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Setting The Stage
In the midst of today’s uncertainties,
it’s more important than ever for business
leaders to make informed decisions—quickly.
In the consumer package goods (CPG) and
retail sectors, for example, several trends
are starting to emerge in terms of customer
behavior. Those include a renewed interest
in home cooking, meals together, decorating
and do-it-yourself projects parried against
that are lower spending on restaurants,
hotels, events, conferences, catering and
long-distance travel.

This volatility is placing increased significance on both financial considerations like liquidity
and technology for new business models, performance metrics and forecasting systems.
To address this new normal, our clients are now investing in modern marketing platforms
aimed squarely at delighting the consumer while delivering financial value to the business.
A recent survey by the IBM Institute for Business Value shows a major shift in priorities,
post COVID, as companies:

84%
Expect customers to prefer online
channels for engagement

In the US households are now estimated
to spend 20% more on in home food than
they did a year ago1.

64%

60%
Accelerated process automation

59%
Accelerated digital transformation
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Domesticity Is a Mixed Blessing for Household Brands.
Wall Street Journal. 08/09/20
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Are shifting to more cloud-based
business activities
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What are the most important
steps in delivering the ideal
experience for the consumer
under today’s conditions?
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At IBM, we regard Customer Data Platforms
(CDP) as the accelerant for intelligent
content, recommendations. The outcome
is an offer for the right person at the right
price and through the right channel.
In essence, a CDP unifies data from multiple
sources to identify individuals, create
cohorts and personalize engagement
across all touchpoints.
However, research from IBM and Forrester
indicates that while almost two thirds
of firms are planning to implement a
personalization strategy, over 50% remain
hamstrung by disconnected technologies2.
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Personalization Demystified: Enchant Your Customers
By Going From Good To Great. Forrester Consulting. 02/20
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The State of Microsoft Dynamics 365 Customer Engagement
Report. IBM. 05/19
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And an IBM survey of over 1,000
organizations revealed that less than a
quarter measure Customer Lifetime Value,
without which they cannot determine
customer acquisition costs much less offer
premium services3.
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50%
over 50% remain hamstrung
by disconnected technologies

Less than

25%

Less than a quarter measure
Customer Lifetime Value

Continued...
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The fact is that much of our clients’
information is now held in distinct
“data silos” which dramatically
diminishes usability.
In other cases, data may be redundant
or organized so that it cannot be
correlated. In effect, much of the value
of customer data is lost when the data
is unknown, inaccessible or sequestered
in isolated pockets.
Given those issues, we advise our clients
to create a rational CDP strategy based
on sharing, openness and reuse. This
is reflected in our clients top priorities
for improving their data strategies
and content intelligence to support
personalization.
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The benefits of using a CDP to create an
empathetic experience are compelling

6%

10%
In order frequency

Personalization Demystified: Enchant Your Customers
By Going From Good To Great. Forrester Consulting. 02/20
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SAP on Azure: The Trusted Path to Intelligent Retail.
Microsoft. October 2019.
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Separately, research from Microsoft
and SAP came to similar conclusions.
They indicated that

60%

Increase in revenue

13%
4

Microsoft Dynamics 365 Customer Insights

of retailers view data and analytics
as a distinct competitive advantage5.
The same report put the risks in stark
contrast as

79%
of customers will take their business
to a competitor within a week of
experiencing poor service.

Increase in cross-sell/
upsell opportunities4

Continued...
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So what are the
first steps?
We recommend that clients clearly define
a data strategy to save customers time,
give them a greater feeling of confidence,
and evoke a sense of empathy. To create
that experience, IBM Global Business
Services (GBS) takes a wholistic approach.
We understand, for example, that reticence
to share data across departments can be
a major impediment to becoming a data
driven company.

By taking a holistic approach to the right
building blocks, we’re able to better ensure
success and to create “at-scale” programs
that matter to the business and consumers
alike. Importantly, we work together to
assess your current capabilities, identify
gaps, prioritize goals, and align them
across the organization. We call this our
Personalization Value Assessment.

