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89%

of senior executives believe
customer expectations are
constantly resetting to match their
best omnichannel experiences




(# Prudential

These moments are the perfect time |
your family’s financial future is p
quote in minutes with affordable, h:
term life policies - often with no mgd
required.*

Get an instant quote —»

Aboutus  Financial education Support  Locations Searct \ ’ \ \ \

@bank Personal ~ Wealth Management  Business  Corporate & Commercial Institutional

N,
PERSONAL BANKING ~ ‘.
Savings made simple. - - : o -
Planning for the future is easier with a guaranteed rate
of return on a CD. » r
P ad

Start saving ‘ Explore options

U.S. BANCORP INVESTMENTS

Bonus? Refund? Put extra cash to work
with Automated Investor.

Find out how >
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B2C Customer Journey Innovations
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Campaigns + Disrupt the Generative Accelerating ti
real-time channel mindset Experiences to value
journeys and Al
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l Scheduled Campaigns with 1:1 Real Time Journeys 1

Brand-initiated Customer-initiated
Campaigns Journeys

Use Cases Use Cases
* Promo Campaigns * ”"In-store” Experiences

000 ©

* Announcements AR © * Intelligent Re-engagement
* Newsletters Campaigns Real-Time Journeys * In-app experiences
* Weekly Deals * Brand KPIs F < « Customer Journey OrienteIEESCUCIFECRUIES

* Episodic ' A * Focus on Lifecycle
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l Engage across the customer lifecycle |

Newsletters Nurture Campaigns ~ Weekly Deals Connected Engagement Ehlggriences Ic_)of:c::;c;on-based E'f;‘;}li’::ze
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Adobe Journey Optimizer |

Engage across the customer lifecycle

onnected Systel
of Engagement e

etin|

Newsletters Nurture Campaigns ~ Weekly Deals Connected Engagement E;Iggriences Ic_)?c;::gon-based Ef;‘é'r?::ze
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Announcin
Unified Experience

Unifying audience-centric
campaigns with 1:1 real-time
journeys
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3,412

My tasks

93.86% 56.21%

3.86%
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Meet your
customers
whenever &
wherever they
want to engage
with you
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New Innova

Connecting inbound and outbound engagement

Web Designer (Awesomespa)

Campaign ® t  awesomespacom Start @ Saved just now

Components

Select a component to insert to the page

Basic

LYRIQ
MAGNIFICENCE ELECTRIFIED

Button

Image From: $58,590*

As show

g ” |

Divider

Heading

Paragraph

ALL-ELECTRIC 2024 LYRIQ
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ALL-ELECTRIC 2024

- A Browse Simulate content

Heading 1

<> | o

myCadillac Live Tour Message - In-app mes

In-3pp message

v Background

v Typography

Heading 1

New Email

Email

Fragments Explore new trims, colors and features of the 2024 LYRIQ

I—EAVE YOU o — :mie‘
ELECT

Book a Virtual LYRIQ Tour

{{person firsthame}), as your
current lease comes to an end, we
invite you to schedule a one-on-one
LYRIQ tour at a later time that

works best for you.

BOOK NOW

Content Layout

Fullscreen

Content

Compose message

Add media

Buttons



New Innovatic
Native support for 6 primary channels of engagement

Explore new trims, colors and features of the 2024 LYRIQ View in browser

ALL-ELECTRIC 2024
: LYRIQ
MAGNIFICENCE ELECTRIFIED

From: $58,590*
As shown: $76.3052

X J , [ ]

Book a Virtual LYRIQ Tour .
Cadillac

{{person.firstName}}, as your AN : Hi, my name is Julie and I'm
current lease comes to an end, we 4 k Imfere“ed in gettmg tOd.ay's

3 price on a couple of vehilces
invite you to schedule a one-on-one in stock.

ALL-ELECTRIC 2024 LYRIQ LYRIQ tour at a later time that / )
works best for you. g = Hey Julie, | can help you
: with that. What vehicles
do you want more info
about? Do you have the
2
BOOK NOW stock number?

Sure thing, #C21085,
#C210746, and also
#C210569

= myCadillac Thank you, let me pull
Kara, the LYRIQ you were looking at is
available at your local Cadillac dealer here those up and Send you

in Las Vegas. today's price on each
- & vehicle.




