
Customers no longer consider a single touchpoint as the experience, 
they want each experience with a retailer to be connected and create a 
journey, with multiple touchpoints through multiple channels they expect 
an instore experience matched to an online experience and to be able to 
integrate them all.

Maximising the whole journey though all channels, empowering in store 
teams with knowledge and enabling customer choice of which touchpoints 
to use and when is key to exceeding customer expectation.
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Understanding the Opportunity
Knowing customers and delivering to their needs in real-time has been key to the success of online 
channels. 68% of consumers want personalised offers based on activities, purchases and preferences 
(CBRE, 2016). Digital technologies enable this and can for example provide personalised responses 
instantly, be it a suggested product, a special offer, or a personalised message. All through multiple 
touchpoints, be it online in an app or virtually. 

In-Store the situation remains different
Despite over 80% of retail sales still 
happening in stores, and 84% of consumers 
wanting the same services in the store as 
they get digitally (CBRE, 2016) the store can 
remain in the dark-ages when compared to 
the intelligence, insight and responsiveness 
of a retailers online experience.

Add to this that the store should create an 
immersive and memorable embodiment of 
the retail brand as a part of the journey, and 
the importance of getting it right instore isn’t 
just to support the sales it generates directly 
but the end to end experience.

The store is the lynchpin that supports the 
retailer across all channels by being a part 
of the experience that reassures consumers 
of the relevancy of your brand to them. 
Consumers are loyal to brands because 
of the whole journey, not each channels 
touchpoint.

Fujitsu Customer Experience Studio enables 
the creation of a customer chosen journey 
by connecting the store, online, and other 
channels. Delivering a single customer led 
experience, engaged store and HQ staff, 
connected enterprise systems and 3rd party 
services making delivery of the customer 
experience more empowered and more 
productive.
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How it Works
Fujitsu Customer Experience Studio is an open system that controls real-time, omni-channel messaging to staff and customers via websites, 
mobile apps, digital signage and any other future channels a retailer may want to use. Messages can be triggered automatically via sensors 
or manually via apps, and can be sent between any mix or people and/or technologies. For example, when a known customer enters a store 
and is detected by any of a variety of sensors that the studio works with, the customer can be sent an automated personalised message, 
and at the same time a store colleague can be informed of the customer’s arrival along with a note of the products they bought last time 
and what they have viewed recently online. Messages can also be raised manually – for example front-of-store staff messaging stock room 
staff to check product availability – making things simpler and quicker for them and their customer. Messages don’t have to be exclusively 
human to human either – the Customer Experience Studio includes integration points to allow people and technology to integrate 
seamlessly, helping customers or staff answer queries via chat-bots online or instore, and updating CRM’s, HR and loyalty systems. 

Creating a single multi-channel journey, supported by Fujitsu
Fujitsu has a new vision for a store that is:

 ■ Empowered to deliver an exemplary service experience which 
differentiates the brand. It will this that will protect the retailer’s 
margins as product experiences become easily copied by 
emerging online and traditional competitors

 ■ Agile and adaptable. Quickly establishing the success or failure 
of new retail initiatives and so support the continued evolution of 
the retail proposition

 ■ Through the right customer data and feedback becomes 
invaluable in supporting a learning and data driven culture in 
the retailer. This mind-set will allow future investments in retail 
capabilities to be made with greater confidence

 ■ Maximises personalisation and identity to support consumer 
purchasing decisions

 ■ Responsive to its customers, staff and the business – providing all 
a simpler, more personal experience

 ■ Fully supported by a global team of over 15,000 engineers across 
over 180 countries to ensure that the trust of customers and staff 
is not eroded through failing technology. 

Fujitsu Customer Experience Studio can improve both operational 
efficiency and customer experience using a combination of 
technologies and services from an organisation with over 30 years of 
retail experience.

Advantages of Fujitsu Customer Experience Studio
 ■ Rapid to set-up and test. Start in a single store, or with a single 
process

 ■ Scalable growth over time. Aligning costs and benefits at each 
step

 ■ Fully configurable to your organisation and your specific needs

 ■ Simple and quick to overlay into existing websites, customer apps 
or staff apps

 ■ Low transaction based pricing, aligning value with cost

 ■ Leverage existing investments in for example CRM, Wi-Fi and 
analytics through simple integration into new value-adding 
processes

 ■ Pre-integrated with selected leading technologies including chat-
bots, Wi-Fi and bluetooth beacons 

 ■ Delivered by Fujitsu K5 Hybrid cloud, OpenStack platform. 
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Fujitsu Customer Experience Studio at a Glance
 ■ Connects customers, staff, sensors, assets and systems 
to enable seamless and efficient retail processes across 
physical and online channels

 ■ Allows retailers greater insight to customers and 
enables them to act in real-time on that insight instore 
or online via staff, systems, apps or signage

 ■ Delivered from the Fujitsu K5 hybrid cloud allowing you 
to start small with just one process or store

 ■ Leverages existing investments to add more value to 
customer journeys, staff and the business

 ■ Allows new ideas and innovations such as chat-bots to 
be connected, tested and evolved quickly at low-risk 
and cost

 ■ Costed per transaction, not per seat – so once set you’ll 
only pay for what you use

 ■ Supported by Fujitsu’s trusted global network of 
15,000+ engineers across over180 countries.

Hosting, Pricing and Availability
Fujitsu Customer Experience Studio is a SaaS (Software 
as a Service) solution, runs on the Fujitsu K5 platform, 
ensuring high availability, security and scalability.

Get in touch
To talk to us about your requirements, or arrange a 
demonstration, then please contact us using the details 
below.

ASK FUJITSU

Tel: +44 (0)1235 79 7711

Email: askfujitsu@uk.fujitsu.com

Ref: 3696

uk.fujitsu.com/retail 

Why Fujitsu, the figures

years’ experience in retail
30+

retail customers around the world
500

stores use Fujitsu retail solutions every day
82,000

countries in which Fujitsu is present
52

http://uk.fujitsu.com/retail

