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What is Artificial Intelligence?



Wikipedia

Artificial intelligence (AI) is intelligence demonstrated by machines, as 
opposed to the natural intelligence displayed by animals including humans.

AI research has been defined as the field of study of intelligent agents: any 
system that perceives its environment and takes actions that maximize its 
chance of achieving its goals.



Oxford Dictionary 

The theory and development of computer systems able to perform tasks 
normally requiring human intelligence, such as visual perception, speech 
recognition, decision-making, and translation between languages.



IBM

Artificial intelligence leverages computers and machines to mimic the 
problem-solving and decision-making capabilities of the human mind.



Alan Turing - 1950

Alan Turing publishes Computing Machinery and Intelligence. In the paper, 
Turing — famous for helping to break the Nazis’ Enigma code during WWII — 
proposes to answer the question 'can machines think?' and introduces the 
Turing Test to determine if a computer can demonstrate the same 
intelligence (or the results of the same intelligence) as a human. The value of 
the Turing Test has been debated ever since.

https://www.youtube.com/watch?v=4VROUIAF2Do




AI and Machine Learning

➔ Artificial Intelligence is the broader concept of machines being able to carry out tasks in a way 

that we would consider “smart”.

➔ Machine Learning is a current application of AI based around the idea that we should really just 

be able to give machines access to data and let them learn for themselves. Machine Learning is 

about developing self learning algorithms.

➔ Deep learning is one of many approaches to machine learning. Other approaches include 

decision tree learning, inductive logic programming, clustering, reinforcement learning, and 

Bayesian networks, among others. Deep learning was inspired by the structure and function of 

the brain, namely the interconnecting of many neurons. Artificial Neural Networks (ANNs) are 

algorithms that mimic the biological structure of the brain.





Augmented Intelligence/Analytics

➔ What’s the key to successful AI in analytics – today? 

Augmented Analytics – an approach that brings together the best of machine intelligence and 

human intuition to speed time-to-insight.

➔ While there are niche applications for artificial intelligence that completely rely on machine 

algorithms, most complex business problems require human interaction and perspective. 
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AI for the Customer 
Journey 

Mapping AI innovations to the customer touchpoints 



AI Applications
⤍ Acquisition

⤍ Discovery and Engagement 

⤍ Content Consumption

⤍ Email Marketing

⤍ Speech recognition

⤍ Image recognition

⤍ Website design

⤍ Predictive customer service

⤍ Customer Segmentation

⤍ Churn prediction

⤍ Product pricing

⤍ Digital Experience and CRO

⤍ Fraud Detection



Acquisition

⤍ Bid management: adjusting to demand, availability, target, budget

⤍ Ad personalization: real time copy testing to create 1 to 1 targeted messages. AI Enhanced 

advertising. 

TOOLS AND PLAYERS

⤍ Albert 

⤍ Watson IBM

⤍ Google Performance Max

https://albert.ai
https://support.google.com/google-ads/answer/10724817?hl=en


Acquisition



Discovery and Engagement

⤍ NLP

⤍ Text mining

⤍ Sentiment analysis

TOOLS AND PLAYERS

⤍ https://www.brandwatch.com/

https://www.brandwatch.com/


Content Creation

⤍ AI Powered content creation
￫ Profit and loss summaries

￫ Quarterly business reports

￫ Hotel descriptions

￫ Real-time stock insights

￫ Sports game recaps

TOOLS AND PLAYERS

⤍ Wordsmith 

⤍ Narrative Science

⤍ Jasper

https://automatedinsights.com/wordsmith/
https://narrativescience.com/solutions/marketing
https://www.jasper.ai




Email Marketing (and Automation)

⤍ AI Powered email creation
￫ Previous website interactions

￫ Previously read blog articles and content

￫ Time spent on a page

￫ Wish list

￫ Most popular content at the time

￫ Interest of similar visitors

￫ Previous interactions with branded emails

TOOLS AND PLAYERS

⤍ Curata.com 

⤍ Klaviyo

⤍ Salesmanago

http://contentmarketinginstitute.com/2017/03/analytics-reports-content-marketer/
https://www.curata.com
https://www.klaviyo.com
https://www.salesmanago.com


