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How to turn those fragmented
entry points into consistent,
high-quality experiences that
drive outcomes.



Executive Summary

M%

of consumers expect
personalized interactions!

92%

of retailers believe they
effectively offer personalized
customer experiences.

Only

48%

of consumers agree?

In an era where customer experience (CX) has become the ultimate differentiator, enterprises
are under unprecedented pressure to deliver personalization at scale. Today's customers are no
longer satisfied with generic service — they expect brands to know who they are, understand
their preferences, and anticipate their needs across every touchpoint. According to McKinsey,
71% of consumers now expect personalization, and 76% become frustrated when it's absent'.
And while 92% of retailers believe they effectively offer personalized customer experiences,
only 48% of consumers agree?.

Yet delivering on this promise is complex. From fragmented omnichannel experiences to rising
skepticism about Al, many organizations struggle to implement personalization in a way that
drives measurable results without disrupting operations.

This ebook distills five proven strategies — drawn from Afiniti's experience with some

of the world's largest brands — for overcoming these challenges with outcome-based
personalization.

'McKinsey & Company. “The value of getting personalization right—or wrong—is multiplying.” 2021.

’Deloitte Digital. “Unlocking customer growth: Driving high-value actions through personalization and retail media.” 2024
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Section 1

The Challenges Facing
Modern Enterprises

In today’s hyper-competitive, experience-driven economy, large
organizations across industries face mounting pressure to personalize
customer interactions - at scale, and without disrupting operations.
But personalization is easier said than done. These are the five

most common challenges companies face when trying to modernize
customer experience (CX):

1. The Need for Better Customer Experience at Scale

Across every vertical, from telecom to hospitality, leaders agree: customers expect personalized,
frictionless service. But delivering that level of service at enterprise scale is a massive challenge.
AT&T's Jenifer Robertson put it simply: delivering great service isn’t a department — it's a cultural
imperative. But culture alone isn't enough. Success requires synchronized alignment of people,
processes, and technology.

“...\We like to think of it, you know, there’s an ancient city in
Petra, and we always talk about customer experience as
you have to carve it every single day. And it takes each one
of us carving every day. It takes every single call, and trying
to make the best experience from that call to build big
impact. And so that’s what technology lets us do.”

Jenifer Robertson, EVP & General Manager AT&T Mass Markets ©

At the same time, enterprises operating large-scale digital platforms face the added challenge
of replicating the ease and warmth of personal conversations — like those you might have with
friends and family — across millions of customer interactions. Achieving that balance of scale
and humanity requires thoughtful design and technology that feels intuitive.
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Across industries, enterprises share a core ambition: to build

meaningful, personalized connections with each customer - How do you

without compromising scalability or operational efficiency. make smart,

2. Channel Complexity Is Diluting Customer real_—t_lme

Experience decisions
across

As customer behaviors evolve, enterprises are forced to meet fragmented

them on an ever-growing number of channels; voice, chat, - "
journeys?

messaging apps, and beyond. While this omnichannel approach

promises flexibility, it introduces a new challenge: how do you
make smart, real-time decisions across fragmented journeys?

For example, digital-first companies managing customer interactions across WhatsApp,
Messenger, and Apple Business Chat already had robust routing systems — but the real challenge
came at the last mile. The key was ensuring that each conversation landed with the right agent

in real time, so personalization could scale consistently across platforms.

Similarly, telecom operators like VMOZ2 took a data-first approach to this complexity, aiming
to understand every product permutation and household channel preference — then match that
to the right engagement strategy. ©

In both cases, the problem wasn’'t where customers were coming from, it was how to turn
those fragmented entry points into consistent, high-quality experiences that drive outcomes.

In environments like this, traditional routing logic falls short. What's needed is Al-powered
decision-making that optimizes every interaction - regardless of entry point or volume.

3. It’s Hard to Stand Out When Everyone Offers the Same Product

In mature industries, core offerings, coverage, speed, and pricing have reached near parity.
This creates a new kind of pressure: when everyone’s product looks the same, how do you
differentiate?

