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Personalisation at Scale 

Building the roadmap to Loyalty's Future 

- Satvir Mundi -
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Question: “In one word, what makes 
personalisation work?”

Format: Word cloud
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Customers Revenue Technology

Expect Price & 
Experience

Price = Volume 
Exp = Value 

Automate 
Relevance

Consistent 

Omnichannel or 
Out
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Customer + Commercial 

Defining Success

There can be only One
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Source 
systems 

Data Platforms

Intelligence

Activation

Governance
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Skills Technology Process Culture

Foundational

Developing 

Mature

Today YR1
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Cross 
BU

Test 
First

Min. 
Standards

Aligned 
KPIs

Always on 
Experimentation 

Shared Rituals & 
Shared results

One Journey,
 One Team

Speed with 
Guardrails
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Improve our 
Experience 

Elevate the 
Category Experience
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Year 1

Lay the 
Foundations 

Year 2 - 3

Build The 
Momentum

Year 3+

Always On
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Question: “Which rule will be the biggest challenge 
for your business?”

Format: Single-choice poll (Rules 1–6) → Bar 
chart
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Thank you 