Data Science for Email Marketing



Speech and Language Recognition

⤍ Use speech recognition to: 
￫ Translate on the fly

￫ Understand voice commands

TOOLS AND PLAYERS

⤍ Apps that use this Intelligence

⤍ Google Cloud Doc on language recognition

https://www.fluentu.com/blog/speech-recognition-language-learning/
https://cloud.google.com/speech-to-text/docs/multiple-languages


Image Recognition

⤍ Use Image recognition to: 
￫ Trace customers within stores and link those images to their online profiles

￫ Send out push notifications to individual customers

TOOLS AND PLAYERS

⤍ Google Reverse Image Search

⤍ Google Vision AI

⤍ Amazon Rekognition

⤍ IBM Maximo Visual Inspection

https://support.google.com/websearch/answer/1325808?hl=en
https://cloud.google.com/vision/
https://aws.amazon.com/it/rekognition/?blog-cards.sort-by=item.additionalFields.createdDate&blog-cards.sort-order=desc
https://www.ibm.com/products/ibm-maximo-visual-inspection


Website Design

⤍ AI support in design for websites and Ad creativity

TOOLS AND PLAYERS

⤍ Adobe Sensei

⤍ Firedrop

https://www.adobe.com/mena_en/sensei.html
https://firedrop.com


Predictive Customer Service

⤍ Predicting when and why a 

customer might decide to get 

in touch



Customer Segmentation (CDP)

TOOLS AND PLAYERS

⤍ Salesmanago

https://www.salesmanago.com


Churn Prediction
⤍ Machine learning model (short term action). Develop a machine learning model to analyze 

performances that will enable short term actions. Based on the outcome of this analysis, marketing 

teams are able to undertake one-shot actions to reduce churn;

⤍ Analytical model (long term study). Develop a model to understand the reasons causing the churn. 

This deeper knowledge allows to attack the root of the problem and to understand how to reduce 

churn.

TOOLS AND PLAYERS

⤍ Dataiku

⤍ Churnly

https://www.dataiku.com
https://www.churnly.ai


Marketing Attribution

⤍ How  are  we  currently  doing  marketing  attribution?

⤍ How  many  different  types  of  campaigns  do  we  have,  and  what  is  the  desired  action  for  each  

campaign  (or  campaign  type)? 

⤍ What is the ideal way to deliver results that will have real business impact? In other words, what is the 

deliverable?

Switch to AI to interpret user behavior at multiple touchpoints and then:

⤍ Scale and automate
⤍ Get personal
⤍ Get creative



Product Pricing

⤍ Dynamic price optimization using machine 

learning correlating pricing trends, sales trends, 

and other factors via an algorithm 

TOOLS AND PLAYERS

⤍ Reactev

⤍ Chargebee

https://www.reactev.com/
https://www.chargebee.com/solutions/rapidly-iterate-pricing/


Digital Experience and CRO

⤍ 1 to 1 Content Personalization

⤍ Multivariate (omnivariate) content testing 

TOOLS AND PLAYERS

⤍ Evolv

⤍ Salesmanago

https://www.evolv.ai/solution/
https://www.salesmanago.com










Fraud Detection

Banks and other financial institutions can use machine learning to spot suspicious transactions. Supervised 

learning can train a model using information about known fraudulent transactions. Anomaly detection can 

identify transactions that look atypical and deserve further investigation.
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MEDIA STRATEGY
& MANAGEMENT



The pillars on which of such approach are:

➔ Data-Driven Marketing: collection, analysis and use of all data 
sources for the definition of communication areas and adv 
activities.

➔ Audience Targeting: defining audiences through the analysis and 
use of attitudinal, geographical and behavioural data.

➔ Media Mix: audience data planning, cross-channel approach and 
strategy, dynamic pricing models (CPA, CPC, COS, etc.).

➔ Custom Creative: customization and optimization of messages 
based on audience characteristics and/or behaviour.

