
WHAT
n  Brand loyalty diminishes as consumers switch from product 

to product in the search of something new and interesting at 
any given purchase opportunity. The key is to find signature 
moments, engaging with consumers to maintain that loyalty.

n  Make your business unforgettable. Across the consumer journey 
every touch point should delight, but special moments intuitively 
link the customer to the brand, creating a standout emotional 
connection running far deeper than just the transactional level.

n  The process of identifying, designing and delivering Signature 
Moments engages capabilities from customer research, 
customer strategy, data, design and technology.

n  These are the moments in your business you’re so proud of you’d 
be willing to personally sign them, to stake your reputation 
on them. Because here’s the thing: you already are.

USE
n  McDonald’s created the first digital version of the Happy 

Meal gift to engage the younger digital generation, 
connecting a new customer to an established brand.

n  As a response to the increasing home color market in the 
haircare industry, Garnier created its virtual try-on, allowing 
consumers to try a shade of hair color before committing to it.

n  In a bid to counter competitors in the active wear 
market, Nike launched their ‘Consumer Direct Offence’, 
a strategy with 2x innovation, 2x speed and 2x direct 
connections with consumers, resulting in their digital 
business growing 38% of quarter 2 in 2020 alone. 

n  Starbucks, now a $100-billion-dollar company and owning 
57% of the total café market in the US alone, attributes their 
success to investment in their employees, a world class customer 
experience and a focus on technology and innovation.

IMPACT
n  Differentiation that drives preference, drives growth.
n  Leverage brand loyalty and recognition through the viral, 

sharable nature of signature moments from the moment of 
unwrapping, through to a product’s use and even disposal.

n  Conversational interfaces enable brands to behave more in 
a human-like way; interacting, listening, empathizing and 
engaging, within a purely online or virtual channel.

TECH
n  Customer experience management: Usermind, Highspot
n  Real-time journey management tools: Kitewheel, Alterian 
n  Customer Platforms Technologies: Adobe Marketing Cloud, Salesforce 

Marketing Cloud and Service Cloud, SAP C/4 Hana, Pega, Usermind
n  Customer Data Technologies: Salesforce Customer 

360, Microsoft Dynamics 365 Customer Insights, Adobe 
Experience Platform, SAP C/4Hana Customer Data Cloud

n  Customer Process Management: Microsoft 
Dynamics 365, Salesforce, Pega

Using technology for better 
understanding of the customer’s 
journey – creating the magical, 
standout moments that form a long-
lasting connection with   your brand

Want to live more in the moment? Don’t 
forget the business perspective then, 
where it is highly rewarding to focus on 
the moments that provide seamless, 
satisfying, simple experiences to 
customers. These are standout   
moments in time of emotional 
connection - actually culminating to 
important outcomes for the customer 
and a creative, differentiating brand 
experience for the company. Empathy 
and deep understanding are key to 
interaction with the customer, and 
technologies as diverse as predictive 
analytics, bots and customer journey 
platforms can be instrumental to  
achieve this. Sing for the moment: 
signature moments make the difference 
that customers will remember.
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