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Overview
According to Forrester, “Around 80% of consumers will see the world as all digital, with 

no divide.”[1]   As a result, whether those consumers are young, old, digitally savvy, or 

technophobes; organizations are going to have to find a way to ‘deliver better customer 

interactions’ than their competitors if they are to acquire and retain them.

Users have expectations that their interactions with a digital app are simultaneously 

both positive and meet security and regulatory compliance requirements. It is squarely 

up to the organizations to meet these expectations head-on.

A study by Gartner [2] has shown product experience has the greatest impact on 

customer loyalty, trumping even price, and to that extent, organizations need the tools 

in place to get the right information about the users who interact with their product, 

at the right time of their user journey, and more importantly to turn that information to 

actionable experiences.

Why is Customer Identity and Access Management (CIAM) 
important to Customer Experience (CX) initiatives?

CIAM can be defined as “A customer-focused IAM discipline that facilitates leveraging 

identity data with business data to catalyze business growth” 

CIAM enables organizations to scale and ensure secure, seamless digital experiences 

for their users while collecting and managing identity data purposefully.  This short read 

will explore why adopting a CIAM solution will help drive superior user experiences.

By 2024, more than 90% of B2C 
organizations will compete on 
the basis of customer UX. The 
digital experience will become 
the differentiation.[3]

[1] Forrester Predictions 2022 (NA/CAN) 
[2] Gartner for Marketers: Creating a High Impact Customer Experience Strategy (CM_I_782043)  
[3] Innovation Insight for Customer 3 3 Identity and Access Management (Published December 9, 2021 - ID G00755928)
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Create frictionless 
 user experiences

The old adage is true; one poor interaction with your brand 

and you can lose a customer for good (and anyone else that 

person talks to)...  like trying to remember your password and 

getting locked out of your account and not having a “forgot 

my password” journey to quickly resolve the issue - that can 

be very frustrating and as a consequence, a user could easily 

move onto a competitive product.

So getting the first interaction with your product ‘right’ is vitally 

important. Just look at Amazon’s shopping experience, they’re 

a great example of how a seamless UX strategy can reap 

rewards with a heavily personalized login experience that is 

consistent across multiple platforms.

“Dissatisfied consumers typically 
tell 9 to 15 other people about 
their experience” [4]

[4] 2014 White House Office of Consumer Affairs report (via: EMA Consumer 
Identity and Access Management (CIAM):Responsible Solutions for Creating 
Positive Consumer Experiences)

https://wso2.com


5

Streamline the registration process making it unobtrusive and as 

simple as possible for the user while securing limited but relevant customer 

identity data 

Progressive registration is a method by which user data is obtained 

incrementally over time after the initial registration process 

Single Sign-On (SSO) allows users to log in once and have a consistent 

login experience across apps their authorized to access, with the same 

credentials across different software systems

Passwordless authentication enhances convenience for users so that 

they can get access to apps using methods such as fingerprint and other smart 

biometric features without the risks associated with remembering passwords

Self-service empowers users to create and manage their profiles to reset 

passwords and manage privacy and consent

Bring your own identity so users can log in via their preferred social 

identity providers (Facebook, Google, etc.) across multiple systems so that 

creating an account and getting verified becomes a more instant action

Avoid ‘system down’ error messages is important because as the 

number of users grows your CIAM system should accommodate large volumes 

of users and spikes in registrations and provide failover and redundancy 

mechanisms to ensure a system is always available

 ● Ascertain what an ideal user experience with your platform should 

look like and build this into your onboarding process

 ● Segment user-profiles and map what information you want to 

obtain from them throughout the user journey

 ● Get practical help from experts like WSO2 when exploring the best 

onboarding experience 

 ● CIAM capabilities are not rendered by a single product, more 

often than not provided by an integrated solution, therefore 

organizations should look for an agile, event-driven CIAM platform 

that can flex to meet new business requirements.

 ● Opting for a developer-friendly CIAM solution enables you to 

quickly build custom extensions for unique business needs and 

reduces your ‘time to value’. This is because:

 � Developers can work within IDE (Integrated Development 

Environment) and link to code implementing the 

authentication and authorization policies

 � Streamline security reviews

 � Reduce the skills gap where developers may not be as 

knowledgeable about security best practices

 ● Remember, during the initial interactions with a new customer, 

you don’t need to take all their details during onboarding, only the 

minimum relevant information to initiate the process

How CIAM helps
Top tips for your CIAM journey
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Get to know your 
consumers better

It’s quite possible that users will have multiple entry points into 

your organization whether that is via digital or physical means, 

whether they’ve phoned up a separate department to get 

support, or even if they’ve interacted with a subsidiary company 

- the question is ‘how are you tracking their interactions with 

your organization and how can you gather data to a single 

source of truth to analyze and build meaningful insights from 

it?”

