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11. Welcome

The main objective of Adobe Data Bootcamp is to help organisations understand what
personalisation at scale means and how it is different from what most organisations are
doing today. To deliver customer experiences that are consistent, contextual and real-time
in an omni-channel world, you need a platform-first mindset where you define everything
just once and re-use it everywhere. As part of the bootcamp, we will take a look at a real
journey that combines customer interactions across website and call center to showcase
what personalisation at scale really means, in a hands-on way. So hope you are ready to
get your hands dirty!

Youtube

You can find other helpful videos on our YouTube channel, such as:

e Your siloed ecosystsem and POV on Adobe Experience Platform
https://www.youtube.com/watch?v=5uRNGURQr_A

e AEP Architecture Whiteboard https://www.youtube.com/watch?v=LLFgpPW3KfU

Agenda


https://www.youtube.com/channel/UCUKG2dkZ9pYuZUPebQ21jUw
https://www.youtube.com/watch?v=5uRNGURQr_A
https://www.youtube.com/watch?v=LLFgpPW3KfU

The exercises span across four key sections, details can be found with the links below:

1. Acquisition

2. Onboarding Journey

3. Digital x Physical

4. Customer Journey Analysis



https://tvdocs.adobe.com/anz-data-bootcamp/1-acquisition
https://tvdocs.adobe.com/anz-data-bootcamp/2-onboarding-journey
https://tvdocs.adobe.com/anz-data-bootcamp/3-digital-x-physical
https://tvdocs.adobe.com/anz-data-bootcamp/4-customer-journey-analysis

Module 1

Introduction To Module 1

The journey from unknown to known is one of the most important topics amongst brands
these days, as is the customer journey from acquisition to retention.

Adobe Experience Platform plays a huge role in this journey. Platform is the brains for
communication, the experience system of record.

Platform is an environment in which the word customer is broader than just the known
customers. An unknown visitor on the website is also a customer from Platform's
perspective and as such, all of the behaviour as an unknown visitor is also sent to Platform.
Thanks to that approach, when this visitor eventually becomes a known customer, a brand
can visualise what happened before that moment as well. This helps from an attribution
and experience optimisation perspective.

* 1. Acquisition
1.1 Visit the website
1.2 Create an account on the website

[e]

[e]

[e]

1.3 Create an audience segment in AEP Ul
1.4 Take Action: send your segment to Facebook

[e]

[e]

1.5 Advanced Segmentation - optional

e 2. Onboarding Journey

[e]

2.0 Visualise your customer profile in AEP
2.1 Install & use the mobile app

[e]

(o]

2.2 Create a login event
2.3 Create a login journey
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(o]

2.4 Trigger your journey







1. Acquisition
1. Acquisition

Prerequisites

» Access to Adobe Experience Platform: https://experience.adobe.com/platform
* Access to the Demo Website: https://dsn.adobe.com/web/gillies-8WFS/home

Important!

This tutorial was created to facilitate a particular bootcamp format. It uses specific
systems and accounts to which you might not have access while not attending the
Bootcamp. If you're a participant in one of the Bootcamps and need your access
credentials, please contact your Adobe representatives present who will provide you
with the required information.

Exercises

1.1 Visit the website

In this exercise, you'll follow a script and walk through the website as a customer.

1.2 Create an account on the website

In this exercise, you'll create an account on the website and receive a welcome email.

1.3 Create a segment in Ul



https://experience.adobe.com/platform
https://dsn.adobe.com/web/gillies-8WFS/home

In this exercise, you'll login to Adobe Experience Platform and create a segment by making
use of Adobe Experience Platform's Segment Builder.

1.4 Take Action: send your segment to Facebook

Use the segment that you built to send it to Facebook destination.

1.5 Advanced Segmentation - optional

Learn how we can manipulate existing audiences with Audience Composition.



2.2.2.11 Visit the website

Access the demo website here: https://dsn.adobe.com/web/qillies-8WFS/home

If you receive a pop up regarding cookies on your device, please click Allow All.

Exy Make
aﬂ::: okers Contact  About The bootcamp  Application Services  Announcement  Gadgets  Complaints i

WNR Register o discover the Adobe Bootcamp Goodies

By clicking " All", you agree to the storing of cookies on your device to enhance site navigation, analyze site usage, and assist in our marketing efforts. Cookie Notice

Allow Al Disable All

Click the Adobe logo icon in the top left corner of your screen to open the Profile Viewer.
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Have a look at the Profile Viewer panel and the Customer Profile with the Experience
Cloud ID (ECID) as the primary identifier for this currently unknown customer. Please copy


https://dsn.adobe.com/web/gillies-8WFS/home

and save this identifier for use as a reference in further exercises.

-Raal.'l'lmeCummerPrvﬂle #Foox
o = Home D« About Services

Profile  Events  Offers

~ IDENTITIES

EXPERIENCE CLOUD ID
T241741525297153 1134540506 445616709087
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ADDRESS
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Home About Services Complaints

You can also see all the Experience Events that were collected based on the customer's
behaviour. Your list may currently be empty but that will change soon.
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Profile  Events  Offers

Home i About Services Complaints

Click on 'Application Services' from the menu option, and then click on the product Real-
Time CDP.
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Customer Journey Analytics Experience Architecture

Adobe Experience Platform is the most powerful, flexible; and open system on the market for building and managing complete solutions that drive customer experience. Experience
Platform enables arganizations to centralize and standardize customer data and content from any systemn and apply data science and machine learning to dramatically improve the
design and delivery of rich, personalized experiences

You'll then see the product detail page. An Experience Event of type Product View has
now been sent to Adobe Experience Platform using the Web SDK. Open the Profile Viewer
panel and have a look at your Experience Events. (You may need to press refresh on the
panel.)
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"'”_'." S ML-powered i and user i And these are enriched by customer profiles that update in real time based on data from every
n any channel — including CRM, web, mobile, AR, chat, and more — even if it was anenymous.

svery activity on every channel can be personalized based on the same real-time profile, giving you unparalleled access to customer behaviors and insights that aren't limited
1annel or data source.

be Experience Platform, Real-time Customer Data Platform (Real-time COP) helps companies bring together known and anonymous data from multiple enterprise sources in
ite customer profiles that can be used to provide personalized customer experiences across all channels and devices in real time.

9P includes tools for dats governance, identity management, advanced segmentation, and data science so that you can build profiles and define audiences, as well as derive
while being able to enforce strict data governance policies.

istomer Data Platform connects to a large ecosystem of partners, not to mention native integrations with Adobe Experience Cloud, so you can seamlessly activate these
1d deliver great customer experiences across all channels, from on-site or in-app personalization to email, paid media, call centers, connected devices, and more.

me Customer Data Platform, you can:

re @ single view of your customer by combining data from across the enterprise,

nsibly manage profiles with trusted governance and privacy controls for known and anenymous identifiers.

ate actionable insights and scale audiences with Al and machine leaming powered by Adobe Sensei and built for marketers.
7 personalized experiences in realtime across all channels and destinations.

Go to the Application Services menu option and click on the product Adobe Journey
Optimizer. Another Experience Event has been sent to Adobe Experience Platform.
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Adobe Target Customer Journey Analytics Experience Architecture

Adobe Experience Platform is the most powerful, flexible, and open system on the market for building and managing complete solutions that drive customer experience. Experience
Platform enables organizations to centralize and standardize customer data and content from any system and apply data science and machine learning to dramatically improve the
design and delivery of rich, personalized experiences.
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Adobe Journey Optimizer

What is Adobe Journey Optimizer?

#.ajo-capabilities

Adobe Journey Optimizer helps ies deliver and ized experiences to their customers. The customer journey is the entire process of a customer's
interactions with the brand, from the first moment of contact until the customer leaves. It starts with the awareness phase, where the customer learns about the brand and starts
engaging. The customer will then further interact with the brand, visit online and physical sites, and make purchases, send messages or post reviews.

Adobe Journey Optimizer is built natively on Adobe Experience Platform and combines a unified, real-time customer profile, an API-first open i ff

and artificial intelligence (Al} and machine learning (ML) for personalization and optimization. Jeurney Optimizer allows brands to intelligently determine the next best interaction with
scale, speed, and flexibility acress the entire customer journey. With Adobe Journey Optimizer, companies can create and deliver both scheduled marketing campaigns (such as weekly
promotions for a retail store) and tailored individual communications (like a push notification for an item that a loyalty app custormner may have looked at that was previously cut of stock)
within the same application.
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Open the Profile Viewer panel. You'll now see multiple Experience Events of type Product
View. While the behaviour is anonymous, every click is tracked and stored in Adobe
Experience Platform. Once the anonymous customer becomes known, we'll be able to
merge all anonymous behaviour automatically to the know profile.
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All these browsing events captured can be used to qualify your profile for segments
to provide you with more personalised experiences.

For example, the event of browsing the page for Real-Time CDP could be used to
qualify profiles for a segment called "Interest in Real-Time CDP" and that segment
could form an audience for an on-site personalisation activity that further
emphasises the Real-Time CDP product.

Navigate back to the home page of the Bootcamp website and you should see that the
home page banner has changed to promote the Real-Time CDP.
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Shortly we will build a segment similar to this in Adobe Experience Platform. But before we
do so, lets register our profile on the website.

Exercise complete checklist

Copy and pasted Experience Cloud ID (ECID) for use as reference in further exercises
Browsed Real-Time CDP and AJO products on the website

Viewed Experience Events in Profile Viewer (top left hand corner of website)



2.2.3. 1.2 Create an account on the website

Click the Sign In button in the top right corner of your screen.

a i Services
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g‘ Experience Makers
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Click Create an account.

gwwm Home About Services
Signin
Email
-]
Fassward
g
wwwwww Create an account

Sy Expecence Makers
ﬂ Boatcamp Home About Pl Services Complaints

Fill out all the fields of the form and click Register. Use a real value for your own email
address (not the Bootcamp Experience Cloud user login), as it will be used in later



exercises for delivery of email communications. (Note, there is no need to fill out the Event
ID field at this stage in the form.)

As this registration email will be used to deliver a registration email to your inbox, use
an email address that you have access to at the Bootcamp. If you prefer not to enter
your email then you can of course use a made up value, but in that case you will not
be receiving any of the communication related to the exercises.

CREATE AN ACCOUNT LET US KNOW YOU BETTER

First name Last name Shoe size

Eootcamp Guest | I v ]

Email Phone number Shirt size
| adobebootcampi@adobetestcom [ | | 0435123458 [ v

Gender 'uflhdwirdllml"m”} ) 'Fwwdlr(dur .
| | I v

Password

| wigfbvwt

ADDRESS

Strest address city Postal code

Q1 want ta join loyalty program

@D | want to receive personalized communication by email

@D |wantto receive ication by phone (: all)
@D | have read and understand the Privacy and Cookies Policy

preforred channel
Q phone O sms O Email

Eventid

Take a look at your now registered profile in the Profile Viewer panel. You should be able
to see your ECID, email address, and phone number (if you entered one) under 'identities'.
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We will revisit the account creation welcome journey in exercise 2, but next we will log into
Adobe Experience Platform to build a segment.

Exercise complete checklist

Created an account on website

Additional identities able to be viewed in Profile Viewer panel



2.2.4.

1.3 Create an audience segment in AEP

Ul

In this exercise, you'll create an audience segment by making use of Adobe Experience
Platform's Segment Builder.

