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Bridging Physical
and Digital Worlds

for Enchanced Customer Experiences

In this evolving retail and consumer-engagement landscape, companies struggle
to keep pace with changing customer expectations and technological innovation.
Any business aspiring to succeed must adopt a customer-centric approach that
integrates physical and digital experiences into a unified phygital strategy.

Phygital models blend the
tactile, real-world interactions
of physical spaces with the
immediacy and convenience
of digital platforms, creating a
seamless connection between
the two. Understanding client and
consumer behavior, along with
preference insights, is essential
for creating a unified experience
that bridges physical and digital

touchpoints, ensuring a seamless § ' O
journey across all interactions and ]
guaranteeing organizations that o

implement these models a [ !
increase in channel

efFiciency ratioz
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reduction in
time to morkeb\:
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To effectively navigate this complex landscape, companies must adopt a comprehensive
phygital strategy that seamlessly integrates physical and digital elements, focusing
on enhancing client and consumer engagement across all points of contact. This strategy
should address key aspects of the customer journey and provide actionable steps to improve
the purchasing experience by streamlining processes, personalizing interactions, optimizing
customer service, and developing new capabilities to meet the demands of modern

consumers. Additionally, it enables companies to capitalize
on benefits such as a
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increase in satisFaction increase in coverage.”

ALIGNING WITH PHYGITAL CONSUMERS DEMANDS:
BUSINESS CAPABILITIES

Requirements Integrated Customer Experience Management

of Phygital
— e R [ || <o~

Real Time Hyper
Personalization

Deep Dive CX Understanding

Hyper-segmentation

Seamless Hybrid Value Proposition

Omnichannel
Experience

Strategic
Definition

Customized Product Consumer
Offerinos Behavior Analytics

| Dynamic Pricing H Digital Order Entry ‘

Enhanced ‘ perré:nrl,atligﬁ(: H Flexible Delivery Options
Digital Engagement P

. Al-Driven Order .
Al-Powered Lead Generation \ Recommendations | Tailor-made rewards

Multiple Loyalty Programs

y N Smart Commercial
| Geo-fencing H Assets H Payment Methods H Ecosystem and Partnerships

Convenience | Endless Aisle & Extended catalogues ‘
and Speed

Smart Perfect Store ‘ | Dynamic credit H Smart After-Sales Support

c M Real-time Consumer Experience
ategory Management Inventory Visibility Monitoring Centers

Sustainability and Order Tracking

Ethical Practices

| In-Store Customer Recognition & Analytics ‘

| Product testing with AR and VR ]
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Driving P
Transfor

Phygital models are transforming how businesses engage
with clients, customers and consumers by seamlessly
combining physical and digital experiences. Several key trends
and enablers are driving this transformation:

01 Conversational Commerce and Al Adoption

R s I The next generation of Aland conversational commerce
“l#i“““l“““‘ ’ il is transforming customer interactions through Al-

b o . A
"]" — ——— driven platforms, chatbots, and virtual assistants,
o i/ E = Which help businesses scale engagement and provide
1 Rid -ﬂ T ! R — personalized experiences. Real-time conversations and
By i Lyl Ol F intelligent insights empower companies to connect
a2 - D A N ' with clients both online and in-store. Key enablers

) include the Personalized Intelligent Customer
Operating System, Al-powered lead generation, and
narrative-driven sales.

Digital Wallets and Biometric Payment Systems

Theriseofdigitalwalletsand biometric paymentsystems
isdriving frictionless, secure transactions, enhancing
convenience whilesetting new benchmarksforsecurity
and client expectations, ultimately transforming the
traditional payment landscape. Key enablers include
Flexi-Credit Solutions, Live Inventory Monitor, and
Adaptive Pricing Engine.
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03 Experiential Over-Material Consumption

With new generations prioritizing experiences
over material possessions, businesses must craft
memorable, engaging experiences that align with
evolving consumer values. Balancing digital and
physical touchpoints is crucial for delivering a seamless
and cohesive consumer journey. Key enablers include
| Customized Product Offerings, an Omni-Digital
h?” Experience Hub, and a Holistic Customer Experience.

AL e ™ W W

Retailers are going beyond traditional merchandise
by exploring new income sources like value-
added services, media networks, and ecosystem
partnerships. These diversified revenue streams
are essential for staying competitive and driving
innovation. Key enablers include Strategic Category
Insights, Dynamic Order Management, and Rewards
and Retention Programs.

Digitalization has raised consumer expectations,
requiring personalized interactions and superior
digital experiences across all touchpoints. To meet
these higher standards, businesses must harness
advanced technologies and strategies. Key enablers
include Precision Targeting, Adaptive Delivery
Options, and Smart After-Sales Support.
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Actionable steps

Toward Customer-Centric
Phygital Models 7 i shiotoesem

01. Customer understanding as a priority:

Investin deep customer researchto better understand client
and consumer behaviors, preferences, and expectations.
Tailor strategies and products accordingly.

02. Proactive communication and intent recognition:
Develop proactive communication strategies using
Al-driven systems to anticipate client and consumer
needs, recognizing intent and providing timely nudges to
enhance engagement and guide their journey.

03.Personalization and engagement powered by Al:
Leverage Artificial Intelligence and data analytics to
personalize interactions, advisory services, and support,
building strong, long-lasting relationships with clients
and consumers across all touchpoints, including through
conversational Al.

04. Omnichannel strategy with seamless integration:
Design a unified omnichannel strategy that combines
physical and digital touchpoints, offering clients and
consumers consistent experiences and robust self-
service options to progress through their service

05. Frontline empowerment through Al and analytics:
Equip frontline agents with Al tools, knowledge bases, and
advanced analytics to provide efficient, knowledgeable
support and enhance decision-making capabilities,
improving the overall client and consumer experience.
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06. Agile operating model:

Enable automatic rebalancing of commercial and
operational capacities based on cost impact, service levels,
and demand fluctuations. Use Al and Digital Twins to
optimize real-time operations, ensuring rapid responses
and flexible adjustments to market dynamics and
customer needs.

07. Optimized backoffice and collaboration

Enhance backoffice performance by fostering skill
development, aligning incentives, and implementing
collaborative models. This ensures seamless support for
agile operations and effective alignment with front-end
needs.
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the key to sustained relevance

For any business to remain competitive and relevant, adopting a customer-centric
phygital model is imperative. However, this transition is a challenging journey, not an
overnight shift. It requires continuous evaluation, improvement, and investment. This
approach anticipates and respects client and consumer needs, integrating innovative
technologies to create seamless and engaging experiences that build loyalty and long-
term value. These strategies meet the evolving expectations of modern clients and
consumers while laying the foundation for future success in an ever-changing
marketplace. As the journey ahead unfolds, embracing this shift will help position your
business to adapt and thrive in the years to come.
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