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Customer 
expectations 
resetting

of senior executives believe 
customer expectations are 
constantly resetting to match their 
best omnichannel experiences
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B2C Customer Journey Innovations



Use Cases

ÅPromo Campaigns

ÅAnnouncements

ÅNewsletters

ÅNurture Campaigns

ÅWeekly Deals

ÅέLƴ-ǎǘƻǊŜέ 9ȄǇŜǊƛŜƴŎŜǎ

ÅIntelligent Re-engagement

ÅIn-app experiences

ÅTravel delay notifications

ÅPersonalized Offers

Brand-initiated 
Campaigns

Customer-initiated 
Journeys

Scheduled Campaigns with 1:1 Real Time Journeys

Real-Time Journeys
ÅIndividual customers

ÅCustomer Journey Oriented

ÅFocus on Lifecycle

Campaigns

ÅAudience focused

ÅBrand KPIs

ÅEpisodic

Use Cases



Customers 
at the center 
of your 
engagement 
strategy 
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Adobe Journey Optimizer
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Unified Experience
Unifying audience-centric 
campaigns with 1:1 real-time 
journeys



Meet your 
customers 
whenever & 
wherever they 
want to engage 
with you



Connecting inbound and outbound engagement



Native support for 6 primary channels of engagement



Experimentation across 
channels & journeys



Generative
Experiences
¶Generate multi-model experiences

¶Use natural language to
provide input

¶Leverage prior campaign content & 
performance data

¶Ideate and receive recommendations a 
design time 



Generative
Experiences
¶Generate and augment 
channel content

¶Use natural language to
personalize experiences

¶Conversationally interact with 
campaign performance

¶Ideate and receive recommendations 
for improved content



AI infused offers



Accelerate 
time to value 
with use case 
playbooks



Accelerate 
time to value 
with use case 
playbooks
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B2C Customer Journey Innovations



CustomerCases



TSB Bank & Adobe: 
Adobe Customer Journey Analytics, Real-Time CDP, Journey Optimizer and more

TSB Bank & Adobe: 
Adobe Customer Journey Analytics, Real-Time CDP, Journey Optimizer and more

Established 

2013
Employees: 7,000

5M consumer and business customers 

tsb.co.uk

ά¢{. ǿƛƭƭ ƛƴǾŜǎǘ ϻмнл Ƴƛƭƭƛƻƴ ƛƴ 
digital solutions, products and 

services that will help deliver its 
renewed business purpose -

Money Confidence. For everyone. 
9ǾŜǊȅ ŘŀȅΦέ

3 Year Strategy

London, United Kingdom



Experience Inconsistency

άLǎ ǘƘŜǊŜ ŀƴȅǘƘƛƴƎ L 
Ŏŀƴ ƘŜƭǇ ȅƻǳ ǿƛǘƘΚέ

άhǳǊ ōǊŀƴŎƘŜǎ ŀǊŜ ƻǇŜƴ 
from 9am to 5pm todayέ

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

High latency for customer profile data 
previously took15 days to process,target
segments in batch

Inconsistent messaging for customers 
on each channel

Unable to activate customer data 
easily or effectively 

Uses calculator online



Á Unify banking experiences across channels as more 
customers go digital

Á Deliver relevant content to customers based on real-time 
data about their needs

Á Remove friction points from the customer journey to 
boost conversions

Á Bring consistency to online and in-branch services by 
breaking down data siloes

Objectives



Journey Optimization: Building blocks

Deliver one-to-one individualized journeys, real-time and at scale 

1 2 3

Real-Time Customer 
Insights & Engagement

Modern Omnichannel  
Orchestration & Execution

Intelligent Decisioning 
ϧ tŜǊǎƻƴŀƭƛȊŀǘƛƻƴ

Integrated profile fuses livedata from all sources 
acrosscustomer touchpoints tooptimize 

personal andcontextual experiences 
for customers intheirǘƛƳŜΦ

A single canvas on which toorchestrate the 
customer journey for 1:1engagement and 

outreachτto help deliver more value across 
theŎǳǎǘƻƳŜǊ ƭƛŦŜŎȅŎƭŜΦ

Apply intelligence & gainpredictive 
insightsthroughout the customerjourney to 

automatedecisions and optimize the experience.

Journey Optimizer
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