Case Study

Global Customer
Experience
Transformation for
International Franchise
Founded in 1998, the company owns one of the
world’s largest and most valuable franchises spanning
different product categories including video games,
plush toys, clothing, trading cards, and other consumer
goods. Based in Japan, it serves consumers across the
globe in five regions: the Americas, Europe, the Middle
East, Africa, and Japan. Owning one of the most
iconic consumer brands in the world, the company
is committed to delivering unparalleled customer
experiences that mirror the value of the brand.

Driving Revenue Growth Through Digital
Channels
The company has demonstrated spectacular revenue growth
since its founding and desires to maintain the momentum
in the future. Their target audience of young people are
true digital natives who spend more time online than with
any other media. To drive sustainable business growth, the
company needed to transform customer experience to
support omnichannel journeys across different touchpoints.
Executives also wanted to make sure that the company
delivers unparalleled customer experience matching the
quality of their brand. With thousands of products in their
catalog across different categories, customer experiences
need to be personalized to make sure that every consumer
can be served with relevant offerings and communication.
The decades-old commerce platform they previously had
was expensive to maintain and inflexible. It was prone to
outages and had performance issues that limited platform
scalability, especially during peak demand. More importantly,
the existing commerce platform could not scale with their
digital strategy and vision of the future. Key elements
such as supporting new and emerging touchpoints or
delivering seamless omni-channel experiences simply wasn’t
achievable on their monolithic platform.
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COMPANY AT A GLANCE
Industry: Multi-industry
Model: B2C
Year Founded: 1998
Headquarters: Japan
Locations: Worldwide
Revenue: USD ~$3 billion
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Transforming Customer Experience

Benefits

To achieve an ambitious revenue goal, the company
needed a trusted partner to execute a customer
experience transformation. It selected a joint turn-key
solution provided by Elastic Path and BloomReach which
combines industry-leading headless commerce and digital
experience management and is delivered via a softwareas-a-service model to ensure low infrastructure costs and
scalability. Elastic Path has helped the company to transform
customer experience with expert consulting services to help
define customer journeys, re-engineer business processes
architecture and implement the commerce platform within a
client’s technology ecosystem.

With Elastic Path Commerce, the company is able to drive
revenue growth and deliver superior customer experience to
its customers with:

This joint solution enables the company to sell a diverse
portfolio of products that include digital goods, clothing,
and toys in multiple markets with a variety of languages.
Consumers also have the ability to preorder products and
get discounts by bundling them.
The headless nature of the platform allows the company
to deliver omni-channel customer journeys across its retail
stores, kiosks, and other touchpoints. These journeys are
personalized leveraging Bloomreach intelligent search and
merchandising capabilities that rely on centralized catalog
data within its commerce platform. Marketing teams can
leverage a variety of data including location, device, time of
day, and consumer profile to ensure that the most relevant
offerings and communication are served to customers.
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•

Quick onboarding of new touchpoints, including
retail, kiosks, web, and mobile apps with an API-first
commerce platform

•

Continuous customer journeys across all traditional
and digital touchpoints driven by unified business
logic across channels

•

Personalized experiences across touchpoints
enabled by intelligent search and merchandising
capabilities

•

Accelerated time to market for new touchpoints
and capabilities with the comprehensive API
Cortex layer

•

Optimized infrastructure costs with a software-asa-service solution deployed in the public cloud

If you need help delivering unified
commerce experiences across all
customer touchpoints, contact Elastic Path.
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