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One-Size-Fits-No-One

Make it Personal for Everyone
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Personalization Matters More Than Ever

o Thedigital-firstimperative

(®  Consumers prefer personalized brand experiences

(®  One-size-fits-all = disengagement and lost opportunities
o Theneedtomake agreatimpression

(®  Digital opinions forminseconds

(®  Personalization builds immediate trust and engagement , Welcome Back!
e Thebusinessimpact &

(® Increasein customerlifetime value

(®  Revenue growth

Rostomies hd

/1% 76%

of consumers expect of consumers get frustrated
personalization? when they don’t find it?

Stats:https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personaliz
ation-right-or-wrong-is-multiplying
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Identity at the Heart of Personalization

o Personalization starts with the question “Who is
the user ?”
(® Know the customerregardless of the product or service
o Webisbecoming more privacy-centric
o Identityis foundational for delivering contextual,

adaptive, and secure experiences

(® Move beyondjust managing access to truly
understanding the individual
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GreenMart Goes Digital

\ b Anonymous Anna

Annais a strangerto the
business
Interactions are anonymous

GreenMart Market
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GreenMart Goes Digital

@ Kale, Blueberries, Aimonds, Eggs
. /“ GreenMart Market
X

“ ............ —_—] , NXW\ ............
\ b Anna @ % Anna @

GreenMart . ‘@—©)§EI GreenMart
Anna

Annais known to the business
Allows registrations, logins
Enable identifying Anna’s
interactions with the business



GreenMart Expands

Anna @
GreenMart

Anna @
EasyMeal

Anna’sidentity and business

data are scattered

GreenMart Market
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EasyMeal Kits

@ Kale, Blueberries, Almonds, Eggs

Anna @
GreenMart

Anna @
EasyMeal

@ Power Smoothie Kit (Greek yogurt, berries, honey)



@ Anna Likes:

o Single profile for Anna Power Smoothie Kit (Greek yogurt, berries, honey)
Unified sign up and signin ]
experience. SSO

o Scatteredbusiness data

GreenMart Expands
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Early Stage Personalization

|dentifies the user
o UserRegistration
o Authentication, MFA, Social Logins
o Profile & Credential Management
Single identity
Siloed business data
Lacks unified view
Minimal level of personalization




Stepping it Up!

- HealthyEats -----------------------omo oo oo oo .
Recommendations:
Greek yogurt, Honey
GreenMart Market
Anna Likes: [ CRM ]
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Anna @ — E-Commerce —
HealthyEats

—  Analytics —

Recommendations:
° 360° view of Anna Breakfast Bowl (Quinoa, Kale, Alimonds)
e Improvedrecommendations o o ]
o Unified experience across web

and mobile



A Page from Google
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Offline maps

Select your own map

Flight to Doha (QR 659)

Sunday, March 16 - 03:25 - 08:30 Recommended maps

P From your trips
< Iny a link

‘ Barcelona
— 100 MB

Colombo CMB

1guest

‘ Granada
— 40MB

Qatar Airways flight 659
Colombo CMB 03:25 (local time) - Doha DOH 06:00
(local time)

Austin

This event was automatically created from an email.
View confirmation

Only me Cinque Terre

Free




Enhanced Personalization

Unified experience across omni channel
apps
|IAM is connected with other systems
360° view of the customer
Personalized experiences
o Contextaware & adaptive access
o Offerrelevantincentives, cross-selling
and up-selling




Annain the Digital Realm
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Annain the Digital Realm

The Digital Double is the Fusion
of Your

. /‘ |ldentity and Personality
* @

\ K A CIAM s the Foundation
Anna that Creates and Manages the
Anna’s Digital Double . .
Digital Double

Who Anna is: {[e 5131413
+

What Anna Likes:




Bringing in Intelligence

- HealthyEats ------------=-------------- oo o—oooo—moo oo
—  Inventory —
Intelligent Recommendations:
GreenMart Cashews, Avocados
GreenMart Market Anna Likes: — CRM —

Kale, Blueberries

X‘W Almonds, Eggs
.. Power Smoothie Kit
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“ Anna @ - . ® 1 * |

\l’ HealthyEats EasyMeal Kits o .
’ — E-Commerce —

Anna’s Digital Double

—  Analytics —

o Intelligentrecommendations
with richer context

Intelligent Recommendations:
Green detox juice kit



Intelligent Personalization

e Digital Double as a Service

e GenAlmodels/Alagents forintelligent and
predictive recommendations

e Experience APIs ontop of digital double




The Right Level of Personalization, Right Way

e Personalization!=Being Creepy
(® Buildtrust

o Consented datacollection, Always!
(® Givecontroltotheuser

e Strongunified brand presence across all products

(® Single profile across all products

(® Unified profile management and security controls

Barcelona

Granada

Where do recommended
maps come from?

Recommendations are based
on your home and work

addresses, and other personal
content. You can manage
recommendations in offline
maps settings.

Offline maps settings




Putting Everything Together

Unified Profile
Across the
Business

Intelligent
Recommendations

Digital Double as a
Service

Integrate Identity
with
Business Data

Personalized
User Journeys

Privacy Centric
Data Management
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How WSO2 Helps the Personalization Journey

. . Identity QGeess
Identity & personality of the - - Management
Digital Doubles m
Personalized login/registration 1 m |
journeys ][] L
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_ Digital Double InfeeEatians
Build, deploy & manage
APls ?1
T
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Tools

Integrate with
Internal/External system
Build Alagents
Integrate GenAl models

YDJevant
YcJhoreo
)
9
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Systems of
Record
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Hardrock’s Personalization Journey!

“Unified identity experiences across all channels for
millions of patrons”

» Siloedidentities across multiple systems
(® 8+disconnectedloyalty programs
(® Legacy systems with no standard support
o Multiexperience apps
(® Web, mobile, kiosk, slot machines
» Needforaunified solution to consolidate the
identities
(® Associations and deduplication




Our Vision for Intelligent Personalization

» Unify customeridentity and data

(® Built-in support for customer 360° views

(® Buildand expose digital doubles
© Associate early-stage and converted accounts
© Collectandlink userinteractions
© Enrichthroughintegrations

(® Alreadydata - structured, accessible, and enriched for

intelligent personalization

o Deeperintegration withthe WSO2 platform

(® Aunified experience to build, deploy and manage
integrations, APIs and Al agents




Recommended Reading

o CIAMBeyondAccess Management - Is Your CIAM Program There Yet?:
https://wso2.com/blogs/thesource/ciam-beyond-access-managemen

t-is-your-ciam-program-there-yet/
o CreatingaSeamless Access Experience with the Digital Double:

https://wso2.com/blogs/thesource/creating-a-seamless-access-exper

ience-with-the-digital-double/

o TheFive Pillars of Customerldentity and Access Management:
https://wso2.com/whitepapers/the-five-pillars-of-customer-identity-a

nd-access-management/
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Great experiences are remembered by the
feellngs they create
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Thank you! | WSO02C2N2025