Go to Adobe Experience Platform. After logging in, you'll land on the homepage of Adobe

Experience Platform.

Before you continue, check that the sandbox you are in is named .

= . Adsbe Experience Platform

& Home

> Workflows
€A Dashboards
v CONNECTIONS
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W CUSTOMER
X Profiles
€ Audiences
G \dentities
W ACCOUNTS
e Profiles

w PROSPECTS
X rrofiles
€ Audiences
' PRIVACY

A Policies

Audits

Q Search Experienc

Good afternoon, Liz!

Ingesting data into Platform
Ingest data from a variety of
sources such as Adobe
applications, cloud-based storage,
databases, and more.

Learn more

Total schemas

Getting started with Real-time Customer Profile

g o
o

Model data structures
Platform provides building blocks
to describe the structure of your
data as a schema.

Learn more

Total datasets

adobe-deme-americas-275
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Build Audiences

Use audiences to tailor cross-
channel experiences to the
specific interests and preferences
of your target customer group.

Learn more

Total profiles

ANZ Bootcamp (VA7) m HO0 A

a

~ Show less
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Send data to destinations
Connect and activate your
audiences to your destinations.

Set up destinations

Learn more

Total audiences

In the menu on the left hand side, go to Audiences, which can be found under the

"Customer" section. On this page, you can see an overview of all existing audiences.You
may need to select the Browse tab in top left corner if you are not already there. Click on

the + Create audience button in the top right corner.

(5]


https://experience.adobe.com/platform
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Select Build rule option in the popup and click Create.

. Adobe Experience Platform
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~ CUSTOMER
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€ Audiences
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v ACCOUNTS
i Profiles

~ PROSPECTS
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Audits

Q Search Experience Cloud { #+/)

Create audience

Select creation method.

adobe-demo-americas-275 ANZ Bootcamp (VA7) ST b (7]

© Compose audience

Create and manipulate 1+ audiences
within a multi-step workflow

© Build rule

Use attributes and events to create an
audience

Once you're in the new segment builder interface, you will notice the Attributes menu
option and the XDM Individual Profile reference in the top left.
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Since XDM is the language that powers the experience business, XDM is also the
foundation for the segment builder. All data that is ingested in Platform should be
mapped against XDM, and as such, all data becomes part of the same data model
regardless of where that data comes from. This gives you a big advantage when
building segments, as from this one segment builder Ul, you can combine data from
any origin in the same workflow. Audience segments built within Segment Builder can
be sent to solutions like Adobe Target, Adobe Campaign and external systems for
activation. Also, these segments are available to use in both interfaces - in Adobe
Experience Platform for RT-CDP use cases and also in Adobe Journey Optimizer.

You now need to create a segment of all customers that have viewed the product Real-
Time CDP.

To build out this segment, you need to add an Experience Event. You can find all
Experience Events by clicking on the Events icon in the Fields menu bar.
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Next, you'll see the top-level, XDM ExperienceEvents node. Click on XDM
ExperienceEvent.
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Go to Product List Items.
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Select Name and drag and drop the Name object from the left menu onto the segment
builder canvas into the Events section. You'll then see this:
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The comparison parameter should be equals and for the input field type 'Real-time CDP'.
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Every time you add an element to the segment builder, you can click the Refresh Estimate
button to get a new estimate of the population in your segment.

Let's give your segment a name. As a haming convention, use:
e yourLastName - Interest in Real-Time CDP

Finally, as the Evaluation Method, select Edge from the dropdown or click the browse
folder to the right of it to make the selection.
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Then, click the Save and Close button to save your segment.
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You'll be taken back to the segment overview page now, where you'll see a sample preview
of customer profiles that qualify for your segment.
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You can now continue to the next exercise and send your audience segment to Facebook.

Exercise complete checklist



Interest in Real-Time CDP segment has been created, named and saved



., 1.4 Take Action: send your segment to
~ Facebook

Facebook is one of the many destinations available for Real-Time CDP. To send a segment
to Facebook, go to Destinations in the left hand menu and then to Catalog tab.

Scroll down until you see the Facebook Custom Audiences destination card. Click
Activate audiences.
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Select the destination  Facebook demo by clicking on the box and click Next.
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In the list of available segments, select the segment you created in 1.3 Create a segment,
which is named yourLastName - Interest in Real-Time CDP . If you cannot see your

segment on the first page, you can search for it by your last name. Then, click Next.
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On the Mapping page you will see the email address and phone number source fields
being mapped to the target fields in Facebook which are hashed email address and
hashed phone number. Make sure that the Apply Transformation is ticked for the source
email to be hashed and click Next.
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On the Segment Schedule page, select the Origin of audience and set it to Directly from

customers. Click Next.
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Finally, on the Review page, click Finish.
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Your segment is now sent to Facebook Custom Audiences. Every time a customer qualifies
for this segment, a signal will be sent to Facebook server-side to include that customer in
the Custom Audience at Facebook side.

You do not have access to Bootcamp Facebook account, but the screenshots below
outline what you would see if you did.

In Facebook, you would find your segment from Adobe Experience Platform under Custom
Audiences
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It would be listed alongside your other custom audiences in Facebook
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This next activity is designed to illustrate what happens when you try to activate an
audience that is in violation of the in-built automated policy enforcement as part of the
Adobe Experience Platform Data Governance policy and DULE framework.

Following the same steps to select Facebook as a destination, this time please select
"Customers in UK interested in RTCDP", and then click Next
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Select "Directly from customers" for the Origin of Audience and then click Next
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Click Finish.
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This should pop up with a policy violation error detailing the reason and steps. In the
background, the segment 'Customers in UK inetrested in CDP' contains a field
'homeaddress = country' which is labelled as C4, C5 - not to be used for targeting of any

type and or based on interest.
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Exercise complete checklist

yourLastName - Interest in Real-Time CDP

has been activated to facebook

Attempted to send "Customers in UK interested in RTCDP" to facebook, however

received policy violation message






2.2.6. 1.5 Advanced Segmentation - optional

The way that you created a segment in Module 1.3 is only one of the ways to create

audiences. Now you will be walked through an example audience that was created using
Audience Composition, a feature that provides a workspace to build and edit audiences.

First, click Audiences on the left hand side, and navigate to the Compositions tab.
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You will see that there is already an audience there for you to inspect, called "Audience

Composition- Interest in Real-Time CDP". Click on this audience.
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You can now see there are a number of actions that have been taken within this

workspace, for illustrative purposes.
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First, We started with our "Interest in Real-Time CDP" audience. Click on the box-

"Bootcamp Audience" to see the details.
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We then selected the Exclude block, which allows you to exclude specified sub-audiences
or attributes from your new larger audience. We chose to exclude an audience of those
people who had called the call centre to complain (*Call Topic- Complaint"), with the
rationale that we don't want to be communicating with these people right now.
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Next, we used the Split block type which allows you to split your new audience into
various sub-audiences. You can either split this audience based on percentage or by an



attribute. Our audience was split in half, in order to create two sub audiences to send them
and test different communications or creatives when activated.
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These two final audiences were created and saved, and can therefore be seen in the list of
audiences available to you.
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You have now finished Module One.



2. Onboarding Journey

2. Onboarding Journey

Learning Objectives

Prerequisites

* Access to Adobe Experience Platform: https://experience.adobe.com/platform
* Access to the demo website: https://dsn.adobe.com/web/gillies-8WFS

IMPORTANT!

This tutorial was created to facilitate a particular bootcamp format. It uses specific
systems and accounts to which you might not have access. If you're a participant at
the Bootcamp and need your access credentials, please contact your Adobe
representative present who will provide you with the required information.

Exercises

2.1 Visualise your customer profile in AEP

In this exercise, you'll take a closer look at the profile you created in 1. Acquisition user flow

2.2 Create a login event



https://experience.adobe.com/platform
https://dsn.adobe.com/web/gillies-8WFS
https://tvdocs.adobe.com/bootcamp-anzbank-2024/1-acquisition

In this exercise, you'll learn how to configure an event.

2.3 Create a login journey

In this exercise, you'll learn how to configure a journey and create an email message.

2.4 BONUS EXERCISE: Test the customer experience for your registration journey

In this exercise, you'll test the journey you just created.



, ., 2.1 Visualise your customer profile in
AEP

In the 1. Acquisition flow you visited the Bootcamp website, browsed different product

categories, may have been presented personalised content based on your segment
qualification and then authenticated on the website by creating an account.

In this exercise, you'll take a closer look at your profile in the Adobe Experience Platform
Ul.

In the customer profile, all profile data is shown alongside event data, as well as
existing segment memberships. The data shown can come from anywhere, from
Adobe applications and external solutions. This is the most powerful view in Adobe
Experience Platform, the true experience system of record.

In exercise 1.1 Visit the website you copied and saved the Experience Cloud ID (ECID) from

the Profile Viewer panel of the website. Now it is time to use this value to look up your
profile in AEP.

. Real Time Customer Profile HF o x

©e Documentation About  Application Services  Announcement  Complaints
Profile  Events  Offers
—
N\ o
~ |IDENTITIES
ne CDP features N\
EXPERIENCE CLOUD ID

38110597709020731151676357073083987508 from the ground up to empower B2C

\
\ |
EMAIL ible, unified profiles and tools to = o] wreanm
Alarinfls00@ditioskcom eriences to customers in real time ‘5/,/, Qe
PHONE NUMBER .J - - .
0474157167 0 Q) i

MEMBER ID

~ ATTRIBUTES

Alex Mills

GENDER

male

BIRTH DATE

ADDRESS

201 Sussex Street -- 2000
» SEGMENTS

» UTILITIES

Home Documentation About Application Services Announcement Complaints.


https://tvdocs.adobe.com/bootcamp-anzbank-2024/1-acquisition

With Adobe Experience Platform, all IDs are equally important, and every ID can be
considered a primary identifier.

Typically, the primary identifier depends on the context. If you ask your Call Center,
what is the most important ID? They will probably answer, the phone number! But if
you ask your CRM team, they will answer, the email address! Adobe Experience
Platform understands this complexity and manages it for you. Every application,
whether an Adobe application or non-Adobe application, will speak with Adobe
Experience Platform by referring to the ID they consider primary.

In the left menu of Adobe Experience Platform, go to Profiles in the Customer section and

then select the Browse tab.
NOTE: There are also Profiles under Accounts section which relate to B2B use cases, but
you will be looking at your profile in the Customer section.