Experiment details

m All visitors

Action: Email

T o

Estimated profiles: 24.8M P

(V]
Experiment

Properties

Lyriq Autonomous Dri...
e i

Altura info

/ Edit content

Announcin

Content experiment

itent riment in your journey to

ch content works

_, Experimentation across g L
> channels & journeys [N

Unique Clicks Per Profile

T

Confidence interval ()
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Unigue clicks over time
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New Innovatic

Generative
Experiences

. Generate multi-model experiences

. Use natural language to
provide input

. Leverage prior campaign content &
performance data

. ldeate and receive recommendations a
design time
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= u Adobe Journey Optimizer

The All-Electric 2024 LYRIQ is Here
Email

Fragments
Q

= =

Cadillac Logo Header
g Cadillac Footer

Find a Charger

Legal

Cadillac Social

. Highlight section
i ou an Agen

~
[

CHARGE INTO A NEW ERA

The electrifying 2024 Cadillac LYRIQ is born from boldness, introducing you to
captivating new colors and features. You haven't seen it all—yet. Discover which
of its three distinct trims complements your driving style—the cutting-edge
advancements of Tech, the sophisticated refinement of Luxury or the daring
looks of Sport. The choice is yours.
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New Innovatic

Generative
Experiences

. Generate and augment
channel content

. Use natural language to
personalize experiences

. Conversationally interact with
campaign performance

. ldeate and receive recommendations
for improved content
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= u Adobe Journey Optimizer

The All-Electric 2024 LYRIQ is Here
Email

Fragments
Q

= =

Cadillac Logo Header
g Cadillac Footer

Find a Charger

Legal

Cadillac Social

. Highlight section
i ou an Agen

~
[

CHARGE INTO A NEW ERA

The electrifying 2024 Cadillac LYRIQ is born from boldness, introducing you to
captivating new colors and features. You haven't seen it all—yet. Discover which
of its three distinct trims complements your driving style—the cutting-edge
advancements of Tech, the sophisticated refinement of Luxury or the daring
looks of Sport. The choice is yours.
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Al infused offers
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Adobe Experience Platform

PRODUCTION Prod (VA7) v

£ Home

I Workflows

v CUSTOMER

L profiles

ntities

v BRIVACY

equests

DATA MAN

Create new personalized offer

Constraints ©

Segments

Offer eligibility ©

Gold customers

il Interest - yoga gear

d §i) Interest-fitness gear

Priority

Create new Al ranking model

Optimization metric

Dataset




Accelerate
time to value
with use case
playbooks
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Improve Customer Satisfaction
Intelligent Re-engagement
Maximize

Nurture Customers

Reduce Cart Abandonment
Reduce Churn

Retention / Renewal

Sell Products & Services

Email
Facebook

Google Customer Match

Inspirational

53 0f 53

Auto-Pay Enrollment
Reminders (Media &
Entertainment)

Ll

% Inspirational

Re-engage Shoppers

Intelligently and responsibly re-engage customers who have abandoned a

conversion before completing it. Act with intelligence and empathy to create
experiences, not reminders.

Abandonm
Intelligent

ement

Beth Views A Product But Beth Does Not Eny 8 e h Still Does Not
Leaves S and Ads e With The Brand Reminder Mes




Accelerate
time to value
with use case
playbooks
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Marketer Goal

Improve Customer Satisfaction

Intelligent Re-engagement
Maximize Upsell

Nurture Customers

Reduce Cart Abandonment
Reduce Churn

Retention / Renewal

Sell Products & Services

Channel

Email

Facebook

Google Customer Match
Push

SMS

Targeted Persona

Customer

Fan

Beth Is A Known

Customer

ly re-er
doned
fing it. /
Jthy to cre

53 0f 53

Auto-Pay Enrollment
Reminders (Media &
Entertainment)

Re-engage Shoppers

Intelligently and responsibly re-engage customers who have abandoned a

conversion before completing it. Act with intelligence and empathy to create
experiences, not reminders.

