
Copyright, 2023 - Real Story Group
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1ABOUT THE NEW RESEARCH
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Twenty vendors across three categories

Eight business use case criteria across three categories

Four months in the making…

Just updated this morning!

Hard-hitting assessments you’ve come to expect

Leavened by experience from the RSG Council

The Basics
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RSG Omnichannel Services Reference Model for B2C

Enterprise Integration: Data Collection, API Gateways, Eventing, Queueing, etc.

Consumer Care
Manage consumer 

inquiries

Loyalty
Encourage stickiness 

with rewards

Social Media 
Management

Engage in social 
media & communities

Outbound Marketing
Manage campaigns
Deliver messages

WCM
Manage web content 

& inbound experiences

Ecommerce
Manage commercial 

activity

ENGAGEMENT SERVICES

Omnichannel Personalization 
Customize individual experiences

Journey Orchestration 
Set decisions for omnichannel engagement

Omnichannel Content Services
Manage components fueled with data

Customer Data Activation 
Manage actionable data & segments

Enterprise Data Intelligence
Analytics, Modeling, Reporting

ENTERPRISE FOUNDATION SERVICES

Customer Data Operations
Ingest, process, and unify customer data

Digital Asset Management
Manage rich media & brand assets
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Experience Optimization
Omnichannel test & improve

Product Information Management
Manage catalog structure, info, pricing 

Advertising 
Generate demand

Applications
Deliver services

Storefront
Sell things

Distribution
Deliver via channel

Contact Center
Answer questions

INTERACTION & DELIVERY ENVIRONMENTS

ENGAGEMENT CHANNELS

Ads Web Email Mobile Social Print Voice Chat Call PoS IoT/
Product

Sites
Deliver information AI

AI AI AI AI AI AI

AI AI AI AI AI
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MarTech Services Reference Model: B2C

Customer Care
Manage customer 

inquiries

Loyalty
Encourage stickiness 

with rewards

Social Media 
Management

Engage in social 
media & communities

Outbound Marketing
Manage campaigns
Deliver messages

WCM
Manage web content 

& inbound experiences

Ecommerce
Manage commercial 

activity

ENGAGEMENT SERVICES

Omnichannel Personalization 
Customize individual experiences

Journey Orchestration 
Set decisions for omnichannel engagement

Omnichannel Content Services
Manage components fueled with data

Customer Data Activation 
Manage actionable data & segments

Enterprise Data Intelligence
Analytics, Modeling, Reporting

ENTERPRISE FOUNDATION SERVICES

Customer Data Operations
Ingest, process, and unify customer data

Digital Asset Management
Manage rich media & brand assets
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Experience Optimization
Omnichannel test & improve

Product Information Management
Manage catalog structure, info, pricing 

Advertising 
Generate demand

Applications
Deliver services

Storefront
Sell things

Distribution
Deliver via channel

Contact Center
Answer questions

INTERACTION & DELIVERY ENVIRONMENTS

ENGAGEMENT CHANNELS

Ads Web Email Mobile Social Print Voice Chat Call PoS IoT/
Product

Sites
Deliver information

Generative AI Decisioning AIInsights AI

Integration: Events, APIs, & Metrics Operations: Planning & Collaboration
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Some tentative observations

1. Enterprise strategy & approach vs departmental initiatives
• Former offers more risk mitigation
• Latter offers more speed and adaptiveness
• Work with Source vendor or Infrastructure value-add partner?

2. Major energy around Generative AI
• Perception of accessibility / pluggability

3. Diversity of use case explorations
• Only a few progressing beyond pilot….
• Cost emerging as an issue

4. Full optimization cycles need all three types of AI

What RSG Subscribers Are Saying…
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3AI VENDORS FOR MARTECH
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AI / ML for Marketing Marketplace, Circa 2024

Generative Specialists
Multi-Function / Suite-Dependent

Multi-Function / Infrastructure-Dependent
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No single vendor spans use cases well…
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A deeper look at “watsonx”…
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IBM Scenario Fit:
Broad, yes, but not deep…
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IBM Strategic Considerations:
More staying power than
start-ups in this space?
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Closing the AI Loop

Generative AI

Decisioning AI Insights AI

Requires 
• Enterprise integration
• Likely multiple vendors
• Enterprise governance

Copyright © 2023 RSG
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A marketplace is emerging for AI in MarTech

Exceptional variety in terms of approaches

No single vendor can (or should) do it all

Costs and integration emerging as key mitigators

Evaluate vendors based on your scenarios

Always try before you buy

Key Take-aways
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Find Best-fit Vendor

Optimize Your Stack

Learn from Peers
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Stay in Touch…

explore@realstorygroup.com
linkedin.com/company/realstorygroup/
www.realstorygroup.com/Sample    
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