= (@ rdove Experience Platform Q| Search Experience Cloud (Ctrls/) adobe-demo-americas275  ANZ Bootcamp (VAT) m #oe G
A Home Profiles @ Add dataset to Profile

3 Workflows Overview  Browse  Merge Policies  Union Schema  Computed attributes

7 Dashboards Browse profiles by merge policy and filter by an identity value (optional).

~ CONNECTIONS Merge policy (D) # identity namespace(T)

Default Timebased View Clear

4 Sources X =)

(> Destinations
I

¥ CUSTOMER

PROFILE ID FIRST NAME LAST NAME
L Pprofiles ‘_
€& Audiences

& 1dentities
> ACCOUNTS
> PROSPECTS

v PRIVACY - ~/
>

A Policies '

B Audis No profiles found.
v DATA SCIENCE

(& Services

V' DATA MANAGEMENT

t: Schemas

Q Places

a Datasets

ﬁ - < |1 of1page >
E® Monitoring

For the field Identity namespace, select ECID and for the field Identity Value enter the
ECID you copied from the Profile Viewer panel on the bootcamp website. Click View. You'll
then see your profile in the list. Click the Profile ID to open your profile.


https://experience.adobe.com/platform

e £ G

@ Add dataset to Profile

= [ rdobe Experience Platiorm Q, search Experience Cloud (Ctri+/) adobe-demo-americas-275 ANz Booteamp (va7) ([l

fy Home Profiles

F workflows Overview  Browse  Merge Policies  Union Schema  Computed attributes

€@ Dashboards Browse profiles by merge policy and filter by an identity value (optional).

v CONNECTIONS Marge policy @) * identity namespace(D) identity value (D

Default Timebased X ECID v X 3B11059770902073N51... View Clear

¥ Sources

G' Destinations

=

v CUSTOMER

PROFILE ID FIRST NAME LAST NAME PERSONAL EMAIL

A Profites

A28bT2Z2qSrNDR24IHgNUMX. Alex Mills alexmills00@outlock.com

R

€ Audiences

9 1dentities

» ACCOUNTS
» PROSPECTS

V¥ PRIVACY

A Policies

B Audits
' DATA SCIENCE

li Services

W DATA MANAGEMENT
T8 schemas

° Places

= Datasets

ﬁ Queries 4 »
EX Monitoring

< 1 of 1page >

You now see an overview of the profile attributes and linked identities for your customer
profile, such as the ECID, the identity email as well as loyalty Id and CRM Id that were
assigned to your account upon registration. Please copy and save all these identities for
use in tomorrow's hands on exercises.

= . Adobe Experience Platform Q_ search Experience Cloud (Ctrl+/) adobe-demo-armericas-275 ANZ Bootcamp (VA7) m o9 £ 0

& Home Profiles » Profile A28bT2Z2q5rjNDR24IHgnUMX
F Workflows Detail  Attributes  Accounts  Opportunities  Sourcerecords  Events  Audience membership
€7 Dashboards

Profile using merge policy Default Timebased Last modified time: 01/30/2024, 4:53 PM

CONNECTIONS
e £ Customize profile details

-E) Sources

(& Destinations
W CUSTOMER

A Pprofiles

@ Audiences
G Identities
> ACCOUNTS

3 PROSPECTS

W PRIVACY

A Policies

Audits
W DATA SCIENCE

ﬁ Services

W DATA MANAGEMENT
T2 Schemas

Q@ Places

B Datasets

ﬁ Queries

L] Monitoring

Customer profile

€y

Alex
Mills

Profile 10 @
ADBBTIZIQSINDR2AIHGRUMX

Basic attributes

Address (D)
alex.millsO0@outlook.com

Gender ®
male

Birth Day And Month &)
04-01

Number @
047415716

Street1 (D)
201 Sussex Street

Linked identities

Ecid

38110597709020731151676357073083987508
49137627614900591833604498797657803396

Emall
alex mills00@outiook com

Loyaltyld
2947155

Phone
0474157167

Userid
6153563

View identity graph

Channel preferences

@ emai v
B rush v
B8 sms v
D Phone

=

5 Commercial email

r
B Direct mail



Now that you have saved all the identities for afternoon's exercises, you can take a closer

look at other information associated with the profile.

Click on the View identity graph link at the bottom of Linked identities panel, a new tab

will open.

= [ Adobe Experience Platform

Q Search Experience Cloud (Ctri+/)

4 Home W Profiles > Profile A28bT2Z2q5rjNDR24IHgnUMX

P Workflows.

7 Dashboards

Detail  Attributes  Accounts

Opportunities ~ Sourcerecords  Events  Audience membership

Profile using merge policy Defsult Timebased Last modified time: 01/30/2024, 4:53 PM

W CONNECTIONS
+) Sources
(& Destinations.
w CUSTOMER

A Profiles

& Audiences
@ Identities

> ACCOUNTS

> PROSPECTS

W PRIVACY

A2 Polidies
Audits

W DATA SCIENCE
[ services
W DATA MANAGEMENT
t: Schemas
Q@ Places

= Datasets
ﬁ Queries
B8 Monitoring

Customer profile

(g

Alex
Mills

profile ID
A28BT2Z2q5NDR2AIHgAUMX

Basic attributes

Address ()
alex.mills00@outlook.com

Gender
male

Birth Day And Month (3}
04-01

Number (@)
047415716

sweet1 @
201 Sussex Street

adobe-demo-americas 275 AvzBootemp (i) [ i @ & G

Linked identities

Ecid
38110597 70%020731151676357073083987508
49137627614900591833604498797657803596

alexmillsO0@outiook com

Loyaltyid
294755

Phone
0474157167

Userid
6153563

View identity graph

£ customize profile details

Channel preferences

@ Email W
B oush v
B sus v
D Phone

=

% Commercial email

.I'. Direct mail

This tab will be displaying your identity graph and how all the identities associated with

your profile have been linked together. You can select the individual identities to view more

detail about them in the right rail.



= [ Adobe Experience Platform

£ Home

F+ Workflows
€A Dashboards
v CONNECTIONS
%) Sources
(> Destinations
v CUSTOMER
X Profiles
€ Audiences
@ Identities
> ACCOUNTS

> PROSPECTS

Vv PRIVACY

A policies

@ Audits
v DATA SCIENCE

& services
~ DATA MANAGEMENT
t: Schemas

Q Places

' Datasets

5 Queries

ﬂ Monitoring

Returning to the previous browser tab, go to the menu option Audience membership.

Q, Ssearch Experfence Cloud (Ctri+/)

Identities

Overview  Browse  Identity Graph

Wentity namespace(D) * dentity value@ *

adobe-demo-americas-275 ANZ Bootcamp (VA7) m

e £ G

ﬂ Create identity namespace |

email x alexmillsoo@outiook.com - Clear
Filter by the time the link was 01/30/2024, 4:53:09 Email x
+ O viewgraeh established PM
Identities  Data source O
Display name
Email
View  All(6) v of 6 identities

Value

IDENTITY SYMBOL 4 VALUE
alex.millsD0@outlook com

ECID 38110597709020731151676357073083987508
Last updated
01/30/2024, 4:53:09 PM

ECID 49137627614900591833604498797657803596

ECID ~ DATA SOURCE
Email alex.mills00@outlook.com Dataset name
userld Demo System - Profile Dataset for Website
loyaltyld 2947155 (Global vi1)
ECID loyaltyld DatasetID
Ehidkié harana) 657240c10a251428d2000202 C
Phone Email userld 6153563 schema name:

alex mills00@outlook com

Deme System - Profile Schema for Website

(Global vi.1)

> DATA SOURCE 2

You'll see all audiences that this profile qualifies for, including "Interest in Real-Time CDP"

that you were working with before.

#A Home

T+ Workflows
€A Dashboards
~ CONNECTIONS
-D Sources
G Destinations.
~ CUSTOMER
L rrofiles
S Audiences
& Identities
> ACCOUNTS

> PROSPECTS

™ PRIVACY
2{ Policies
B3 Audits
~  DATA SCIENCE
G Services
W DATA MANAGEMENT
T8 schemas
Q Places
. Datasets
&5 Queries
E® Monitoring

= [ Adove Experience Platform

O\ Search Experience Cloud (Ctrls/)

Profiles > Profile A2-vTyiFMJEXREXLtxuPwAUy

Detail  Atributes  Accounts  Opportunities  Source records  Events  Audience membership
Q
AUDIENCE NAME DESCRIPTION MERGE POLICY ORIGIN
Interest in Real-Time... Default Timebased Real-time Customer ...
Viewed Productin L... Default Timebased Real-time Customer ...
< |1 | oflpage >

adobe-demo-americas 275 ANZ Bootcamp (vA7) [
13 Audience membership
AUDIENCE ID LAST MODIFIED
Total results.
96bI9IB3-TO-4062.. 012024, 427 PM 2
STAARBCANA-A07T... 12152023, 520 PM

£ G



Finally, go to Events, where you can see entries for every experience event that has been
linked to your Profile so far, both across anonymous stage as well as since registration.
These events will include a registration event that was used by Adobe Journey Optimizer
to trigger the journey that sent you the welcome email.

= . Adobe Experience Platform Q Search Experience Cloud (Ctrl+.) adobe-demo-americas-275 ANZ Bootcamp (VA7) m o9 ’ o
# Home Profiles > Profile A2-vTyiFMJEXREXLtxuP wAUy
3 workflows Detail  Attributes  Accounts  Opportunities  Sourcerecords  Events  Audience membership
€A Dashboards
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B ViewJSON
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~ CUSTOMER
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€5 hudiences ATTRIBUTE VALUE PATH
@ 1dentities ipva 19181207 environment.ipvé
¥ ACcOUNT, type browser environment type
» PROSPECTS mobile false environment browserDetails.userAgentClientHints.mobile
¥ PRIVACY platform Windows environment browserDetails.userAgentClientHints.platform
2 olicies brand Not A(Brand environment browserDetails.userAgentClientHints brands.0.b...
B3 Audits
~ DATA SCIENCE o weburegistration
l"g Services 01/30/2024, 4:53 PM View all
~ DATA MANAGEMENT
%
t: Schemas
ATTRIBUTE VALUE PATH
° Places
ipvd N9181.207 environment.ipV4
! Datasets
N type browser environment type
ﬁ Queries
ER Monitoring mobile false environment.browserDetails.userAgentClientHints.mobile
= platform Windows environment browserDetails usesAgentClientHints.platform

Exercise complete checklist

Able to search a profile and view the profile details

Able to view the identity graph

Able to view the profile events and audience membership

Let's now build a journey in Adobe Journey Optimizer to support the registration process.



2.2.3. 2.2 Create a login event

We will now take a look at orchestrating real-time experiences.

Access Adobe Journey Optimizer through the dropdown under nine dots in top right

corner.

= [ rdobe Experience Platform adobe-demo-americas-27S  ANZ Booteamp (VAT) oo @G
f Home g Home
I+ workflows Good afternoon, Xavier! App Builder Catalog
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4 |
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DData Collection

€ Audiences

Ingesting data into Platform

Model data structures Build Audiences

Send data to dest Exchange [

B Identities Ingest data from a variety of sources Platform provides building blocks to Use audiences to tailor cross-channel Connect and activale your augiences
such as Adobe applications, cloud- describe the structure of your data as experiences to the specific interests to your destinations.
> ACCOUNTS based storage, databases, and more. a schema. and preferences of your target
customer group.
> PROSPECTS
% policies Learn more Learn more Lean more Learn more
@ Audits
~ DATA SCIENCE
l"c Services
v i AR Total schemas Total datasets Total profiles Total audiences
ﬂ Schemas
- 3 ; | ; 1 8 2
’ Datasets
& queries Audiences
ueri "
Schemas Datasets Profiles Last evaluated: 01/20/2024, 1045 AM
¥ Monitoring Last updated: 01/18/2024, 157 PM Last updated: 01/30/2024, 5:06 PM Last updated: 01/29/2024, 11:00 AM GMT+
GMT+N GMT+1 GMT+1 Next evaluation: 01/31/2024, 10:45 AM
GMT+11

You'll be directed to the Home view of Journey Optimizer. You should have automatically

landed in the right sandbox called ANZ Bootcamp (VA7) .