For many companies, the answer is clear: customer experience becomes the competitive
edge. TIM CEO Pietro Labriola captured this perfectly:
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“Today, all operators have the same geographical
coverage... So on what basis can an operator differentiate
itself from its competition? On the basis of its brand and
the quality of its service.”

Pietro Labriola, CEO TIM ©

But redefining customer experience isn't just about being “nice”, it's about investing in systems
that create repeatable, data-driven, emotionally intelligent interactions that drive brand
preference.

When every product is technically equal, the human layer — the quality of the interaction — is
what wins or loses loyalty.

This is where pairing the right customer with the right agent, in the right moment, becomes

a strategic advantage. Businesses that can operationalize that kind of personalization not only
retain customers, they grow them.

4. Desire for Al Solutions Without Operational Disruption

Many companies are open to Al, but wary of the operational complexity it often entails. They
want fast deployment, minimal retraining, and seamless integration into existing infrastructure.

Some enterprises have shown that Al solutions don’t need to be disruptive. By choosing
approaches that didn’t require specialist expertise, major workflow changes, or new platforms,

they were able to achieve measurable improvements quickly.

AT&T, for example, emphasized the importance of integrating new tools into existing tech and
service models, rather than forcing wholesale change. @

Leaders are increasingly seeking Al that amplifies their workforce, not overwhelms it.
5. Skepticism Around Al & the Need to Prove ROI
While Al has become a staple in executive conversations, many leaders remain cautious.

After years of hype, they've seen too many tools overpromise and underdeliver, especially
when results are vague or hard to measure. In today’s market, credibility depends on clarity.
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Section 1

Decision-makers want to know

Does this actually Can | test it and trust Will my teams buy in
improve my KPIs? the results? once they see the data?

For several leading enterprises, these questions led them to build rigorous performance
frameworks around Al deployments.

Using solutions like Afiniti, some organizations implemented continuous A/B testing to compare
outcomes with Al “on” vs. Al “off,” removing bias and providing clean, objective data.

Others partnered with solutions like Afiniti where success could be defined in one way:
measurable outcomes — whether that meant increased revenue, stronger retention, or higher
satisfaction.

This level of testing discipline signals a broader shift: in the era of Al, trust must be built on
transparency, not buzzwords. If a solution can’t show a delta in performance backed by data,
it doesn't get deployed.

For enterprise leaders under pressure to justify every investment, measurable outcomes aren’t
a nice-to-have — they’re the cost of entry.
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5 Ways to Solve These CX Challenges
With Outcome-Based Personalization

When it comes to delivering personalized CX that actually drives
revenue, most companies don’t need more tools, they need smarter
connections.

The good news? Whether you’re in telecom, hospitality, or enterprise
tech, there’s a proven playbook. These five strategies, drawn from
real-world successes, show how forward-thinking companies are
creating CX that converts.

1. Drive Personalization Through Precision Pairing
The traditional approach to routing customers — based on geography, skillset, or availability -
is no longer enough. Today's leaders are winning by taking pairing to the next level: matching
customers to agents based on predicted outcomes.
To put this into action:

- Move beyond skill-based routing and incorporate behavioral or historical data

=» Optimize pairings to drive key outcomes, conversion, satisfaction, loyalty

=» Build pairing logic that learns and adapts in real-time

@ What it Looks Like in Practice:

A leading digital engagement platform extended its routing engine with predictive
matching technology, connecting customers to agents based on fit. The result?
Greater engagement, higher satisfaction, and millions in added customer lifetime value.
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2. Embrace Outcome-Based Testing and Real-Time Optimization
You can’t improve what you don’t measure. That's why leading organizations build continuous
A/B testing into their customer operations through advanced personalization technology,
comparing real-time outcomes with and without optimization engines in place.
To make it work:

-» Use control groups to isolate the impact of pairing or personalization logic

=? Run tests continuously - not quarterly

=» Tie results to financial KPIs, not just CX metrics

@ What it Looks Like in Practice:

A major global hospitality brand, serving tens of millions of guests annually, leveraged
personalization technology that ran A/B tests every 30 minutes on their behalf. This
approach fed insights directly into their optimization engine, enabling data-backed
decisions and delivering a 4% increase in bookings within the first year.

