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Personalization Drives Business Results

10x improvement in 
Conversion rate when moving 

from 
Basic to 1:1 Personalization.

Conversion

5.2%

14.2%

38.6%

49.8%

8.1%

16.3%

49.8%

61.3%

8x improvement in Revenue 
per Visitor when moving from 

Basic to 1:1 Personalization.

Revenue per Visitor

8.3%

20.9%

63.1%

74.1%

9x improvement in Average 
Order Value when moving from 

Basic to 1:1 Personalization.

Average order Value

Segment-based Personalization

Microsegment based Personalization

One to One Personalization

Basic Personalization
The companies that are 
scaling 1:1 personalization are 
recognizing massive gains in 
key business metrics.

Source: https://www.incisiv.com/ebook-failure-to-scale-the-state-of-personalization-in-retail-and-travel#download-ebook

"Personalization drives performance and better customer outcomes. Companies that grow faster drive 
40 percent more of their revenue from personalization than their slower-growing counterparts.”

- McKinsey, Nov 2021

https://www.incisiv.com/ebook-failure-to-scale-the-state-of-personalization-in-retail-and-travel#download-ebook
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“As Marketing and CX 
align, Martech Must shift 
from Campaigns To 
Moments.”
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The Evolution of Marketing & Customer Journeys

Channel-focused Messages

Outbound only

Targeting the entire 
customer/subscriber base

Basic personalization

Channel-focused marketing 
teams

Cross-Channel Marketing

Outbound with Inbound 
behaviour (web/app)

Targeting segments

Personalization based on 
basic profiles

Marketing teams divided 
into lifecycle stages

End-to-End Journeys

Seamless engagement

Conversational

Targeting the individual

Contextual personalization

CX-mandate across the 
entire organization

End-to-end journey teams
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How to Achieve 
Personalization at 
Scale?
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Omnichannel Orchestration 
and Decisioning

The ideal solution combines unified data & content with omnichannel 
orchestration to be able to personalize messages and offers on any channel

Unified Data and Content Personalized Messages 
and Offers

Unified Real-Time 
Customer Profile

Centralized Content 
and Offers 

Email

Mobile

All other 
channels
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Deep Engagement

Experience Optimization
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Top 3 actions to unleash all your power

Orchestration Agility
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Dynamic Chat

Personalized conversations that 
engage website visitors and 
drive sales meetings

Marketo Engage

Pillars of a Customer Journey   | Deep Engagement    Experience Optimization
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Audience Portal

More powerful data management 
and enhanced segmentation

Journey Optimizer

Pillars of a Customer Journey   | Orchestration Agility Experience Optimization
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New Experience 
Optimization Features

Intelligent ranking service, 
content experimentation, and 
more

Journey Optimizer

Pillars of a Customer Journey   | Orchestration Agility Deep Engagement    



©2022 Adobe. All Rights Reserved. Adobe Confidential.

Business Impact

Orchestration Agility Deep Engagement 

New and improved ways 
to orchestrate cross-
channel experiences 

across chat, sales 
engagement, and more

Audience Portal & 
more advanced 

audience orchestration

1 2

Experience Optimization

Content 
experimentation, 

intelligent ranking 
service, and reporting 

dashboards

3

Timely and 
automated 

personalized 
customer 

experiences

1:1 
personalization 
in real time at 

scale

Omnichannel 
marketing is 

not just a 
buzzword
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