VT QW

MARDREAMIN’

\/

Build Al Driven
Journeys In Marketing
Cloud

Hunter Dunbar Tim Ziter

<% Cervello

 KEARNEY compal



(VT QW

MARDREAMIN’

\V4

Thanks To Our Incredible Sponsors

SERCANTE O TRILLIAD

A Trilliad Company A Growth Services Provider

Htensul % storylane

&
Tailblazen 35 Auctusia B¢ SANDL=R

COMMUNITY

e —



VT QW

MARDREAMIN’

\V4

Agenda Transcription History
Custom GenAlI Architecture
Demo - Prompt Builder

Al Driven Journeys in Marketing Cloud

[
WELCOME TO -

MARDREA

Fha



Marketing Journeys M%Xw

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.
Marketing
Cloud

Data extension collects, joins, o
transforms datasets

=

Contacts
N Journeys scheduled/ triggered
Campaigns MC Journey 1 Journey 2
Opportunitie Cocoe Integratio
S F n Decision
E m based on
Accounts

External Data

Interaction
Intelligence

Delivery information synced bac
to Salesforce




Traditional Journeys

Al-Powered Journeys

Demographic Account/Contact Data
Name: Victoria | Age : 67 | Address: Staunton, VA |
Occupation: Physical Therapist | Income: $99k

Name: Abigail | Age: 37 | Location: Marquette, Ml |
Occupation: Orthodontist | Income: $400k

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

Demographic Account/Contact Data
Name: Victoria | Age : 67 | Address: Staunton, VA |
Occupation: Physical Therapist | Income: $99k

Name: Abigail | Age: 37 | Location: Marquette, Ml |
Occupation: Orthodontist | Income: $400k

Interaction Intelligence

Gather advanced insights about customers by using
tools to collect unstructured interaction data.

Utilize Al 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

s
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A Brief History of Transcription

Pre 20th Century

We have been documenting
spoken stories for millenia.

- Drawing on caves

- Monks in monasteries
transcribing books and stories
to preserve knowledge

- Printing press

- Advent/expansion of
stenography in the 18t and
19" centuries

Early 1900s

Manual transcription
was done by
stenographers
writing shorthand
notes and typing
transcripts. Very
labor intensive.

Speech Recognition on Switchboard + Hub500

_ 20

Mid 1900s

Sound recording
devices allowed
capturing audio that
could be manually
transcribed later.
Devices like tape
recorders started
being used to
record
conversations for
future transcription.

1970s

Word processors
and personal
computing started
automating some of
the manual effort in
transcribing from
shorthand to full
text. But audio
transcription was
still manual.
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2014 2016

2017 2019 2021

1980s

Advance voice
recognition
technology emerged
that could
automatically
transcribe human
speech into
machine readable
text. But early
systems had very
high error rates.

Transcription
has achieved
extremely low
error rates.

1990-2000s

As computing
power increased,
speech recognition
and voice
transcription
systems improved
considerably though
still had limitations..
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2010s

With neural
networks and deep
learning for speech
recognition,
automatic speech
transcription made
major advances
lowering error rates
to 5-8% for general
conversational
speech.




NER | Sentiment Analysis | GenAl
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Named Entity Recognitiongia Sentiment Analysis

Take unstructured text and
identity entities within that text

Marc BenioffICEOfafSalesforce

gave the keynote speech at the

elpliclEnle=in [gEIE last week.

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

Good to see you again AlexBIER=EIE:

few years so I'm pleased we can get
caught up on where things stand today
across your [[iEEENNE 0.

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 | learned
alot
=2 Positive =94% 5 Negative = 6%

The presentation was awful good and |
learned a lot
<) Positive = 75% 2 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 | can be of any more help.



