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Foreword

Industries across the board have realized providing a delightful customer experience directly correlates with revenue.
A T-point improvement in CX can increase revenue by $1 billion. For businesses with annual revenue of $1 billion and
over, investing in customer experience can improve revenue by $700 million within three years.? No wonder customer
experience is one of the top business priorities for business professionals for the next five years.

However, making CX a key growth driver is easier said than done; a reliable CX footprint depends on the ability to
harness the value of customer data and ensure that data and unearthing its value is one of the top objectives of your
digital transformation initiatives. Unfortunately, while companies recognize the need for executing a data-centric
vision, the various complexities associated with data management pull their vision down. Customer data is produced,
managed, and stored in different systems or applications, resulting in data chaos and data silos, which means
companies get a fragmented view of their customers. Companies need holistic data visibility from multiple sources
that provide a 360-degree view of the customer and granular visibility into whether different processes are aligned with
the company’s march towards a more improved CX.

Companies in the retail, manufacturing and automotive sectors are being called upon to deliver engaging omnichannel
experiences, and they need to keep pace with the changing boundaries that redefine how these industries must interact
with customers. This eBook aims to delve into CX from the perspective of retail, manufacturing, and automotive
companies and how streamlined data management can help achieve their CX objectives.
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What Stops Companies from Optimally Leveraging Data?

Data Fragmentation and Complexity

Cloud infrastructure is the key driving force for digital
transformation across different sectors, with 99%

of data leaders cite data- or tech-related obstacles to
realizing their data strategy.? When it comes to data, we
are looking at a scenario wherein data is stored across
multiple clouds across numerous sources, impacting data
discovery, management, and control.

Consider the following findings from a survey of 600
data leaders from the US, EU, and APAC conducted by
Wakefield Research on behalf of Informatica.?
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99% 5
of data leaders cite 41 /0
data- or tech-related of organizations already

obstacles to realizing struggle with 1,000+ sources
their data strategy.2 and 79% expect that number
to increase in 2024.4

This impacts the ability of organizations to ensure a
robust data culture as stakeholders are accessing data
from different silos, disconnected from each other;
disparate data cannot be unified to deliver a single
source of truth for different stakeholders, thus impacting

their ability to take CX-focused decision making.
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Data Fragmentation and Complexity in:

Retail

Retail customer data is sourced from systems installed
in brick-and-mortar stores as well as various online sales
touchpoints. It also needs to be enriched with data from
customer interactions taking place through the retailers’
digital marketing initiatives. Lack of a centralized
approach to managing both customer and master

data means the inability to move the needle in favor of
personalized CX.

Manufacturing

In this sector, companies need to harness data from
complex machinery, shop floor, supply chain, customer
support, sales, and marketing. Fragmentation means

the customer-facing stakeholders aren’t working in

sync with the production department. Meaningful data
remains inaccessible resulting in deliverables that are not
customer oriented, as well as a lack of focus on delivering
omnichannel experiences that can fuel better sales.

Automotive

Automotive companies source data from applications
spread across multi-cloud infrastructure, dealerships,
customers, suppliers, original equipment manufacturers
(OEMSs), and even the vehicles themselves. Getting a
holistic and unified view of data right from external
sources to their internal operational data is a challenge,
thus impacting the abilityto unleash the power of trusted,
fit-for-use data to enhance CX and increase trust and
brand loyalty. As the automotive industry attempts to
create life-style product and complimentary services,
simultaneously driving operational efficiencies, they need
to exploit its data to the fullest. It needs the ability to
make key business decisions that are based on trusted
and timely data that is available and accessible to all that
need it, when they need it, regardless of geographical,
platform or organizational or product brand boundaries.




The Cost Factor

‘Cost' is a critical challenge that dissuades

many from going full throttle when investing in
exploiting data ROI. Here's the crux of the problem.
Companies, for want of a better understanding of a
unified approach for harnessing data management
capabilities, find themselves using numerous point
products for data management to address diverse
use cases. This pushes up data management
costs as each tool demands a learning curve,
customization to satisfy specific data needs, and
optimization for delivering expected ROI, not to
mention the set of global services & touchpoints
needed for each solution, such as multiple pricing
models, multiple contracts, multiple skill sets,
multiple partners, training environments, support
organizations, and even multiple security models.
Thus, long-term scalability, maintenance, and
governance become cost-prohibitive, forcing
companies to stop continued investments in these
solutions, impacting their ability to manage data
and glean necessary insights.