Information about a user in separate data sources inhibits a 

clear understanding of their interactions with your brand and as 

a result that user could feel disenfranchised and undervalued 

as a consumer, if not recognized.  Conversely, by having a 

unified view of user activity organizations have relevant insight 

and can leverage this to reward customer loyalty.  This can help 

to improve NPS/CSAT scores.

“48% of all e-commerce 
transactions are from repeat 
customers” [5]

[5] https://transaction.agency/ecommerce-statistics/48-of-all-ecommerce-
transactions-are-from-repeat-customers/

https://wso2.com
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Identity Verification is where an organization verifies the identity of an 

online user and determines whether the person submitting the information is 

actually who they claim to be or not

Progressive profiling allows you to build comprehensive data about a 

user over time 

Build a unified customer profile by using CIAM to optimize cross-

channel user experiences (e.g laptops, smartphones).  However, you don’t 

want your data sitting on separate systems so also use APIs to integrate data 

to enable omnichannel support.   This way you’ll have a single source of truth 

about a users’ identity that can be used to derive maximum business value

Federating multiple user stores is a process by which data is 

cleansed - eliminating redundant data to achieve a single source of truth for 

identity-related data

 ● Start promoting the value of a CIAM solution with departments 

that touch on the customer journey including IT teams, customer 

services, finance and begin to plan on connecting data silos within 

your organization

 ● Collect and analyze meaningful information about your users and 

then build this into your marketing campaigns 

 ● Plan cross-sell/up-sell promotional activities based on the user 

insights gathered

How CIAM helps
Top tips for your CIAM journey

Read how organizations have benefitted 
by adopting a CIAM solution

DOWNLOAD REPORT

https://wso2.com
https://wso2.com/whitepapers/creating-positive-consumer-experiences-through-ciam-ema-research/?utm_source=E-guide&utm_medium=E-guide&utm_campaign=E-guide_E-guide_IAM_220207
https://wso2.com/whitepapers/creating-positive-consumer-experiences-through-ciam-ema-research/?utm_source=E-guide&utm_medium=E-guide&utm_campaign=E-guide_E-guide_IAM_220207
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Respond quicker to 
customer changes

We’re all consumers and our needs and requirements are 

changing constantly over time.  Changes in user circumstances 

and behaviors are difficult to act upon in real-time however 

being able to quickly react minimizes the risk of encountering 

negative experiences.

One of the key objectives of CIAM is to drive revenue growth 

by leveraging identity data to acquire and retain customers and 

to ensure best-in-class user experiences across all customer 

touchpoints.  This requires having sufficient knowledge 

about users to make informed decisions about habits and 

circumstances and initiate relevant marketing campaigns with 

tactics to derive meaningful outcomes.

“88% of people say they’d 
be more likely to stay loyal 
to a business that invests 
in onboarding content that 
welcomes and educates them 
after they’ve made a purchase.” [6]

[5] https://www.wyzowl.com/customer-onboarding-statistics/

https://wso2.com
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Analytics can be built upon the integrated data silos to build a unified 

user profile, By transforming data about user activities into information 

organizations can make informed decisions about the business:

• Batch analytics provides Insights based on processing large 

amounts of stored data 

• Real-time analytics generates insights by processing real-time 

data to strengthen the security of the system by integrating with fraud 

detection systems and risk engines

• Predictive analysis analytics analyzes existing data using 

machine learning algorithms to predict future events, which helps to 

make informed decisions

A centralized Identity Management (IM) platform can increase an organizations’ 

ability to develop new products, services, or offerings faster by reducing the 

necessity of custom integration work

 ● Generate and customize reports on user actions as well as 

represent aggregated activity on enterprise or CXO dashboards in 

real-time

 ● Focus on building insights around performance indicators 

(metrics), such as:

 ● Growth of users/leads over time.

 ● Active users/leads over time.

 ● User/leads by geography

 ● Invest in APIs to seamlessly access and consolidate data from 

various sources.

 ● Apply baseline metrics for login flows to evaluate the user 

experience.  If the parameters set are not met, you can set 

up alerts to review this.  You could measure the number of 

registrations, login attempts, password resets, period of inactivity, 

and more.

How CIAM helps
Top tips for your CIAM journey
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Don’t trade off 
Security and  

User Experience

The greatest challenge organizations face with establishing 

positive customer experiences is to simultaneously meet 

security and regulatory compliance requirements. [7]  

People unfamiliar with the trappings of cybercrime tactics are 

often a target of malicious attacks, while businesses that have 

had to accelerate their digital transformation efforts, in a short 

period of time have not been able to put security measures in 

place to protect themselves and their users. 