NER | Sentiment Analysis | GenAl e

Vv

GenAl 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 Limited details
Metrics Complexity of language
NER Structured response Accuracy
Built in categorization Flexibility
GenAl Accuracy Unstructured response
Flexibility Governance of prompt engineering

Al Trust
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Conversational/Interaction Intelligence

Transcription Tech + Al 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 e

Application takes unstructured call transcript
data between a Wealth Advisor and a potential
client and extracts the Financial Goals,
Products, Objections, and Follow up Actions
that were discussed on the call. These discreet Bl Forou-up Actons
entities are saved to a table in Salesforce for 1 I

reporting and analysis. Business Value:
Reporting/Analytics
+
Sales Coaching




Custom GenAl Architecture

" converstaion
Logged to a t
Custom Object /

” Conversation

logged as a Call |

and saved to the |
Task object

Conversation

summarized in

notes by therep | —— — ———
and saved to the /

\_Task Object , /

/" Conversation
loggedasaCall |
and saved to the |

. Case object

salesforce

Trigger (transcript/interaction)

Case/Task/
=~ sObject Trigger
Fires

\d

Creates

Interaction Interacton
»  Summary
Simmary Trigger fires
object
Entitiy sObjects Raw response
inserted as
e logged to
children of = A
Interaction Interaction
Summary
Summary

Interaction
Summary
trigger handler
calls API

Response
parsed as Apex
Classes

Trigger (Interaction Summary)

Entities

<

POST
lentities
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Flask API

ChatGPT library
used to add
system context
and build
request to
ChatGPT.

Chat
Completions
API

‘ ChatGPT
response
returned to
Salesforce

| Azure

API

LLM



Migrating LLM
Integration to
Prompt Builder

Prompt Builder to rebuild
the Conversational
Intelligence application
in under 4 hours.

Multicomponent coded
solution simplified using
Salesforce GUI-based
tooling (flow + process
builder).

Previous Application Components/ Flow

Transcripts

Lorem
ipsum dolor

Apex Trigger

Apex Callout

Python API

OpenAl AP

JSON Parse

Structured data for
analytics -

Application Components with Prompt Builder !

Transcripts

Lorem MARDREAM'N,

ipsum dolor V

Einstein Trust (Data
masking, prompt
defense, toxicity
detection, audit trail)

JSON parse

Structured data for
analytics —



Security Advantages M%X.N,

Salesforce provides tooling to make your Al solutions more safe and secure. In a purely custom

build, features like data masking, prompt defense, and toxic language detection would
need to be built from scratch.

H H Hosted models
Einstein Trust Layer In the Salesforce
Trust Boundary
Toxic
& 3 v, Data .
* Audit Trail Demasking Langua.ge Generation
Detection
Secure Zero Data
Gateway Retention

Salesforce & .
ADDS ecure Data ., Dynamic + - Data , Prompt
PP Prompt Retrieval Grounding . Masking Defense

External models
with a shared
trust boundary

Company Data
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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
true);

c,
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@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
11;
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);
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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() > 8) {
Map<String, Object> firstChoice = (Map<String, Object>)choices[@];
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;
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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
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;




Al Driven Journeys

Advanced 1-to-1 Content Next Best
Segmentation & at Scale Follow-up Actions
Journey Paths

e Einstein Insights e Object creation &

e Contact Builder e Typeface personalization

e Automation Studio e Data Ext CMS Maximize

e Decision splits conversion
CODE: Ampscript

CODE: SQL u n




Journey Schema

Salesforce
Objects

Campaign

A

CampaignID

Campaign Member

Marketing Cloud
Journey Functionality

ID (campaign member)
OwnerlD (Lead, Case)

Salesforce
Custom Notifications

Campaign Member

Status

—

CampaigniD
D

LeadID
Email

Status
CreatedByID

Subscriberkey
EmailAddress

Lead_Ranking

Task

OwnerlD
Subject (Custom)

Opportunity

Interaction_Summary__c_Salesforce

}f

Lead_c
D

Entity_c_Salesforce

—

Interaction_Summary__c
Category ¢
Entity_Detail__c
Entity_Sentiment__c

Personality
Product

Call to Action
OwnerlD

Opportunity Name
AccountiD

Case

OwnerlD
Subject (Custom)

Lead_Salesforce

LeadID
AccountiD

Account_Salesforce

AccountiD
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Leveraging Unstructured Data M%X.N,

