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Al will have a huge effect on customer journeys

Will it improve the experience?
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Al @ Forrester

Leverage Al To Improve Marketing Efficiency

Nine AI Marketing Use Cases That Have The Potential To Deliver
Business Value — And What Marketers Must Do Now To Prepare

August 24, 2018

Deep Learning: The Start Of An Al
Revolution For Customer Insights
Professionals

Artificial Intelligence Will Spark » ~
Marketing Renaissance
CMOs Have A New Partner.©

August 3, 2018
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12 Al Use Cases That t& 1mprove How CX Pros Track CX And Drive
CX Action — And What CX Pros Must Do Now To Prepare
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Al Is Ready For Employees, Not Just

Customers
Human-Machine Collaboration Should Start With Employees

March 27, 2018

Al Will Revolutionize Digital Experiences 4@]

AI Will Help Brands Win, Serve, And Retain Customers Across A
Connected Experience Ecosystem
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"A self-learning system that is able to interact
with humans naturally, understand the
environment, solve problems, and perform
tasks that normally require human
Intelligence, qualities and abilities without the
need to code instructions and rules."
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Of course it is everywhere already T and has been around
since the 1950s

Weather prediction Fraud detection

Its recent rise is powered by
the explosion of data

Digital Assistants Autonomous cars Face recognition : : :
increases in computing power

Malware detection Better spam filters Friend recommendations advances in deep learning

Chatbots Predictive search suggestions Photo tagging

Real-time translation Recommendations Drones
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Used in the right
way Al can help
organisations

Identify customer
needs in advance
- and act on them

© 2017 FORRESTER. REPRODUCTION PROHIBITED.



%

NEEPS

in weight for a
Dol need carry on? Whatis the be
avisa? way to get to
downtown Sydn¢

2 Whatis my
need cash seat number?

anlusea Will there

2dit card? il r
-
fias the plane?
Wha(l“mgfo Istherea
o == Whereismy — on the plar
hotel in

room service Sydney?
lIbe open at Canlgeta
the hotel? mobile boarding

How will | get to pass?

the airport?

Whattir
needtoh
the air

Is my bag
under the
weight limit?

Whattime do |

nead tn laaua?



ANEEDS TRANS LAT [ o\ A CTroN g
(4 —3T8 ][]

in weight for a
carry on?

Do | need

5 Whatis the be:
avisa?

way to getto
downtown Sydn

Whatis my
seat number?
Will there

need cash |l

anlusea

it card? ) i here
Whattimedo the plane?

we land?

Is there a mM=——m

__—

WheeTsT on the plar
u hotelin
room service Sydney?
(Ibe open at Canlgeta
the hotel? mobile boarding

How will I getto & pass? Whattir
the airport? needtoh + A = q Q M
Is my bag the air N @ 9 * 0 [ﬂ] D]
under the
m‘:’\":ﬁg; weight limit?



NEEPS TRANSLAT 0N A CTtoN @

Forme | /|~ —\c

FUTURE
Ui vReE

CES R=R-"IN 2K B & NN



.relies on humans to ..needs lots of training.
label the training data extensive training data

understand which algorithm to use good algorithms to create effective
interpret and apply its results. models

..Is not general-purpose.
Al can i dentify patterns at a scal e

ebut 1 sn't the s ameurpass intklligeneerihat'allowsainte r
reason, make judgments, and build relationships.
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Al systems are only as good as the people who
program them and the data they feed them

{0> Sense

» Image and video
analysis

» Facial recognition

O

Sense

* Speech analytics
+ Text analytics

¢80 Think

+ Machine learning
platforms

+ Deep learning platforms

My Act

+ Matural language
generation

Learn e‘g

Think
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y Bias occurs unintentionally
when the trai
does not accurately reflect
the population the model
will treat.

y Historical human bias can
also seep into models
even if training data is
representative.
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Environmental input

What do machines

Dimensions

need to know? S

® Relational

Provide complete and
representatlve data Apps Language

® Transactions

* Master data S OSpgech
. M. S:)cigl t 7 ‘_;‘ - . I_'eﬁ:ac;c:ns
Design adequate sensory - Vi IS A e

points

“lwantto...”

AThe small est ant may have 1 million 1t
- David Hu, Mechanical Engineer, Georgia Institute of Technology

Source: Brief: How Machined Decide i Data Drives Al
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Source: AIB
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Alibaba used Al to deliver personalization at scale on
Singles Day 2017

y 400 million

customized banner ads

)’/3.5 million customer
inquiries
y 60 billion

personalized pages

Source: Alibaba
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New use cases will emerge
to extend and complement

the automation and scaling
of existing cases
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Emerging

Hyperpersonalization at scale

Offline media buying

On-the-fly segmentation

Al-gssisted content creation

Emotion and behavior prediction
Autometed attribution and real-time
marketing mix optimization
Cross-channel marketing eutomation

Al-powerad conversations

Wideo and image detection and tagging

Chatbots and woice assistants

Cynamic content optimization

Personalized product recommendations

Insight detection

Emagil subject and time
optimization

Fraud and anomaly detection

Digital media buying




Webve been trying to get <cl os
time: there are risks

THE
FUTURE

Peppers and Rogers and
OMass customisati

DON PEPPERS
and MARTHA
ROGERS, PH.D.
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Motivation
Needs

Context
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perceive

organisation
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