While maintaining a strong security posture is vitally 

important, it doesn’t necessarily have to be at the detriment of 

establishing excellent user experiences.

“IoT devices are typically attacked 
within five minutes of connecting 
to the internet.” [8]

[7] Consumer Identity and Access Management (CIAM):Responsible Solutions 
for Creating Positive Consumer Experiences, July 2021 EMA Research Report 
Summary 
[8] https://dataprot.net/statistics/iot-statistics/

https://wso2.com
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Authentication allows CIAM use cases to go far beyond just simple 

usernames and passwords.  With methods such as social login, multi-factor 

authentication (MFA), and adaptive authentication (risk-based authentication) 

organizations can customize login flows to meet acceptable standards in 

security while achieving CX goals  

Authorization is the process of deciding what the user is allowed to do 

by assigning permissions to access relevant systems.  This is particularly 

important with cloud-based applications and the need to control access across 

shared services so the principle of least privilege can be followed

Identity analytics and anomaly detection allows CIAM solutions 

to ‘plug’ into fraud management and Anti-Money Laundering (AML) tools to 

consolidate instances of security breaches 

Meeting regulatory compliance is addressed by CIAM which adheres 

to privacy regulations and improves agility and scalability to support millions of 

user identities

 ● Ensure that a CIAM strategy is a core component of Zero-Trust 

initiatives 

 ● Use CIAM data along with other data sources to build a set of rules 

to analyze user behavior to help determine the right authentication 

strategies to implement and to predict future behaviors

 ● Enforce strong password policies and regular password updates 

frequently

 ● Consider who else in your organization may require access to 

privileged credentials and attribute both levels of access for a 

period of time

How CIAM helps
Top tips for your CIAM journey
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Read how organizations have benefitted from 
a CIAM implementation

Explore the value of adopting a CIAM solution by downloading 
the latest survey-based report carried out by EMA in partnership 
with WSO2.  This report explores the business values gained by 

organizations that adopted CIAM solution in the following areas:

 ● Overall customer satisfaction

 ● Consumer traffic

 ● Number of consumer registrations

 ● Length of customer retention

 ● Length of time spent on online services

 ● Sales conversion rate

DOWNLOAD REPORT

https://wso2.com/
https://wso2.com/whitepapers/creating-positive-consumer-experiences-through-ciam-ema-research/?utm_source=E-guide&utm_medium=E-guide&utm_campaign=E-guide_E-guide_IAM_220207
https://wso2.com/whitepapers/creating-positive-consumer-experiences-through-ciam-ema-research/?utm_source=E-guide&utm_medium=E-guide&utm_campaign=E-guide_E-guide_IAM_220207
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Founded in 2005, WSO2 enables thousands 
of organizations, including hundreds 
of the world’s largest corporations, 
and governments, to drive their digital 
transformation journeys, focusing on Identity 
and Access Management, API Management, 
and vertical solutions serving BFSI & 
Healthcare. 

WSO2’s Identity & Access Management 
solutions manage more than 500 million 
identities. Our flagship CIAM solution WSO2 
Identity Server is an API-driven, open-source, 
cloud-native product, and is built for scale. 
Asgardeo, our new IDaaS, helps developers 
implement secure authentication flows to 
customer applications in minutes. 

WSO2 has over 900 employees worldwide 
with offices in Australia, Brazil, Germany, 
India, Sri Lanka, the UAE, the UK, and the US. 
Visit https://wso2.com/ to learn more. Follow 
WSO2 on LinkedIn and Twitter.

About WSO2 Industry Recognition

An Overall Leader 
in KuppingerCole’s 
Leadership Compass: 
CIAM Platforms, 2020

A Strong Performer in 
the Forrester WaveTM: 
Customer Identity and 
Access Management, Q4 
2020

https://wso2.com
https://wso2.com/
https://www.linkedin.com/company/wso2
https://twitter.com/wso2



	Overview
	Create frictionless user experiences
	How CIAM helps
	Top tips for your CIAM journey

	Get to know your consumers better
	How CIAM helps
	Top tips for your CIAM journey

	Respond quicker to customer changes
	How CIAM helps
	Top tips for your CIAM journey

	Don’t trade off Security and User Experience
	How CIAM helps
	Top tips for your CIAM journey

	Read how organizations have benefitted from a CIAM implementation
	About WSO2
	Industry Recognition


	Button 2: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 13: 

	Button 1: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 13: 

	Button 5: 
	Page 12: 

	Button 6: 
	Page 12: 



