
 

Revolutionizing Luxury Retail: AI-Driven Personalization 
with Salesforce and MuleSoft 
ORGANIZATION 
Our client is a leading luxury fashion retailer with a nearly century-long history of delivering sophisticated 
style and exceptional customer experiences. With 41 flagship stores across North America and a growing 
digital presence, the client combines carefully curated collections with innovative technology to provide 
seamless omnichannel shopping. Their commitment to personalized service and operational excellence 
positions them as a leader in the retail industry. 

CHALLENGE 
Luxury retail demands an elevated customer experience, but our client’s outdated commerce platform, 
Sterling OMS, struggled to keep pace with evolving consumer expectations. Critical challenges included: 

●​ Rigid Technology: An inflexible legacy platform hindered scalability and limited the ability to innovate. 
●​ Disconnected Data: Siloed systems created incomplete insights into customer behaviors and 

preferences. 
●​ Operational Inefficiencies: Inefficient order management processes caused errors and delays. 
●​ Customer Expectations: Extending their signature white-glove service to digital channels required 

modernization to maintain their brand allure. 

Our client needed a solution that seamlessly merged the elegance of luxury shopping with the innovation of 
digital technology. 

TECHNICAL SOLUTION 

XTIVIA partnered with Salesforce to implement a comprehensive, AI-driven transformation that redefined 
luxury retail. By leveraging Salesforce Customer 360 and MuleSoft’s integration capabilities, we delivered a 
solution that bridged legacy systems with cutting-edge tools. 

Key components included: 

●​ Salesforce Commerce Cloud: Unified omnichannel experiences across digital and in-store platforms. 
●​ Slack AI: Enhanced team collaboration and streamlined customer support workflows. 
●​ AgentForce & Data Cloud: AI-powered tools provided real-time customer insights and tailored 

shopping recommendations. 
●​ MuleSoft API Workflows: Integrated Sterling OMS with Salesforce OMS/OCI and Tulips for localized 

inventory management. 

This interconnected ecosystem allowed real-time data synchronization, optimized order management, and 
scalable personalization at a level unmatched in the industry. 

BUSINESS RESULT 
XTIVIA’s solution enabled our client to exceed customer expectations, streamline operations, and maintain 
their position as a leader in the luxury retail industry. 

Enhanced Customer Experience: 

●​ Delivered a sophisticated digital platform powered by AI, mirroring the elegance of in-store service. 
●​ Created memorable and deeply personalized shopping journeys that resonated across channels. 
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Operational Excellence: 

●​ Streamlined inventory management and fulfillment processes, significantly reducing errors and 
delays. 

●​ Optimized order routing for faster, more accurate delivery. 

Increased Customer Loyalty: 

●​ Advanced personalization tools fostered deeper connections, driving retention and satisfaction. 
●​ AI-driven insights helped anticipate customer needs, reinforcing brand loyalty. 

Omnichannel Agility: 

●​ Delivered a flexible, scalable infrastructure that supports consistent service across all customer 
touchpoints. 

WHAT MAKES THIS STORY UNIQUE 

This transformation was more than a technological upgrade—it was a reimagining of how luxury retail 
engages with customers. By enabling real-time insights and creating seamless connections between systems, 
our client turned the shopping journey into an extraordinary experience befitting their brand. 

XTIVIA’S ROLE: TECHNOLOGY 
XTIVIA provided the expertise and commitment needed to execute this ambitious project. 

●​ Integration Expertise: Seamless workflows powered by MuleSoft and Salesforce integration. 
●​ Customer-Centric Design: Solutions that aligned with the client’s vision for unparalleled service. 
●​ Future-Ready Frameworks: Scalable and adaptable systems designed for sustained success. 

THE IMPACT AT A GLANCE 
Personalized Luxury: AI-driven tools offer tailored shopping experiences. 

●​ Streamlined Operations: Efficient order management and precise inventory tracking. 
●​ Collaborative Success: Slack AI empowers teams with real-time collaboration tools. 
●​ Data-Driven Insights: Salesforce Data Cloud unlocks actionable business intelligence. 
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ABOUT XTIVIA 
At XTIVIA, we've been providing IT solutions and consulting services for over 30 years with a wide range of services, including 
technology assessments, IT service and asset management, software development, data analytics, cloud migration, DevSecOps, ERP, 
and enterprise content management. Dedicated to each discipline, ensuring that our clients receive the best possible service. 
Through strategic acquisitions, we've acquired talented people who are experts in their industries, passionate about what they do, 
and committed to providing exceptional service to our clients. Whether you need to improve your IT infrastructure or implement 
new software solutions, XTIVIA is here to help you achieve your business goals. XTIVIA has offices in Colorado, New York, New 
Jersey, Texas, Virginia, and India. www.xtivia.com 
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