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A Different Kind of Analyst Firm…
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What the Map Is Not

What’s Happening Overall?

Peek Into Some Markets

Key Takeaways
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Not A Stack
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ENGAGEMENT SERVICES

ENTERPRISE FOUNDATION SERVICES

In-Product

Advertising 
generate demand

Applications
deliver services

Storefront
sell things

Distribution
deliver via channel

Contact center
answer questions

Ads Web Email Mobile Social Print Voice Chat Call F2F

INTERACTION & DELIVERY ENVIRONMENTS

ENGAGEMENT CHANNELS

Sites
deliver information

Customer Care
Manage customer 
inquiries

Loyalty
Improve customer 
stickiness

Social Media Mgmt
Engage in Social Media 
& Communities

Outbound Marketing
Campaigns and 
messaging

WCM
Manage web content 
& inbound experiences

Ecommerce
Manage commercial 
activity

Omnichannel Content Services
Manage components fueled with data

Digital Asset Management
Manage rich media & brand assets

CONTENT & INFO

Sales Enablement
Support custom deliverables

Customer Data Activation 
Manage actionable data & segments

Enterprise Data Intelligence
Analytics, Modeling, Reporting

Customer Data Operations
Ingest, process, and unify customer data

DATA

Omnichannel Personalization 
Customize individual experiences

Journey Orchestration 
Set decisions for omnichannel engagement

DECISIONING

Experience Optimization
Omnichannel test & improve

MarTech Reference Architecture for the 2020s

Generative AI Insights AI Decisioning AI
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Not All equal
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A Story… 
GEEKS MYSTICS

LOSERS POSERS

How analyst firms see Adobe 
for Journey Orchestration, vs…

Source: www.realstorygroup.com/tools 

Adobe

… Adobe in RSG’s RealQuadrant
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“fra
gmented”
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Always Been Fragmented….
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City Center
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ENGAGEMENT SERVICES

ENTERPRISE FOUNDATION SERVICES

Customer Care Loyalty Social Media  / Search Outbound Marketing Web Content Mgmt / CMS Ecommerce

Omnichannel Content Services

Digital Asset Management

CONTENT & INFO

Product Information Management

Generative AI

Customer Data Activation 

Enterprise Data Intelligence

Customer Data Ops

DATA

Insights AI

Omnichannel Personalization 

Journey Orchestration 

DECISIONING

Experience Optimization

Decisioning AI

Stack Composability Wins: MarTech Vendors Deployed by 30 Large / Global Enterprises
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AI & Agents for MarTech 

- Core AI and Agentic AI vendors are fundamentally different

- Latter builds on the former

- Both should be treated as a layer in your stack

- Both should be evaluated according to business use cases
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GENERATIVE AI

Research & 
Analysis

Graphics Audio Video

RESPONSIBLE 
AI

DIVERSE ENGAGEMENT SERVICE EXAMPLES

Customer Care
Manage customer 
inquiries

Loyalty
Improve customer 
stickiness

Social Media Mgmt
Engage in Social 
Media

WCM / Inbound
Manage web content 
& experiences

Ecommerce
Manage commercial 
activity

Outbound
Campaigns and 
messaging

Writing & 
Editing

Content Supply Chain Productivity

Transparency

Risk Mitigation

Foundations 
and 

Governance

Security

Data 
Protection

Human-AI 
Collaboration 

and 
Sustainability

DECISIONING AI 

Audience & 
Customer Insights

Marketing 
Intelligence

Creative 
Analytics

Predictive & 
CLV

Attribution

Ad Targeting 

Behavioral 
Recommendations

Dynamic Creative 
Optimization

Customer Journey  
Optimization

Next Best 
Action

Conversational AI

INSIGHTS AI 

Customer Data Ops

FOUNDATIONAL CAPABILITIES

Data & LLM TuningEnterprise Content OpsAI / ML Ops Prompt Engineering

MarTech AI Reference Model Overview

FOUNDATIONAL PLATFORMS

Omnichannel Content Platform
Manage content components fueled with data

Customer Data Stores 
Manage and activate unified data and segments

Personalization / Orchestration Engines
Set decisions for omnichannel engagement

AGENT AI 

Stack 
Orchestration

Workflow 
Automation

Core Services

Paid Media
Purchase additional 
engagement
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WCM and Outbound (ESP /MAP) – Shrinking…
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CDPs: Rumors of Death Much Exaggerated
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Digital Asset Management: Road to 3.0 & 4.0

Rethink Asset Management in an era of AI…
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Key Takeaways
1. Make strong decisions during turbulent times

Paralysis is never a friend to MarTech leaders

2. Build a composable stack
At least at the platform level – and avoid suite plays with evanescent promises

3. Remember that you have many choices
The best platform is the best-fitting platform for your enterprise

4. Remain thoughtful about how you bring in AI
Develop a strategy and roadmap, and compel vendors to adhere to your environment

5. Rethink Asset Management in the Era of AI
DAM 3.0 going from ”nice” to “must”

6. Downshift Your Web CMS and Outbound Marketing Investment
Convert resources to your customer foundation layer

realstorygroup.com/podcasts 
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D

C

B
Tune Your AI Strategy

Optimize Your Stack

Learn from Peers
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Stay in Touch…

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

mailto:tbyrne@realstorygroup.com
http://www.linkedin.com/company/realstorygroup/
http://www.realstorygroup.com/Membership

