CUSTOMER EXPERIENCE
ENGINE FOR RETAIL

UNIFY THE MOMENTS.
SHAPE THE EXPERIENCE.

Digital transformation is dramatically changing the way
customers interact with brands and impacting how businesses
operate. Accenture research predicts that the results of this
transformational evolution will massively shift how enterprises
architect their technical ecosystems by the year 2026.
Empowered customers, emerging technologies, and innovative business
models are major factors that brands must consider to succeed in today’s
competitive landscape. Businesses that lack the agility to pivot in this
rapidly evolving environment face risk from new entrants and other
competitors that are able to move at the speed of disruption.
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DISRUPTION IS
THE NEW NORMAL
In many cases,
businesses are
operating with
an unscalable
technical
architecture.
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Here’s why: Today’s shoppers are
smart, tech savvy, and armed
with options. Every great experience
they have with a brand elevates
their expectations—a poor brand
experience will lose their loyalty
quickly; in many cases, it only
takes one.

The primary obstacle faced by brands
trying to provide a connected buyer
experience stems from siloed data across
channels and systems of engagement.
In many cases, businesses are operating
with an unscalable technical architecture,
which prevents evolution toward new
digital capabilities and employment of new
technology to impact the customer journey.

Disconnected experiences ultimately result
in customer attrition from the buyer journey,
and this is a primary source of customer
disenchantment. Keeping customers
engaged with your brand requires a
connected ecosystem that can scale as
your business evolves and matures digitally.

Often, these combined factors leave
shoppers wanting in the moments that
matter most—resulting in customer
attrition from the buyer journey, and
unrealized revenue for the business.

OUR SOLUTION

THE CONNECTIVE TISSUE FOR
POWERING YOUR CUSTOMER
EXPERIENCE REVOLUTION
WITH SALESFORCE

The Customer Experience Engine (CXE) is our approach
to driving exceptional experiences with the integrated
Salesforce ecosystem.
Our solution orchestrates bi-directional data flow in real time
across all customer interaction points to enable contextually rich
experiences. CXE is a scalable, future-proof approach that facilitates
a rapid technology transformation, delivers a single view of the
customer, and makes possible a connected customer experience.
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HOW THE CUSTOMER
EXPERIENCE
ENGINE HELPS

01 02 03 04
Single view of
the customer
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Omnichannel
power across
platforms
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Seamless
plug and play
with the latest
technologies

Enterprise
level security,
scalability
and reliability

A FIT FOR EVERY
BUSINESS
Our experience-led approach helps ensure that organizations have
the right experience architecture to allow customers to create their
own journey on their own terms. We view technology as the enabler
of the customer experience, not the driver.
We bring a holistic solution based on years of experience and intellectual capital
development in customer experience design. With CXE, you can finally unify every
moment of the customer journey to own the experience. Reach out to learn more
about how we can help you create the connected customer experiences.
With Salesforce recently trending towards acquiring non-native omni-channel digital
technologies, we sought to solve the common client challenge of integration within a
scalable architecture. Our CXE solution architecture fills this gap, allowing for real-time
data integration and experience orchestration with a single customer record.

SCALABLE. FAST. ITERATIVE.
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CONTACT US
Reach out to learn more about
how we can help maximize
the value of your Salesforce
investments and create the
connected experiences your
customers crave.
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About Accenture Interactive
Accenture Interactive helps the world’s leading brands transform
their customer experiences across the entire customer journey.
Through our connected offerings in design, marketing, content and
commerce, we create new ways to win in today’s experience-led
economy. Accenture Interactive was ranked the world’s largest and
fastest-growing digital agency in the latest Ad Age Agency Report.
To learn more follow us @accentureACTIVE and
visit www.accentureinteractive.com.
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