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In today’s digital world, data is redefining the customer 
experience and transforming how businesses communicate 
with buyers.

The sum of every interaction customers have with businesses across each touchpoint is 
represented by CX. From their very first visit to a website to the ongoing post-purchase 
experience, buyers are continuously refining their impression of your company. By using data 
to align your strategies across all channels, you can anticipate and fulfill customers’ needs 
before they’re even recognized, thereby enhancing your overall CX.

To achieve this, organizations will need an effective asset management platform to support a 
functional digital ecosystem that can be leveraged to establish buyer relationships. 

As companies look toward developing a cohesive and results-driven customer experience, 
they must learn to integrate data and artificial intelligence across their operations.

The sum of every 
interaction customers 
have with businesses 
across each touchpoint is 
represented by CX.

“
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Cross-channel orchestration goes a step beyond simply 
nurturing a consistent buyer experience. 

To successfully design, deliver and manage a customer-based strategy, organizations 
need to leverage data and AI as they build a holistic CX driven by buyers’ own needs 
and behaviors.

For companies who successfully create a cross-channel experience, the benefits are 
clear. Invesp found that organizations prioritizing digital transformation across their 
customer journey retain 89% of their buyers compared to 33% of those who don’t.

Automating the collection and analysis of data throughout the customer journey will 
empower your team to find indicators of both positive and negative buyer outcomes. 
For the former, this will highlight the impactful areas of your CX that should be 
consistently activated for each customer, whereas the latter will identify pain points 
that must be remedied.

Without the tools to identify trends and patterns, teams will not be able to  
accurately analyze and improve upon their current CX.

Organizations prioritizing 
digital transformation across 
their customer journey retain

compared to

who don’t.

of their buyers,

89%

33%

https://www.invespcro.com/blog/state-of-omnichannel-shopping/
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An effective digital asset management platform will help your 
team to create, review and execute upon strategies which 
enhance CX. 

The software catalogues and maintains all of your company’s digital components. Having 
a centralized location for business assets means that departments can find and utilize 
approved and up-to-date materials whenever needed.

As CMS Connected explained, by reducing the manual nature of the review process, 
companies promote collaboration and innovation. This increases both their return on 
marketing spend as well as the value content provides to end users, as the platform reduces 
workflow redundancies and helps to maintain brand consistency.

By deploying digital asset management platforms, marketers can dedicate valuable time 
and  resources to building assets that move prospects through the sales funnel. Armed with 
a holistic understanding of your company’s assets, your teams can begin to enhance buyer 
relationships and build more personalized customer journeys.

By reducing the manual 
nature of the review 
process, companies 
promote collaboration 
and innovation.

“
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Once limited to advertising, personalization now spans  
the entire CX. 

By analyzing data across buyer segments, your team can proactively identify and 
manage emerging trends in the customer journey on an individualized basis. McKinsey 
& Company has found that organizations who prioritize personalization as a capability 
reduce marketing costs by up to 20%. 

If a customer is beginning to show behaviors that led to churn in the past, a customer 
success member will be alerted to quickly step in and offset the negative influences. 
Additionally, a prospect showing indicators of becoming a customer can then 
automatically receive content from your asset platform that has led to high conversion 
rates in the past. 

This process sets off a continuous cycle. By generating increasingly relevant data and 
higher response rates, you’ll further boost personalization and more efficiently acquire 
and retain customers.

Organizations who prioritize 
personalization as a capabiliity 
reduce marketing costs by up to

20%

https://www.mckinsey.com/industries/retail/our-insights/personalizing-the-customer-experience-driving-differentiation-in-retail#:~:text=Personalization%2C%20once%20limited%20mainly%20to,money%20according%20to%20their%20preferences
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To move your organization from delivering impersonal to personalized experiences, 
you must begin to leverage and integrate data and artificial intelligence across the CX. 
However, this means finding a way to deliver personalized and authentic content at 
every touchpoint.

At R2i, we understand the needs of the always-on consumer. 

Your buyers are surrounded by more noise and more choices than ever before, meaning 
you have to overcome significant obstacles to activate demand. By working with you to 
integrate best practices and cutting-edge technology into your processes, we will help 
you deliver better business outcomes. 

By utilizing real-time data and integrating more sophisticated technologies, companies 
will successfully create an omnichannel customer experience, resulting in increased 
loyalty and retention.

At R2i, we understand 
the needs of the 
always-on consumer.
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