Virgin:

Al Driven Insights Boost Customer Engagement

by 45%

The opportunity

Virgin, a globally recognised brand, has
always been synonymous with
innovation and customer-centricity. With
a diverse portfolio ranging from airlines
to media, Virgin sought to revolutionise
its customer experiences across various
sectors. The goal was to leverage
cutting-edge data and technology to
enhance customer engagement,
streamline operations, and deliver
personalised services that exceed
expectations. Virgin aimed to not just
meet, but to anticipate and respond to
the evolving needs of its customers,
setting a new standard in customer

service excellence.

“Beyond has revolutionised the
way we operate at Virgin
Group, delivering impactful
data-driven solutions that have
driven efficiency and
innovation.”

- Michael Buffham-Wade

Vice President International Marketing &
Loyalty, Virgin

The solution

Harnessing Data and Technology to Elevate
Customer Experience

To achieve this transformation, Virgin collaborated with
Beyond, Virgin developed a data-driven approach to
customer experience management, allowing the company to
gather real-time insights and respond dynamically to

customer needs.

1. Advanced Data Analytics: Virgin deployed sophisticated
data analytics tools to gain deep insights into customer
behaviour and preferences. This enabled the company to
create highly personalised experiences across all touchpoints,

from initial contact to post-purchase interactions.

2. Al-Driven Insights: Al played a crucial role in predicting
customer needs and personalising the service offerings. By
analysing vast amounts of data, Al helped Virgin identify
trends and patterns, enabling the company to tailor its

services in real-time.

3. Streamlined Operations: Virgin integrated its operations
across different sectors, creating a seamless experience for
customers. This included the development of a unified
platform that connected various services, allowing customers

to access everything they need in one place.



The impact

45%

Virgin's data-driven approach
led to a 45% lift in the
number of customers making
transactions.

57%

The implementation of
Al-driven insights and
targeted marketing
strategies resulted in a 57%
increase in the volume of
bookings.

61%

Virgin experienced a 61%
growth in Total Transaction
Value (TTV), highlighting the
financial impact of their
customer engagement
strategies.

) beyond

4. Agile Implementation: The transformation was carried out

using an agile methodology, ensuring rapid deployment of new

features and continuous improvement based on customer

feedback.

Lessons learned
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Embrace Data-Driven Decision Making: The success of
Virgin's transformation was largely due to its
commitment to data-driven decision-making. By
leveraging data analytics and Al, Virgin was able to

anticipate customer needs and respond proactively.

Customer-Centric Culture: Virgin's transformation was
underpinned by a strong focus on the customer. By
putting the customer at the centre of its strategy, Virgin
was able to create experiences that truly resonate with its

audience.

Agility is Key: The use of an agile approach allowed Virgin

to quickly adapt to changing customer needs and market

»conditions, ensuring that the company remained at the

forefront of innovation.



