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Foreword

The past few years have been particularly challenging for 
retail organi ations. 
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All retailers and brands aim to be relevant to their customers 
– it creates better audience engagement and builds stronger
and longer-lasting relationships.

1
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1 - Personali ing digital 
communication

Be it sending emails or displaying live product recommendations 
online based on previous purchases, retailers have been 
segmenting their data for years to try and encourage repeat 
spend from consumers in a relevant manner.

2

current economic climate and how people are going to shop in 2023.

We have selected best practice retailers for each area, highlighting what’s important to consider at each of 

these touchpoints.
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3

“Personali ation with an app push does alright for us but we need 
to connect the dots.”
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2 - Personali ed response to 
customer queries and complaints

going to be as discerning as ever and they might be quicker 
to complain if their experience with a retailer or brand is not 
completely suitable.

4

5.
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The overall result? Time savings by reducing the number of customer 
calls required, as well as shorter customer calls on average and the 
creation of more structured troubleshooting tactics. 
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3 - Personali ing the 
returns process

The so-called ‘last-mile’ in online retail traditionally refers to 

6
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10Personali ng the returns process

7

we’re adding to the process. Possibly that might be credit for the 

rather than waiting for the item to come back before it is credited.”
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4 - Calls to action based on 
customer circumstance

Calls to action based on customer circumstance – another 
form of personali ed communication – range from sending gift 
suggestions based on key dates a customer has shared with a 
retailer to email reminders about products left in online 
baskets.

9



R
eta

il G
a

zette - C
a

llM
iner W

hitep
a

p
er 

 H
o

w
 to

 g
e

t d
a

ta
-d

rive
n

 p
e

rso
n

a
li

a
tio

n
 rig

h
t in

 re
ta

il

12Calls to action based on customer circumstance 
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5 - Knowing the
in-store shopper 

Very few retailers can lay claim to completely personali ing 

lack of digital footprint related to people’s individual shopping 
experiences in s .

10
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Common Threads

Let’s assess what the common  are of retailers 
doing personali ation well.
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11 
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Key Takeaways

At the very beginning of this whitepaper, we asked what it 
takes to get personali ation right.

•

•

•

•
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About Callminer

CallMiner is the global leader in conversation intelligence to 
drive business performance improvement.

To learn more, visit CallMiner.com
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This paper was brought to you in conjunction with Retail Gazette,

the UK’s largest B2B retail publication.

Visit www.retailgazette.co.uk to join 400,000 other monthly users

for free to access to the latest news, interviews, analysis, in-depth

reports and whitepapers.


