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Marketing Journeys
Traditionally when we create journeys in Marketing Cloud, we have relied on contact-based data sources. This is Salesforce and other 
enterprise application data. Interaction intelligence allows us to further enrich data sets and create better tailored journeys. 
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Demographic Account/Contact Data
Name: Victoria | Age : 67 | Address: Staunton, VA | 
Occupation: Physical Therapist | Income: $99k

Name: Abigail | Age: 37 | Location: Marquette, MI | 
Occupation: Orthodontist | Income: $400k 
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Traditional Journeys AI-Powered Journeys

Marketing Cloud Journey Building
Manually create journeys.
Manually create and manage content.

Interaction Intelligence
Gather advanced insights about customers by using 
tools to collect unstructured interaction data. 
Utilize AI to extract topics and insights from 
unstructured transcript data. 
Einstein Conversation Insights

Marketing Cloud Journey Building
Advanced segmentation and journey paths
1 to 1 Content at Scale (Einstein Insights, Typeface, 
advanced CMS)
Next Best Follup Actions



A Brief History of Transcription

Transcription 
has achieved 
extremely low 
error rates.



NER | Sentiment Analysis | GenAI
Named Entity Recognition Sentiment Analysis Gen AI

Take unstructured text and 
identity entities within that text

Marc Benioff, the CEO of Salesforce, 
gave the keynote speech at the 
conference in Paris last week.

Marc Benioff = Person | CEO = title | 
Salesforce = Org | Paris = Location

Good to see you again Alex. It's been a 
few years so I'm pleased we can get 
caught up on where things stand today 
across your financial picture.
Good to see you again = Album 
(Whitesnake) | Alex = Person | financial 
picture = wealth mgmt term

Take unstructured text and 
utilized keywords to score 
Positive or Negative Sentiment

The presentation was great and I learned 
a lot
   😁 Positive = 94%   😒 Negative = 6%

The presentation was awful good and I 
learned a lot
   😀 Positive = 75%   😟 Negative = 25%

Take unstructured text and 
identity entities within that text

PROMPT:
Take the following text and tell me what 
entities are mentioned in the sentence:
“Marc Benioff, the CEO of Salesforce, 
gave the keynote speech at the 
conference in Paris last week.”

RESPONSE:
Hello, the following entities are 
mentioned:
Marc Benioff
CEO
Salesforce
Paris
Let me know if I can be of any more help.



NER | Sentiment Analysis | GenAI
GenAI provides more accurate and power extraction of entities and topics than other NER tools that we 
tested. however, there are tradeoffs

Technology Advantages Disadvantages

Sentiment Analysis Structured response
Metrics

Limited details
Complexity of language

NER Structured response
Built in categorization

Accuracy
Flexibility

GenAI Accuracy
Flexibility

Unstructured response
Governance of prompt engineering
AI Trust



Conversational/Interaction Intelligence

Transcription Tech + AI has unlocked a rich new datasource for use in all aspects 
of the Revenue Operations stack. Marketing journeys which try to maximize 
personalization and alignment are a natural application for these insights. 



Application Overview



Custom GenAI Architecture

Trigger (transcript/interaction) Trigger (Interaction Summary) API LLM

Entities





Security Advantages



Trigger

trigger InteractionSummary on Interaction_Summary__c (after insert) {

    for(Interaction_Summary__c interactionSummary:Trigger.new){
        if(interactionSummary.Transcript__c != null){
            InteractionSummaryUtilities.callAPI(interactionSummary.Id,

interactionSummary.Transcript__c,
true);

        }
    }
}



Callout

    @future(Callout=true)
    public static void callAPI(Id InteractionSummaryId, String sampleText, boolean gpt){
        Interaction_Summary__c is = [Select Id, Transcript__c FROM Interaction_Summary__c WHERE Id = :InteractionSummaryId LIMIT 
1];        
        TranscriptInsightsResponse insightsWrapper = TranscriptInsightsService.extractInsightsFromGPT(is.Transcript__c);
        if(insightsWrapper != null) {
        is.API_Response__c = JSON.serializePretty(insightsWrapper);
        update is;
            insertEntities(InteractionSummaryId, insightsWrapper.followupActions, 
                               insightsWrapper.goals, insightsWrapper.objections, 
                               insightsWrapper.products);               
        }

}



Callout

HttpRequest request = new HttpRequest();
        //request.setEndpoint(BASE_URL + ENDPOINT);
        request.setEndpoint(test);
        request.setMethod('POST');
        request.setHeader('Content-Type', 'application/json');
        request.setHeader('Authorization', 'Bearer ' + TOKEN); 
        request.setHeader('api-key', TOKEN); 

        request.setTimeout(60000);
        Map<String, Object> requestParams = new Map<String, Object>{
            'model' => model,
                'messages' => messages,
                'temperature' => temperature,
                'response_format' => new Map<String, String>{'type' => 'json_object'}
        };
            
            request.setBody(JSON.serialize(requestParams));
        
        Http http = new Http();
        HttpResponse response = http.send(request);
        //return response.getBody();
        if (response.getStatusCode() == 200) {
            Map<String, Object> jsonResponse = (Map<String, Object>)JSON.deserializeUntyped(response.getBody());
            List<Object> choices = (List<Object>)jsonResponse.get('choices');
            
            if (choices != null && choices.size() > 0) {
                Map<String, Object> firstChoice = (Map<String, Object>)choices[0];
                Map<String, Object> message = (Map<String, Object>)firstChoice.get('message');
                TranscriptInsightsResponse responseWrapper = (TranscriptInsightsResponse)JSON.deserialize((String)message.get('content'), TranscriptInsightsResponse.class);
                System.debug('Ash_Test '+responseWrapper.agentName);
                return responseWrapper;
            }
        }



