
UNSERE LEIDENSCHAFT
CUSTOMER EXPERIENCE
Unsere Formel für Customer Experience Transformation
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WIR SIND ÜBERZEUGT, DASS DIE ZUKUNFT VON
CUSTOMER EXPERIENCE PERSONALISIERT, 
BASIEREND AUF DATEN, ANGETRIEBEN VON 
KREATIVITAET UND ERMÖGLICHT DURCH 
TECHNOLOGIE IST.

IT’S OUR MISSION TO CONNECT THE DOTS
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+ =
DATA TRANSFORMATION DIGITAL

TRANSFORMATION

Das Rezept zum Erfolg

CUSTOMER EXPERIENCE
TRANSFORMATION

Adaptive Organisation

Radikale Kundenzentrierung
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STRATEGY & TRANSFORMATION

CX Consulting ● Digital Transformation Consulting ● Brand & Marketing Strategy ●
Marketing Ecosystem Design ● Business Blueprinting ● Business Model Innovation ●
Organisational Design ● Digital Maturity Analysis ● Strategic Roadmap ● Marketing 
Research & Insights ● Change Management Strategy ● Operating model design

CRM ● Marketing Automation ● Personalisation ● Concepting ● Content 
Production ● Customer Services ● Campaign Management & Workflows ●

Dynamic Creative Optimisation (DCO) ● Field Services ● Advertising ● Media 
Buying (Paid search & social) ● Organic Optimisation (SEO, social) ● Paid 

Search ● Lead Generation & CPQ ● Programmatic Display

WORKPLACE & OPERATIONS

DevOps ● Quality Assurance & Testing ● Modern monitoring ● Application 
Management ● Business Process Management  ● Application & End-user 

Support ● Asset/Licence Management ● Enterprise Architecture & systems 
integration ● Robotic Process Automation

DATA SCIENCE & AI

Customer Experience Orchestration ● BI & Visual Analytics ● Media 
Analytics & Optimisation ● Customer Analytics ● Social Measurement & 
Monitoring ● Digital Analytics ● Testing (A/B, Emotional, Multivariate) ●
User Research, Data Science & AI

CRM & MEDIA SERVICES

INNOVATION

Innovation Agenda ● Strategic Alignment ● Trend Identification & 
Analysis ● Agile Prototyping ● Innovation Portfolio Management ●

Product & Service Commercial Planning ● Innovation Culture 
Development ● Design-led Opportunity Identification

CX 
CONSULTING

DATA 
TRANSFORMATION

DIGITAL 
TRANSFORMATION

CLOUD SOLUTIONS
Cloud Services and Migration (Accelerator, Operations, Build, Security) 
● Migration Services ● Security ● Infrastructure management

DATA MANAGEMENT & GOVERNANCE

Data Strategy Consulting ● Data Architecture & Engineering ● DMP & 
CDP services ● Data Governance ● Data Compliance

Experience Strategy ● Interaction & Service Design ● UI design ●
Copywriting & Storytelling ● Visual Design ● Motion Graphics ● Content 

Creation & Production ● Immersive & Connected Experiences ●
Engagement interfaces ● Product & Platform Development ● CMS 

services ● Commerce ● D2C & Subscription ● Loyalty schemes

Sustainability

Equity
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EXPERIENCE, COMMERCE & LOYALTY

Unser Portfolio - Customer Experience Management
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Spezialisten

1500+

Vila Real

Guarda
Leiria

Lisbon

Geneva
Lausanne Zurich & 

St. Gallen

Basel

Frankfurt

Hamburg

Munich

Prague

Vienna

Belgrade

Brno

Standorte

15

Länder
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Unsere Spezialisten unterstützen Sie bei der 

Optimierung Ihrer Customer Experience –

mit jahrelanger Expertise in Digital 

Transformation Strategy, Data, Creative 

Services, Commerce, CMS und UX

Merkle DACH

We think global and act local!
Unser österreichisches Team ist immer
in Ihrer Nähe.

2021 Merkle . All Rights reserved. 
Confidential
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Unsere tiefe technische Expertise und unsere Technologie-Partnerschaften erlauben
es uns, die für unsere Kunden richtige Lösung zu schaffen.
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13 Tochterbanken in der CEE-Region

2021 Merkle . All Rights reserved. 
Confidential

18 Mio Kunden

Erfolgreich in CEE seit 1987

> 46.000 Mitarbeiter

> 1.700 Geschäftsstellen
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Das Ziel
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Die Herausforderung
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Interne Organisation

Auswahl der Tools

Operating Model

Die Komponenten des Erfolgs

Implementierung



11

Interne Organisation
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Auswahl der Tools

Plattform vs PointSolution
Erste Frage bei der tool-Auswahl: warum?
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Implementierung

Plattform vs PointSolution
Erste Frage bei der tool-Auswahl: warum?
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Operation Model
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Die Architektur
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DREAM DO DELIVER
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