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In 2024, what emerging technologies or trends will play a significant role in
enhancing omnichannel personalisation and customer engagement?

@ Start presenting to display the poll results on this slide.



The largest supermarket chain in Thailand and one of the business

PERSONAL 2

units under Central Group sHoPPER [

CFG operates under different banners covering large, small offline

stores, as well as online

TO BECOME THE LEADER OF FOOD
EXPERIENCE FOR ALL
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A WORLD-CLASS LEADER IN RETAIL, SERVICE BUSINESSES AND THE DIGITAL LIFESTYLE
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DIGITAL LIFESTYLE & LOYALTY PLATFORMS




current Previous

MARKETING USER EXPERIENCES

-« g J
’ &l A
. N " ' &
‘ \ 4 - - ECOMM
“‘l"“l '7" "
%7k 4 ®\
{ -‘ g \k

’ e o - i
N 4 -.‘)LJ.-' & /},.1.

_ BUSINESS STRATEGY
Top 10 largest pharmaceutical

company in the world

AR AS AARA ARAA AAAA
-~ — R "
e MRy 88 88
SARIVHULDER NAME
- el E - Ignature

28 million 12.2 billion

people are treated with our medicines each ~ CHF invested each year on research and

L development ANALYTICS

year

Ref: Visual capitalist, . January 25, 2024. www.visualcapitalist.com/cp/worlds-50-largest-phamaceutical-companies


https://www.visualcapitalist.com/creators/pranav-gavali/

#1 Global Cloud Communications Platform,
trusted by retail and eCommerce’s most disruptive companies

GLOBAL FOOTPRINT

@ STELLAR GLOBAL RETAIL &
ECOMMERCE CLIENT BASE
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. servicenow

50+

INTEGRATION PARTNERS

Extensive Marketplace

15+

OFFICES ON 6 CONTINENTS

Global reach
>190 countries

3.6K+

EMPLOYEES
GLOBALLY

Global presence, local
reach

40+

DATA CENTERS GLOBALLY

Scalable infrastructure

800+

DIRECT OPERATOR
CONNECTIONS

Largest global MNO
network

37BN+

MONTHLY INTERACTIONS

Infrastructure to handle
vast volume




FUELED BY GENERATIVE Al

A product stack that delivers

CONNECTED WITH
NETWORK API-S

| | |I'Ifﬂbip Application extensions and add-ons for Infobip products, as well as integrations
| Marketplace between Infobip and other software applications.

Be Microsoft

CONVERSATIONAL COMMERCE CONVERSATIONAL MARKETING CONVERSATIONAL SUPPORT

.K EKPEI"EHCEE The Al-driven conversational cloud solution.

Create conversational experiences at ease with a generative Al-powered, no-code journey
builder that will engage your audience, foster customer loyalty, and drive business growth.
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Conversational / Chat Customer Engagement

Solution that centralizes your customer data and

uses it to personalize, s_agmant. and build . chat interactions managed in a unified cloud on communication across the world s widest

omnichannel customer journeys that are tailored : range of channels, and at the same time reduce
o contact center solution.

to your customers' wants and needs. costs.

Provide a superior customer experience by

Sl s Bl e o Ll offering automated and Gen Al Powered always-

performance through seamless conversational /

Customer Data Platform that collects, unifies, manages, and activates customer data
E) Cﬁ PEﬂplE cDP from many sources into one single customizable interface.
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Infobip is recognized as a leader In
communication and conversational commerce

Figure 1: Juniper Research Competitor Leaderboard: CPaas Vendors
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Omnichannel Consistency Excellence for CX

(Question 1)

Challenges in Achieving Omnichannel Consistency
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Challenges

®* Increased Competition — surge in demand for online grocery
services attracted new players to the market

® From ‘single-channel’ to ‘multi-channel’ purchase

®* Grocery e-commerce offerings become increasingly commoditized

® Customers becoming price sensitive, switching between platforms
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THE 11S THAILAND’S NO.1 DIGITAL LIFESTYLE & LOYALTY PLATFORM

21M+

TOTAL

MEMBERS
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HELPING CONSUMERS & BRANDS CONNECT IN NEW
& MEANINGFUL WAYS

FOR CONSUMERS

BETTER INFORMED
BETTER VALUE
BETTER RELEVANCY
BETTER SHOPPING
EXPERIENCES

FOR BRANDS

« BETTER CUSTOMER
INSIGHTS

* BETTER REACH &
RELEVANCY

* BETTER ENGAGEMENT

* BETTER RO




Increase expectaion
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Ref : Mckinsey & Company. Demystifying the omnichannel commercial model for pharma companies in Asia. January 5, 2022 |
Article. By Raymond Chan, Minyoung Kim, Franck Le Deu, and Lishi Li
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Ref : Mckinsey & Company. Demystifying the omnichannel commercial model for pharma companies in Asia. January 5, 2022 |
Article. By Raymond Chan, Minyoung Kim, Franck Le Deu, and Lishi Li
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(Question 2)

Tackling Multiple Channels and Diverse Demographics

#TheMarTechSummit



WHAT DO WE KNOW ABOUT OUR CUSTOMERS?

THE 1 SINGLE VIEW OF CUSTOMER (SVOC)
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Incidences difference?

ASR per 100 000
> 164.9

=
B 141.1-164.9
]

107.6-141.1

<107.6 No data

Ref:
[...], and .


https://www.visualcapitalist.com/creators/pranav-gavali/
https://journals.sagepub.com/doi/10.1177/10732748221095955?icid=int.sj-full-text.similar-articles.6#con1
https://orcid.org/0000-0003-2382-4443
https://journals.sagepub.com/doi/10.1177/10732748221095955?icid=int.sj-full-text.similar-articles.6#con2
https://journals.sagepub.com/doi/10.1177/10732748221095955?icid=int.sj-full-text.similar-articles.6#con10
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What is relevant to them?
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(Question 3)

Strategies for Consistency Across Demographics &
Channels
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(Key Takeaway)
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< Roundtable Discussion )

1.What are your challenges in creating consistent
omnichannel experiences?
2.What are your solutions and advices?
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What are your challenges in creating consistent omnichannel experiences?
What are your solutions and advices?

@ Start presenting to display the poll results on this slide.