Parse Response

        for(TranscriptInsightsResponse.FollowupAction action : followupActions) {
            Entity__c e = new Entity__c(Interaction_Summary__c = InteractionSummaryId, Entity_Detail__c = action?.action, 
Category__c = action?.category, Type__c = FOLLOWUP_ACTION);
            entities.add(e);
        }  
        for(TranscriptInsightsResponse.Goal goal : goals) {
            Entity__c e = new Entity__c(Interaction_Summary__c = InteractionSummaryId, Entity_Detail__c = goal?.goal, 
Category__c = goal?.category, Type__c = GOAL_CONST);
            entities.add(e);
        }
        for(TranscriptInsightsResponse.Objection obj : objections) {
            Entity__c e = new Entity__c(Interaction_Summary__c = InteractionSummaryId, Entity_Detail__c = obj?.objection, 
Category__c = obj?.category, Type__c = OBJECTION);
            entities.add(e);
        }                                        
        for(TranscriptInsightsResponse.Product prod : products) {
            Entity__c e = new Entity__c(Interaction_Summary__c = InteractionSummaryId, Entity_Detail__c = prod?.product, 
Category__c = prod?.category, Type__c = PRODUCT);
            entities.add(e);
        }
        insert entities;



Advanced 
Segmentation & 
Journey Paths

● Contact Builder

● Automation Studio

● Decision splits

CODE: SQL

1-to-1 Content 
at Scale

● Einstein Insights

● Typeface

● Data Ext CMS

CODE: Ampscript

Next Best 
Follow-up Actions

● Object creation & 

personalization

● Maximize 

conversion

AI Driven Journeys



Journey Schema



Leveraging Unstructured Data

● Ranking
● Call-to-action

● Image/Text
● Opportunity



Leveraging Unstructured Data

● Image/Text
● Object notes

● Hot lead notification
● Call task



SQL - Unstructured merged with CRM data

SELECT L.ID, L.Name,
    CASE
        WHEN L.Predictive_Score__c = 'HOT' AND E2.LLMRank = 'COLD' THEN 'Cold'
        WHEN L.Predictive_Score__c = 'Warm' AND E2.LLMRank = 'Warm' THEN 'Warm'
        WHEN L.Predictive_Score__c = 'Cold' AND E2.LLMRank = 'HOT' THEN 'Hot'
        ELSE 'Warm' END AS Lead_Rank
FROM CampaignMember_Salesforce AS CM
    JOIN Lead_Salesforce AS L ON CM.LeadOrContactId = L.ID
    JOIN ( SELECT I.Lead__c, E.ID AS EntityID, E.Entity_Detail__c, E.Category__c,
            CASE
                WHEN E.Entity_Detail__c LIKE '%0-30%' THEN 'HOT'
                WHEN E.Entity_Detail__c LIKE '%6+%' THEN 'Cold'
                ELSE 'Warm' END AS LLMRank
        FROM Entity__c_Salesforce AS E
            JOIN Interaction_Summary__c_Salesforce AS I ON I.ID = E.Interaction_Summary__c
        WHERE E.Category__c = 'timeframe'
            AND ((E.Entity_Detail__c LIKE '%0-30%') OR (E.Entity_Detail__c LIKE '%6+%'))
    ) AS E2 ON L.ID = E2.Lead__c
WHERE CM.CampaignID = '7013s000000bkTMAAY'



Audience Definition & Journey Path



Marketing Cloud AI Tools



Ampscript - Next Best Product

SET @LeadID = AttributeValue("SubscriberKey")
SET @InteractionSummaryID = LOOKUP("Interaction_Summary__c_Salesforce", "ID", "Lead__c", @LeadID)
SET @rows = LookupOrderedRows("EntityCount",1, "CategoryCount DESC", "Interaction_Summary__c", @InteractionSummaryID)
SET @rowCount = rowcount(@rows)
IF @rowCount > 0 then
  FOR @i = 1 to 1 DO
    SET @row = row(@rows, @i)
    SET @Category = field(@row,"Category__c")
  NEXT @i
ENDIF
SET @Product = LOOKUP("Entity__c_Salesforce", "Entity_Detail__c", "Interaction_Summary__c",
                      @InteractionSummaryID, "Category__c",@Category, "Entity_Sentiment__c" ,"Positive")

SELECT Interaction_Summary__c,
    MAX(Category__c) AS Category__c,
    COUNT(Category__c) AS CategoryCount
FROM Entity__c_Salesforce
WHERE Type__c = 'Product'
GROUP BY Category__c,
    Interaction_Summary__c



Ampscript - AI Content Mgmt System 

SET @LeadID = AttributeValue("SubscriberKey")
SET @Personality = LOOKUP("PersonaMatch","Persona",ID, @LeadID)
SET @num1 = 1
SET @num2 = 5
SET @version = random(@num1, @num2)

SET @rows = LookupRows("Insurance_CMS","Personality", @Personality, "Version",@version )
SET @rowCount = rowcount(@rows)
IF @rowCount > 0 then
  FOR @i = 1 to 1 DO
    SET @row = row(@rows, @i)
    SET @Subject = field(@row,"Subject")
    SET @Bodytext = field(@row,"Body")
    SET @HeroImage = field(@row,"Image")
  NEXT @i
ENDIF



1-to-1 Content at Scale

Victoria (0027)

● Young 
professional

● Low Intent

Abigail (0026)

● Retirement 
age

● High Intent



Next Best Follow Up Actions

● Next best action
● AI datapoint in handlebar code



Recap
● Transcription History
● Custom GenAI Architecture
● Demo - Prompt Builder
● AI Driven Journeys in Marketing Cloud



Questions?



Thank You!