Resource Crunch

As a business grows, so does the technical and
operational complexity associated with optimally
maximizing the potential of the workloads spread
across the multi-cloud environment. Many IT teams
are stretched to their limits trying to control and
manage infrastructure operations. In this scenario,
the ability to harness data ROl takes a beating, and
while data leaders want to increase their data science
personnel, they hit the talent gap hurdle.

(o)
73%
of IT leaders across the US and Canada

believe that the data and analytics industry
is suffering from a talent shortage.®

The situation is no different in APAC, with 31%
attributing investment in new skills and talent as

a top reason for increase in technology budgets.¢
Furthermore, the average tenure for a Data Engineer is
somewhere between 18 to 36 months. This resource
crunch stops companies from making data central

to their growth efforts. This is also why leaders must
deploy tools that offer self-service data analytics to

users with little or no data science know-how.

The Critical Data Barriers to CX

e Failure to connect the dots (data points)
due to data fragmentation, resulting in
a lack of customer-critical insights.

® Fragmentation results in a lack of
standardization, resulting in low-quality data
with inconsistencies, gaps, and redundancies.

® |nability to deploy a unified data management
solution that breaks down silos, and is
scalable, cost-effective, and easy to use.
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Achieve Improved
Customer Experiences

with a Modern Approach
to Data Management

Addressing data fragmentation and
complexity is the key to customer
intelligence that improves CX. The driving
force behind your attempts to achieve
data centralization and a single source
of truth to disparate data, is a tech-led
approach to data management.

B Customer Reviews



How is the
organization
implementing the
following data
Mmanagement
functions?

Current Approach Towards Data Management

Standardization of Data Functions (% of respondents)

B Disparate Solutions M One Standard Platform

Data Catalog

Data Integration

API and App Integration
Marketplace

Master Data Management
Governance & Privacy

Data Quality

As you can see in the above chart, a large percentage of data management functions in today’s modern intricate
data environment are being managed by various point products that are desperately trying to support both legacy
and modern data in cutting-edge environments. This makes data management even more complex, and rather
than improving data clarity, it just adds to the chaos. The focus, therefore, should shift from a disjointed effort
towards data management to a simple, unified, and seamless approach that delivers more control over today's
complex data ecosystem.




Towards a Better CX By
Unlocking the Potential of Data

Companies need to transition from a disjointed view of the customer and benefit from a single customer view that
helps execute improved CX strategies to achieve customer delight. The single-view approach towards building a robust
CX strategy is underpinned by the ability to make sense of structured and unstructured business data. The objective is

to align operational capabilities with valuable customer insights to not miss the bus on getting the most and the best
out of data. The ability to enhance data management capabilities rests on three core pillars:

The Golden Record

This is a customer profile that
includes all necessary customer
information that is accurate,
current, standardized, and
consistent. It is a comprehensive
profile of the customer, offering a

360-degree view of the customer.

9P

Granular Intelligence

and Actionable Insights
Companies must leverage cloud
data warehouses and lakes to

get much-needed clarity into
customers, and these insights can
drive strategic decision-making that
goes a long way in improving CX.

@&

A Modern Data

Management Solution

An advanced data management
solution simplifies data management,
delivering value across the length
and breadth of data functions.

It facilitates the creation of a
comprehensive customer profile,

for better CX decisions.




Your data @ o o
m a n a g e m e nt tO O | Seamless Data Collection Intelligent Automation Proactive Data

. . and Analysis Capacity to manage complex Quality Monitoring
| S a n e S S e n't | a | Seamless, end-to-end support data requests with speed Better data quality through
. for multi-pattern integration, agility, backed by automation automated data profiling and
p | e C e Of 't h e d ata including ELT and ETL within capabilities that automate data curation, and proactive
the same environment, and repetitive tasks. data quality monitoring

I . . the tool should be able to and handling.
optimization

seamlessly collect and analyze

p U ZZ | e . W h at data irrespective of the source,

whether on-premise, cloud, or

ShOU | d yOU eXpeC‘t multi-cloud.
from this tool?

