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[3] https://hbr.org/2017/01/a-study-of-46000-shoppers-shows-that-omnichannel-retailing-
works



https://www.digitalcommerce360.com/article/us-ecommerce-sales/
https://www.mckinsey.com/business-functions/operations/our-insights/more-than-digital-plus-tradition
https://www.mckinsey.com/business-functions/operations/our-insights/more-than-digital-plus-tradition
https://hbr.org/2017/01/a-study-of-46000-shoppers-shows-that-omnichannel-retailing-works
https://hbr.org/2017/01/a-study-of-46000-shoppers-shows-that-omnichannel-retailing-works

Z| 41 OO HIE|E] AH|

A

jetBlue

A

LICt. JetBlues AA|

12)

-
o
O

| 2L 12

J4

Stz SAIOl 7HE AR Xol|A|

ot SLIAE n A4S X2

S XtEe]

.
oo:‘

oF

OtO[HIE|E| MH|AT} HRYELIC

of

JetBlue 12

AH|

2 CIXE HEAM 7Hel=tEl

=
=

SLICH Ol2{ gt ALE X}

b

-
o
—

off k2t o2

el

i

-

LICt.

St YEO| HAMEX AMAT = A

#

AEXI

JetBlueOf| | OLO|HIE|E| AH]

=
[

Okta

&LICH O 2ol = JetBlue

A
2 U

(=13
=

0:

13 20l Z {200t

4

1

[

REg

b QUASLICH Al

2yd

L=

o3
<+
H

KK

Fo}

of7]*oll M

o
—

0k
A

7 %

X|=2| ofo|HE[E] A|

X5t

=712

STY0| A 7S = RS LT

2|#[0] M of7|H X 2

=
0|ofl OFO|EZ MH|A, CRM A|AHE! O

s 2| of

ol

LICt. 22 5 72%7t 12 O|Wi = HEH XHE|== 252 E

St
=

HOF

[
T2 MAE 7|ChgfLIC.

=
o

Mo MUl AT T

il
o
w
o~
W [}
D
K1 o
~ 10
X
oF X
%D
w
J] ™
o F
ol Ok
mo
m =<
T B
&l o
o M
K o
=
Uy KO
<l ol
X ot
<t
H —
wm_u H
[y
ol 5
PARE
|
S
un ol
30 =l
~N N

It

of 24 ArEstict EL| 2

HEYJLICE FX| HIE0| #F

&0

S A5 JHERRS| A POl X HE 1 JAFLILH 2=

CHEFQ = BHEL =10 BiL|CE

[4] https://www.okta.com/customers/jetblue/


https://www.okta.com/customers/jetblue/

Z| 41 OO HIE|E] AH|

i

=2Hd F=olM 27t

L|Ct.

3

£SIHM T I M| AT} 7HsSt ot s of gt

=

Lict.

<|D
o3

<
Joll

t

Et
=

M= ol

t

7|

24O MH|A S5, HAERA

 2EE ALI2|20f Oktao| OtO[HIE|E] MH|AE O|&dt1 ASLICE.

AMELICt.

Ixo *x
o= =

201504 AH|X} 2

o
—

9| AtRl TAL
OflA| At &F0|U7 |0l Oktadll Al =2 2

4

.
(=]
(==

QAEZ|YE|ot KT 72O WHE

=)
=

ujo

[ A

AMH

_I

M

5t

X~
S

=
=

tXI2¢ 2 H| Xt
S AxZ iR

b

.
[¢]
pal

Sl

H

AN

.

[=]
J2[3 10| X|LtEHE 2D TE 7|LER] ot 2| M T2 M A S X O0F S LICE o]~ A|

kol

MS

2
=

HolA £ CHE REE AAFUASLICL Okta= o

2

2 TALS| X|

nETEL

&t
7| 18 A

o

u]

P S ZRELICH

g
515

15 Z2MAE #

cg|lA 9l

pN3
=

b KRALS] O] FALY

=1
=

o
[

LI

SE Z2HAR AKX Lok 23

5
Ho S USHH TALOA 2QF
St

k

C
[

I.

