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Reimagining Luxury Clienteling with
Continuous Customer Intelligence

Building an invisible intelligence layer that enables the advisor to know
every client with the precision of luxury craftsmanship.



The Industry Truth

In luxury retail, the most valuable client relationships are built by a small number of
exceptional advisors who carry extraordinary knowledge. They know which clients
are approaching a milestone. They understand aesthetic evolution across
seasons. They remember what was said in the last conversation and what was left
unsaid. When those advisors are present, the brand's highest promise, that every
clientis truly known, is fulfilled.

For the rest of the client base, it is not.

What we consistently observe across luxury retail is that deep client knowledge is
organizational risk disguised as competitive advantage. It is held by individuals,
not by the institution. It does not travel across boutiques. It does not survive
advisor transitions. And it reaches, at most, five percent of the client base, leaving
the maijority of long-term revenue potential lost in relationships that feel familiar to
no one.

The question is not whether to solve this. The question is how to solve it in a way
that feels like the brand, not like technology.

The Relationship Gap

A French global luxury fashion house, with revenues exceeding S18 billion, and a
boutique network spanning the world's major luxury markets, understood the
commercial and relational cost of this gap precisely.

Client intelligence was concentrated in the memory of a small number of senior
advisors. For most client relationships, including those with the highest long-term
value, advisors operated without context. Client intelligence existed, in transaction
records, in individual advisors' notebooks, in institutional knowledge that went
home every evening. What did not exist was a way to surface that intelligence at the
point of relationship, in real time, at the scale of a global brand.

The brief to QBurst was specific: build the layer that makes every advisor feel like
the advisor who has known this client for years, without the client ever knowing the
layer exists.



The Transformation

Fashion advisors gained a complete, real-time view of each client, including
relationship history, preferences, and behavioral context, surfaced at the point of
interaction, without the client ever knowing an intelligence layer existed. Advisors
arrived at every client interaction with the relationship context that previously only
a small number of senior advisors carried - automatically, at scale, across every
boutique.

» Advisors shifted from managing transactions to building relationships,
because the context they needed was delivered to them, not assembled
by them.

» Aclient who purchased in Paris was recognized and engaged with in New York,
without prompting. That continuity is the brand experience. The technology
that made it possible was invisible.

» Clienteling-attributed sales grew 15% in the 12-month period following
deployment, measured across the advisor-managed client segment in
participating boutiques.

Client Profile

A French global luxury fashion house
with a strong international boutique
presence and annual revenues
exceeding $18 billion. Renowned for
premium craftsmanship, exclusivity,
and elevated customer experiences,
the brand serves high-value clientele
across major luxury markets

worldwide.




Challenges: Fragmented Client Context and
Inconsistent Experiences

¢ Limited Customer Visibility: Fashion advisors worked with fragmented
transaction histories and incomplete customer context.

e Disconnected Engagement Workflows: Existing CRM tools surfaced
transaction history but not relationship context such as purchase intent
signals, behavioral patterns, or cross-channel recognition. Advisors were
building relationships despite their tools, not with them.

¢ Inconsistent Boutique Experiences: Without shared client context, advisors
often had to restart relationships from scratch across boutiques and channels.

e High Dependency on Individual Knowledge: Client relationships relied
heavily on advisor memory rather than shared organizational intelligence.

QBurst Solution: Intelligence-Driven Clienteling
Engagement Layer

Armed with an in-depth mapping of the advisor's actual workflow, what
information they knew, and what they wanted to know in their engagement
moments, we implemented an intelligence-driven engagement layer that
transformed clienteling from isolated interactions into continuous, insight-led
relationship experiences.

The platform unified client records, consolidating transactional data, behavioral
signals, cross-channel interaction history, and relationship context into a single

source of organizational truth. Client identity was unified across every boutique,
market, and channel.

Instead of relying on static profiles, an advisor approaching a client event was
provided with the client’'s recent purchase patterns, aesthetic evolution, and
occasion context, enabling a conversation that felt authored, not transactional.
The intelligence appeared where the conversation began.



This was a continuous learning architecture. Each advisor interaction, each client
signal, each occasion recognized and transcribed, feeding back into the
intelligence layer so the next interaction begins from a more complete starting
point than the last.

In the solution build, the Al disappears entirely. The moment a client perceives the
intelligence layer, the recommendation that feels calculated rather than
considered, the recognition that feels like a data retrieval rather than a
remembered relationship, the experience fails. Not as a technology failure. As a
brand failure.

What we built here was an intelligence layer with a specific design principle: the
client should never know it exists. Advisors received intelligence, not dashboards.
They received context, not data. The system surfaced what was needed at the
moment it was needed, within the workflow that already existed. Nothing in the
client’'s experience changed except the quality of the relationship. That is
precisely the point.

Key Features: Enabling Continuous Luxury
Relationships
« Unified client profiles combining transactional, behavioral, and interaction data

« Real-time advisor insights surfaced directly within clienteling tablets and
workflows

« Consistent omnichannel client recognition across boutiques and markets

o Complete relationship context, including preferences, history, predicted
occasion and intent, surfaced to the advisor at the right moment, within their
existing workflow

» Centralized intelligence layer supporting scalable luxury clienteling

« Continuous learning across customer touchpoints and interactions



Impact

Clients could now be recognized instantly across touchpoints without needing to
repeat preferences or relationship history, enabling luxury experiences that felt
seamless, familiar, and deeply personalized. Clients experienced recognition.
Continuity. The feeling that the brand has been paying attention, not because of a
system, but because their advisor cares. The technology that made this possible
was invisible. The relationship was the only thing the client experienced.

Sales Growth: Delivered 15% growth in client-attributed sales performance
over a 12-month period following deployment through advisor-led, intelligence-
supported engagement.

Higher Basket Value: Average transaction value increased among advisor-
managed clients in the first full year post-deployment, attributed to improved
occasion recognition and more contextually relevant product
recommendations.

Client Continuity: A client who had last visited Milan was recognized without
prompting when she arrived in New York. The advisor knew the relationship,
providing a seamless sense of continuity.

Organizational Client Intelligence: Shifted clienteling from individual advisor
memory to centralized brand memory and standardized engagement
practices.

Scalable Luxury Experiences: The architecture now supports the full global
boutique network, maintaining the same relationship depth across markets
that previously only a handful of top advisors delivered in their home boutique.
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