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C U S T O M E R  E X P E R I E N C E  L A N D S C A P E

Technology continues to revolutionise small 

business. With the use of technology, reliably 

tracking the digital footprint left by every 

customer is now well within the reach of any 

business keen on shaping their strategy from the 

lessons taught by the less happy of customers. 

Analytic tools capable of sifting through a large 

amount of data left behind by customers to 

predict a trajectory to create personalized brand 

experience.

Devices in the market today are capable of 

connecting a consumer to a website or a 

resource that hosts information about any 

product, service or business. Customers are able 

to make buying decisions virtually by comparing 

and selecting products which they think best suit 

their needs. With a presentable digital resource 

and a good marketing strategy, business of any 

size can break barriers geographic, linguistic, 

temporal and otherwise. 

Data collected include preferences, seasonal 

purchases, membership sign-ups and an ocean of 

different material whose manual tracing and 

processing would consume colossal human-hours. 

With the help of tech, one can churn all the data 

with predictive models to analyze a balance in 

economic profitability and customer experience 

which makes them feel valued and appreciated; 

a few computer seconds is all it takes.

20.4 billion Internet of Things (IoT) devices to be 

deployed by 2020, according to analyst firm 

Gartner and approximately 57% of small 

businesses think IoT will have a significant effect 

on their bottom line, according to an AVG survey. 

IoT enabled infrastructure will allow small 

businesses to reach far and beyond. For example, 

IoT enabled devices also can have dedicated 

hardware capable of Over The Air (OTA) 

software updates which allows every device to 

be maintained with ease

Artificial Intelligence has already developed to an 

extent where you don’t really know for sure if you 

are reading an excerpt written by a human or 12 

billion transistors cramped over the real estate of 

a cookie. Marketers can use its potential to 

preserve the brand's strong customer connect and 

identity. They can also understand the customer 

success path and create buyer personas for 

efficient targeting. Integrating the knowledge on 

who your customer can be and what he expects is 

the key to creating great customer experiences   
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