






Tech Driven Customer Journey

AR, VR, loT to redefine how customer 
interacts with brands for a more 
connected shopping experience

Al-Driven Personalization

Customers expect highly 
tailored experience with 
limitless choices

Conversational Commerce

Chatbots and messaging apps like 
WhatsApp, to engage customers with 
real-time o�ers and support

Seamless Omnichannel 
Retail

Integrated online & o�ine 
shopping with frictionless 
transactions and quick 
deliveries

Evolving Store Role

Physical stores to adapt 
to new purposes as 
online engagement 
grows



Demand Forecasting & 
Planning

Procurement &
Supplier Management

Supply Chain &
Logistics

Sales & In-store Customer
Experience

Prediction & trend 
analysis

Forecasting with 
Suppliers

Real-time demand 
monitoring

Supplier selection & 
contract negotiation

Performance 
monitoring

Sourcing

Inventory Management

Distribution & last mile 
delivery

Return & reverse 
logistics

Merchandising & store 
layout

Customer journey 
mapping

Pricing & promotion

Customer support & 
checkout

Personalized 
marketing







Why have you used text-based support to get help from a company or brand in the past 12 months?
(Multiple responses accepted)

It was faster than waiting on the phone to get help

To get more information about a product

I had questions about the delivery status or options

I had a question about the product after I made a purchase

To find a product

To set up an appointment to speak with a store associate or someone who could help me

To pay a product

To make a purchase decision

I needed help returning the product

To change my order after making my purchase
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sutherlandglobal.com

https://www.sutherlandglobal.com
https://www.linkedin.com/company/sutherland-global-services/
https://www.youtube.com/c/SutherlandCorp
http://bit.ly/2rwwJ32

