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EVOLVING  
CUSTOMER  
EXPECTATIONS  
ON EXPERIENCES

In today’s digital world, with more brands and touchpoints than ever before, customers can quickly lose attention and affection. They 
are firmly in control of the market—and their grip will only get stronger. That’s because given this greater access, they’ve figured 
out how to find the exact product they want at the price they are willing to spend. And one of the only ways to secure their traffic, 
transactions, and loyalty is through the experience they have with your brand across all customer interaction points online and off.

We see these trends clearly:

The challenge is clear: the digital playing field has changed and companies must now adapt. They need to shift their focus from 
enhancing specific product features or design to reimagining the broader experience of how customers purchase and use their 
products. Do you have the endurance to compete?

One-third of customers in the last 
holiday season said they prefer 
to buy gifts that are, in fact, an 
experience vs. a physical item.1

Today, customers use an average 
of almost six touchpoints when 
buying an item, with 50% 
regularly using more than four.2

Eighty-one percent of customers 
want brands to get to know 
them, and understand when to 
approach them and when not to.3

1 2017 Holiday Retail Survey: Retail in 
Transition, Deloitte.
2 Gautam, Nitish, 50 Important Customer 
Experience Statistics You Need Know, 
Ameyo, July 19, 2017.
3 Boehmer, Madeline, 10 Surprising 
Stats About Personalization, Business 2 
Community, March 8, 2017.
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MAKES THE 
STATUS QUO 
NO LONGER 
SUSTAINABLE

Delivering better experiences means evaluating different technology platforms and 
building a solid, unified commerce foundation. One way companies like yours are 
tackling this challenge is by outsourcing their commerce solution to a SaaS vendor. 
But then they’re in a world where their digital presence looks identical to that of 
their competitors. On the other end of the spectrum, businesses might implement a 
single vendor suite/platform to solve the demands of the day. But this approach is 
expensive, risky, and lacks the ability to remain customer-centric.

The trouble is, both approaches focus on the features and functions needed to 
solve for a specific point in time—today—not what will be required six months 
or five years from now. So by working so hard to build for where customers are 
at this very moment, organizations lose sight of what they’ll be looking for next. 
This creates disjointed customer experiences, as well as an environment that’s 
perpetually playing catch up—with one new feature tacked on after the next—until 
it eventually collapses under the weight of its own technology.

4 72% of Businesses Name Improving 
Customer Experience Their Top Priority, 
Forrester, April 12, 2016.

Forrester data shows 
that 72 percent of 
businesses name 
improving customer 
experience their top 
priority.4



A NEW GAME 
MEANS NEW 
RULES: DON’T 
KEEP PACE, SET IT

Instead of constantly playing catch-up with your features and functionality, and 
waiting for the customer to determine what they want, you need to understand 
ahead of time what they’re looking for. In other words, anticipate their moves before 
they make them. And that requires innovation, a way to lead rather than chase. 
Only when you drive the experience can you create the demand your organization 
needs.

To succeed with a digital strategy that involves multiple touchpoints, devices, and 
channels, you need to separate the customer layer (where most of the innovation 
comes from) from your back-end systems, and choreograph all of it to ensure 
agility and consistency. This creates a quick, lightweight customer experience 
development, while the heavier changes to underlying systems can be made 
independently. This approach empowers your business to pursue innovation—to 
fail fast and succeed fast—and provide a consistent experience across the entire 
customer journey.

By 2020, one out of  
four leading online  
sellers will have 
enabled  
first-generation 
“commerce that 
comes to you” 
capabilities.5

5  http://www.cms-connected.com/
News-Archive/December-2017/The-
Ecommerce-Market-What-Happened-in-
2017-What-is-Next-in-2018



WHAT IF  
YOU COULD…?  
WITH ELASTIC PATH, 
YOU CAN

A viable digital strategy is all about establishing an adaptable technology ecosystem 
that can accommodate change and take advantage of opportunities to monetize 
endless customer experiences. In this way, you future-proof the business with a fluid 
commerce environment that can be extended to compete with industry disruptions, 
and enable new customer experiences with speed and efficiency.  

WHAT IF YOU COULD…

With Elastic Path’s business logic engine and experience choreography platform, 
you can. Our flexible enterprise commerce software seamlessly brings commerce 
to multiple touchpoints and technologies from marketing clouds to experience 
management platforms—enabling a complete digital customer journey that 
maximizes engagement and drives higher revenue.

Create personalized and consistent 
customer experiences across 
touchpoints without the IT burden?

Innovate faster by understanding 
the true intent of your customers?



CREATE  
PERSONALIZED 
CUSTOMER EXPERIENCES 
WITHOUT THE IT BURDEN

Businesses want to capitalize on opportunity in this fast-moving, always-evolving 
digital space. But creating powerful customer experiences is incredibly time-
consuming and often overbearing on the IT department, with heavy loads and 
unattainable timelines. With Elastic Path, you can create personalized customer 
experiences fast, and in a way that doesn’t overwhelm your IT team or your budget. 

