Case Study

Omnichannel-Personalization - live and in colour
GK AIR Personalization for 1-2-3.tv
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Quick facts

Objective

> Increase recommendation quality and conver-
sion rate in call center and online shop

> Increase relevance, opening counts and con-
version rates in newsletters

QUICK FACTS

Solution

> Implementation of a consistent customer-
oriented policy

> Automated delivery of product recommenda-
tions over all channels

> Real-time calculation and adaptation of chan-
ges to user interests and inclusion of histori-
cal data

> Measurably higher conversion rates

> Rapid implementation of previously used
modules and existing data

Result

> Fully personalized sales approach in shop,
newsletter and call center

> Quality of recommendations increased dra-
matically

> Conversion rate increased by 5%
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Case Study QUICK FACTS OVERVIEW SOLUTION

What our customer says:

,GK AIR Personalization is the perfect basis for the successful implementation of our enti-
re personalization strategy across all sales channels. In addition to personalizing our on-
line shop, it also includes telephone orders via our call center or our smart TV app. We are
currently evaluating use cases for marketing automation and dynamic pricing — we are
looking forward to the results of applying these innovative technologies.”

Manuel Marchese,

Executive Vice President Digital Transformation,
Technology & BI, 1-2-3.tv
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1-2-3.tv is Germany'’s first omni-channel auction house. The
company started broadcasting in 2004 and today with over
a million customers ranks third on the German teleshop-
ping market.

Ilts recipe for success: exciting auctions combined with traditional home shopping. In addition to live auctions,
1-2-3.tv offers all products at fixed prices on the internet. Customers can use various touch points e.g. on TV, the
online shop or the mobile application to choose the products they want from the wide range on offer. 1-2-3.tv now
offers its customers real-time personalization on all channels. After successfully implementing GK AIR Persona-
lization in its online shop environment, the live TV shopping specialist now also offers customers intelligent and
personalized product recommendations from its call center and in its newsletter. This combines maximum custo-
mer relevance with maximum cost-effectiveness for 1-2-3.tv.
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The objective

Innovation and customer orientation are the
keywords at 1-2-3.tv. In 2009 the omni-channel
auction house successfully optimized the ope-
ration of its online shop by introducing persona-
lized recommendations. This innovation will now
be extended to include the company call center
and the newsletter thus making the personali-
zation service possible on all channels. This will
now make it feasible for the call center to achieve
better conversion rates and a higher recommen-
dation quality. The objectives for the newsletter
are to increase relevance rates for individual
subscribers, to enhance opening counts as well
as its conversion rates.

The solution

GK AIR Personalization offers an ideal package
of solutions to meet these challenges. The mo-
dular structure of GK AIR also makes it possible
to achieve a greater degree of personalization
on offers across virtually every customer interac-
tion channel. The Al solution monitors customer
behavior during shopping and uses this data to
calculate highly relevant personal recommenda-
tions in real time. In addition to data about cur-
rent shopping habits, GK AIR also uses existing,
historical behavioral data.

SOLUTION

For some time now the recommendations from
the 1-2-3.tv call center have been static, i.e. they
have not been personalized. With the introduction
of GK AIR Personalization, telephone orders will
now automatically take into account purchasing
information from TV orders and from online shop
behavior in real time. This results in product
recommendations that are directly tailored to

the individual needs of the current customer or
person placing an order.
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The 1-2-3.tv can also be personalized by integra-
ting another GK AIR Add-Ons into the shop and
software environment. The Add-On Newsletter
automatically generates personalized content, in
real time, for each newsletter subscriber. Perso-
nalized product recommendations, banners and
content will be displayed when the newsletter

is opened. This guarantees that inventories and
customer interests are perfectly up to date at

all times. The Add-On can also be used to track
and evaluate customer behavior in the newslet-
ter. Recommendations are based on surfing and
purchasing behavior in the online shop, informa-
tion from previous TV orders and the clicking
patterns in the electronic newsletter.

SOLUTION
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SOLUTION

The result

Using GK AIR Personalization in the online shop,
the newsletter and the call center means that the
auction house can now implement a fully perso-
nalized sales approach. With the use of perso-
nalized recommendations in the call center, the
quality of recommendations increased dramati-

cally and a conversion rate of 5% was achieved.
Similar results are expected with the newsletter.

Combining its all embracing omni-channel sales
expertise with implementation of GK AIR Perso-
nalization, means that 1-2-3.tv could not be better
equipped for the electronic market place of the
future.
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prudsys AG
Member of the GK Software Group

Zwickauer Stralle 16
09112 Chemnitz
Deutschland

T +4937127093-0
F +4937127093-90

info@prudsys.com
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© 2022 GK Software SE or a GK Software affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the
express permission of GK Software SE. The information contained herein may be changed without prior
notice.

Some software products marketed by GK Software SE and its distributors contain proprietary software
components of other software vendors. National product specifi cations may vary.

These materials are provided by GK Software SE and its affiliated companies (“GK Software Group”) for
informational purposes only, without representation or warranty of any kind, and GK Software Group shall
not be liable for errors or omissions with respect to the materials. The only warranties for GK Software
Group products and services are those that are set forth in the express warranty statements accompany-
ing such products and services, if any. Nothing herein should be construed as constituting an additional
warranty.

GK Software and other GK Software products and services mentioned herein as well as their respective
logos are trademarks or registered trademarks of GK Software SE in Germany and other countries.
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