= Adobe Journey Optimizer Q, Search Experience Cloud (Ctrl+/) adobe-demo-americas-275

A Home
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1‘ ‘Campaigns
o Joumeys Use-cases @
B Landing pages
— FOR - I
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-D Sources
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V¥ CUSTOMER ud
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View library

|
Send emails to onbeard new
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View details Begin
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4 1.3

Create a message

In the left menu, scroll down to Administration section and click Configurations. Next, click

the Manage button for Events.

= Adobe Journey Optimizer Q, search Experience Cloud (Ctri+/) adobe-demo-americas-275
* Admin Controls
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& License Usage
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Reporting

Setup reporting data sources

You'll then see an overview of all available events. Click Create Event to start creating your

own event.
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A new, empty event window will then pop up on the right.

= n Adobe Journey Optimizer
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Unitary Account Creation Event
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First of all, give your Event a Name like this: yourLastNameLoginEvent and add a
description like this Login Event .
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Next, make sure the Type is set to Unitary, and for the Event ID Type selection, select
System Generated.
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Add a profile identifier Lo,

Next is the Schema selection. A schema was prepared for this exercise. Please use the
schema Bootcamp Web Events v.1 . Once the schema is selected you need to set the

Namespace. Choose Email (Email) .
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giliestoginEvent

defaultAccountCreationEvent

B Offers

R components
 EXPERIENCE DECISIDNING
S ttems
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nielsenAccountCreationEvent
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doranAccountCreationEvent

fauresAccountCreationEvent
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LeeAccountCreationEvent

100810
Type
Unitary
Unitary
Unitary
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Unitary

Unitary

Q, Search Expenience Cloud (3+/)

Deseriptior

Login Event

Nikelovs - Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Aceount Creation Event

Account Creation Event

Lagging inta the app

Aceount Creation Event

4 Creation date

202212024 423 PM

202212024 11T AM

2/20{202410:8 AM

211912024 11:40 PM
211972024 B:55 AM
21612024 439 PM
21312028 457 PM
113072024 533 PM.

12412024 11:49 AM

1/512024 241 PM
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Created by
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Gillies

Qlivia Gillies.

Hands-On Labs 15 - MAIANZ

Hands-On Labs 20 - MAIANZ
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Hannah Doran

Kavier Faures

Surbhi Kumar
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w02 Bootcamp (v7) ()

Edit event event!

Name % @
glliesLoginEvent]
Author
Olivia Gillies
Created
23/02/2024, 08:01:27
Descrption
Add o description
Type & @
Unitary
EBeentidtype & @
System generated
wedn @
9 joumeys

Parameters

seherra * @
Bootcamp Web Events v1
Fields # @

4 fiekds selocted

Mamespace (D

~

@ L

Email (Email)

-
<
®

Profie identtier % (D)

‘The id of the first element of the key Email for the map
identityMap

You'll see a Fields window popup, in which you need to select some of the fields that we

need to personalise the email. We will choose other profile attributes later, using the data
already in Adobe Experience Platform.



Q

v [l _adobedemoamericas27s

>

~ [ identification (identification)

~ [l core (core)

# biometricid (biometricid)

£ amid (amid)

& J365 (d365)

8 0000 o 0o

# cdid (ecid)| primary identity
£ email (email)

& emailidsha2sé (emailldsha2se)

o o o

£ gaid (goid)

g
i
e

In the object _adobedemoamericas275.demoEnvironment , please make sure to select the
fields brandLogo and brandName.

Q

~ [ _adobedemoamericas275

~ [l 4

O oo

€ brandindustry (brandindustry)

a

£ brandLogo (brandLogo)

£ brandName (brandName)

a

£ 1dap (Idap)

£ tms(tms)
~ [ identification (identification)
~ M core (core)

£ biometricd (biometricid)

OO ol o 0o

£ amid (amid)

In the object _adobedemoamericas275.identification.core , please make sure to select
the field email.



Q

~ Bl dentfication {identification)
~ M core (core)
& biometricid (biometricid)

£ amld (amid)

& d365(d365)

£ cmail (email)

€ emailidsha2sé (emailidsha2se)
& goid (goid)

2 loyaltyld (loyaltyld)

£ passportid (passportid)

Click Ok to save your changes.

Q

~ EE dentincation (identincation)
~ Ml core (core)
€ biometricid (biometricld)
£ amid (amid)

& d365(d365)

& et )

£ omail (email)

€ cmailidsha2sé (emailidSha2se)
& gaid (gaid)
£ loyaltyld (loyaltyld)

& passportid (passportid)

You should then see this. Click Save once more to save your changes.
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Name
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defaultAccountCreationEvent b

B Offers
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EB Monitoring

v CONNECTIONS

D sources

nielsenAccountCreationEvent

chunghccountCreationEvent

screwvalaAccountCreationEvent =y

doranAccountCreationEvent

fauresAccountCreationEvent =

surbhik_AppLogin

LeeAccountCreationEvent
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Type

Unitary

Unitary

Unitary

Unitary
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Unitary

Q, Search Expenience Cloud (3+/)

Deseriptior

Login Event

Nikeolovs - Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Aceount Creation Event

Account Creation Event

Lagging into the app

Aceount Creation Event

Your event is now configured and saved.
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) Sources
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~ CUSTOMER

€ Audiences
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X rprofiles
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> PRIVACY

~ ADMINISTRATION
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Events
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Name

gilliesLoginEvent

defaultaccountCreationEvent
nikolovsAccountCreationEvent v+
nielsenAccountCreationEvent
chungAccountCreationEvent L

screwovaladccountCreationEvent  »oe

sjiahccountCreationEvent
VermaAgcountCreationEvent
doranAccountCreationEvent i
fauresAccountCreationEvent o
surbhik_AppLogin
LeeAccouniCreationEvent

Unitary
Unitary
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Unitary
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Unitary
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Q, Search Experience Cloud (31

Description

Login Event

Nikokovs - Account Creation Even
Account Creation Event
Account Creation Event
Account Creation Event
Account Creation Event

Account Creation Event
Account Creation Event
Account Creation Event

Logging inta the app

Account Creation Event

4 Creation date
202212034 423 PM
2022120241 AM
2/20{202410:18 AM
211912024 11:40 PM
211972024 B:55 AM
201612024 439 PM
213/2023 457 PM
113072024 533 PM.
12412024 11:49 AM

1/512024 241 PM

+ Creation date

212212024 423 PM

212212023 NN AM

2/20/2024 10118 AM

211912024 11:40 PM
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216/20241:52 PM

2672024 10:38 AM

2312024 457 PM

1/30/2024 5:33 PM

1/24/2024 11:49 AM.

/512024 21 PM

&
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Created by
Olivia Gillies.

Olivia Gillies.

Hands-On Labs 15 - MATANZ
Hands-On Labs 20 - MAIANZ
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Hannah Doran

Navier Faures

Surbhi Kumar

Liz Lee
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Created by

Olivia Gillies

Olivia Gillies
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Hands-On Labs 20 - MATANZ

Hands-0n Labs 11 - MATANZ

Hands-On Labs 14 - MAIANZ

Hands-On Labs 13 - MATANZ

Hands-On Labs 12 - MATANZ

Hannah Doran

Kavier Faures

Surbhi Kumar

LizLee

Edit event event!

Name % @
glliesLoginEvent!
uthor
Olivia Gillies
Created
23/02/2024, 08:01:27
Descrption
Add o description
Type @
Unitary
Eeentidype & @
System generated
wedn @
joumeys

Parameters

scherra # @

Bootcamp Web Events vi

Fields % ©

4 fiekds selocted

Namespace (©

w02 Bootcamp (v7) ()

Email (Email)

Profie identtier % (D)

The id of the first element of the key Email for the map P

identityMap

Last update
2/22/2024 423 PM
22212024 NN AM
2/20/2024 1019 AM
2N9/2024 11:40 PM
2115/2024 8:5% AM
2N6/2024 £:42 PM
2N16/2024 1:52 PM
2N6/202410:38 AM
2N3/2024 4:57 PM
W30/2024 5:38 PM
1/24/2024 1:49 AM

W5(2024 211 BM

ANZ Bootcamp (VA7)

e £ 0

Last update by

Olivia Gillies

Olivia Gillies

Hands-On Labs 15 - MAIANZ

Hands-On Labs 20 - MATANZ

Hands-On Labs 11 - MATANZ

Hands-On Labs 14 - MAIANZ

Hands-On Labs 13 - MAIANZ

Hands-On Labs 12 - MAIANZ

Hannah Deran

Havier Faures

Surbhi Kumar

Liz Lee

Click your event again to open up the Edit Event screen again. Next to Fields click on the
View Payload icon eye.



= [ Adobe kumey Cptimizer Q, Search Experience Cloud (36+/) adobe-demo-americas27S  ANZ Bootcamp (VA7) @ e P8

o s G

~ IOURNEY MANAGEMENT

Edit event eventl (0]
o Compaigns Y Q 100f10
Name # (@
o Jou Name Type Deseription + Creation date Created by
glliesLoginEvent!
nding pages gilliesLoginEvent s Unitary Login Event 20222004 423 M Olivia Gillies
n L huthor
B Reports defaulthccountCreationEvent - Unitary - 202202024 10 AM Olivia Gillies Olivia Gillies
Created
v pECSION e Unitary Nikolovs - Account Creation Event  2/20/202410-18 AM. Hands-On Labs 15 - MAIANZ i o
B Offers nielsenAccountCreationEvent =+ Unitary Aeeount Creation Event 2192024 T1:40 PM Hands-On Labs 20 - MAIANZ Description
Add o description
B Companents chunghccountCreationEvent ae Unitary Accaunt Creation Event 21972024 8:55 AM Hands-On Labs 11 - MATANZ
Type & @
M ERRERIENE: Unitary Account Creation Event 201612024 439 PM Hands-On Labs 14 - MATANZ = .
S ttems
doranAccoumCrestionEvent s Unitary Accourtt Creation Event 21312028 457 PM Fannah Doran Bentidtype & @
[ configuration m
fouresAccountCreationEvent —r | Unitary Accourt Creation Event 113012024 533 PM Xavier Faures System generaied
v CONTENT MANAGEMENT sedin @
surbhik_AppLogin e Unitary Lagging inta the app 12472024 11:49 AM Surbhi Kumar r—
BE nssets
LeeAccountCrestionEvent - Unitary Aceount Creation Event 1/5/2024 201 PM Liz Lee
& Content templates Parameters
Fr
B3 Fragments schera # (D
v DATA MANAGEMENT Bootcamp Web Events v v
T2 schemas Fields * (@D
4 fiekds selocted £ o L
S atasers
Namespace (@
& Queries
Email (Email) y A5
ER Monitoring [ 4
Profie identier % ()
v conngcTions The id of the first element of the key Email for the map [
identityMap
2 Sources
. a4

You'll now see an example of the expected payload. Your event has a unique orchestration
eventID, which you can find by scrolling down in that payload until you see

_experience.campaign.orchestration.eventID .

