


























































































Customer Experience Strategy

Experience Orchestration

In-Moment Planned

Personalized 
Experiences

Customer Care 
Insights

Promotional

Triggered

Consumer Journey – 
Path to Purchase 

Cost of Acquisition

LTV

Churn KPIs

Cost of Retention

AOV, APC

NPS

ROI on a Use Case

Data Orchestration

Data Strategy Data Management

Data Acquisition

Data Pipelines

Data Model

Data Integration 
& Enrichment

Customer Genome

Data Privacy & 
Consent management

Data Storage & 
compliance

Insights & 
Measurement

Value of Profile

Profile 
Completeness 

Ratio

ROI on Data 
Source

Coverage of 
Attributes

Profile 
Compliance ratio

Effectiveness of 
Profile

Data 
Stewardship & 
Governance

Platform 
performance

ROI on Platform

Platform Efficiency







Optimize

Build

QA & UAT

Launch & 
Measure
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