. Interaction Summaries > 1S-0026

Entities e Ranking
Entity Name | Entity Detail v | Catego v | Type 1
LI ey i/ gery P e Call-to-action
10 [] Urgent, deciding in 0-30 days timeframe Goal
Interaction Summearies > 15-0026 ® Image /TeXt
Entities .
e Opportunity
[] Entity Name </ | Entity Detail v | Category v | Entity Sent... v | Type v
6 [ ] ENTY-0359 disability insurance insurance products Product
7 [ ENTY-0360 long-term care insurance insurance products Product
8 [] ENTY-0361 Trust Fund estate planning Positive Product
9 [] ENTY-0362 Annuity insurance products Positive Product




Leveraging Unstructured Data M%X.N,

. Interaction Summaries > 1S-0026

Entities
[] Entity Name v | Entity Detail v | Category v | Type v
2 [] ENTY-0355 Ensuring the long-term care and financial well-being of a special needs individual Special Needs Planning Goal
5 [J ENT Isn't that process complicated? Plus the fees... cost objections Objection

e Image/Text
e Object notes

. Interaction Summaries > 1S-0026

Entities
[] Entity Name < | Entity Detail v | Category v | Type v
1 [J ENTY-0354 Schedule another meeting to detail insurance and trust fund options, including costs default category Followup Action

: n e Hot lead notification
e C(Call task



SQL - Unstructured merged with CRM data Y
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.Name,

L.Predictive Score c 'HOT' AND E2.LLMRank = 'COLD'

Varm' THEN
ID E2.LLMRank = 'HO HEN

L.Predictive Score c 'Warm' AND E2.LLMRank
L

.Predictive Score c
'Warm' END AS Lead Rank
CampaignMember Salesforce AS CM

IN Lead Salesforce

L ON CM.LeadOrContactId = L.ID
JOIN ( SELECT I.Lead c¢, E.ID AS EntityID, E.Entity Detail ¢, E.Category c,

N E.Entity Detail c¢ %0-30% HEN 'HOT'
WHEN E.Entity Detail c

SE 'Warm' END AS LLMRank
Entity c¢ Salesforce AS E

IN Interaction Summary c Salesforce AS ON I.ID
E.Category c

= E.Interaction Summary c

= 'timeframe'
AND ((E.Entity Detail c¢ : 50-30% 2
E2 ON L.ID = E2.Lead c

.CampaignID = '7013s000000bkTM

(E.Entity Detail c¢

Entity Name / | Entity Detail Category

Urgent, de ir day timeframe




Audience Definition & Journey Path

DATA EXTENSION

DATA EXTENSION NAME

Hot Leads ‘

Decision Split 3doins
Warm Path
Warm Lead #1
Cold Path

Join

Hot Lead from
Campaign

Warm 1 Sent

Create Task
Activity

7 days
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Hot Lead = Sent
Hot Lead Email

o- o

Click Warm Lead Join
#1

“w @

1 Join

Lead Status
= Open

Decision Split Cold Lead #1

Status Not
Open



Marketing Cloud Al Tools s
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Brand kit

Setup

Einstein Copy InS|ghts u Cervello Annuity Insurance

Multi-Taskers
Personality Description

A simple, straightforward style that doesn’t offer a lot of
options as this personality is juggling a lot of projects
on their plate. Keep it simple, straight to the point and
offer promotional incentives to get them to act now.

Q Einstein Copy Insights
Subject Line Generation

f——— — — == ——

Entries

Jiew ity
. Brand Personality @ View Brand Identity

Multi-Taskers ¥

Draft Subject Lines
Discover the benefits of data archiving today! 1 e
Simplify your data management with our archiving solutions. i P

Don't let data overload slow you down - try our archiving system. 1 L



mpscript - Next Best Product

@LeadID = AttributeValue ("S

@InteractionSummaryID = LOOKUP ("

@rows = LookupOrderedRows ("En

@QrowCount = rowcount (@rows)

@rowCount > 0
OR @i =1 1 DO

Qrow = (Rrows, @i)

@Category = field(Qrow,"Ca

i

ENDIF

@Product = LOOKUP ("Enti

Interaction
MAX (Category
COUNT (Category

Entity
Type
Category c,

@InteractionSummaryID,

ory

CategoryCount

Inter ion Summary c

@LeadID)

c", "Interactio

__c",@Category, "Entity

act

Entities

[] Entity Name + | Entity Detail

Annuity

, @InteractionSummaryID)