"_adobedemoamericas275”: {
"demoEnvironment™: {
"brandLogo”: "string”,
"brandiame”: "string”
b
"identification™: {
“core": {
"ecid”: "string”,
“email”: "string”
}
}
i
"_id": "string”,
"_experience": {
“campaign™: {
"orchestration": {

—’ "eventID": "67ebade7abc88fBc62f352deasddbe3nzfa7ag21974579af3bed135a4dc537eb”
}
}
b
“timestamp”: "2018-05-29T00:00:00.0001"

}

The event ID is what needs to be sent to Adobe Experience Platform in order to trigger the
journey that you'll build in the next exercise. Save a copy of this eventID to use in the
bonus exercise to trigger specifically your own registration journey. "eventID":



"cf3482b2b40ccec5f2b6579b73214522dbcOObf911263075cd6a6884abc4dfob" (example

value)

Click Ok, followed by clicking Cancel.

Exercise complete checklist

Able to create a registration event called yourLastNameLoginEvent

Saved a copy of the eventld to be reused in the next exercise.

Congratulations! You have created your first Event in Adobe Journey Optimizer.

You have now finished this exercise.



2.3.4. 2.3 Create a login journey

In this exercise, you'll configure the journey in Adobe Journey Optimizer that needs to be

triggered when someone logs in on the demo website.

2.3.1 Create your journey

In the previous exercise, you created a new Event. You named it like this

yourLastNameLoginEvent and replaced yourLastName with yourlast name. You should

be able to see the Event you created under Configurations in Manage Events section:

[ COnen wempes

B Fragments

~ DATA MANAGEMENT
T3 schemas

2 Datasets

0 Queries

ER Monitoring

v CONNECTIONS
) Sources

(> Destinations
v CUSTOMER

€S Audiences
& Subscription lists
X profiles

& idenities

> PRIVACY

v ADMINISTRATION
& Configurations
EE) Rules

A Herts

# sandboxes
W2 channels

Jo Permissions
L

& License Usage

To start creating your journey,
to create a new journey.

= [ rdobe joumey Optimizer

Events

Y a

Name
glliesLoginvent
defaultAccountCreationEvent
nikolovsAccountCreationEvent
nielsenAccountCreationEvent
chungAccoumCreationEvent
screwvalaAccountCreationEvent
sjiaAccountCreationEvent
VermaAccountCreationEvent
doranAccountCreationEvent
fauresAccountCreationEvent
surbhik_AppLogin

LeeAccountCreationEvent

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Unitary

Description

Login Event

Nikolovs - Account Creation Even
Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Account Creation Event

Logging into the app

Account Crestion Event

+ Creation date
2/22/2024 423 PM
212212024 N1 AM
212072024 10:8 AM
211912024 11:40 PM
211912024 8:59 AM
21612024 439 PM
211612024 1:52 PM
216/202410:38 AM
211312024 457 PM
/3012024 533 PM
12412024 T1:49 AM

1/5/2024 211 PM

c

® Event“gilliesLoginEvent” was created successfully.

adobe-demo-americas-275

Created by

Olivia Gillies

Olivia Gillies

Hands-On Labs 15 - MATANZ

Hands-On Labs 20 - MAIANZ

Hands-On Labs 11 - MAIANZ

Hands-On Labs 14 - MAIANZ

Hands-On Labs 13 - MAIANZ

Hands-On Labs 12 - MAIANZ

Hannah Doran

Xavier Faures

Surbhi Kumar

Liz Lee

ANZ Bootcamp (VA7) u

Lastupdate

2/22/2024 423 PM

21222024 111 AM

2/20/2024 1019 AM

219/2024 11:40 PM.

219/2024 8:59 AM

2116/2024 4:42 PM

216/20241:52 PM

216/202410:38 AM

213/2024 4:57 PM

1/30/2024 5:38 PM

1/24/2024 11:49 AM

1/5/2024 211 PM

e £ @
o v D

Last update by

Olivia Gillies

Qlivia Gillies

Hands-On Labs 15 - MAIANZ
Hands-On Labs 20 - MAIANZ
Hands-On Labs 11 - MATANZ
Hands-On Labs 14 - MAIANZ
Hands-On Labs 13 - MAIANZ
Hands-On Labs 12 - MAIANZ
Hannah Doran

Xavier Faures

Surbhi Kumar

Liz Lee

click Journeys in the left menu. Next, click Create Journey



= u Adobe Journey Optimizer

A Home

~ JOURNEY MANAGEMENT
1‘ ‘Campaigns

° Joumeys

B Landing pages

> DECISION MANAGEMENT

EXPERIENCE DECISIONING

CONTENT MANAGEMENT

v

DATA MANAGEMENT

CONNECTIONS

CUSTOMER

V¥ PRIVACY

ﬁ Policies

B2l Requests 2
Audits

N ADMINISTRATION
2 Configurations
E3 Rules

A nerts

# Sandboxes
W3 Channels

L U

Q License Usage

Filtering by | version: Latest x

Journeys

Y Q

Name

Surbhik_TestingOD

Account Creation Journey_with Template
surbhik_TestPush

Lee- Account Creation Journey

Journey

Clear all

Q, Search Experience Cloud (Ctrl+/)

Sofs

Status. Tags
& Drofi
® Live
® Droft

® Live

® Drofi

adobe-demo-americas-275 ANZ Bootcamp (VA7) ﬂ i
2|100livejoumeys @ |
4+ Creation date Crea... Last update Last...
1/23/2024 5:46 PM Surbhi K 112312024 5:47 PM Surbhi K
1/23/2024 4:00 PM Surbhi K 1/2372024 5:37 PM Surbhi K
117/2024 3:16 PM Surbhi K 1/2472024 11:56 AM Surbhi K
1/5/20242:26 PM Lizlee  1/18/2024 316 PM Olivia Gi
1/5/20242:26 PM Lizlee  1/23/2024545PM  SurbhiK

e £ G

Create Journey
Publi... Publ
11237202 Surt
11231202 Surt

You'll then see an empty journey screen. You can hame your journey in the right hand panel
Login Journey . Click OK at top right to

using the naming configuration yourLastName -

save your changes.

# Home

~ JOURNEY MANAGEMENT
1‘ ‘Campaigns

° Joumeys

B Landing pages

> DECISION MANAGEMENT

EXPERIENCE DECISIONING

CONTENT MANAGEMENT

DATA MANAGEMENT

CONNECTIONS

CUSTOMER

V¥ PRIVACY

}2 Policies

5] Requests [4
Audits

N ADMINISTRATION
2 Configurations
3 Rules

A nerts

# sandboxes
W3 Channels
W g

Q License Usage

= u Adobe Journey Optimizer

Journey4
® Draft  Version 1 (Latest)
Q T
~ EVENTS(5)
= € Reactions

= € Audience Qualification
= 8 fauresAccountCreatio...
= (8 LeeAccountCreationE...

= &3 surbhik AppLogin

»  ORCHESTRATION (3)

> ACTIONS (6)

Q, Search Experience Cloud (Ctrl+/)

& saved just now

Select an entry event or a read audience activ

adobe-demo-americas-275

Use the palette on the left to select an entry event.
Doubie click on it or drag it into the canvas

ANZ Bootcamp (VAT) n £
A la
Journey Properties

Name *
Joumey4
Descrigtion
Add a description
Togs
Add a tag
Entrance (D
Allow re-entrance
Re-entrance wait period (@)

5

Access management labels

No labels selected

Time zone (D)

e £ G

@

Minutes v

=4

Australia/Sydney, Eastern Austral... v

Profile ime zone (D)

] use Profile time zone in waits and

conditions
Start date (D
Select a start dote
End date (@)
Select an end date

Timeout or error % (D)

30 Seconds



You will now need to use your event as the start of this Journey. You can do this by going
to the left side of your screen and searching for your event in the list of events. The
naming convention of the event was yourLastNameLoginEvent .

Select your event, drag and drop it on the Journey canvas. Your Journey now looks like
this:

= n Adobe Journey Optimizer Q, search Experience Cloud (3+/) adobe-demo-americas-275 ANZ Bootcamp (VA7) RS £ [7] f .
A Home gillies - Login Journey

N Journey = Version1(Latest) @ Saved just now ©
w JOURNEY MANAGEMENT
14 campaigns Q gilies x Y w Mt @ a @ Events: gilliesLoginEvent [0}
S . o

& 5 Cancel Save

v EVENTS (10F14) CR S =

B Landing poges
e - Label @
B fepors = 8 gilliesLoginEvent
Add a label
~ DECISION MANAGEMENT » ORCHESTRATION (3} Description
% jin Event
B Offers > ACTIONS (0 0F &) Lo
& Components
v EXPERIENCE DECIIONING 0
start 3 - N
B2 ttems
"

[E3 Configuration

v CONTENT MANAGEMENT
o Assets

B Content templates
B Fragments

™ DATA MANAGEMENT
TS schemas

= Datasets

&5 Queries

ER Monitoring
~ CONNECTIONS

) Sources

(& Destinations

.

Click Ok to save your changes.

Now let's add an Email action. Go to the left side of your screen, clear the search and open

the Actions palette, select the Email action, then drag and drop it on the second node in
your journey. You now see this.



= [ roobe joumey Optimizer Q, search Experience Cloud {3+/)

adobe-demo-americas-275 ANZ Bootcamp (VA7) EH (7] f .

& Home gillies - Login Journey

Journey = Droft  Version(Latest) Sawing in progress 2
~ JOURNEY MANAGEMENT

4 Campaigns Q 4 w + @ g @ Actions: Email
S
W Y Cancel Save
> EVENTS (3 0F 1) EE &
B Londing pages -
2 ORTHESTRATION (3) Label
Reports
B Repo Add a label
~ ACTIONS (6 OF 6]
W DECISION MANAGEMENT Desciption
i Offers R el Add a description
) Components = [@ In-app message Category
Marketing ~
" EXPERIENCE DEC = & Pwh -
st 3 £ | T
B2 ttems = B8 sMms
gliesLoginEnent Ermail Select surfoce ol
8 Configuration = A g
Review Frequency rule for the selected category and
v CONTENT MANAGEMENT = B8 Update profile channels.
o Assets
# Edit content
B Content templates
B Fragments
Tracking
w  DATA MANAGEMENT
Select the user activity you would like to track and
T2 schemas review in the email’s report
Clicks on email
= Datasets
&5 Queries Email opens
ER Monitoring
Send time optimization oo
~ CONNECTIONS
%) Sources
Timeout or emror
(> Destinations
O Add an alternative path in case of a timeout or
[

Set the Category to Marketing and select an email surface that enables you to send email.
In this case, the email surface to select is mal-hol9-0923-mktg. Ensure that the
checkboxes for Clicks on email and Email opens are both enabled.

= [ roobe joumey Optimizer Q, search Experience Clo adobe-demo-americas-275 ANZ Bootcamp (VA7) HE Y [ ]
& Home gillies - Login Journey
Journey ® Droft  Versionl(Latest) @ Saved justnow b v @
w JOURNEY MANAGEMENT
1 Campaigns Q T w + e a o Actions: Email
o3 Journeys . .
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> EVENTS (13 OF 1) 5 & =
B Londing pages
. 2 ORTHESTRATION (3) Label
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W DECISION MANAGEMENT Desciption
B Offers * B el dd a description
& Components = [@ In-app message Category
Marketing -
v EXPERIENCE DECISIONING = W Push =
3 3 E3 —
B tems = SMS
N = [np— Email mal-hol9-0923-mitg v |
[E% Configuration = A e
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W CONTENT MANAGEMENT s profie channels,
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o Edit content
B content templates
B Fragments
Tracking
W DATA MANAGEMENT
Select the user activity you would like to track and
T3 Schemas review in the email's report
® Clicks on email
= Datasets o
& queries Email opens
BB Monitoring
Send time optimization a o
~ CONNECTIONS
%) Sources

Timeout or error
(> Destinations

Add an altemative path in ease of a timeout or
P

The next step is to create your message.

