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I am invisible, 
who am I?
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The Invisible Man 
Paradox
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Consistent and 
seamless

Your Invisible Man is seeking experiences that are…

Curated and personal Safe
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How are they shopping?
Identity 

at the centre
of every great 

customer 
experience

Who

What

WhereWhy

How

Every trusted customer experience starts with Identity 

Who is my consumer?

What are they shopping for?

Where are they shopping?Why are they shopping?
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But getting Identity right is hard…

Traction gained

User

Platform for login

Social logins added

Support for users

Support system expansion

White-label
platform

Support 
to users

Moderation w/ 
community 

ranking

Marketing
system

integration

Marketplace for 
experts

Mobile 
app

Phone
number login

ID
verification

Interview
approval

Fake
emails

Not 
real email

Slow forgotten 
emails

Problems encountered

Verified 
email flow

Client-side email
verification

Integrated 
email service

Email 
server

It may start
being simple

But it quickly 
gets complex
as you scale

And pretty soon, managing 
Customer Identity is a full 

time business for you

1

Sign up based
on nickname

and email

Added 
features to 
consolidate 
login flow

Forgot my 
password support

2

Solved by

Added integrations and 
expansions for more 
complex user flow

3

Omnichannel experiences 
for admin 

to manage users

Expert onboarding support 
within the app

4

Created for
expending
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Navigate the subtleties of ‘first or repeat impressions’

Streamline Registration is the first hurdle for any acquisition

I would prefer to log in in Spanish

Do I remember my username & password?

Is it a real human signing into the account?

Login is the doorway to customer retention or abandonment

We’ve just met. Do you really need all this information 
right now?

Sign In Form
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Build brand loyalty and get a 360° view of your consumer

Tailor the experience with the right questions 
at the right time

Tailor

Progressive profiling

Logic and intelligence built into the customer journey

Customisable, Okta 
- #2 global organic ranking 

Web personalisation

With consent
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Launch apps and connected 
experiences in weeks,
not months or years

Getting Customer Identity right sets you up for success

Build great customer 
experiences faster

Focus on building great relationships 
that are personalised. 

Personalise to accelerate 
revenue and customer 
satisfaction

Prevent malicious login attempts 
with real-time anomaly detection Reduce risks

The true value of starting with Identity
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Faster time to market 
Gymshark was able to easily launch the new authentication experience 
and migrate its customers in just a six-week time period.

Accelerate revenue and business outcomes
Gymshark estimates savings of £900,000 per year 
while improving user community experience

Reduce risks
Centralises UX for 250k monthly users with Customer Identity Cloud

Gymshark centralises UX 
for 500k monthly users 

“As a retailer, we want to 
concentrate on providing
a world-class customer 
experience rather than getting 
authentication
right, especially when 
we can hand it over to 
the experts at Okta.”

Dan Lak
Engineering Director, Gymshark
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Resolving the paradox
– making the invisible, visible
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Thank you!
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