KE

Reduce Cart
Abandonment Shopper
Platform

0 Journey

Optimizer

Beth Views A Product But ©  Beth Does Not Engage Beth Recieves Messages h still Does Not
Leaves e and Ads With The Brand Reminder Mess
with th R
4 media ad
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B2C Customer Journey Innovations

) 2 s

Campaigns + Disrupt the Generative Accelerating ti
real-time channel mindset Experiences to value
journeys and Al

—
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T S B TSB Bank & Adobe:

Adobe Customer Journey Analytics, Real-Time CDP, Journey Optimizer an

Established

2013

Employees: 7,000
5M consumer and business customers -

London, United Kingdom

tsb.co.uk

Best of Adobe Summit

3 Year Strategy

“TSB will invest £120 million in
digital solutions, products and
services that will helpdeliverits
renewed business purpose =
Money Confidence. For everyone.
Every day.”

Hong Kong Edition
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Classic Plus
12-34-56 | 98765432

£1,800.00 :

Mortgages

eSavings Account
12-34-56 | 98765432

Avstoio botance: £1,800.00

Platinium Mastercard

12-34-56 | 98765432 .
£1,800.00 *

Our products View all

“Our branches are open
from 9am to 5pm today” L -
» i Uses calculator online

No cross channel personalization, customers
receive a different experience at each touchpoint

“Is there anything |
can help you with?”

X Unable to activate customer data

High latency for customer profile data _ _
X Inconsistent messaging for customers
easily or effectively

previously took 15 days to process, target
segments in batch on each channel

Best of Adobe Summit
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Unify banking experiences across channels as more

customers go digital

o sty

How we're different Contact us Login

Cument pccounts

Deliver relevant content to customers based on real-time

data about their needs E&‘ Hello

Remove friction points from the customer journey to ;
boost conversions

e o

Bring consistency to online and in-branch services by

breaking down data siloes

Best of Adobe Summit
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mlourney Optimization: Building blocks

@ Journey Optimizer

Real-Time Customer Modern Omnichannel Intelligent Decisioning
Insights & Engagement Orchestration & Execution & Personalization
N

/ \
A
L \
i - - A
| Ld ~

Integrated profile fuses live déta from a!l spurces A single ca.nvas on which to orchestrate the Apply intelligence & gain predictive
across customer touchpoints to (?ptlmlze customer journey for.1.1 engagement and insights throughout the customer journey to
personal and conte_xtual gxp_enences outreach—to help dellver. more value across automate decisions and optimize the experience.
for customers in their time. the customer lifecycle.

Deliver one-to-one individualized journeys, real-time and at scale
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m After: Personalized & Connected Journeys

St [ tow oot ot e Moy o
= we gl @
s loemsa2
- © £1,80000
e’S.::lsgls Ac::ro‘u’nl .
7 Aetabiebource £1,800.00
Mortgages
FINANCE
Our products View all
. : (3 i
“Our branches are open until 5pm, il [ [
would you like to hear the latest

mortgage offers?

Uses calculator online

maFINANCE

Current sccounts  Save & nvest Loma Crediteords tuurance

Real-time personalisation of data to provide a

customer centric view across all channels “Do you have any questions about

our latest mortgage rates?”

Mortgage Calculator

Find out how much 1 can borrom

Centralised customer profile
data can be easily activated for
personalised experiences

Customer profile data updated in real-time Customers receive consistent relevant
or near real-time messaging across channels

Best of Adobe Summit
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TSB & Adobe:
T S B SB Bank & Adobe

Adobe Customer Journey Analytics, Real-Time CDP, Journey Optimizers

-

A =
0
1 e Boost in loan applications ju

live with Adobe Expé

The rich insights we get from Adobe

Real-Time Customer Data Platform 'Y X,
informs our personalization strategy to

enrich customers experiences. Most

importantly, we can deliver that richness v' 200% jump in sales nine weeks after switching on

consistently online and offline because < personalized digital experiences
our decisions are based on every

interaction in that customer’s past.

v 7.5 million profiles on-boarded to a centralized
data platform

\\.

v' 92% of customers inspired to use digital self-
service

Mike Gamble

Director of Analysis and Design, TSB Bank
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How MLB Is Revolutionizing Fan Personalization at Scale

