
It’s a term that has become widely recognized 

thanks to major brands such as Netflix, Amazon, 

and Salesforce, and known for making 

advancements to data intelligence and machine 

learning. But how does this apply to marketers 

trying to drive better customer engagement? 

With the power of AI in the SessionM platform, 

marketers can now turn an abundance of 

customer data into valuable insights on behavior 

to optimize effective loyalty and engagement 

programs that are personalized to each customer. 

Personalized Engagement: 
The New Standard
SessionM’s AI-powered customer engagement 

platform is unique in its ability to provide a 

comprehensive, flexible and fully automated 

solution for multi-channel marketing. Customer 

data is orchestrated from various sources such as 
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HOW AI CAN 
TRANSFORM 
CUSTOMER 

ENGAGEMENT

Generic outreach to customers is outdated. 

Consumers expect more from brands - they 

want more than simply having their name 

addressed to them in a campaign. Rather, 

they want relevant recommendations, offers, 

and rewards. However, marketers struggle 

with using data to personalize outreach, as 

traditional approaches are no longer enough 

to keep customers engaged. Chances are, 

a wealth of data is already being collected 

at every customer touchpoint - but the real 

challenge is unlocking the data in real time, 

unifying it, and gaining insight about what will 

drive customers to purchase more frequently 

and put more in their basket. 

POS systems, ecommerce platforms, marketing 

automation platforms, and customer call centers 

to form a complete profile for each customer. 

With one operational profile for each customer, 

accurately segment audiences and target 

campaigns in real time. You can begin to drive 

incremental sales with a fully automatic, real-time 

rules engine and reach customers with the right 

message and offer at the moment of highest 

impact - eliminating generic, one-size-fits-all 

messaging. 

Using AI to Influence Customer 
Behavior
AI within the SessionM Platform surfaces as it 

calculates key customer metrics such as customer 

lifetime value, probability to churn, RFM metrics 

(recency, frequency, and spend), along with 

propensity scoring to segment audiences with 



targeted messaging. Is a customer's risk of churn increasing? Automatically send her a special discount on 

her favorite product as an incentive to get her back in the door. Is another customer coming in only once a 

week and buying one product? Entice him to come in more often with a point challenge that will result in a 

free item after multiple visits within a  two week timeframe. With AI, you can start to determine and predict 

customer behavior, sending messages and offers that motivate and impact their future behavior. 

The Power Behind the Platform 
With personalization as a key tactic behind the platform, SessionM leverages the most recent deep learning 

techniques to solve specific use cases for the marketer. SessionM completes complex data simulations at 

scale to process what the next best offer for a customer will be. Below, we explain the power of each.

Recommendation Engine 
Calculate affinity scores, probability to purchase and offer redemption from historical purchase data as well 

as confidence estimates for every customer/product and customer/offer combination for campaigns that are 

highly personalized to each customer. 

Customer Lifetime Value
Customer purchases can occur at any time and are non-

contractual. Because of this, it can be difficult to understand which 

customers are likely to return and how often they will purchase. 

SessionM uses machine learning models to calculate probability of 

churn at an individual customer level as well as an estimate on 

future transaction frequency and spend. This allows us to calculate 

customer lifetime value which can be used in personalized 

segmentation and campaign design.  

Propensity to Churn
SessionM looks at the historical transactions at an individual 

customer level to understand the "normal" behaviors and cadence 

for each customer. As long as a "normal" pattern is maintained 

churn probability will remain low. Once SessionM senses a 

negative deviation in that "normal" pattern, the churn probability 

will increase. Use risk of churn to enhance targeting, and drive 

lapsed customers to make a purchase.   

SessionM uses AI to identify marketing opportunities that have the highest ROI for brands and ultimately 

provide a holistic understanding of customer behavior. SessionM is the only platform with a fully automatic, 

real-time engine that helps brands reach customers with the right message, offer and/or promotion, at the 

moment of highest impact. 




