Al meets Customer Experience
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How can Al help you get happy and loyal customers?
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Andreas Markewarn

e Strategist, coach and advisor

e Focus on the pilot phase in transformation

e Background in data-driven communication,
Customer Journeys and future of work in
distributed organisation using CRM & MA
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Digital lifestyle changes expectations




Know me, coach me, predict me
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Know me, coach me, predict me

Motivate me

Let me serve

Reward my
myself

achievements

Make use of

: Predict my
my location

next step

] Make me
Guide me smarter
with others
Make me s — 3 Let me share
aware e . il &0 my experience

Let me capture

Notify me the moments

Understand
my taste
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Challenge for organisations
turn data into actionable insight
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Al meets User
Experience

Smart automation
to meet a rising bar
of expectations
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Al - growing resource for smart automation
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How do | know if Al is right for my business?

Explore the Al landscape Engage your organisation

’ DigJourney



How do | know if Al is right for my business?

Computer Vision What is relevant for us?

Machine Learning What data should we work with?

g ¥ L T e
Natural Language Predictions What solutions can we build?

; 17 R S
Deep learning How does our roles change?

Explore the Al landscape Engage your organisation

’ DigJourney



Choose your approach when taking your first step
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Choose your approach when taking your first step

Low-code driven Al? Development driven Al?

) DigJourney



Choose your approach when taking your first step

Low-code driven Al?

Pros:
 User friendly
« Built for non-coders
» Plug-and-play
 Scalable & fast

Cons:
» No control of roadmap
+ Only touches the surface

Workflow

Drag and drop integration
model training
4

Obtainin

Dats - result
preparation

Pros:
* Tailor made
« Developer friendly
 Train unique models
« Full control

Cons:
» Steep learning curve
* Development dependent
» Explorative

Data Model Model
preparation selection training

Feature
extraction

Improving
ﬁ

o= ~ 4

Google Cloud %
amazon / A Azure Watson

TensorFlow al services
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Low code Al in action



Smart automation focus on strengthening the collaboration human/Al

Artificial Intelligence

Personalised
customer journey

Realtime
processes

Analysis &

insights Role- & competence

driven collaboration

Acting together as one team

’ DigJourney



Start exploring Al by using smart automation
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Start exploring Al by using smart automation

Train your Al with data

Train and build model
to power your Al

’ DigJourney



Start exploring Al by using smart automation

Train your Al with data Launch and learn by using your
models in Al smart automations

Train your Artificial Intelligence

Data preparation Welcome back

Testing & evaluating
Test Data

Refine

Train and build model
to power your Al

’ DigJourney



Start exploring Al by using smart automation

Train your Al with data Launch and learn by using your Build new insight
models in Al smart automations based on new user experiences

Train your Artificial Intelligence

Data preparation Welcome back

Testing & evaluating
Test Data

Refine

Train and build model
to power your Al

’ DigJourney
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Dialogues driven commerce using ¢ch

at@ots

Can | book a room tonight?

Hi James. We have a room
available tonight- room rate

$219+tax.

_ Hyatt Regency Hotel
M San Francisco



Al-driven smart capabilities

O

Predict customer value
based on realtime
behaviour

Analyse, optimise and
automate content
production

Customer loyalty
and leakage

Understand customers
emotional status

Automised customer
segmentation

Hyper-personalised
content offering

Visual understanding -
identify and structure
objects & events

Automised lead scoring

Enrich contact properties
in CRM system

Customer support &
chatrobots

Voice driven
e-commerce

Conversation Rate
Optimisation

Product
recommendations

Optimise email sending
based on individual
behaviour

Optimised 1-to-1
Customer journeys

Optimise campaigns with
Al-driven advertisment



How to build deeper relationships using Al
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How to build deeper relationships using Al

Personal & (Q

My profile and data Realtime Cloud based




How to build deeper relationships using Al

Contextual a1 & ()
Omnichannel Dialog driven Teams
Personal & il

My profile and data Realtime Cloud based




How to build deeper relationships using Al

Proactive c:?:a S'h 'tQ

Journeys Processes Analysis

Contextual a1 & iii

Omnichannel Dialog driven Teams

Personal & Q

My profile and data Realtime Cloud based




How to build deeper relationships using Al

Deep learning

Proactive c?:a S'h 'tQ

Journeys Processes Analysis

eq0

Contextual a1 & 1)
Omnichannel Dialog driven Teams

Personal ad D

My profile and data Realtime Cloud based




Thank you!
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Andreas Markewarn
andreas.markewarn@digjourney.com
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