7
(i

Al A

t

=

=

3

.I

X
[

HEE AL
i
HEof

El=2
==

o= 04 Ao MH|A 2

= Xl

7kX| =21 My TALZ} Insuranceline

=
e

ol
i

S & Okta Identity

2=

i

Cloud0ild 2F SYLICE O|2M %4

#2|x| etELICt.



i

AR EZ|A

Enter phone #

!
@ﬂ

Security code went to

o|=
o

—

Z| 41 OtO|HEIE| MHIAE S8 02 FHE JHMsH= 47tHx] EY

Enter email

Security code

mobile phone via SMS sent to email
Customer
enters code
{0
Customer
has access
] - = 2 e e el L
X gl erHst N AJ|S 236l o} 5h=

2 FOHAIA 2 S7I180{7F gL 2[n9] Fes A2 1A= 3
DZ40f HsH F2f 140%Lt o B2 H|8S XIZFLICE.
H=of

of w2t H = B7t5t= AE € 5 ASLICH

==
HZt 2]0] 2.481 FZIFHSLICE

om ooy 4 K

[5] https://hbr.org/2014/08/the-value-of-customer-experience-quantified?mkt_3RkMMJWWf
FO9wsRonu6jBd%2B%2FhmjTEU5216e80UKO0g4kz2EFye%2BLIHETpodcMSsVqMa%2BTFA
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CUSTOMER EXPERIENCE DRIVES SALES
In a transaction-based business, sales are driven by good
customer experience.

ANNUAL REVENUE INCREASE PER CUSTOMER
2.4x

1-3 4-6 7 8 9 10
CUSTOMER EXPERIENCE SCORE

SOURCE MEDALLIA ANALYSIS HBR.ORG

SHX|OF IZHS QUEtSHA T OFMSH ABS 7|ChSiL

T E= [iirhly )

[l
B
[ray

| |2 Salesforce State of the
H kD (HALO|E, A4 O|C[0f, ZHIY, loT
FYlE|= C|HO|A, THEH S)0l| A EHOo{sHE Yt AYS HI|E 7|thsh= AH|XH7t 75%0|
O|2= AOE LIESLICE

1=
B>
o
_>'-I_
njn
rlo
=l
=
10
X
ro
ox
Hr
=2
=
els
|
<
In
Hr
il
0z
<2
ikl
i)
i
o
k>
=
=
1o
~
o
X
N

ro ot

i)a3
el
Ml
Eh]
rlo
|

|-|'|-|
n
o
rir
)
&
Ml
oA
m
né
sy
o
I
R
L
Y
o>
=

HT

|T

i

M

N

0 2
wn o
0& o
=o (TN
= o
Z 3
= o
> ot
e
n o
iz
[> |:|}2
In Eog
=
=}

rir

o
o

r

m

m

]

o My
b

k "-HlI

i
rr

— <

N o= oon

R o

ro

o

o

_0'_|-

_l?_l-

o

2

n

Y

k]

oo

et

4 0

50

PO I
1)
£
iml

o Bt
o=
LT
o L e
< e
— O
Y
E
2 om
ox M
r N
0x
mjo
Rl
=t
Of
rr
ne
=

o
e
HU

=)
[}
>
30
ol
T
o

o
i)

]
i)

=

40
4>
rot rot
K
X
oy
et

[6] https://www.gemalto.com/press/pages/majority-of-consumers-would-stop-doing-
business-with-companies-following-a-data-breach-finds-gemalto.aspx
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[7] https://www.okta.com/customers/heal/
[8] https://us.epsilon.com/pressroom/new-epsilon-research-indicates-80-of-consumers-
are-more-likely-to-make-a-purchase-when-brands-offer-personalized-experiences
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