
Digitizing the Customer Experience

CI360



C o p y r i g h t  ©  2 01 6 ,  SAS In s t i tu te In c .  A l l  ri g h ts r es er ve d .



C o p y r i g h t  ©  2 01 6 ,  SAS In s t i tu te In c .  A l l  ri g h ts r es er ve d .

83%

…60%

of the consumers uses mobiles 
apps for customer service…

of consumers reported wanting 
organizations to improve access 
to web support channels including 
social media.

Source: 1 “Get it right: Deliver the Omni Channel support customers want” – Ovum May 2016 
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42%

2X

of Millennials are interested in 
helping companies to develop future 
products and services

Millennials make nearly 2X as many 
mobile transactions as Generation X 
and baby boomers.
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89%

…61%

of millennials trust recommendations 
from friends and family more than 
claims by the brand.

of customers are more likely to 
buy from companies that deliver 
personalised content and offers.²
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EMPOWERED CONSUMERS:

Multi-Channels, Millennials

EVOLVING Analytics:

Transforming the data

Challenges 

InsightsData

EXPLOSION OF DATA:

Big Data vs. Right Data vs. Small Data
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7

Their full profile and 
history, apply analytics 
models based in context.

Understand02
Engage in a timely, 
convenient and consistent 
way. Omni-channel

Act03Listen01
In real-time to customer-
initiated actions and events 
indicating need
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8

Relevance Convenience Acceptance+ =
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Customer Decision Hub

360 Degree Customer View
Event Detection

Advanced Analytics
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Customer Decision Hub

Strategies & Priorities

Economic Constraints

Contact Policy
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Customer Decision Hub

Customer Journey

Event-based Interactions

Marketing Campaigns
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Cloud based 
software as a service

Digital data hub & 
ecosystem

Orchestrate digital 
customer journey

Analytical 
helpers

Digital 
Marketing 

Hub
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Business 
meaning 

data model

Raw data 
capture and 
transform

Visual exploration 
& reporting

Creation & 
Segmentation

Embedded 
analytics

Digital 
Marketing 

Hub

Digital orchestration 
& execution
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Page load Focus change Served HTML Form field Watch video

Research 
online

Find a 
branch

Read blog 
post

Check on 
order

Customers

Visitors

Sessions

Interactions
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I want to 
do

I want to 
buy

I want to 
know

I want to 
go
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…Connect online and offline 
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TOUR PELO CI360
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User: Unknown

Age: --

Gender: --

NBA1: --

NBA2: --
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User: Unknown

Age: --

Gender: --

NBA1: --
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Age: --

Gender: --

NBA1: --
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Usuario:    desconocido

Edad: --

Género: --

NBA1: --

NBA2: --

User: Unknown

Age: --

Gender: --

NBA1: --

NBA2: --
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Jeri .roche@sas.com Credit Cards Car Insurance
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NBA1: --

NBA2: --
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NBA1: --
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Usuario:  Jeri.roche

Edad:      41

Género:  F

NBA1:    Credit Card

NBA2:    Car Insurance

User: jerri.roche

Age: 41

Gender: F

NBA1: Credit Card

NBA2: Car Insurance
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Customer 
analytics

Cross channel 
campaign 

management

Digital 
marketing 
analytics

Integrated 
marketing 
analytics

Multi-channel 
campaign 

management

Marketing 
resource 

management

SAS is a leader in:
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67

CUSTOMER DATA

INSIGHTS

RULES

ACTION
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Obrigado!

Luiz Felippe Leitao

Luiz.felippe.leitao@sas.com
+32 491 907 187

mailto:Luiz.felippe.leitao@sas.com

