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Abstract: An Accenture research found today’s Chinese consumers have four distinct characters: “Me” 

culture, low brand loyalty, digital lifestyle and pragmatism. Fabio Vacirca, managing director of 

Accenture global consumer goods and services and Kher Tean Chen, managing director of Accenture 

Greater China consumer goods and services, received an exclusive interview with HKET and said 

personalization is getting increasingly important for CPG companies to win and retain today’s 

customers. Mr. Vacirca said the customer loyalty today is built on the personalized experience  CPG 

companies create for their customers. The rapid development of digital technologies (social media, 

mobile commerce, etc.) has enabled companies to tailor their products and services for their 

clients. And, the approaches such as leveraging digital channels to encourage customers to try 

products and services first is getting more and more popular. While many Chinese retailers with 

online services fail to meet their targets, Mr. Vacirca and Mr. Chen shared their suggestions. They 

said online and offline channels should have differentiations in branding, and  knowing the 

customers and their changing shopping experience is critical for companies with multi-channel 

operations.  

 





 
 