2.3.2 Create your email

To create your email message, click Edit content.
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A Home

~ JOURNEY MANAGEMENT
™ Campaigns
3 Journeys
B Londing pages
B Reports

W DECISION MANAGEMENT
B Offers

@B Components

v EXPERIENCE DECISIONING
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B Content templates
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Vv DATA MANAGEMENT
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ER Monitoring
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You now see this.
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No email preview availoble
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adabe-demo-americas-275 ANZ Bostcamp (VA7)

o £ o

[ A Alents (4) | (@] simulate content

Header

From name

‘The Marketing Team

From email

holg-0923.n0-reply@ma techvaladabe com
Subject line
No email subject line defined
Body
Use the Email Designer for visual editing or uploading HTML

| # ediemaitboay ‘

While you can simply click the Subject line text field to define a static subject line, click the
Add Personalization icon person to personalise the subject line.

4
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In the text area start writing Hi
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The subject line is not done yet. Next you need to bring in the personalisation token for the
field First name which is stored under profile.person.name.firstName . In the Profile

attributes, scroll down to find the Person element and click on the arrow to go a level
deeper.
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Find the Full name element and click on the arrow to go a level deeper.
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Finally, find the First name field and click on the + sign next to it. You'll then see the
personalisation token appear in the text field.

G
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Next, add the text , Thank you for logging in! Click Save.
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1 Hi {{profile.person.name.firstName}}, Thanks for logging in!
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1
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You'll then be back here. Click Edit email body to create the email's content.
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Email @

The Marketing Team
Fram: hals-092kno-reply@mal techvaladobe.com

Hi {profile.person.name firstName}}, Thanks for logging in!

No email preview available
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From name

The Marketing Team

From email

hol9-0923.no-reply@maltechvaladobe.com
Subject line

Hi {{profile personname firstName}), Thanks for loggingint~ « | | [

Body

Use the Email Designer for visual editing or uploading HTML

# Editemail body

~

In the next screen you will be prompted with 4 different methods to provide the email's

content:

* Design from scratch: Start with a blank canvas and use the WYSIWYG editor to drag
and drop structure and content components to visually build up the email's content.

e Code your own: Create your own email template by coding it using HTML

e Import HTML: Import an existing HTML template, which you'll be able to edit.

e Select design template (below the rest): with tabs for Sample Templates & Saved
Templates

You can click the Saved Templates tab under Select design template, select the template
Bootcamp Email Template.



Create your email Cancel

0\
2 , )
+ 5 <\ C
S b . ™~
Design from scratch Code your own Import HTML
Total design freedom. Get the full access to the Visual editor capabilities. HTML skills required: Visual editor functionalities will be limited in this mode, Get your email quickly ready. Visual editor functionalities will be limited in this mode.
Select design template ©
Q, Sortby Last modified v
Pl Saved
Name Date created Last modified
Bootcamp Email Template 1/18/2024, 314:03 PM /2412024, 4.29.05 PM

Then click Use this template

Select design template

Bootcamp Email Template

o Experience Makers
Bootcamp
.5
Hi
Cor if you receive thi il, you've and logged in {o the
bootcamp website and app!

This now concludes the hands on lab exercises for Day 1.

Tomorrow we'll explore how we connect the digital to the physical world and omni-channel
analytics.

£ Have fun! >
Cheers
The Experience Makers Bootcamp Team

ROOTC

You'll see this Bootcamp email template:
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Hi {{profile.person name firstName}}, Thanks fo...
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bootcamp website and app!
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s o Sl g This now concludes the hands on lab exercises for Day 1.

i 2
== 32 column Tomorrow we'll explore how we connect the digital to the physical world and omni-channel
analytics.
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Cheers
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i @ Button
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At any point in time, you can reset your email template by clicking the ... More button
and selecting Reset email to clear the template and restart the design from scratch
or Change your design to restart by selecting the same or another template.

- Email Designer ‘ 100% v} E_D T:®: I'm Simulate Content I"

Hi {{profile.person.namefirstName}}, thank yo...

- Reset email |
Components Ex . Mak M Save as fragment E
[ I [-] rience Viakers
=] ‘ Q Hi] E Bo‘:cam _/— ¥ setings | SVichto code edior
= ” P "_b Change your design
= prehoodar @
e Structures 0] ——— = Saveas content template - E|
Export HTML pi=J
& § w1 column ‘
gr B wes i2coumntet Hi bt
§ me= 13 column Left Thank you for registering for the Experience Makers Bootcamp. You've successfully completed
Exercise 2!
§ === 29 column Right
For all the hands-on exercise, visit this website. On Day 2, we'll explore how do we connect the
E smem  22column ‘ digital to the physical world and omnichannel analytics using Customer Journey Analytics.

After selecting the Change your design option, you will need to confirm your choice
by clicking the Change template button.

Choose a new template?

Are you sure you want to change your template?
This action willdefete and replace the current content with the one from the new template:




Let's personalise the email. Click next to the text Hi and then click the Add
Personalization icon person in a frame.

Email Designer

Hi {{profile personname firstName}}, Thanks fo...

Components

Structures

0 === 11 column

EERE NN N - |

i me 12 column Left
I mem 13 column Left
i wmm 2 column Right
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Experience Makers
Bootcamp

Congratul&¥gns if you receive this email, you've successfullifregi
boolcamp webhjte and app!

This now concludes T hands on lab exercises for Day 1.
Tomorrow we'll explore how we connect the digital to the physical world and omni-channel
analytics.

Have fun!

Cheers

The Experience Makers Boolcamp Team

@] simulate Content o, | More

Body » Text
o

Settings  Styles

DISPLAY OPTIONS

Show on all devices

Next, you need to bring the First name personalisation token which is stored under

profile.person.name.firstName . In the menu, find the Person element, drill down to the

Full Name element, and then click the + icon to add the First Name field onto to expression

editor.



Edit Personalization

& Profile attributes
& Audiences
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Click Save.

Profile attributes
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You'll now notice how the personalisation field has been added to your text.
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Experience Makers
Bootcamp

Hi[{{profile.person name.firstName}y | mm—

Congratulations if you receive this email, you've successfully registered and logged in to the
boolcamp website and app!

This now concludes the hands on lab exercises for Day 1.

Tomorrow we'll explore how we connect the digital to the physical world and omni-channel
analytics.

Have fun!
Cheers

The Experience Makers Bootcamp Team

@] simulate Content )|+ More

Body » Text
T |

Settings  Styles

DISPLAY OPTIONS

Show on all devices

Save

To be able to later verify that the email received is indeed the one you set up, feel free to
add your last name or initials in the copy of the email.

Click Save to save your message.
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Go back to the message dashboard by clicking the arrow next to the subject line text in

the top-left corner.
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You've now completed creating your registration email. Click the arrow in the top left

corner to go back to your journey.
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The Marketing Team
From: hol9-0523 na-reply@malechveladobe.com

Hi {profile.person.name firsthame}}, Thanks for logging in!

-] Experience Makers
Bootcamp

Hi {{1-- [acr-start-expr-field] --}}(profile.person.name firstName)}{!-- [acr-end-expr-field] -}
Congratulations if you receive this email, you've successtully registered and logged in to the

bootcamp website and app!
This now concludes the hands on lab exercises for Day 1.

Tomorrow we'll explore how we connect the digital to the physical world and omni-channel

analylics.
Have fun!

Cheers

The Experience Makers Bootcamp Team

il alabel Login and click Ok.
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2.3.3 Publish your journey

You can now publish your journey by clicking Publish.
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The Marketing Team
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Body
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# Editemail body ]
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Click Publish again to confirm you want to publish your journey.

Publish a journey version

Are you sure you want to publish this journey version?

You'll then see a green confirmation bar saying that your journey is now Published.
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Exercise complete checklist

Able to create a journey called yourLastName - Login Journey

Able to design the journey by draging and dropping the Event and Email activities in
the journey canvas

Able to create and personalise your email template

Successfully published your journey

Congratulations! You have created your first journey.

You have now finished this exercise.



2.35. 2.4 Trigger your journey

Customer journey flow

In exercise 1.2 Create an account on the website you received a welcome email as part of
the general journey triggered by the general registration event. Now that you have created
your own login event and your own login journey, you have the opportunity to test these in

action.

Return to the demo website: https://dsn.adobe.com/web/qillies-8WFS

NOTE: This web site is a demo site whose access is limited to the bootcamp
attendees. When clicking on the link, you will need to log in with the Experience
Cloud ID you were provided.

Click the Sign in button in the top right corner of your screen.

o
mwﬂ Home  Documentation  About  Application Services ~ Announcement  Complaints

‘W\‘\\

Gy Experence Makers
Bosteamp Home About lication Services Announcement Complaints



https://dsn.adobe.com/web/gillies-8WFS

You now need to input the eventID of your custom event that you created in exercise 2.2
Create a login event. You may have saved it earlier or you can find it here:

"_adobedemoamericas27s”: {
“demoEnvironment”: {
"brandLogo”: "string”,
"brandame™: "string”
b
"identification™: {
"core": {
"ecid": "string”,
“email”: "string"
}
}
in
"_id": "string”,
"_experience”: {
“campaign”: {
"orchestration”: {
“eventID": "67ebade7abc88fec62f352deasddbe3nzfa7ad21974579af3bed135a4dc537eb”
}
}
b
“timestamp”: “2018-85-29T00:00:00.0007"

}

This event ID is what needs to be sent to Adobe Experience Platform in order to trigger the
exact journey that you have built. The eventID in this example:

"67eba9e7abc88f0c621352de494db6302fa7a821974579af3be4135a4dc537eb" (example
value)

Fill out the eventID in the field Journey Event Id, then sign in using the email address and
password you registered with in exercise 1.2 Create an account on the website earlier
today. Click Signin.




’ Experience Makers Hom About Services
Signin
Joumey Event
f3c20 Sel Oel 3337ad1657a0
Email
gillies+20240222@adobe.com
Password
ED coneonscom
S Experience Mskens
’ Soctcamp Home Documentation  About  Application Services  Feedback

Naturally the necessity to enter a precise event ID through a form interface is only so
that we can make sure every Bootcamp participant can send the login event to their
exact journey. In real situation there would only be one login event sent from your
website to Adobe Journey Optimizer and it would not need to be specified in the
form interface.

You should now receive the email you created yourself as part of exercise 2.3 Create a
login journey



& External Hi Olivia, Thanks for logging in! L S & ~

O The Marketing Team <hol9-0923.no-reply@mal.techvaladobe.com> Today at 5:24 pm
To: gillies+20240222@adobe.com

EXTERNAL: Use caution when clicking on links or opening attachments.

o Experience Makers

Bootcamp

)
BY

L

Hi Olivia

Congratulations if you receive this email, you've successfully registered and logged in to the
bootcamp website and app!

This now concludes the hands on lab exercises for Day 1.

Tomorrow we'll explore how we connect the digital to the physical world and omni-channel
analytics.

