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A Different Kind of Analyst Firm...
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MARTECH STACK VENDOR MAP

Real Story Group’s vendor evaluations and advisory services have helped
thousands of organizations find their way. We can help you too.

Take a test ride—download a sample today: Www.realstorygroup.com/try
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Journey Orchestration
in Your MarTech Stack




Most of us are here JOURNEY ORCHESTRATION ENGINES

Listen & Map Plan & Model

Data & Events v Data & Events

I Analyze & Activate &
Optimize Visualize

DIGITAL MARKETING SERVICE

Digital Customer Offline/Online Sales Enablement Revenue Optimization Service & Support Channel Partner &
Acquisition Customer Acquisition & Retention Orchestration
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@ Ads

Al

CONTENT & INFO

MarTech Services Reference Model: B2C

ENGAGEMENT CHANNELS
ﬁ loT/
Product

@ Web

@] Email

Advertising
Generate demand

Sites
Deliver information

Customer Care
Manage customer
inquiries

Loyalty
Encourage stickiness
with rewards

Integration: Events, APls, & Metrics

Generative Al

D Mobile &z social

Omnichannel Content Services
Manage components fueled with data

Ijj Print

\,} Voice

Distribution
Deliver via channel

Applications
Deliver services

ENGAGEMENT SERVICES
social Media Outbound Marketing
Management

Manage campaigns

Engage in social :
gag Deliver messages

media & communities

ENTERPRISE FOUNDATION SERVICES

w Chat

INTERACTION & DELIVERY ENVIRONMENTS
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Storefront
Sell things

WCM
Manage web content
& inbound experiences

Operations: Planning & Collaboration

PoS

Contact Center
Answer questions

Ecommerce
Manage commercial
activity

Insights Al

Customer Data Activation
Manage actionable data & segments

Decisioning Al

Experience Optimization
Omnichannel test & improve

Digital Asset Management
Manage rich media & brand assets
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Customer Data Operations
Ingest, process, and unify customer data

DATA

Enterprise Data Intelligence
Analytics, Modeling, Reporting

DECISIONING

Omnichannel Personalization
Customize individual experiences

Journey Orchestration
Set decisions for omnichannel engagement
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Where Do You Obtain Different Services? CDP vs JOEs

ENGAGEMENT CHANNELS

@ Web

@] Email

Sites
Deliver information

Advertising
Generate demand

Customer Care
Manage customer
inquiries

Loyalty
Encourage stickiness
with rewards

Generative Al

Omnichannel Content Services
Manage components fueled with data

D Mobile &z social

Ijj Print

\,} Voice

INTERACTION & DELIVERY ENVIRONMENTS

Applications
Deliver services

ENGAGEME

Social Media
Management
Engage in social

media & communities

Distribution
Deliver via channel

NT SERVICES

Outbound Marketing

Manage campaigns

Digital Asset Management
Manage rich media & brand assets
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Different Ways To Seat JO Tech in Your Stack
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Expanse of Capabilities

Dedicated

Journey
Orchestration
Engine

Part of
Customer
Data Platform
(CDP)

Elsewhere
(e.g., Outbound
Campaign
Management)

Ease of Implementation
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JO V.1 Called Some Maturity Questions

Copyright © 2024 RSG

AN .

L N T (5 5
JOE §

This shlt is hard...

* Enterprise governance

* Instrumenting journey listening
* Breadth of scope

e Customer data availability

* Technical integration chops

* Internal skill sets

* Program management

1M
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1) Dedicated JOE Platform

Pros

« Comprehensive capabilities with a best
of breed solution

JOE independent of other .
components, so you can scale it on its
own

<« New Apple Iphone Query Status: « Processed  Customer Count: 152X 103% outof 11M  View: &s Journey Analysis

PR U Activity Sequences

. A
Summary Channel - 60»100\ . ®

Journey Query Setungs

Analyze action effectveness

Awareness Exploration Enroliment
» from [action «PMA Envoliment Za Path Analysis ©
Offer] @ to (stages"Enroliment” 'Q'
activity="Apply”) » through View Promotion Sched Start Application onfe Maintain Enter Most Common Journeys
(stage="Use™. activity« Mamntain’)
{ L nd

Cons

© (1)1.201 Custorners
B * Marketplace and solutions not very
T mature; questions of scale and

Sttt oo 55 , Gl Rt Co Arars robustness

No. of Cutomers: D Customer 15t 10§
2 152K App

Requires a lot of integration with

.
oo . downstream systems

JOE will almost surely need CDP; or
Additionsl View Fiters provide its own (likely weak) CDP-ish

6% : e s i T capabilities

S0k o ) Managing decision logic gets arduous

over time

No. Journeys: Western
4 15999 & granch

Backward Flows:
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Closing the Al Loop at an Enterprise Level

Uncover potential
opportunity

What to do with that
opportunity?

Create all the
variants required

Insights Al

Decisioning Al

Generative Al

Enterprise Data
Intelligence

Customer Data
Activation

Omnichannel
Content Services
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Omnichannel
Personalization

Measure
how it did

Get better
prompts

Beware: Hallucinations / Content Quality / IPR
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Journey Orchestration to Close the Al Loop

Measure
how it did

Uncover potential What to do with that Create all the
opportunity opportunity? variants required

Insights Al Decisioning Al Generative Al Get better

prompts

Automate Decision Generate Content for
Paths Interactions

Predict Customer
Behavior

Personalization, A/B
Testing at Scale

Journey Orchestration

Beware: Hallucinations / Content Quality / IPR
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Key Take-Aways

1. JO technology — and enterprise journey ops — remain
immature but promising

2. JO technology can help close the loop between Insights,
Decisioning, and Generative Al

3. In return, closing the Al loop — Boosts the effectiveness of
JO services

4. Meta story: do your research — RSG can help you here...

Copyright © 2024 RSG

16



2024 Journey Orchestration Engine Landscape

Suite-Dependent Analytics-Oriented

T Pointillist Gsas
teradata.
. A
acoustic
Medallia

Process-Oriented

. qualtrics™

NHCE <GENESYS
o /
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Always Test Before You Buy...

“Design-Thinking”

Business-focused
Team-based
Empirical
Iterative
Adaptive
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The Right Way
To Select
Technology

- -
-
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MARTECH STACK'VENDOR MAP

Real Story Group’s vendor evaluations and advisory services have helped
thousands of organizations find their way. We can help you too.

Take a test ride—download a sample today: Www.realstorygroup.com/try
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Stay in Touch...

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

Digital & Marketing
Asset Management
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