3. Enhance Human Potential - Don’t Replace It

Al should work for your team, not the other way around. Instead of replacing agents,
outcome-driven CX tools augment the frontline, helping people do what they do best: connect.

To activate this mindset:
-» Choose Al that integrates invisibly into existing workflows

-» Focus on empowering agents, not controlling them

@ What it Looks Like in Practice:

A large U.S. telecom provider adopted personalization technology that worked
silently in the background. Agents didn’t need new scripts or extra effort — but
outcomes improved significantly, powered by smarter, invisible technology that
supported human strengths.
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4. Move Fast With Low-Friction Implementation

In high-pressure environments, no one has time for six-month integrations or enterprise-wide
retraining. The solutions that win are plug-and-play, not rip-and-replace.

To speed up time-to-value:
=» Select technologies that fit into your current call center stack
-» Prioritize solutions with flexible, tailored onboarding

=> Look for vendor teams that understand local business needs

@ What it Looks Like in Practice:

A major global hospitality brand implemented personalization technology that layered
directly onto its existing platform. No overhaul was required, and the solution went live
within weeks — immediately improving both customer bookings and agent satisfaction.

5. Treat Data as a Strategic Partnership Asset
The most effective personalization strategies aren’t built in isolation. They're co-created
between internal teams and external experts — blending proprietary data, customer insights, and
predictive models into a shared CX engine.
To activate this value:

= Break down silos between internal analytics teams and CX vendors

=» Build “AND” cultures — your data plus their algorithms

=» Share performance feedback to constantly refine the model

@ What it Looks Like in Practice:

A European telecom operator overcame internal resistance by reframing vendor
collaboration as a joint data science effort. Rather than competing, internal teams
and external experts co-optimized journeys — transforming initial skepticism into
measurable performance breakthroughs.
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Section 3

The Payoff - What Personalization
Done Right Delivers

When companies get personalization right, not just in theory, but in
execution, the results are immediate and far-reaching. From boosting
revenue to elevating satisfaction, the impact of smarter pairing and
outcome-based CX ripples across every corner of the business.

Here’s what leading organizations have achieved, and what any
company can aim for:

1. Increased Revenue, Without Increased Complexity

Smarter customer-agent connections don't just feel better, they perform better. By optimizing

pairings for outcomes like conversion or booking rate, businesses can grow revenue without
hiring more staff or changing core processes.

2. Higher Customer Satisfaction (and CSAT Scores to Match)

Great experiences build loyalty, and customers know when the interaction feels tailored to them.
Personalized matching leads to less friction, more empathy, and greater trust.

3. Al That Empowers Humans, Not Replaces Them
The best Al solutions enhance the strengths of your people. Agents feel more confident

when they're paired with the right customer, and more satisfied when they can solve
problems effectively.

4. Fast, Low-Friction Implementation

Real transformation doesn’t have to be slow. With the right partner, personalization tech can go
live quickly and fit into your existing stack, no overhaul, no retraining, no disruption.

5. Transparent, Measurable ROl You Can Trust

The only Al that matters is Al that works, and proves it. By integrating A/B testing into operations,
leading brands continuously validate performance with real-world data.
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Proof Points:

US TELECOM PROVIDER LEADING HEALTHCARE BRAND

6% churn reduction — 9,000 agents get
driving $200M+ in personalized contacts —
revenue per year saving 35 seconds per call

US INSURANCE PROVIDER HOME SERVICES COMPANY

+5% gain worth over $100M 4.5M interactions
in annual premiums optimized — cutting
cancellations by ~5%
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Ready to Deliver Results Like These?

If your business is ready to:

Improve satisfaction without replacing systems
Increase revenue without increasing headcount
Measure Al ROI clearly and quickly

Empower your people with smarter tools

Deliver personalization that works in real time

Then it’s time to consider a solution that does all of the above - at scale.

Get in touch with Afiniti today.

afiniti

To learn more about Afiniti, please contact:
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