Category

insurance products
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Ampscript - Al Content Mgmt System A

Vv

numz2)

irance CMS", "Pers d onality,

Data Extensions > HandsOn > EinsteinAl = Insurance_Body_Content

Insurance_Body_Content v Available

Properties | Records

INTT Personalit) Version Content
ENDI 5
Motivational 1 Did you know that organizing your data can lead to a more productive
Motivational 2 Are you tired of constantly searching for important documents and file
organization skills
Motivational -] In today's fast-paced world. time is a precious commodity. Don't wastt

yourself and try our products today

Multi-Taskers 1 Data management can be overwhelming, but with the help of a data ¢
Multi-Taskers 2 Are you tired of spending hours searching for important data? Our da

nteraction Sumr =
Entities Multi-Taskers 3 As a busy professional, you have a lot on your plate. Let our data arcl
Do It Yourself 1 Data archiving is an essential tool for any organization that wants to n

Entity Name Entity Detail

Category it can benefit your organization today.

Ensuring the long-term care and financi eing of a special needs individual Special Needs Planning Goal Dol Youselt = Pl Yot Sl of dazienc Wil dhalel overset T Oy clefin e chivar ol v
= ks see how it can make your life easier.
| Isn't that process complicated? Plus the fees.. cost objections Objection

Do It Yourself 3 If you're looking for a reliable and secure way to store and manage yc
your data today.



1-to-1 Content at Scale
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Abigail (0026)

Retirement
age
High Intent

Dear Jane,

Annuity retirement savings c3 Bu with peace of mind, knowing that you
have a reliable source of income WHBUIr golden years. By bundling our annuity

products, you can customize your retirement plan to fit your unique needs and goals
Don't wait until it too late to start planning for your future. Start investing in your
retirement today.

Annuity Plan

« Stable, Guaranteed
Multiple payout options
Piece of mind
2477 support

Special Offer - Free Discovery Session
Interested in a FREE discovery session so we can leam how to help improve your

401k experience at Keamey.

Click here and we'll reach out to schedule a free session.

Let's Talk

Thank you we'll be in touch soon.

0 Tim Ziter

. Consultant
Have questions? Office: (802) 318-2077

tziter@mycervello.com
1 can help. Contact me.

<+ Cervello

KEARNEY

<< Cervello

KEARNEY

=
Dear Abigail,

Imagine being able to live your lfe without wi unexpected expenses. With
ourlife insurance products, you can do just th r bundles that can cover
everything from funeral expenses to mortgage payments. You can rest easy knowing
that you and your loved ones are protected from life's uncertainties.

‘ i Life Insurance
+ Provide financial securty
g + Multiple payment options

« Piece of mind
« 2477 support

See What We Can Do

Learn more about all of our special services to help improve your 401k experience at
Kearney.

Thank you we'll be in touch soon.

< Cervello
EARNEY
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Victoria (0027)

e Young
professional
e Low Intent




Next Best Follow Up Actions e

V

Create Task
Decision Split Task

Create

Opportu...
Opportunity
Create "
Case
Case

. Journey Builder Journeys Events « History Templates System Optimization Feedback S Cervello

iney 1 # y
yTest 1 & > v N P B - fos -

Lead_Nurture_Journe

Create Task Activity

SELECT OBJECT SELECT ACTION MAP FIELDS

Select fields to update.
RECOMMENDED

v/ Assigned To ID = Ownerld

v Name ID = SubscriberKey

| +/ Subject = Attention! You have a {{Event."DEAudience-131d761b-7ac6-9f8a-0f69-2c3ae57fd157"."Lead_Ranking_Simple"}} lead for company: {{Event."DEAudienc...

Entities

Interaction Summaries > 1S-0026

[] Entity Name v

e Next best action
e Al datapoint in handlebar code

Entity Detail v | Category v | Type v

Schedule another meeting to detail insurance and trust fund options, including costs default category Followup Action
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Transcription History

Custom GenAlI Architecture
Demo - Prompt Builder

Al Driven Journeys in Marketing Cloud




\VT QW

MARDREAMIN’

: \V4
Questions?



Thank You! |



