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Customer experience management in the era of AI
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Personalization at Scale
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Personalization at Scale
Content Data Journeys
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Application Breadth 
& Integration

Content & Creativity

Real-Time

People, Process, 
Products

Next-Gen 
Technology Platform

API-First

Sensei GenAI

Time to Value
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The ROI of Adobe Experience Cloud

18%
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World’s largest  companies

America’s largest 

World’s biggest  companies

America’s top firms

World’s most valuable  brands

America’s largest corporations

World’s biggest hotel chains

World’s top internet retailers

Highest revenue pharmaceutical companies

World’s more valuable airlines

9/10

9/10

9/10

9/10

8/10
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30,000+
employees in 35 countries

69
office locations globally

40
years of revolutionizing industries

6,700+
active patents

$19.4B
revenue FY2023 

$113M
given to the community in 2022
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Mix of AWS & Azure

69 Office Locations

27 Data Center Locations

25 Public Cloud Locations 
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Our approach to generative AI
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Sensei GenAI is built on top of Adobe’s long history of putting AI in the hands of marketers.
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Personalization at Scale
Creating, delivering, and managing real-time, 
personalized experiences for every customer 
on every channel

Personalized Insights & Engagement
Creating the digital CXM foundation to 
understand and optimize the insights and 
engagement for holistic customer journeys

Digital Transformation
Reorienting your organization to operate 
effectively in a digital economy
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Sequenced order of events in real-time
1PD strategy requires purpose-built modernization
3PC deprecation is imminent

Adaptable & retroactive identity stitching
Real-time customer profiles
Traits & behaviors bend the value curve

Unified & holistic customer journey context
Inbound & outbound convergence
Tech-debt shelf-life expiring

Customer lifecycle consent management
Common data foundation

Rapidly changing requirements & regulations 

VInsight to activation to design cycle
Data foundation key to CX

Decision & engagement cycles shrinking

Rapid upskilling
Productivity acceleration

Competitive latency is unacceptable
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Personalized insights & engagement, 
powered by Adobe Experience Platform

Adobe Experience Platform

Real-Time Customer Profile AI & Machine Learning Open Ecosystem|| Cloud Extensibility |

An Experience Layer
Augment your cloud infrastructure investment 

with a real-time experience layer

Decreased Time to Value
Build a CXM foundation once and apply 

it across all current and future applications

Limitless Evolution
Continue to seamlessly evolve your CXM for 

whatever the future may hold
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First-party known customer data
CRM    |   Email   |   Account Association

Attributes  |  Lead / Contact  |  Accounts/Company  
Buying Groups   |   Customer IDs   |   Partner IDs

First-party unknown customer data
Behavioral Events    |   First-Party Cookies

Device IDs   |   Pseudonymous IDs  
Account-level Behavior

Partner Data
Additional attributes
Additional identifiers

Data Collection

Unified & Real-Time
B2C & B2B Profiles

AI/ML

Identity Collaboration

Segmentation

Profile Management 

Marketing Ecosystem
Paid Media e.g. Google 

Social Media e.g. Facebook
Partner Systems   |   Email

Personalization
On-site Personalization
In-app Personalization

Customer Systems
CRM   |   Partners   |   Data Lake

Open APIs   |   SFTP/S3

Data Collection

Consent & Patented Data Governance
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C“More than 30 degrees 
Celsius this week, is
your terrace all set up?”

“We are sorry, your 
package is currently 
stuck in customs”

Delayed 
shipping

Service Enquiry

Individual Offer

Exclude customer from 
marketing messages until resolved

Offer based on preferences 
& recent search behavior

Next best offer related to 
product in shopping cart

Right-time engagement across any journey
powered by Adobe Journey Optimizer

Offer based 
on weather

“Your package has been 
delivered & placed on 
your doorstep”

Delivery 
confirmation
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Value realization: why brands use Adobe
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Audience
Discovery

Audience
Activation

Audience
Measurement

Streamlined data collection     |     Data unification     |     Customer profiles     |     Privacy & governance frameworks
Adobe differentiation

Doing any sort of personalized content on the 
website was really difficult. There wasn’t a 

direct integration between how we publish 
content, measure content, and subsequently 

target emails or automate a follow-up.

Director of digital marketing experience

Eyes truly light up the first-time data is 
unified. Finally, being able to report on data 
from X, Y, and Z sources and correlate that 
data, which helped us to be smarter and 
better understand your customers.

Senior director of customer data platforms

Real-Time CDP, Adobe Journey Optimizer, 
and Customer Journey Analytics are the 
trifecta. They more efficiently and effectively 
help us realize evergreen marketing use 
cases that incorporate all the customer data.