Have fun!
Cheers

The Experience Makers Bootcamp Team

., o .

™ A A 7/ A AR

Exercise complete checklist

Able to login on the Bootcamp web site

Have received the login email

Congratulations! You have now completed all exercises from Day 1.



Module 2

Introduction to Module 2

In this section we will start with a quick re-cap of Module 1.

Hopefully by now you understand the unified customer profile is at the heart of digital
transformations that integrate digital and physical touchpoints seamlessly to deliver
omnichannel customer experiences. We will finish with Customer Journey Analytics which
can access data sets ingested into Adobe Experience Platform such as call centre, CRM
data, campaign and response data coming from direct marketing channels, on-site
interaction data etc. You will get a taste of having a rich set of data at your finger tips and
start analysing the data with some hands-on exercises.

» 3. Digital x Physical

o 3.1 Personalisation in the call centre

e 4. Customer Journey Analysis

4.1 Get familiar with the CJA Ul & Person centric Insights
4.2 Use case: Call centre deflection

4.3 Use case: Cross channel attribution

4.4 Put insights into action

o

(o]

(o]

[e]




3. Digital x physical
3. Digital x Physical

Learning Objectives

e Understand how the customer profile can be leveraged across both digital and
physical channels.

e Understand how Offer Decisioning application service can be used to impact real-life
customer journeys.

Prerequisites

e Access to Adobe Journey Optimizer: https://experience.adobe.com/journey-
optimizer/home

e Access to Adobe Experience Platform: https://experience.adobe.com/platform

* Access to the demo website: https://dsn.adobe.com/web/gillies-8WFS/home

e Access to the CX app: https://dsn.adobe.com/cx2/gillies-OVNT

This tutorial was created to facilitate a particular workshop format. It uses specific
systems and accounts to which you might not have access. Even without access, we
think you can still learn a lot by reading through this very detailed content. If you're a
participant in one of the workshops and need your access credentials, please
contact your Adobe representative who will provide you with the required
information.

Exercises
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3.1 Personalisation in the call centre

In this exercise, you'll see how a call centre experience can be optimised based on the
intelligence of Adobe Experience Platform.



3.2.2. 3.1 Personalisation in the call centre

Now that we have seen website interactions & mobile app interactions enriching the
customer profile, let's see how we can enrich it further by bringing in the call center
interactions.

Front line systems and teams like call centre, in store, are often disconnected or remain in
silo from the rest of the digital customer journey resulting in poor customer experience.
With the right policies and applicable content captured we can connect these channels for
a true omni-channel experience. Whether that's informing a call centre representative of
the customer's journey up until the call, inclusive of website interactions which happened
moments before and/or adjusting the onsite experience based on a call centre
conversation telling us the customer needs more service support vs xsell/upsell
messaging.

3.2.1 Example use case

e.g. A superannuation customer while calling to enquire on consolidation of super
accounts, also asks about First Home Super Saver Scheme given they are thinking about
buying their first home, this is a critical information that can then be passed to AEP and
can be used to further to tailor the customer experience and provide more relevant
information across channels.

3.2.2 Exercise

Keeping to the theme of being truly multichannel, in this exercise we'll see how we can
leverage the same Adobe Experience Platform data, segments, profiles beyond the digital
interactions. In this exercise:

1. Let's see, how we are able to pass digital interactions context to the call center
system for the call center agent to have more relevant conversation.

2. We'll simualte a call ceter call to the customer & capture key customer interactions
provided during the call and view the details back in Adobe Experience Platform.

We've created a demo CX app that we'll use for the purpose of this exercise. In real life,
AEP RTCDP will integrate with your call center systems like Genesys, Twilio etc.

Demo CX app - https://dsn.adobe.com/cx2/gillies-OVNT



https://dsn.adobe.com/cx2/gillies-OVNT

3.2.3 Customer Journey Flow

Scenario 1:

After browsing through the products on the website, the customer wants to call the call
centre to ask about a product. When they call the call center, this is what the call center
agent can see:

1. Go to the CX app https://dsn.adobe.com/cx2/gillies-OVNT
2. Enter your email address (as a customer - email address that you'd have used to

register to the bootcamp website in Exercise 1.2 & not the Experience Makers hands
on exercise email)

3. On top under the Customer Touchpoints section, you can view the latest
interactions from what was done on the app and the website. These are the details
that the call center agent will see about the customer so that they can have a much
more meaningful conversation.

Load profke
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4. If you scroll down further, under the Recommended offers, the call center agent can
access the offers to be presented to the customer. This is powered by Offer decisioning
which we’ll cover in the next section.

How does this all work: In the backend, we have connected this CX app with AEP RTCDP
using a HTTP connector. E.g., If you're using Genesys or Twilio call centre system, AEP
RTCDP can integrate with them to pass & get relevant information. Details of Genesys and
Adobe Experience Platform can be viewed here.

Scenario 2:

After browsing through the products, a customer has submitted a form on the website to
request a call back. The call center agent calling the customer back, can view all these
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details as seen in Scenario 1. Now let’s simulate a call to the customer using the CX app.
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1. After logging in to the CX app - In the top '‘Contact Profile' section, select Phone call

2. Click Start call to start simulating a call to the customer.

3. During the call, a customer rep/call center agent can log details on the call. Under the
Log call details section, you as a customer rep can log the call details.

1. Select a 'Call topic' from the drop down - Select any topic from top 3 -
Promotion, Invoice Questions or Complaint.

2. Drag the 'Call sentiment' to whatever you like - positive or negative.

3. Add ‘demo requested’ in the comments section.

4. Click Submit

4. Click End call to end the call simulation.

5. [This step 5 is optional] You can scroll down further to update the survey as a
customer and submit. This information will also be passed to Platform. In real life,
Platform can integrate with any of your Voice of customer systems like Medallia,
Qualtrics.

Let’s go back to AEP and see how these details from the call have been passed to the
platform. Go to Adobe Experience Platform tab and to Customer- Profile

1. Select Email as the Identity Namespace and enter the email address (as a customer,
not the Experience Makers hol login) that you've used to create the bootcamp profile
and in the call center. Click on the Profile ID - this will take you to the customer
profile in platform.
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3. Go to Events tab and check if the call center events have come through. We can now
use these details to create segment/audience and target further as we did in our

previous exercise on Day 1.
4.
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5. Go to the Audience Membership tab, and see the audiences you've qualified for

based on the call center interactions. These segments were pre-built.
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Exercise complete checklist

Able to view the customer details in the CX app in the customer touchpoint section
Simulated a call and entered the call topic, sentiments and ended the call

Able to view the call details in Adobe Experience Platform Profiles - Events



4. Customer Journey
Analysis

4. Customer Journey Analysis 101

In this user flow, you will get hands-on experience with the Customer Journey Analytics
application service.

Learning Objectives

e Become familiar with the Customer Journey Analytics Ul

* Use Analysis Workspace to get insights
o At a person level
o Analyse the customer journey beyond digital channel
o Attribute non digital interactions to a proper campaign

e Put Insights into Action via RTCDP or AJO

Prerequisites

* Access to Adobe Experience Platform: https://experience.adobe.com/platform
e Access to Customer Journey Analytics:
https://experience.adobe.com/platform/analytics
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This tutorial was created to facilitate a particular bootcamp format. It uses specific
systems and accounts to which you might not have access. Even without access, we
think you can still learn a lot by reading through this very detailed content. If you're a
participant in one of the bootcamp and need your access credentials, please contact
your Adobe representative who will provide you with the required information.

Overview of CJA

Customer Journey Analytics (CJA) allows you to analyze your customer's
behaviour/journey across channels using any data available to you in Adobe Experience
Platform, leveraging the power of Analysis Workspace for rapid insights. Customer Journey
Analytics lets you control how you connect your online and offline data in Analysis
Workspace on any common person ID. The capabilities within Customer Journey Analytics
deliver context and clarity to the complex multi-channel customer journeys. The provided
context generates actionable insight into how to remove pain points from the customer
conversion process and deliver positive experiences in the moments that matter most.

Common Use Cases
Types of insights that you can get with CJA:

1. Call center deflection: | need to understand which digital experiences can be
improved to reduce the calls to our call center.

2. Cross Channel Attribution: | need to understand & attribute successes from any
digital or non-digital interaction to the proper campaign

3. Improve NPS by integrating voice of the customer data: | need to understand where
in the journey were the customers when they gave the score; Understand the context
to identify pain points and optimise.

4. Combine my Adobe Analytics report suites: | want to combine data from my different
Adobe Analytics report suites & visualise customers journey across devices & brands.

Have a look at this video to understand the value, customer journey and configuration
process:

{% embed url="https://video.tv.adobe.com/v/327188?learn=on&quality=12" %}

Overview of Customer Journey Analytics can be found here and this link provides a

comprehensive learning journey to introduce you to Customer Journey Analytics (CJA).
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Understand the Customer Journey Analytics
workflow
Before starting the next exercises it's key to understand what steps are needed to bring

data from Adobe Experience Platform into CJA in order to visualise it and get some deep
insights. It's what we call CJA Workflow and will be covered by a live demo.

e Prepare data schema
» Where: AEP

e Create dataset based on schema
e Where: AEP

e Create Connections between platform and CJA
e Where: CJA

e Create Data Views
e Where: CJA

e Prepare Workspaces and Reports
e Where: CJA

Step 1& 2 : Get data into Adobe Experience Platform

Step 3: Create a CJA connection- A CJA connection allows you to combine multiple
Experience Platform datasets into a single analysis environment in Analysis Workspace.
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Step 4: Create CJA data views - Data views sit on top of your connections and act as

a metrics layer for your data. They give you a consistent view of dimensions and metrics
with the right transformations applied in just the right way so that anyone accessing data
through CJA can speak the same language and use the same data

In Data views, you can use Derived Fields, to retrocatively apply complex data changes on-
the-fly, without the need to rewrite or reingest the data.
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Step 5: Analyse in CJA workspace projects.
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https://docs.adobe.com/content/help/en/analytics-platform/using/cja-dataviews/create-dataview.html
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4.1 Get familiar with the CJA Ul & Person centric Insights

Learn all about the Customer Journey Analytics Ul & Person centric insights.

4.2 Use case: Call center deflection insights

Learn about omni channel insights, analyse top pages that led to calls.

4.3 Use case: Cross Channel Attribution

Learn about how to apply different attribution models and see the impact on non-digital
channels.

4.4 Put insights into action

Learn how to take your insights in the form of an audience into action using Real-Time CDP
and Adobe Journey Optimizer.



4.1 Get familiar with the CJA Ul &
Person centric Insights

Exercise;

In this module you will familarise yourself with the Customer Journey Analytics (CJA) Ul
and how you can start to analyse data at a person level.

Access CJA

Click on the 9 dots on top right and select Customer Journey Analytics.
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Introduction to the Ul
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4.1.1 Create a new workspace project
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Learn more



1. Create a new workspace project

Q, Search company reports Sort: Alphabetical ~ DETAILS

Analysis Workspace
Blank Workspace project

Create a blank Workspace project.

