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breakthrough
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A guide to help you use data to impact customer relationships now

Rethink how to bring
customers closer today
Better understand customers to
differentiate your brand experience
The pandemic has accelerated the need to get customer experience right. Consumers
want emotionally satisfying experiences and are willing to switch providers to get them.
And siloed CX programs are not enough in today’s digital economy, where customer
emotion is impacted by multiple touchpoints over time. As part of their growth plans,
organizations must rethink how to pull together and harness disparate customer data
quickly to impact critical decision-making moments throughout their journey.
We are hearing from our clients that they need insights to rapidly increase the value they
deliver to their customers.

Let’s look at practical, rapid solutions to this challenge.
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Challenge:

Harness customer data
to fuel growth
How do I better understand my
customers and immediately use
those insights to improve their
engagement with my brand?
Most organizations struggle to connect disparate
data sources and provide employees the insights they
need to enrich the customer experience. And because
different internal business units (e.g., Marketing, Sales,
Service) will be the “current” brand ambassador at each
step in the customer journey, the handoff between these
groups should be rock solid. When done right, brands
can benefit from a holistic view of their best customers
to deliver the right message and action at precisely the
right moment – at speed and at scale.

Typical scenarios
•
•
•
•

Break down digital data walls: Harness customer data from disparate sources with a Customer Data
Platform (CDP), which provides a centralized, unified understanding of customers.
Enable intelligent e-commerce: Enable customers to buy from you online, and use their engagement and
purchase data to understand demand and opportunities for personalization.
Glean insights from your contact center: Analyze massive volumes of customer service conversations,
extracting insights to improve messaging, product development and more.
Customer-centric field service: Organize field service teams with a unified view of customer assets, and the
systems and tools that enable technicians to provide preventive maintenance.

Business outcomes
•
•
•
•

Increase loyalty and customer lifetime value
Increase average order size
Reduce campaign costs and time to market
Improve service call resolution time and first-time-fix rates
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How Avanade has helped
organizations harness customer
data to improve business outcomes
1. We helped Open Universities Australia design and implement personalized
experiences across digital channels, and use data visualization tools to provide
visibility of conversion rates throughout the entire sales funnel. This doubled lead
generation and increased new student growth.
2. To support Unibail-Rodamco-Westfield business goals, we built a new digital
platform that optimizes the customer experience, doubling the number of loyalty
cardholders and increasing website traffic by more than 25%.
3. We helped Venca unlock the full power of its customer data by connecting
digital marketing and CRM, enabling employees to personalize campaigns with
contextually relevant offers and messaging.
4. We built BDR Thermea an IoT connected services platform to capture the
status of its connected devices, enabling service optimization and preventive
maintenance – reducing customer service calls by 60%.
5. We helped Mercedes-Benz create a modern sales solution that informs what
features customers choose to buy and what they forgo, allowing the brand
to tailor both its marketing campaigns and manufacturing decisions to meet
customer expectations.
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How to get started
Through rapid-realization programs, we can help you jumpstart areas where you may feel behind, or
accelerate so you stay ahead. All with future-ready security and scalability in mind. We can help you
use data to better understand customers, and improve how you:
Sell

Listen

Serve

Accelerate Commerce

Contact Center Analytics Proof of Concept

Rapid Field Service Quickstart

Who it’s for: Marketing and Sales leaders who
need a packaged SaaS e-commerce solution to
deliver goods and services quickly

Who it’s for: Customer Care leaders looking
to improve satisfaction, optimize channels and
mitigate risk

Who it’s for: Customer Care and Operations
leaders seeking to improve the employee and
customer experience, and prepare to turn service
into a profit center

Speed to value: 4 weeks

Speed to value: 8 weeks

Speed to value: 5 weeks

Deliverables: User experience design, platform
configuration and commerce site MVP, plus
enhancements

Deliverables: Technical assessment and analysis
of service calls and data to create algorithm that
impacts up to two selected business KPIs

Deliverables: Work order management,
basic case management, customer portal,
preventive maintenance and mobile setup for
up to 20 technicians
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Our expertise
Combining experience strategy and design with digital marketing
technology expertise, we help you better understand customers and use
key insights quickly to deepen emotional connections across decisive
moments in their journey.
We are ready to meet you wherever you are in your digital transformation journey. And by connecting real impact with
measurable KPIs, we can help you anchor your CX evolution to greater strategic initiatives.
Our global blended teams of digital strategists, experience designers, technologists and AI practitioners offer enterprisegrade expertise to help you score quick wins now while preparing for future growth.
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Contact us today
We can help you harness the power of your customer data now to
influence decisive moments in your customer journey. In addition to
helping you with urgent challenges, we can also help you rethink your
business to prepare for the future.
We combine business strategy, agile innovation and deep Microsoft
technology expertise to help you address immediate challenges and
accelerate business growth.

North America
Seattle
Phone +1 206 239 5600
America@avanade.com

South America
Sao Paulo
AvanadeBrasil@avanade.com

Asia-Paciﬁc
Australia
Phone +61 2 9005 5900
AsiaPac@avanade.com

Europe
London
Phone +44 0 20 7025 1000
Europe@avanade.com

About Avanade
Avanade is the leading provider of innovative digital and cloud services, business solutions and design-led experiences on the Microsoft ecosystem. With 39,000
professionals in 25 countries, we are the power behind the Accenture Microsoft Business Group, helping companies to engage customers, empower employees,
optimize operations and transform products, leveraging the Microsoft platform. Majority owned by Accenture, Avanade was founded in 2000 by Accenture LLP and
Microsoft Corporation. Learn more at www.avanade.com.
© 2021 Avanade Inc. All rights reserved. The Avanade name and logo are registered trademarks in the U.S. and other countries. Other brand and product names are
trademarks of their respective owners.
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