To achieve this, IBM and Microsoft
work together with clients to identify
desired outcomes and define the phases,
engagement and operating models to
achieve them. Enterprise design thinking
and a series of hands-on assessments
better enable us to identify a North Star,
envisage the required experience and import
the right technologies for personalization.
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At the conclusion of
the assessment phase,
we deliver our findings
and recommendations
in a simple, straightforward
plan for the CMO, CEO
or Board.
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A Case study
in Digital Transformation
through personalization
To illustrate our approach, IBM recently
worked with a major insurance company
to establish a standalone subsidiary
with a new brand designed expressly
for high-value millennial customers.
The new company creates valued
connections with millennial drivers
and provides them with bespoke offers
based on their hobbies, habits, and other
transactional touch points.
Importantly, permissioned data is
leveraged to establish dynamic risk
pools and providea better end-to-end
experience for all customers.
Our research shows that the last thing
millennials want to spend their time
doing is answering dozens of questions.
IBM aspired to change that for the client.
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While other insurance companies
determine premiums based on
factors like gender, marital and
employment status, we developed
a rating scale based on what, where
and how customers drove, along
with who they were.
We then worked hand-in-hand with
the client to design a clean and simple
digital insurance platform that provides
a straightforward, no nonsense quote.
Using personalized data and insights,
our client can now anticipate the needs
of millenials in real time, while treating
those customers like people, not risks.
IBM helped a client reimagine the
auto insurance buying journey to
provide members with a clean,
affordable, customizable experience
that fits their needs. It’s both simple
and personalized.

How you drive
(Driving record/telematics)

Where you drive
(Driving history)

What you drive
(What you drive/
registered drivers)

Who you are
(Age, payment history,
prior insurance)

$1
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Billion-

the valuation of the subsidiary after re-engineering
their digital insurance platform.
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Microsoft Dynamics 365
Customer Insights
In April 2019, Microsoft entered the CDP
market based on a massively scalable,
high performance customer data platform
called Dynamics 365 Customer Insights.
Fundamentally, CDP’s create a single,
unified view of the customer by capturing
data from multiple systems, linking each
piece of information to the same customer
and storing that identity information to
understand behavior over time.
This core ability to identify a unique
customer profile across many systems
is then used to target offers, assess value,
determine affinity, estimate attrition and
optimize marketing results. So identity
resolution is what makes or breaks CDP
effectiveness, and it’s this core functionality
at which Microsoft excels.
In essence, Customer Insights takes all
the data from ERP, CRM and other line of
business systems, combines that with third
party data and creates one complete view
of a customer across every touchpoint.
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Unlike CRM systems which are based
exclusively on 1st party data, Customer
Insights is purposely built to ingest, unify
and enrich data from many sources,
internal and external. It’s this ability to
match records, apply machine learning and
generate, timely offers that distinguishes
Microsoft customer data platform from
conventional CRM systems like Salesforce.
With Customer Insights, organizations often
enrich their customer views with third party
data, develop predictive models, perform
A/B testing, create cohorts and look-alike
segments and activate those insights to
drive real business outcomes.
Ultimately the goal is to engage
one’s customers with intelligence
and empathy by combining data science
with downstream marketing, sales and
service platforms.

Continued...
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In less than two years, Customer Insights
has quickly become a leading CDP platform
and Microsoft’s ability to both increase and
simplify the capabilities are impressive.
Inherent in Customer Insights are
prepackaged segmentation, churn analysis,
CLV and product recommendations.
The platform also streamlines the often
onerous data import – export process
through a catalog of prebuilt connectors
from inbound transactional (e.g. ERP) and
outbound campaign management systems.
In fact, it’s the fungibility across different
data sources that gave Microsoft the highest
Net Promoter Score across all the CDP
vendors in a recent Forrester study6.
In October, 2020, Microsoft announced
several breakthroughs in Customer Insights
Wave 2, including enrichment via Experian
for demographic and credit information,
and Microsoft Graph. Organizations can
apply Microsoft Graph to determine affinities
with certain brands, interests and activities
across age, gender and location.
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The Forrester Wave: Customer Analytics Technologies,
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In essence, online search volumes and
trends can signal affinity by a specific
cohort to a brand or interest. The integration
of Microsoft Graph, and access to 1st party
Microsoft search data, is unique in the
CDP field.
Coupling affinity analysis with Azure
Machine Learning Studio is a powerful
way of solving for churn prediction,
assessing CLV, making recommendations
or selecting offers. Customer Insights
includes these models out of the box
allowing for rapid development of
experiments. Standing back from other
players in the CDP market, Microsoft
distinguishes Customer Insights through:

Ease of data import – export

Prepackaged machine
learning and modeling

Prebuilt connectors
to other systems

Q3 2020. 08/05/20
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Introducing IBM Global
Business Services
IBM is Microsoft’s fastest growing global systems integrator and a recognized leader by both
the analyst firms IDC and ISG for our Microsoft consulting expertise.
We now have over 10,000 practitioners with experience in data strategy, personalization,
machine learning and CDP platforms based on hundreds of projects. One example of that is
the Personalization Value Assessment, our unique offering geared towards improving your
competitive advantage, data strategy and marketing investments.

Register for our Webinar to learn how
IBM and Microsoft can deliver empathetic
experience for your organization
Customer Experience Webinar,
14 January, 2021, 10 AM PST

Register
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Click here for more information
on Customer Dynamics 365
Insights or to speak with an
IBM Consultant
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