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Marketing thousands of organizations find their way. We can help you too.
~ Gustomer Data Check out Corporate Memberships today: www.realstorygroup.com/Memberships
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A Like-Hate
Relationship...
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MarTech Reference Architecture for the 2020s

ENGAGEMENT CHANNELS
Ads Web Email Mobile Social Print Voice Chat Call F2F In-Product
INTERACTION & DELIVERY ENVIRONMENTS
Advertising Sites Applications Distribution Storefront Contact center
generate demand deliver information deliver services deliver via channel sell things answer questions
ENGAGEMENT SERVICES
Customer Care Loyalty Social Media Mgmt Outbound Marketing WCM Ecommerce
Manage customer Improve customer Engage in Social Media Campaigns and Manage web content Manage commercial
inquiries stickiness & Communities messaging & inbound experiences activity
CUSTOMER FOUNDATION SERVICES
CONTENT & INFO DATA DECISIONING

I Generative Al

Omnichannel Content Services
Manage components fueled with data

Digital Asset Management
Manage rich media & brand assets

Product Information management

Serve up comprehensive and accurate info
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I Insights Al

Customer Data Activation
Manage actionable data & segments

Customer Data Operations
Ingest, process, and unify customer data

Enterprise Data Intelligence
Analytics, Modeling, Reporting

Decisioning Al

Experience Optimization
Omnichannel test & improve

Omnichannel Personalization
Customize individual experiences

Journey Orchestration
Set decisions for omnichannel engagement



Only way to speed & scale

Omnichannel Architecture: Loosely Coupled; Strongly Backed

Only way to omnichannel

Only way to effective Al

PLUGGABLE ENGAGEMENT SERVICES

CRM & SFA CPQ
Automate sales & Configure, Price, Quote
manage relationships

COMPLEXITY PEOPLE BUDGET

WCXM
Manage web content
& inbound experiences

Future Channel “X"
Some alternate
engagement space TBD

Marketing Automation
Campaigns, outbound
messages, social, ABM

Customer Care
Manage customer
inquiries

I Generative Al

Omnichannel Content Services
Manage components fueled with data

Digital Asset Management
Manage rich media & brand assets

Product Information Management
Manage catalog structure, info, pricing
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ENTERPRISE FOUNDATION SERVICES

I Insights Al

Customer Data Activation
Manage and activate data & segments

Customer Data Management
Ingest, process, and unify customer data

Enterprise Data Intelligence
Analytics, Modeling, Reporting

}

I Decisioning Al

Experience Optimization
Omnichannel test & improve

I Omnichannel Personalization

Customize individual experiences

Journey Orchestration
Set decisions for omnichannel engagement



Future of Decisioning: From Campaigns to Journeys

CAMPAIGNS

Provoke and channel

Copyright © 2026 RSG

» Journeys put customer at
the center of engagement

* Many vendor “journeys”
are really outbound
campaigns

* Journeys incorporate
omnichannel touchpoints

* Journeys are always-on
and not ad-hoc

 This takes hard work, and
entails multi-year phase-in

JOURNEYS

Listen and respond

@ Lifecycles Enhance Utilization Journey

Lifecycle - /A Change criteria ok 3 - Medium (default) ~

Stages Assess and Educate 7 Optimization

A 588k A\ 245k
|

Threshold Up to 5 touchpoints per month Up to 3 touchpoints per week

Touchpoints € General newsletter 3 Online assistant

Kl Likeour page! [T Need help deciding?

K-

1 Like what we do? s Export for analysis to S3

[J Consider subscription

Enhancement

A 227k
EE—

No stage threshold

@& Recover basket
=1 Extra 15% off

[ £] Wrap up your order

Journeys are phase-based and typically long-term. Customer-focused,
channel-independent. Particularly apt for lifecycle marketing or long
acquisition cycles. Tactics to be driven by Decisioning Al.




MarTech Al Reference Model Overview

DIVERSE ENGAGEMENT SERVICE EXAMPLES RESPONSIBLE
Paid Media Customer Care Loyalty Social Media Mgmt Outbound WCM / Inbound Ecommerce Al
Purchase additional Manage customer Improve customer Engage in Social Campaigns and Manage web content Manage commercial
engagement inquiries stickiness Media messaging & experiences activity

Foundations

@ Gov::r?ance

AGENT Al INSIGHTS Al DECISIONING Al GENERATIVE Al
Transparency
Workflow Audience & Marketing . . Writing & Research &
Automation Customer Insights Intelligence Conversational Al Ad Targeting Editing Analysis
. - . . . Data
Stack Creative Predictive & Behavioral Dynamic Creative . . . .
Protect
Orchestration Analytics CLv Recommendations Optimization Graphics Audio Video rotection
N Next Best Customer Journey . .
Core Services Attribution Action Optimization Content Supply Chain Productivity Security

FOUNDATIONAL PLATFORMS

Customer Data Stores Personalization / Orchestration Engines Omnichannel Content Platform Risk Mitigation
Manage and activate unified data and segments Set decisions for omnichannel engagement Manage content components fueled with data
FOUNDATIONAL CAPABILITIES Human-AI
Collaboration

and
Sustainability

Customer Data Ops Al / ML Ops Enterprise Content Ops Data & LLM Tuning Prompt Engineering