'-.- >.< ™
- -!‘.’q at

e

— ' . > ¥
38 ‘&Eﬁﬁs}' ‘_!L'
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LB and Clubs — Collaborating Every Day to Delight Baseball Fans |

Fan Data, Segmentation,
Performance Tracking
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il

Digital Marketing Strategy,
Tactics and Execution

Content Creation and
Distribution

L]

MLB Apps, Core Technologie
and Channels

A




Centralized Audiences at Real-Time Journey
Scale Orchestration
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Centralized Audiences at Scale
From 7 Days to 1 Across 30 Ball Clubs
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The Challenge:  Fragmented Segmentation |

Data Marketing & Channel
Execution
League Fan Data —_— Teams
Club Ean Data Y . > ; Paid Search

v
o

)
Y

- P
Web & App Behavior S — o l Email
aln
Email Behavior S — -~ Web & Mobile
ol

Ticket Sales — & —

\ 4

\ 4

Ticket Scans

it took up to 4 people across different teams Up to 7 days to

Best of Adobe Summit define, build and activate on a segment

Hong Kong Edition
Y




The Solution: Centralized Segmentation at Scale |

Data Marketing & Execution Channel
Teams .
League Fan Data ; ; ; :
Activatio

Web & App Behavior N Email

Web & Mobile

Email Behavior

Ticket Sales

Ticket Scans
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assive Scale Across 30 Club Sandboxes

Multiply the approach by 30 and you have massive value realization at incredible
scale.

Data Marketing &

2 2 2 2

Channels Data Marketing & Execut

2 2 2 2

keting & Execution Teams Channels Data

2 B &

| [
Activation

keting & Execution Teams Channels Data Marketing & Execut

Channels Data Marketing & Execution Teams Channels

& 2 2 2

Channels Data

Activation Activation Activation

Activation

Marketing & Execution Teams Channels Data Marketing & Execution

Channels Data Channels Data Marketing & Execution Te: Channels

P OSE «» rrr B
L~ 4 L~ 4 | - L~ 4 ==
Activation p———d Activaton ——— T Actation Activation
Marketing & Execution Teams Channels Data Marketing & Execution Tea Channels Data Marketing & Execution Teams Channels Data Marketing & Execution Teams Channels Data Marketing & Execution Te Channels

2 2 2 2 2 B @

| [
Activation

|

2 2
Activatic

D @@
on |

Activation

Data
Data

[ == 4 Activation
Data

Marketing & Execution Teams Channels Data Marketing & Execution Tea Channels Data Marketing & Execution Teams Channels Data Marketing & Execution Teams Channels Data Marketing & Execution Te Channels
20686 500 D 200 - 80D
L~ 4 L~ 4 | - L~ 4 ==
Acthati Activaton T Actation Activation
Data Channels Dota Marketing & Execution Teams Chanict: Dota ing & Execution Teams Channels Data Chanict: Marketing & Execution Teams Channels

1 2 2 2 2

Activation

Activation Activation

Activation Activation
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1DAY

By implementing AEP, we took 30 MLB
clubs and reduced a 7 day segmentation
process down to less than a day.

1 Resource now does the work of 4 people
in 1/7 the time.

7,20 Est. Hours Saved Each
Season

Best of Adobe Summit "
2 Hong Kong Edition A



Real-Time Journey Orchestration
Powering In-Person Fan Experiences
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I Why In-Park Experiences

y

aq *!. ~ >

-~ g (1
- ‘%7 ) v

LaN hy

3 .‘,a

™ L )

e

o . x"9

- e ,'

Talk to fans about Deliver unexpected Promote vendors,
what’s happening experiences to make sponsors, ticket sales &
NOW, their day special. rally the crowd while the

not yesterday. game is happening.

Best of Adobe Summit
Hong Kong Edition ©2023 Adobe. All Rights
- Confidential,
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Use-Case: Real-Time Scans 1

EVENTS (ENTRY) CONDITIONS ACTIONS

Ballpark Experience

hat W LV g

et heckThe e Vake Decisors &

Best of Adobe Summit -
N Hong Kong Edition B Acobe
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