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May we help you improve your cross and 
upsell?
Bas Roelands - Principal Sales Consultant BI&W Oracle
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Not All Customers Are Created Equal (or even similar!)
The Next Generation in eCommerce

77% of customers say that they find recommendations  useful.

76% of consumers are interested in receiving person alised content during 
on-line interactions.

33% of customers who receive personalised recommend ations report
purchasing a product based on those recommendations .
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Real-Time Decisions

• RTD Architecture
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RTD Enables Adaptive Business Processes
Decisions as a Service

Process learns and continuously optimizes in 

real-time based on closed loop information

Analytic decisions are taken for each 

interaction

RTD decision service based on rules and 

predictive models

RTD optimizes across conflicting business 

process goals

Process leverages common data model of 

real-time and historical data

Decisions based on facts, context, analytic 

insights

Customer Interaction Process

Enterprise Information Model

Business Process Optimization

RTD
Business Rules &

Self-Learning Predictive Models

Inputs

Process data 
& context

Process decision 
point & feedback
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Eligibility
Engine

Prediction /
Scoring Engine

Decision Server
1. Send customer id

5. Determine
eligible offers

6. Score
eligible offers

7. Return ranked offers

Learning
Engine

8. Send response9. Learn
from response

3. Send context info
2. Create session &

load customer data

4. Request offers

Customer
Interaction

Touch Points

RTD Decision Flow
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Real-Time Decisions

• RTD Architecture � Minimal impact to current 
infrastructure
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Real-Time Decisions

• Unidentified Inbound 
Marketing
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Browse Products
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Traditional Approach - Manual Search, No Intelligenc e 
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Next Generation - Personalised Content
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Personalisation Based on Web-Session Data
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Feedback Powers Automated Improvement
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Seamless Integration With Existing Web Site 
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Real-Time Decisions

• Unidentified Inbound 
Marketing

� Increase market share
� Minimal impact to current infrastructure
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Real-Time Decisions

• Identified Inbound 
Marketing
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• Trainee accountant

• Based in Sofia Antipolis
• Hours of travel and long 
working day

• Just bought latest Z780i 
SonyEricsson handset

• Wants to get the most out of 
new phone whilst on the 
move

Introducing Loic Le Brun
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Personalised Page for Loic Le Brun - Leisure

Login for Loic and 
choose “Leisure”

for main use
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Personalised Page for Loic Le Brun - Leisure

RTD selects best offer for 
Loic and displays 

likelihood to be interested 
along with significant 

factors
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Personalised Page for Loic Le Brun - Business

Login for Loic and 
choose “Business”

for main use
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Personalised Page for Loic Le Brun - Business

RTD selects best offer for 
Loic and displays 

likelihood to be interested 
along with significant 

factors
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• First year student at Anglia 
Ruskin University taking 
business studies

• Whirlwind social life 

• Wants to keep things simple

• Old Motorola phone
• Looking for new ‘trendy’
handset

Introducing Nisha Patel
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Personalised Page for Nisha Patel

Login for Nisha and 
choose “Leisure”

for main use



23

Personalised Page for Nisha Patel

RTD selects best offer for 
Nisha and displays 

likelihood to be interested 
along with significant 

factors
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Inbound Marketing
Managing Competing Business Goals

RTD decision strikes an optimal balance across comp eting business goalsRTD decision strikes an optimal balance across comp eting business goals

“Steering Wheel” for business

• Users can define business goals and 
scoring functions

• Users can change weight of 
business priorities over time

• Balance between competing 
alternatives

• Maximize milage expenditure

• Minimize milage expenditure costs

• Maximize Customer Satisfaction
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Real-Time Decisions

• Identified Inbound 
Marketing

� Reaching business goals
� Increase market share

� Minimal impact to current infrastructure
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Real-Time Decisions

• Outbound Marketing
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Customer Insight - Anonymous Customer Profiles

Understand ‘Best Fit’ –
note that factors are 
only linked to web 
session attributes
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Customer Insight - Anonymous Customer Correlations

Drill down on 
‘Drivers’ for any 

attribute to 
understand 

specific 
correlations
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Real-Time Decisions

• Outbound Marketing � Improve success rate marketing 
campaigns

� Reaching business goals
� Increase market share

� Minimal impact to current infrastructure
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Real-Time Decisions

• Self Learning
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Customer Insight – Anonymous Customer Trends

Track how ‘Drivers’
change over time = 

track changes in 
customer 
behaviour
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Real-Time Decisions

• Self Learning � Adaptive to changes without manual 
work

� Improve success rate marketing 
campaigns

� Reaching business goals
� Increase market share

� Minimal impact to current infrastructure
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Real-Time Decisions

• Multi Channel
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“Optimize each Interaction”
Across All Channels

Email Newsletters

PDA Web

Call Center In Person

Kiosk / ATM

Web Mobile Web

lettersReciepts

Business Process Optimization
RTD

Business Goals, Business Rules &
Self-Learning Predictive Models 
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Real-Time Decisions

• Multi Channel � Consistent customer experience
� Adaptive to changes without manual work

� Improve success rate marketing 
campaigns

� Reaching business goals

� Increase market share

� Minimal impact to current infrastructure
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Real-Time Decisions

• User Experience
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• Demographics: Seg2-YA
– 25 year old Student 
– Single
– Rented Accommodation
– Customer for 5 years

• Usage Profile
– Current (cheque) account
– Regular credit card usage
– Occasional small overdraft
– Medium Value
– Bronze Segment

• Assets
– Cheque Book
– Debit Card
– University Affiliated Credit Card

• Call Purpose
– Change of address because starting new jobLinda Johnson

Introducing Linda Johnson – Just Graduated
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Introducing Robert Knowles – VP Engineering

• Demographics: Seg5-HP
– 43 year old Senior Manager
– Married with 3 children
– Own home with low mortgage
– Customer for 20 years

• Usage Profile
– Current (cheque) account
– Regular ISA savings plan
– Ad hoc investments
– High Value
– Gold Segment

• Assets
– Cheque Book
– Debit and Platinum Cards
– Some stocks and bonds

• Call Purpose
– Query recent account fees

Robert Knowles
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Real-Time Decisions

• User Experience � Reduce costs for call center agents
� Consistent customer experience

� Adaptive to changes without manual work

� Improve success rate marketing 
campaigns

� Reaching business goals

� Increase market share
� Minimal impact to current infrastructure
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Real-Time Decisions

� Consistent customer experience
� Adaptive to changes without manual work
� Improve success rate marketing campaigns
� Reaching business goals
� Increase market share
� Minimal impact to current infrastructure
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