.

Merge valuable o�ine and 
online data within a robust 
CDP (Customer Data Platform) 
to create a holistic view of    
the customer that is actionable 
in real-time use cases.

3. Be smart.
Design intelligent, dynamic 
digital-�rst experiences        
that anticipate needs            
and facilitate resolution.

Data really is the power 
driver. It can help with 
personalisation and 
with driving content 
e�ectiveness.”
Larry Casey, Senior Director 
of Enterprise Solution 
Services, Adobe

Our pace of work has 
increased dramatically, as 
has our scope, and yet we’re 
rolling out highly integrated 
campaigns more quickly 
and e�ciently than ever.”
Jenifer Salzwedel Senior Director 
of Marketing Operations and 
Enablement, Poly

To discover more about how to achieve 
engagement across all channels, at scale 
and in the moment, go to our website.
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Customer journey management 
is thinking about a customer’s 
interaction with a brand as not 
a single point in time but over 
time – days and years. Customer 
experience is the manifestation 
of customer journey. Customer 
journey is the plumbing that 
supports those experiences.”
North America Digital Transformation
Agency – SVP

1. Simplify data 
management and 
activation.
Expand your data source 
ingestion, enterprise unity 
and governance to unlock new 
audience insights that can be 
activated in real time through 
a uni�ed pro�le.

Enable targeting of high-value 
segments that can leverage 
behavioural data to acquire 
new customers.

Uni�ed data 
strategy

Enterprise content 
management

Omnichannel 
journeys

4. Go create.
Operationalise highly    
e�cient content creation,    
and experience deployment,  
across the enterprise to   
rapidly respond to customer 
needs and improve global 
brand consistency.

Competitive businesses need 
the ability to reach every 
customer, every time, with the 
agility and e�ciency to grow 
your personalised approach 
with your customer base.”

Forrester study commissioned by Adobe

In today’s hyper-connected world, brands 
must make seamless experiences that 
consistently deliver the most relevant 
content across every touchpoint.

Great customer experiences happen in 
real time. �is means having the speed 
and e�ciency to anticipate their needs 
in the moment.

Real timeEnd-to-end

At scale
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5. �ink omnichannel.
Plan complex customer 
journeys across touchpoints 
and react to them in real   
time, with intelligence          
and automation of next      
best actions.

6. Plan ahead.
Deliver the most relevant   
next best action or o�er          
at each interaction, 
coordinated between       
online and o�ine channels.

https://business.adobe.com/uk/