Senior director, customer data platforms
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Millions
of Variations

375,000
25,000

1,000 
Assets

1,000 Products

25 Assets per product

15 Global regions

Thousands of 
customers & contexts
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Increasingly diverse 
content formats

Video Still 3D ARCopy
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Millions
of Variations
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Engagement 
& Conversion

ROI

Documentation

App

Mobile

Web

iPad

Web

Email

Social

In-store Signage
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Transformational Wave of Marketing
Transformational Wave of Marketing
Transformational Wave of Marketing
Transformational Wave of Marketing

Transformational Wave of Marketing
Transformational Wave of Marketing
Transformational Wave of Marketing

Web Mobile Cloud AIeCommerce
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Low adherence to 
brand standards  

Time-consuming review 
and approvals

Regulatory / legal 
compliance risk  

Inability to find and 
re-use assets

Limited insights on 
performance and ROI
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Manual work

Siloed teams, tools, data

Black box
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Few content creators
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Apply now

New account options

More 

More 

More 
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Win new customers & drive growth
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Creative production is manual

Advertising optimized to audience & cost

Onsite is disconnected from advertising

Measurement is limited
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Diversification
of media 

Onsite 
engagement

Media costs 

Privacy 
requirements
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Objectives
Increase conversion on-site 
with better engagement

Challenges

MEASUREMENT
How to determine impact of tactics across offsite & onsite channels to determine what is working? 

Drive quality site traffic while 
maximizing spend efficiency

© 2024 Adobe. All Rights Reserved. Adobe Confidential.

How to connect onsite experiences 
with offsite touchpoints?

How to seamlessly build, test & optimize 
creative variations across channels?

How to re-target traffic that has not 
authenticated on site?
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Offsite
(Advertising)

Onsite
(Target)

Analytics
(Customer Journey 

Analytics)

Audiences
(Real-Time CDP)

Creative
(GenStudio)

Budget Allocation
(Mix Modeler)

Experience-Led 
Customer Acquisition
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Cost-Focused 
Customer Acquisition
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Creative production is manual

Creative production is manual

Ad effectiveness driven by audience & cost of media

Onsite experiences disconnected from advertising

Measurement is fragmented and incomplete

Experience-Led 
Customer Acquisition

Maximize conversion rates

Automated, on-brand creative production

Creative experimentation with audiences 
unlocks ad performance

Personalize onsite experiences with all available signals

Unified measurement across paid media & creative



© 2024 Adobe. All Rights Reserved. Adobe Confidential.

Best bet accounts

1,074

Page Visit: Checkout

Page Visit: Home

Page Visit: Reservation

SMS: Code Received

Email: Link Followed

Facebook: Ad Clicked

Events
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Insights

High Propensity Score

2,294
Profiles
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65,789 
Unique 

Searches

Unlimited Customer Data
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Best bet accounts

1,074
Page Visit: Checkout

Page Visit: Home

Page Visit: Reservation

SMS: Code Received

Email: Link Followed

Facebook: Ad Clicked

Events
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Audience Activation
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2 for 1 Lunch Special

Alex Johnston

Address

alex@bodea.com

Gender

Female

Birth Date

06/08/1986

Number

820-308-4183

Customer Profile
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Leverage dashboards with continuously updated performance against 
plan reporting to rapidly make optimizations during live campaigns.

AI-powered scenario planning capabilities predict the optimal marketing 
budget allocation across channels to maximize returns.

With predictive AI, Adobe brings marketing mix modeling and multitouch 
attribution methodologies together into one holistic measurement approach.

Measure and forecast the incremental effects of external and internal 
business factors such as economic conditions or strategy changes have on 
your business goals.

Maximize your marketing investments with advanced AI.
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TM
Your festival pass 
is ready
To: Karli

3-day 
pass

Book Now

The most 
rockin’ hotel 
in Nashville

Karli, still looking for the perfect hotel? 
https://theclairmonthhotel.com/bo
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Lily Bristol

55%

Luma Brand Superfan

Joined 3 local events

Became an app member

Purchased
Stay Hydrated Bottle

Reach your customers when it’s right
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RW
Introducing our 
new collection
To: James

Psst.
Buster wants
A new bed.

Ordered!

Large Cozy Dog Bed   $79
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Browse now

Subject line:
It’s game time, Tina!

Rewrite

Engaging

Neutral

Confident



© 2024 Adobe. All Rights Reserved. Adobe Confidential.© 2024 Adobe. All Rights Reserved. Adobe Confidential.



© 2024 Adobe. All Rights Reserved. Adobe Confidential.

Paradise is right 
around the corner.

Make reservation

Infinity Pool Suite

$220 / night

UPGRADE NOW

A complimentary upgrade is waiting 
for you https://wknd.com/book
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Enhance copy

Engaging

Confident

Analytical

Neutral



© 2024 Adobe. All Rights Reserved. Adobe Confidential.

Quick content creation
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Rewards Card
Application

Email

Name

Phone

25% off your next order

Rewards Card Application

Email

Name

Phone

Submit

Data from the CRM

You’re Approved!
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Register for our fall hiking tour

Email

Name

Hiking_Information
FORM
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Unique searches Conversion rate

75,355
searches

37%

New
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Edit

Manage Products

Recommended for you

Purchase Metrics
Impressions Add to cart

280,000

80,000
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Landing Page

Email

Banner

Deliverables
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