➔ Technology: use of advanced technological tools capable of 
collecting and using real-time data for content and advertising 
management and optimization.

Methodology



Data-Driven Marketing

Use advanced 
tracking, targeting 

and buying 
platforms, in order to 

reduce dispersion.

Correct 
measurement allows 
correct optimization.

➔ Thanks to the data collection and analysis, you can collect and activate 
data in an automated way.

➔ All the digital advertising activities will be based on data.
➔ All the information collected about customers is used for optimal and 

targeted media buying and creative messaging.
➔ The audiences used by marketing automation can be used for digital 

advertising activities.



Audience Automation
Identify Key Audience based on your data

You need to use 
data that goes 

beyond the 
socio-demographic 

aspect.

Use signals that the 
user leaves while 

browsing and exploit 
technology to turn 

complex information 
into usable data.

Remarketing & 
Customer match

Reach audiences who 
have already engaged 
with your company.
Find Additional 
customers with 
Similar audiences.

Customer Intent 
Audience

Reach audience who 
have recently 
searched for your 
topic keyword on 
Google search or 
visited competitor’s 
website.

In-Market 
Audience

Reach people who are 
actively researching 
and intending to buy 
a product or service.



Cover the Entire Customer Journey 
with a Full Funnel Approach

SEA, SEO, 
Retargeting



KPIs for Each Stage of the Funnel



Full Funnel Media Plan Approach

★ Increase in Brand 
awareness

★ Reaching new target 
users with the 
advertised service

★ Generation of new 
quality sessions

★ Brand positioning

➔ Display Audience 
Targeting

➔ Search engine 
advertising

➔ Social Adv
➔ Influencer Marketing

★ Performance 
maximization

★ Containment of user 
generation costs

➔ SEO
➔ Search engine 

advertising
➔ Social Adv
➔ Retargeting

UPPER FUNNEL
Branding

LOWER FUNNEL
Performance

Qualitative KPI’s Quantitative KPI’s
+ Session + Target Users + CTR - Bounce Rate - Cost per User - CPL - CPC 

Display Audience Targeting

SEA, Social Adv, Content 

SEA, SEO, 
Retargeting



Targeting Audiences

CUSTOM 
AUDIENCES

CORE 
AUDIENCES

LOOKALIKE 
AUDIENCES

● Demographics
○ Educational Level
○ Job Title and Industry
○ Relationship Status

● Interests
○ Interested to other pages 

(Brand or competitors)
○ Users with interests on 

different activities: wellness, 
sports, health, family

● Behavior
○ Anniversaries and celebrations
○ Digital activities 
○ Online shopping

● Clients Lists (email, phone 
number)

● Web or App Users  (or 
whomever made an action 
on this properties)

● Users previously engaged
○ Fan/Follower
○ Action on FB or LI 

property
○ Video Views
○ Post interaction

● Users who are similar to an 
existing audience

● It is possible to set a value 
from 1% to 10% in terms of 
proximity to the existing 
audience



Some Examples of Media Channels
Google Performance Max

➔ These are new goal-based Google Campaigns that 
focus on achieving performance goals through 
automation and machine learning

➔ These Campaigns take into account the user's 
customer journey in order to offer the right ad based 
on the marketing objectives

➔ Advertising has always been used on the best 
inventory of Google properties to reach customers 
interested in a service, where they are located and 
on a large scale



Audience Clustering & Data Activation
Google Performance Max

➔ In the course of 2022, the ability to collect and use the 1st part data will become increasingly 
important and the Performance Max offer us the first example of benefits that can be obtained 
from their activation.

➔ The 1st part data will allow us to influence Google automations (ML + AI) as we will be able to 
indicate the most relevant audiences that have the highest probability to convert.

➔ For example, using the first-party data already in Kezzler's possession (customer’s mail) will allow 
us to provide these signals and will help accelerate the learning period of the campaigns that will 
begin to identify the audience interested in the services sold.



The Right Format for Each Step 
of the Customer Journey
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