Copyright © 2026 RSG 9
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Outbound Marketing Marketplace(s)

B2C-Oriented Email Service Providers
> 250k database <
Adobe” Campaign E

[ ]
® o ITERABLE
[

;
° dotdigital
acoustic ..~ e

Brevo

$3IMARIGOLD

An SAP Company A K L Av I YO
\\ MORE MORE NEWSLETTER-ORIE
LEGACY MODERN NTED

~

/

B2B-Oriented Marketing Automation Platforms

4 N
Il) Marketo”  actjon  Hubspit
An Adobe Company
Microsoft >
ORACLE' | eloqua ¥ il & )
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Programmatic Senders
@ SINCH

Mailgun

4 mailersend

@ tSwg'ndGrid

Postmark

¢

™M mailkrap

\\ Q” by railsware /

Real Story
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CEPs as Mid-Market “Boxed-Set™ of Services

Ads Web Email

Customer Care Loyalty

Manage customer

inquiries stickiness

CONTENT & INFO
I Generative Al

Omnichannel Content Services
Manage components fueled with data

Digital Asset Management
Manage rich media & brand assets

Product Information Management
Syndicate essential product information

Copyright © 2026 RSG

Improve customer

Mobile

Social Media Publishing
Engage in Social Media
& Communities

ENGAGEMENT CHANNELS

Social Print Voice

ENGAGEMENT SERVICES

CUSTOMER FOUNDATION SERVICES
DATA
Insights Al CEP

Customer Data Activation CEP
Manage actionable data & seg

Customer Data Operations
Ingest, process, and unify customer data

Enterprise Data Intelligence CEP
Analytics, Modeling, Reporting

Outbound Marketing

Campaign
messaging

Manage web content

Call F2F In-Product

Ecommerce Lite
Manage commercial

& inbound experiences activity
DECISIONING
I Decisioning Al CEP
Experience Optimization CEP
Omnichannel test & improve

Omnichannel Personalization
. ) CEP
Customize individual experienc

Journey Orchestration
Set decisions for omnichannel engagement

*Not all vendors will provide all services
12
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employees

Unhappy with Your Incumbent - What to Do?

—

Can “get by” with incumbent for
2-t0-3 more years

Robust customer data ecosystem
and ambitious Al strategies

Componentizing your core
customer content

Can build decisioning services
atop CDP / JO or similar

GLOBAL

ENTERPRISE SOLUTIONS

You have largely not built out your
"foundational” core services

You have a pressing business need
to switch platforms

5- to 8-year lifespan is justifiable
and worth the migration hassle

Outbound messaging is unusually
important as a marketing motion
and will remain so

Copyright © 2026 RSG

DECOUPLE &
DECOMMISSION

REPLACE &
DOWNSHIFT

Slowly decouple services and
information from your ESP/MAP

Plan to build campaigns elsewhere
Begin to transition email and then
other message services to

programmatic senders

Sit back and enjoy the late ‘20s...

Perform an agile selection for a
replacement platform

Only consider "modern” platforms

Some lower-end or newer entrants
could prove plausible

Don’t rely on Outbound Platform
as CDP+CMS+Messaging source
of truth




What “Decouple & Decommission” Looks Like...

OMNICHANNEL CONTENT PLATFORM

Product Information

Core Content Blocks

Variants & Derivatives

Image & Media Assets

CUSTOMER DATA ECOSYSTEM

Customer Profile

Customer Segment

Propensity Values

Action Triggers

DECISIONING LAYER

Next Best Experience

Contextual Optimizer

DECISION’G Al

Copyright © 2026 RSG

GEN Al

INSIGHTS Al

AGENTIC Al

— VIAAPI

TITLE 1
Offer text and other
important stuff

TITLE 2
Offer text and other
important stuff

LAST CHANCE
Other customized information here

DON’T MISS...
Something highly
personalized...

15
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Key Takeaways

1. Consider Outbound Marketing in a Stack Context
And your stack is going to need to change for the new era

2. Remain Cautious about Lighting Al in All Your Engagement Vendors
This can lead to higher costs, higher risks, and lower value due to silo-ization

3. Beaqin to Prep for a World without ESPs and MAPs
This world is coming; it’s just a question of when...

4.  Don’t Hesitate to Replace Your Incumbent This Year If It’s a Burning House
You can do better, and sometimes cheaper, in the market — just chose wisely

5. Rethink Engagement in the Era of Al
Automation is going to change all your motions; focus on your core!

Copyright © 2026 RSG



Tune Your Al Strategy

ENGAGEMENT CHANNELS
Ons @we Hemat [Jmobie FFsocal [[Jrrim Ao @ow @ @ ROV

Applicatior
Deliver servi

Operations Hubs
Creative & Content Development,
Campaign Scheduling, Resource Mgmt

Dashboards.

‘IAM: Customer Identity & Access Management, and S50

Optimize Your Stack

=6 % %,
&D

L o=

Learn from Peers
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