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Introduction: 
Connecting Touchpoints

Touchpoints represent the various interactions that customers 
have with a brand, ranging from an in-person conversation with 
a sales associate to a digital interaction with a chatbot.

Each interaction provides an 
opportunity for the customer to 
form an opinion about the brand 
and are critical junctures in the 
customer journey. It’s crucial that 
retailers and CPG companies 
identify and understand each 
of these touchpoints because 
collectively they mold customer 
sentiment, loyalty and ultimately 
your profits.



4© Hitachi Solutions, Ltd. 

Best Practices and Key Stages 
for the Ideal Customer 
Navigating the customer journey requires 
attention to best practices and an understanding 
of key stages. From the initial awareness to final 
advocacy, a focus on the human element ensures 
an optimized and satisfying experience.

Understanding the ‘Why’: 
Purpose and Experience
Establishing the “why” behind journey mapping 
is not merely a starting point but the cornerstone 
of the entire process. Creating a journey map 
without a clear purpose is like navigating without 
a compass. Defining clear goals, objectives, and 
success metrics at the outset helps focus the efforts 
and ensures that the mapping process aligns with 
the brand’s overall strategy.

Moreover, understanding the ‘why’ sets the 
parameters and creates a success measurement 
framework for continuous improvement. It provides 
both direction and motivation, energizing the 
process with a sense of purpose and clarity.



Harnessing AI for 
Better Engagement
The application of AI in the world of CPG and 
retail has revolutionized the way businesses 
interact with customers. Personalized 
recommendations and anticipatory customer 
service become possible, opening new doors 
to better engagement.

In the competitive world of consumer 
products and retail, personalization 
is key. By using data insights to craft 
individualized experiences, businesses can 
create a  a targeted, positive connection. 
This approach brings satisfaction to the 
process and adds value to the bottom line.

Personalized Interactions: 
Data Insights at Work

Leveraging Data for 
Efficiency and Engagement

Real-time data from across the business 
allows for streamlined operations and a 
more engaging customer experience. The 
potential for improvement is vast, ranging 
from inventory management to online 
customer interaction.
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Journey Mapping:                     
A Continuous Process

Navigating the customer journey 
requires attention to best practices and 
an understanding of key stages. From 
the initial awareness to final advocacy, a 
focus on the human element ensures an 
optimized and satisfying experience.

Ethical Data Governance: 
A Trust-building Exercise

Journey mapping is a living, breathing process 
that demands regular attention and revision. 
The creation of a customer journey map, or 
multiple maps for different buyer personas, 
requires a nuanced understanding of the 
customer experience.

It’s a brand’s commitment to revisit the journey 
regularly, keeping it up to date, and that will set 
apart successful retailers from the rest. Staying 
attuned to changes in the marketplace and 
leveraging new technologies ensures that the 
journey map remains relevant and actionable.

With a unified personalization approach, 
customer loyalty can reach new heights. The 
connection between different aspects of the 
customer experience leads to increased lifetime 
value, fosters trust, and encourages repeat 
business.

Building Customer 
Loyalty Through Unity
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Conclusion

The unified customer journey is not a destination but a continuous process. 
With commitment to innovation and a strong focus on customers, both CPG 
companies and retailers can forge meaningful, long-lasting relationships.



Our expertise spans unified Azure-
based platforms to tailored SaaS 
models, meeting your specific data 
needs across industries. We begin with 
your existing environment, and align 
our broad solutions with your goals 
to ensure continued success. Ready to 
turn data into predictive power? 

Hitachi Solutions:
An Expert

Data Partner
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