
Luxury 2025 – 2030

Elevate Customer 
Experience with AI



AI could add trillions of dollars in value to the global economy

75 % of the value AI could deliver falls across four areas:
Customer operations, marketing and sales, R&D & software engineering

McKinsey

McKinsey

https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/the-economic-potential-of-generative-ai-the-next-productivity-frontier#key-insights


The elevated client 
experience in the 
Luxury industry

Anticipate
clients & teams’ needs

Personalize
interactions, 
products and services

Accelerate
operational excellence



Meet John Doe

A Swiss investment banker

Interested in Traveling and 
Watches

Motivated by Exclusivity and 
Tradition

Prefers Boutique interactions

Drinks green tea



Boutique Virtual Assistant Demo Video:
https://youtu.be/LZDoPUGKDLA

https://youtu.be/LZDoPUGKDLA
https://youtu.be/LZDoPUGKDLA


The benefits of 
the Ambassador 
Assistant

Immediate answer about stock, client 
data, product details, boutique sales 
report…

Suggests personalized client 
opportunities

Respecting the Brand DNA in 
messages, setup, ceremony, 
process…

In local language

Ambassadors in Boutique 
spend 20 to 30% of their
time to search for 
information

61% of consumers tend to increase
their spending when they receive a 
personalized experience aligned
with Brand image



CHANEL

Training Chatbot

6’750 retailers’ beauty advisors
in France

63% engaged

80% completion

22’ min on average

4,75/5 satisfaction  : 
Playful, Complete, Clear, 
Interactive, Innovative…

CHANEL

Hello, I am Arthur, 
your virtual trainer.

What do you want to 
do?

Watch the training

Test my knowledge



My 24/7 
Ambassador

Personalized extension of my 
Ambassador

to service client 24/7

to scale client follow up



Personalized videos:

8x
increase in conversions

10x
higher engagement

37%
churn reduction

24-point

increase in NPS

AI generated thank you message Demo Video:
https://youtu.be/tDuTLH-JSXU

https://youtu.be/tDuTLH-JSXU
https://youtu.be/tDuTLH-JSXU


AI assisted 
customer 
service

Proactive client alert and follow up

Reduced repair time

Predictive spare parts and 
capacity planning

AI assisted watchmakers
(diagnosis, technical details)



Capacity planning : the boutique view



The Problem

The coffee capsule market is a tight race.  Discounter, Store-Brands, 

Premium players nibble away at Nespresso’s market shares

The Solution

A CRM-specialised set of KPI & Predictive Analytics gives Nespresso 

HQ a vision on market reception of new products, new strategies, new 

stores locations.

Benefits

Within one year, restored their yearly double-digit growth.

Doubled their penetration rate in emerging markets (North America, 

APAC)



AI augmented 
creativity

Boost inspiration 
(extended moodboard and 
alternatives)

AI assisted R&D

(formula, shapes)

Trained on your brand dataset



The LVMH 
Innovation 
Awards 2024

designed with the help of 
generative AI



Product design
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Client 360 Maturity Levels

NPS

Brand Ambassador

Customer Service

Non-Intrusive
NPS

Customer Service
AI Sentiment 

Analysis
Social 
Media

&

Purchase history Selected-for-you
Recommendation 
algorithm with AI

Emerging trends

& Semantic analysis



Combine Generative AI with Other techniques

For better: 

• Accuracy

• Transparency

• Performance

• Reduce costs and need for data



Build your AI powered competitive edge

Client Satisfaction

Operational excellence

Business Performance

Brand image

Hyper Personalization
Branded interactions
Needs anticipation Reduced time

Reduced mistakes
Reduced waste



This looks great.

But how to do it for my company?



How to get it right: start with the client

Persona Journey Map Prioritize POC
Adjust
Scale

1 _______
2 _______
3 _______
4 _______
5 _______



How to get it right: data and technology infrastructure 

Good Data Recovery plan

Secure & Legal

Agile Tech



How to get it right: train and improve

People AI

&



Takeaways



3 Takeaways

AI could add trillions of dollars in value to the global economy

AI elevate luxury customer experience through hyper personalization, 
better anticipation, increased operational efficiency, strengthened 
branding, enhanced creativity

Enhance your Brand’s uniqueness by developing your own AI 
strategy



Start the journey now!

Strategic workshops, Define your AI strategy 2025 – 2030

Audits & Maturity diagnosis

Choose, build and train your models (MVP & Scale)

Drive Change and continuous improvement

Fast track to success with our specialists:



The perfect fit
for your

AI initiatives

Michel Aebischer
AI & Analytics aficionado

CreaXum
Rue du Ronzier 3
CH - 1260 Nyon

 +41 79 616 98 24

 michel.aebischer@creaxum.com

Sébastien Brunelle
Luxury Digital Transformation 
& AI enthusiast

sbrunelle.com

 +33 6 20 18 93 85

 sbrunelle@sbrunelle.com

https://www.linkedin.com/in/sbrunelle/


HANA

Our Business Intelligence Offering

Strategy



They trust CreaXum



Our Digital Transformation offering

Digital Strategy
Clarify your vision and 

sustainable
competitive advantage.

Data & Analytics
Turn your data into

growth opportunities

Artificial Intelligence
Increase productivity by 

optimizing your daily
operations.

E-Commerce
Tailored experiences

for exceptional results.

CRM – Clienteling
Maximize customer
value with effective 
client relationships.

Marketing 
Communication

Enhance your brand 
visibility and generate

leads.



Why trust Sébastien Brunelle for your digital transformation

Vision & Expertise

20+ years in business technologies 

Luxury, Banking, Telecom

Retail, Wholesale

International, France, Switzerland

Large Enterprises, SMEs

Results in Luxury industry

Launched e-business activities in Europe, 
USA, China, Japan, Southeast Asia
+118% e-business revenue year 2 vs. year 1

Optimized purchasing processes
15% reduction in lost sales

Developped CRM
+20% in-store sales

E-learning program for wholesale advisors
70% registration and 80% monthly
engagement
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