Elastic Path is different than other providers in that you can separate what you do 
on the front-end from what you can do on the back-end. Our platform lives between 
the experience layer and the back-end systems, acting as a choreography layer 
for business logic, ensuring a personalized and consistent experience across the 
entire customer journey, and allowing the business to quickly embed commerce 
into any experience. This creates a safe and stable environment where you can 
create a wide array of scenarios for testing new innovations. 

For example, you can change the look and feel of your customer experience, as 
well as the commerce flow within that, quickly and easily. You can also try different 
methodologies in a controlled test environment, optimizing your system to find that 
moment of truth with the customer experience you’re creating. With this kind of 
flexible platform, you can stay a step ahead, constantly innovating in this space, all 
while zeroing in on that perfect offer at the right time and the right place.



INNOVATE FASTER  
BY UNDERSTANDING  
THE TRUE INTENT OF 
YOUR CUSTOMERS

When it comes to developing innovative customer experiences, you can’t let the 
operational demands of IT limit the opportunities the business is expecting to 
create. By partnering with Elastic Path, you can accelerate the pace of creating new 
customer experiences while reducing your reliance on IT. This is accomplished by 
creating a bridge between the commerce platform and the experience layer, so 
you can get out of the IT infrastructure build process, and enable your marketing 
team to own and maintain the commerce content story.
 
This allows marketers to dive deeper into potential customer experience solutions, 
such as surfacing new customer information at the discovery level, instead of at the 
purchase level. This gives you additional insight into your customers’ intent, their 
purchasing patterns, how and why they want to buy.
 
And with the flexibility of the Elastic Path platform, you can test different activities, 
try different touchpoints, and spin up different kinds of customer experiences 
based on what you learned in the discovery phase. This means you can innovate 
as fast as you want. On the back-end, IT simply approves the touchpoints, tests the 
APIs, then publishes them for use. On the front-end, marketing moves forward with 
innovative solutions that convert customers faster than ever before.



PROVEN  
RESULTS

After working with us…

…they eliminated 60% of clicks required for new sign-ups, 
increased prospects-to-leads by 300%, boosted digital 
conversion by 500%, and reduced their churn to a record-
low of 1.1%. 

Before working with us…

…One of the world’s largest global telecommunications and 
wireless providers needed a digital-first, customer-centric, 
experienced-obsessed strategy to compete in an industry 
where churn is high and customers love to hate their carriers.



PROVEN  
RESULTS

After working with us…

…they have effectively created a fleet of connected cruise 
ships—each with an expansive array of sensors and 
embedded equipment that sync a wealth of data with its 
digital concierge to support frictionless transactions on-
board or on-shore, as well as targeted content post-voyage. 

Before working with us…

…One of the largest travel and tourism companies in the 
world required a solution with nimble components that 
could be embedded anywhere, tailored to their specific 
needs, and enhanced over time to ensure the customer 
experience vision, a Bluetooth Light Energy (BLE) beacon-
enabled device, could sail and scale.



PROVEN  
RESULTS

After working with us…

…they have shifted gears with a joint venture between 
Adobe Experience Manager (AEM) and Elastic Path’s 
headless commerce solution to create compelling customer 
experiences that will drive new car commerce capabilities 
the industry hasn’t seen before. 

Before working with us…

…A leading electric automotive industry disrupter struggled 
with scalability and performance issues, disjointed 
commerce and CMS, and a heavy dependence on IT to 
manage customer experiences, which didn’t bode well for a 
company in a market where connected car experiences are 
exploding.



DRIVE  
THE  

EXPERIENCE,  
CREATE  

THE  
DEMAND

When you partner with Elastic Path, you are free to drive new customer experiences, increase 
demand, and monetize in the moment.

DRIVE THE  
EXPERIENCE,  
CREATE THE  
DEMAND

The reality is that innovating the experience is increasingly a competitive necessity in today’s digital playing field. And winning requires 
a different mind-set. One that creates delight, not just better products. One that’s customer-centric, but not customer led. And that’s 
why companies are turning to Elastic Path.

WITH OUR HELP, YOU CAN:

Create personalized customer experiences without the IT burden:
By adopting a flexible platform that supports new experiences—without overwhelming 
budgets or IT resources—organizations can stay a step ahead of change, innovate 
faster, and zero in on the perfect offer at the right time and right place.

Innovate faster by understanding customers’ true intent: 
By creating a bridge between commerce capabilities, services, back-end systems, and 
experience layers, marketing can create the commerce content story and innovate as 
fast as they want—all with minimal risk to, and intervention from, IT.

Ready to learn more?

Contact us today.

https://www.elasticpath.com/company/contact-us


About Elastic Path
Defining the future of commerce, Elastic 

Path empowers the world’s biggest brands 

to innovate and transact billions of dollars in 

today’s fast-paced digital world. With its API-first 

enterprise commerce platform, Elastic Path 

enables companies to quickly embed commerce 

into any customer experience, across any 

touchpoint — unifying customer experiences 

that maximize engagement and conversion. 

Customers from industries as diverse as travel, 

telecoms, publishing, software, and retail enjoy 

the benefits of a flexible, open architecture that 

drives brand-defining customer experiences, 

facilitates business agility, and eliminates sales 

channel silos. Elastic Path is a private company 

based in Vancouver, Canada with offices in the 

UK and US. 
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