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Approach to Construction of Data Utilization Platform to Realize
Optimization of Customer Experience
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Abstract

In many companies, digital transformation is recognized as essential to improve corporate
competitiveness in the future. In particular, multi-channeling and digitalization of customer
contact points has brought attention to digital marketing that makes use of customer contact
point data. To improve corporate marketing capability, the customer contact point data
must be utilized to deepen customer understanding from diverse perspectives to make the
customer experience better. Meanwhile, many companies in Japan have yet to build the data
utilization platform to achieve this. Based on its extensive experience in constructing the
data utilization platforms with many customer companies, Fujitsu has derived an original
approach to construction. The data utilization platform constructed by applying this approach
facilitates sophistication of corporate marketing and deepening of customer understanding,
which leads to the optimization of customer experience. This paper makes clear the present
state and issues to be solved in terms of constructing the platform to utilize data in companies
and presents an approach to solve these issues.
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