Transparent Pricing Model Eliminates Technical Debt Future-ready Capabilities
A pricing model that ensures A low-code-no code solution Capabilities that align with
complete transparency and backed by self-serve data the growing needs of an
fits perfectly within business analytics tools that helps organization including portability,
leaders’ cost and resource even the less tech-savvy data functional and operational
optimization goals. professionals optimize its use, scalability, fast time to value

and eliminates technical debt. and data processing efficiency.




Informatica Boosts
Your CX Efforts

As your business grows, so does your data volume

and complexity. A data management solution’s key
responsibility should be to deliver granular visibility
into the location of all data both within and outside the
enterprise. However, this data must be made functional
and accessible to end consumers. The Informatica
Intelligent Data Management Cloud (IDMC)? empowers
companies with over 200 intelligence cloud services
backed by The Informatica Al engine CLAIRE®.®

You can strengthen your organization's data outlook by
establishing data connections, building data pipelines, optimally
processing data, and provisioning it for analytics; at the same
time cleansing it to improve data quality, thus ensuring fit-for-
purpose data can undergo advanced transformation to deliver
critical insights backed by a single source of truth.

7. https://www.informatica.com/platform.html
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Great Clips reconciled 50M customer records to
drive more personalised and engaging experiences
while reducing IT costs by up to 25-30%’

A RO b U S_t Modernizing data management is the key to getting sustainable and meaningful visibility into
customer data and benefiting from contextual 360-degree views and insights. Informatica offers an
CX FO O-t p rI n-t end-to-end Al-powered Saa$S solution that connects data across the enterprise and delivers valuable

insights in weeks rather than years, through a self-service portal.

A combination of data modernization capabilities, Al powered intelligence and automation,

and 360 applications helps:

@ = Create a single customer view backed by a feature-rich
D{b solution built on a microservices architecture.

?"Q Leverage low and no-code capabilities to build tailor-made customer
i dashboards for diverse roles, hierarchies, and network graphs.

o -y

& Faster deployment with preconfigured data models, reports,
@;} integrations specific to industries and data sources, and automated

Al-based data management.
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CX Customer Success Stories

Retall

Automotive

Manufacturing

Discount Tire Gains Omnichannel Traction
The retailer was able to leverage the benefits
of a consistent customer experience across all
channels, harness the power of improved data
quality to drive personalized experience, and
accelerate business decision-making.

Learn More —

12

BMW Group Extends Brand Experience

The automotive major leveraged the potential

of timely product content distributed across all
customer touch points and improved the accuracy
of all customer-facing information by achieving

a single source of truth for all product content.

Learn More —

Bradley Corporation Transforms

B2B Customer Experiences

Industry-leading manufacturer reinvigorates

B2B shopping and customer support experience,
improves product availability, and drives better
relationships with large distributors by seamlessly
making available product information without
compliance risks.

Learn More —
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nformatica:
—nabling Data-Driven Customer Experience
-1t For Modern Demands

Learn how your business can benefit from modernizing data management.
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Get an overview of how
Informatica can help you

take advantage of data

opportunities. Visit the
Informatica Executive
Briefing Center.

Schedule a Briefing —

informatica.com

N

Take Informatica’s
solutions for a test drive

and find out why data

teams vote it a leader in
data management. Choose
from nine free trials.

Start Now —

Q
&

See first-hand how
Informatica can help your
organization modernize and

transform key components

of complex data pipelines
with our demos.

Book a Demo —

)
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About Informatica

Informatica (NYSE: INFA) brings data and Al to life by empowering businesses to realize the transformative power of
their most critical assets. When properly unlocked, data becomes a living and trusted resource that is democratized
across your organization, turning chaos into clarity. Through the Informatica Intelligent Data Management Cloud™,
companies are breathing life into their data to drive bigger ideas, create improved processes, and reduce costs.
Powered by CLAIRE®, our Al engine, it's the only cloud dedicated to managing data of any type, pattern, complexity,
or workload across any location — all on a single platform.

Where data & Al come to

Q Informatica
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