
Paul Hagen
Senior Analyst

Forrester Research

The Customer Conversation



Today’s personalization is immature

• Point applications

• Single channel focus
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Buyer Experiences No Longer Standard
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Number Of Service Channels Used

# Channels % online buyers
using…

Only 1 59.2%
2 or more 40.9%
3 or more 14.5%
4 or more 5.2%



What registered users get

What the general public gets



Sharp -- multiple costs
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Personalization meets CRM



User Profile
Directory Analytics Workflow rules 3rd party data
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Content Profile
Content Management System Controlled vocabularies


