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Asian Paints is in a midst of a transformation

1942 2000s

Paints Paint + Service




ASIAN PAINTS BUSINESS DIMENSIONS ARE EVOLVING

The length of the customer journey would increase B

Our Customer contact length would be for a longer duration
We will move from engaging a customer once in 5-6 years to may be monthly
Customer journeys would not be linear D

A change in curtains could trigger a painting journey

The breadth of our products and services offerings would increase

The scope to engage in multiple product lines has increased

We are horizontally diversifying from Painting walls to deploying products which complement walls

Paints products and services to décor products and services

The depth of our of customer engagement too has increased

The level of engagement would range from product selling to experience selling

The need to control the quality of experience would increase



OUR CUSTOMER GOAL
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Being a Digital Disruptor

Digital Disruption is about

»>>> accelerating transformation of business

>»>>> changing the conventional way of doing business
>»>>> unsettling established players

leveraging the opportunities of digital technologies to creafte
COMPETITIVE ADVANTAGE



3 common GENES of digital disruptors

Customer Experiences

Data driven experiences
Seamless in Customer journeys

Personalisation at scale

Biz Model ,Products and Services

Altering business models
Launching digital products

Services complementing products
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Business Operations

Process Automation
Empowering employees to perform better

Cost leverage through efficiencies
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CUSTOMER EXPERIENCE GOAL

To deliver delightful and engaging
experiences across all interaction points
thereby creating a positive bias towards
our products and services, thus building

lifetime loyalt

Get Inspired Try & Decide ‘ Make It Happen
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Experiences Along Touch points

Get Inspired Try & Decide Make It Happen

Physical
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Colourideas & Smart tools and

Colour eXperience Ezycolour stores,

stores my colour Colourworld painting /
magazine and pop paint stores maintenance systems
ups
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Human

Feedback forum and
advice

Colournext and trend
events

Colour consultancy,
samplers
& colour guide books

Painting advice, Home
solutions, & painter
academy
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e i L rewards, product selector .
media; inspiration wall, Visualisation; | competition & gallery

and painting advice and
screentest, colour 3d toolsp & | & colour project

cubes, 4 pics | suggestions

idea engine etc
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Some of the experiences created

Get Inspired - Make It Happen
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X JOURNEY ¢

We are here

Enable personalized,
contextual experiences in

real time

Unify experiences across

different touch points Delivering differentiating
Customer experiences
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ology Journey with SAP

Hybris
Sl Marketing
Gateway Hybris
Commerce
SAP
CDC

3.0 & CRM 7 Dynamics CRM

I

CRM Processes Adoptions
Starts Here — Complaint

— process & Call center |
SAP CRM 4.0 Automations CRM On




amework to deliver CX

Anticipate the

needs

Provide
right
assistance

Customer\

signup

Deploy
products/
services

Encourage
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share
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nings

streaks required for becoming a Digital Disruptor
rship Sponsorship

— Clarity of intent and future possibility

jement of Employees

tion and Governance



Thank you

Let’s continue the conversation. Connect with me at
Deepak.bhosale@asianpaints.com