Guided analysis (1)

Funnel Impact
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2. The left side rail contains the Panel menu (where new panels can be dragged to the
project), the Visualisation menu (where visualisations can be dragged to a panel), and
the Components menu (where Dimensions, Metrics and Filters are found and can be
dragged to the panel visualisations). Ensure that the cID Release 5 (Novi5 - Jan
15, 2024) is selected in the Data View selector
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4

3. Set Reporting Date Range to Nov 15 2023 - Jan 15, 2024 from table below and click
Apply.



. Customner Journey Analytics
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4. Drag the Week dimension from the Components menu and drop it into the Freeform
Table visualization in the Panel.
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5. Drag the sessions andthe people metric from the Components menu and add
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41.2 Add a line visualisation

1. Click on Visualisations in the left menu and drag the Line visualisation to the
Dashboard panel above freeform table.
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2. LThe Line visualisation will automatically connect to the data table closest to it andW|II
visualise the dimensions and metrics in that table. The dimension is the x-axis and
the metrics are trended. You can click individual metrics to disable them in the
visualisation.
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3. You can adjust the settings of the visualisation by clicking on the“éog icon at the top

right.
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from your data by clicking the Al icon in the top right.
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41.3 Add afilter

In CJA, your events will be linked to your profile (at least for offline event and logged in
session), so you can use your CRM data to filter your data.

B customerloumey Analytics Workspace  Connections

<

1. Search for country

in the left panel.

2. Press Shift & Click on the ">" icon just right of Country and drag it to the filter
section . This will create a drop down of different countries that you can filter the

metrics on.
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4.1.4 Save your project

1. Now would be a good time to save this Project so we don't lose any of our work.

2. Click on Project and then Save, or Control/Command S to open the Save Project
window.

3. Name the project <your lastname>_ DataBootcamp and select Company Folder to

store itin. Then click to Save the project.
4. Click Save Project.

Exercise Checklist:

Able to drag & view Sessions & People by Wweek in Analysis workspace

Able to save your CJA project as <your lastname>_ DataBootcamp

Congratulations! You have created your first CJA project!



4.2 Use case: Call center deflection

e insights

Exercise;

Use case: Call center deflection - | need to understand which digital experiences can be
improved to reduce the calls to our call center. e.g. Understand what pages drove the calls
to the call center.

For this exercise, we'll analyse the top call reasons to the call center and use the flow
visualtion to understand what were they doing on other channels before calling the call
center.

4.2.1 Understand the top call reasons to the call
center

1. Add a new blank panel to our dashboard by clicking the + icon at the bottom of our
dashboard.
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2. Ensure that the CID Release 5 (Novl5 - Jan 15, 2024) is selected in the Data View
selector and the reporting date range is Nov 15 2023 - Jan 15, 2024. Then select the Flow



visualisation from the options presented.
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Notes on Dimension configuration:

© 2004 Adobe. All Rights Reserved

e Dropping a dimension as the Entry point will show the top first values seen in that
dimension either at a Session or Person level

* Dropping a dimension as the Exit point will show the top last values seen for a

dimension at a Session or Person level

* Dropping a dimension or a dimensional element in the middle will show you how often
that element is the entry or exit, as well as the top elements a person saw prior or

after from a pathing perspective. This can also be configured at the Session or

Person level.

3. Drag the FSI_RetailBank_CallReason dimension and drop it in the Exit drop zone.

Then click Build.
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4.2.2 Understand which pages drove the calls
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One very powerful capability the Flow visualization supports is the ability to mix and match
the dimensions being used.

1. Drag the FSI_Retail Bank_Pages dimension and drop it to replace the left most
column of the flow visualisation. The result is a view into the top pages customers



interact with prior to a call, broken out by call type:
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2. Drill into any of the pages to see what customers interact with prior to that on their path
to a call. We can see many customers are visiting the self help forums and still not finding
an answer before calling in to the call center with an Application Issue. There could be
value in running some optimisation tests on those pages.
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6. Finally hit Ctrl/Command S to save your project.



Save changes to shared project F'y

You are about to save a praject that is shared with others. When they access.
this project, they will see the changes you have made. Select "Save” if you
want to update the project for all users. Select “Save As” to create a copy with
your changes.

This can be very powerful in understanding customer journeys across channels. Other use
cases could be to analyse how are customers moving across different channels or post a
campaign click.

Exercise complete checklist

Able to view the top call reasons to the call center

Able to find the top pages leading to the calls. (This insight can then be fed back to
the digital team for any optimisation)



aa 4.3 Use case: Cross Channel
~ Attribution

In most cases people think of measuring the influence of marketing touches on driving
conversions when talking about attribution. Attribution 1Q supports this use case very well,
but it can also be used for many other use cases. When used in CJA we can measure the
influence that any data point has on driving an event of interest, for example, measure the
influence of web pages on driving calls.

Exercise:

In this exercise we will use CJA to understand how your marketing campaign (email,
Facebook, etc) impact your online applications, but also applications that may have been
completed offline in a branch or via the call center. As those events are not directly linked
(several days can pass between a marketing campaign and an application), we need to
define the attribution method.

4.3.1 Analyse the application submission by
Marketing channels

1. Add a new blank panel to our dashboard by clicking the + icon at the bottom of our
dashboard.
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2. Ensure that the CID Release 5 (Novi5 - Jan 15, 2024) is selected in the Data View

selector and the reporting date range is Nov 15 2023 - Jan 15, 2024. Then select the
Freeform visualisation from the options presented.
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3. Drag & add the dimension Marketing Channel to your freeform.
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4. Now take the application_completed metric and replace the default events metric in
your freeform.
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5. You can see we now understand better which marketing channels are attributing to our
application submissions. But the data we have in CJA is not just online data, we are also
collecting application submissions from offline channels such as the Call Center. Let's
break down the submissions here by Interaction Channel. Click into the Interaction
channel dimension and select (control + select) just the Website, Mobile Web and Call
Center and drag them under the application completed metric.
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You can see we have applications completed on web and mobile web attributed to our
marketing channels but not from the call center. This is because we use Last Touch
Session attribution here, meaning we will consider that any submission is only due to the
last communication your customer received within the same session. But maybe the call
happened outside of the standard session time, or what if the customer received multiple
communications. Let's see how values change based on the attribution model.

4.3.2 Apply the algorithmic attribution model

1. Click on the tool icon in your application_completed column. Then select to Use
non-default attribution model.
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2. Select Algorithmic , and define lookback windows at 30 days. By doing this, CJA will
automatically calculate revenue by comparing conversion of people who have received this
communication and people who haven't to determine what is the impact.
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We can see now that multiple marketing channels have been influencing not only the online

coversions but those completing offline also. Providing a more wholistic picture of the
impact your marketing actions are having.



Exercise Complete Checklist

Able to view application completed by different marketing channels

Able to change the attribution model to view the impact of marketing campaigns on
non digital channels

Congratulations, this completes the exercise on Attribution



3.3.5. 4.4 Put insights into action

Publishing audiences provides a clear way to activate and to take action on insights found
within Customer Journey Analytics. These actions might include:

e Using the audience for a journey in Adobe Journey Optimizer.

e Exporting the audience to a 3rd-party through a CDP destination.

e Enriching the Real-time customer profile with useful attributes derived from event-
based data in Customer Journey Analytics.

The audiences you create in Customer Journey Analytics do not have to be based on
datasets enabled for profile. You can ingest historical data into Experience Platform
without enabling associated datasets and schemas for profile. Then use these datasets to
discover relevant audiences in Customer Journey Analytics and publish these audiences to
Real-time Customer Profile in Experience Platform for activation purposes.

Exercise:

In this exercise, we'll use the application fall out audiences to be shared in AEP for
activation via CDP or AJO.

4.4.1 Understand the drop off point for applications
to open an account

The Fallout visualisation is great for understanding customer paths when there are specific
points or events you want to account for. For example, measuring which customers are
starting a journey such as an application to open a new account or credit card, and
understand where they drop off.

1. Add a new visualisation to your dashboard by clicking the + icon inside the panel at
the bottom. Select the icon that looks like a Funnel



(B customer oumey Ansiytics Workspace  Connections ~ Dataviews Components Tools  Labs

. HI:IIL Dashboard - 06 77

Project Edit Insert Components Share Help

sdobedemoamenicas2is 1 @ AP L]

[0 = cDRelease 5 (NowiS - Jan 15,20..
®  Flow
il Q, FsIReta X
- Ends with: & FS|_RetailBank_CallReason | Flow container: People | Repeats: OF | First/last occurence Imiting: On - ##
= FSI_RetailBank_CallR... (.. >
L4 Fsi_Retail_Bank Bro... (.. ¥
Fsi_Retail_Bank_Pages (6.. b pan & S,
Fsi_Retail_Bank_Acco... (. > ——, e
Fsi_Retail_Bank_Cam... .. > 2 el
forums 3
Fsi_Retail_Bank_Acco... (. \ 2724 By’
t: .
Fal_Retil_Bank Acco.. [ 3 b ol AN &
\ 2244 by i -
SacEiier. 5 ° 2o
o fhd one i T open an account: /gé'
Telco_Cell_BrowseCat... (.. » 2085 e P
Gow_State_BrowseCat.. (. > articles
1693
Auto_Vehicle_Browse... (.. > +187 more g &
Fsi_investment_Bank... (.. » - — X
B52B_HiTech_BrowseC... (. 3 /
Health_insurance_Br.., (.. > B ovoal 2T F "N
Em Q0+ s 5 oeeomm
BrowseCategorylD ($45dd... >
[+
Custom3_BrowseCate... (..
Travel_Hotel_Browse... (.. 3 e
Travel_Airline_Brows... (.. » Help  Language: English 1D 2024 Adobe. All Rights Reserved
(S Pl

The fallout will start with all people. It then requires you to add the touch points in the
process that you want to measure fall-through on as well as fall-out for.

® Fallout
All people
M 2,575,681
All People
-100.096
2,575,681 peaple %
Add touchpoint ~

[+

2. From the Components menu, drill into the values for FSI_RetailBank_Pages and search
for open.

e Drag open an account: step 1 into the Add Touchpoint drop zone, just under all
people
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3. Repeat the process for open an account: step 2 and open an account: thank you

4. Rename your fallout to Application abandonment (click on Fallout & rename)
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5. Finally hit Ctrl/Command S to Save your project.

Pl



Save changes to shared project F'y

You are about to save s praject that is shared with others. When they access.
this project, they will see the changes you have made. Select *Save” if you
want to update the project for all users. Select “Save As” to create a copy with
your changes.

This is a great way to understand if your application process is too complex and need to be
optimized.

4.4.2 Create an audience from the fall out

1. Looking at the fallout report, we can see the number of people who fell off the
journey at step 2.
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2. Right click on the fallout and select to Create an Audience from Selection
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4. Finally, click Publish.
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4.4.3 View your segment in Adobe Experience
Platform

Click on the View in AEP - green box at the right hand side bottom screen (above
screenshot). This will take you to Adobe Experience Platform. Change Sandboxe to HoL
CJA 2023 (for the purpose of this bootcamp, this is the sandbox where the CJA data was
loaded).
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Search for your audience - your audience is now visible in the Audiences Screen and ready
to activate via a CDP Destination or in a Journey or Campaign from Adobe Journey
Optimizer.
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Exercise Complete Checklist

Able to create & publish an audience from CJA fall out chart

Able to view the audience in AEP for further activation

You have now seen how insights determined from looking at historical behaviour in
Customer Journey Analytics can also be used to activate across your marketing
destinations and channels.



