










We reserve the right to 

interchange ML & AI….

….so keep up. 



AI & Your Customer 

Journey



What can be done better?



…of shoppers believe the 
majority of marketing emails 
they receive aren’t relevant  

AI Power to The Marketer Report – March 2024 



…believe AI powered 
product recommendations 
have improved their 
shopping experience. 
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…find it too difficult to 
return items
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…are satisfied with AI 
chatbots on retail sites 
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…say brands and retailers 
don’t understand them as 
a person
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…are happy with the AI 
enabled personalised 
service they receive 
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AI is helping



What we are doing about it

GENERATIVE – Content Optimisation  

PREDICTIVE – Crowdsourced tactics & strategies 1.
2.
3.
4.

MACHINE LEARNING – Send time optimisation

CONVERSATIONAL – Natural Language & AI assistants



Predict

ACQUISITION

CONVERSION

RETENTION

Abandoned Cart
Abandoned Browse

First Time to 

Repeat Buyer

Online to Offline

Winback Defecting 

Customers

Winback Inactive 

Customers

25 
AI-optimized Tactics

Improve CX while reducing manual effort with AI-optimized Tactics



Machine Learning



Generative

• Use Generative AI to create and 

optimize content while ensuring brand 

tone of voice

• Drive greater value from product catalog 

data with AI-assisted search to insert 

products in campaigns to drive business 

outcomes

• Create and insert personalized content 

with AI across customer engagement 

channels

BESTRUN 
Sports



Conversational



What you could be doing about it

DATA CAPTURE & QUALITY – are still imperative

ITS NOT A REPLACEMENT - it’s a partner & force multiplier1.
2.
3.
4.

GET STARTED NOW – adoption is very low friction

GENERATIVE – has limitless scaling applications



• SVP Strategy & Consulting @ SAP Emarsys

• 25 years in digital marketing & technology, 8 in consulting

• 11 years working with regional and global consumer-facing brands

• Worked in agency, consulting and technology vendor

• Obsessed with connecting strategy to execution & tech adoption

• Keen focus on driving operational change at pace

• Commercially minded Customer Lifecycle evangelist 

• Strategic problem solver and team builder

Thank you for staying awake



Didn’t’ really pay attention? Want to learn more?

Download the Report we commissioned:
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