I
THE CONFERENCE BOARD @

How COVID-19 Is Spurring an Al-Driven Digital Experience
September 30, 2020




Today’s Presenters

TN Mike Moran

" Program Director, Digital

Leadership &

Transformation Council

and Digital Marketing

; Strategy Council;

; Senior Fellow, Marketing
& Communications Center
The Conference Board

Denise Dahlhoff

(Moderator)

Senior Researcher,
Consumer Research
The Conference Board

Tim Peter

Program Director,
Digital Leadership &
Transformation Council
and Digital Marketing
Strategy Council

The Conference Board

2  © 2020 The Conference Board, Inc. | www.conferenceboard.org



CPE (NAsBA)

v Type your full name and email address in the space provided
v" Click ‘ok’ for 3 popups that occur during the program

v’ Stay online for the entire webcast

v’ Credit available for participation in live webcast only

The Conference Board is registered with the National Association of State Boards of Accountancy (NASBA) as a sponsor of

continuing professional education on the National Registry of CPE Sponsors. State boards of accountancy have final authority on
the acceptance of individual courses for CPE credit. Complaints regarding registered sponsors may be submitted to the National
Registry of CPE Sponsors through its website: www.learningmarket.org.

3 © 2020 The Conference Board, Inc. | www.conferenceboard.org



Topics we will discuss on today’s webcast

o2 & i

“-—

Al in marketing Improving customer Implementing Al
experience for business
iImpact
» Al use for customer o « Marketing talent and
experience/marketing » Consumers’ attitudes about collaboration
puljzEss personalization  Balancing high tech
- Benefits of using Al * Preserving data privacy with high touch:
while personalizing integrating human

« Changes by COVID-19 _ :
« Al-based customer service touchpoints

* Improving websites
« Measuring business impact
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Main uses of Al for marketing: better targeting and
personalization

Usage of Al

Better profilingand targeting of customers || ENGNGNGKGKKNKGNGEGEEEEEEEEEae
Personalized content on website ||| GGG
Tracking customer journey across channels ||y
Personalized email messages || EGNKNKKKKNEGEGEGEGEGEe
Social media listening and analysis ||| Nk
Customer service/engagemt,, indl. text messgs. ||| NG
Automated filling in of forms || Y Number of
responses

-5 5 15 25 35 45
m Currently m Within next two years

Source: Customers Are Changing, and So Should Marketing, The Conference Board

Question (Q10): For which marketing purposes do you/your company currently use Al? For which do you expect using it within the next two years? (Select
all that apply.) “None of the above” and “other” responses not displayed above. N = 82 marketing executives.
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Globally, 44% are willing to sacrifice personalized
messages and offers, but only 30% would sacrifice free
content and apps

Willingness to give up free or personalized content
if no personal data was collected

- @= Probably/definitely WILLING to give up PERSONALIZED messages, offers, experiences
- 8= Probably/definitely WILLING to give up FREE content, apps, etc.
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Source: Consumers' Attitudes about Data Privacy, The Conference Board

Question (Q6): If you could choose to not have your personal data collected, how willing or unwilling would you be to accept the following restrictions in return? Please
rate each. Definitely not willing, probably not willing, might or might not be willing, probably willing, definitely willing
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Long-term impacts of COVID-19 envisioned by C-suite
executives:

More CMOs expect self-service options than C-level peers

Selected these items among top 3 long-term effects on
operations

CEO CFO CMO HC Exec

Speed up the pace of transformation into a dlgltally.drn./en 19.3% 55,50 - 55,70
organization

Become more data-driven/make more data-driven decisions 14.7% 8.9% 11.6% 15.7%

Provide more self-service options (for ex. chatbots, etc) to

6.2% 6.9%
customers

1.1%

Source: C-Suite Challenge 2020: COVID-19 Recovery: What Comes Next, The Conference Board
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Skills that marketers seek for their teams

Prioritization of skills in future marketing hires
Scale: 1 = lowest desirability, 5 = highest desirability
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Spedalist skills (data Strategy and Soft skills Expertise in your Left brain and right brain Artistic/creative
analytics, Al, digital management skills (emotional/social company's industry thinking expertise (e.g., designers,
media, consumer intelligence, videographers, podcast
psychology, etc.) collaboration, hosts)
persistence, resilience,
etc)

Source: Customers Are Chanaina, and So Should Marketina, The Conference Board

Question (Q15): How would you prioritize adding the following skills/expertise to your team within the next two years? Please rank them in order of
importance by dragging & dropping. N = 79 marketing executives
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Long-term impacts of COVID-19 envisioned by C-suite
executives:

Automation might affect marketing & communications more than other
functions, according to CMOs/CCOs

Selected this item among top 3 long-term effects regarding
employees
CEO CFO CMO HC Exec

Have leaner functions as tasks shift from humans to machines 16.2% 12.1% - 4.4%

Source: C-Suite Challenge 2020: COVID-19 Recovery: What Comes Next, The Conference Board
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This Event is Complimentary for Members!
Non-Member? Use code KN1 to Save $100

Al for Enterprise Marketing Virtual Seminar
October 15, 2020

Hear from leaders at Google, Deere and Co., Thermo Fisher
Scientific, and more

HOW TO SUPERCHARGE SEARCH,
CX, DATA AND MORE

To learn more about or register for this event a complimentary or
reduced rate, visit
www.conferenceboard.org/ai-for-marketing
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http://www.conferenceboard.org/ai-for-marketing

Upcoming Webcasts from
The Conference Board

Check out our future line-up of
webcast programming from
The Conference Board

Global Horizons Virtual: Digital Payments: A New Era (October 1)

What All Companies Can Learn From Becoming a B Corp
(October 6)

Realizing the Full Potential of Digital Transformation (October 7)

Human Capital Watch: Coaching the Future Digital Leader
(October 21)

View all upcoming webcasts
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https://www.conference-board.org/webcasts/digital-payments
https://www.conference-board.org/webcasts/digital-payments
https://www.conference-board.org/webcasts/b-corporation
https://www.conference-board.org/webcasts/digital-transformation-potential
https://www.conference-board.org/webcasts/Human-Capital-Watch-Oct-2020
https://www.conference-board.org/webcasts/Human-Capital-Watch-Oct-2020
https://www.conference-board.org/webcasts/upcoming/

COVID-19

CORONAVIRUS

IMPLICATIONS FOR BUSINESS 4;\ R ” E;
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Want to hear more about this topic and how the spread of
COVID-19 will impact business and the global economy?

The Conference Board has gathered insights and learnings from our
thought leaders and member network which we hope will be helpful as you
formulate, implement and manage your own crisis response.

Explore all of these resources on our website at
https://www.conference-board.org/COVID-19.
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Influencers

A new podcast series brought to you
by The Conference Board Marketing
& Communications Center

)
THE CONFERENCE BOARD @

The Conference Board Influencers podcast series helps connects
listeners to marketing & communications leaders who are ahead of the
game.

Click here for a complete listing of all of our Influencers podcasts or check
out our entire podcast lineup at

www.conference-board.org/podcasts
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