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Customer Decision Hub

Next-best-
actions
(100 ms)

Request for 
NBA(s)

What’s in their profile?

What data has streamed in?

How have they behaved?

What strategy do we use?

What action do we take?What treatment do we apply?

What is their propensity?

How much is that worth?

What Is Their Context?

The CDH brain and what goes into a decision



Customer Decision Hub
The CDH brain and what is looks like in Bank of Ireland



Customer Decision Hub

Next-best-
actions
(100 ms)

Request for 
NBA(s)

The next best action(s)
The right message, paired with the right treatment, 
delivered at the best time, in the preferred channel

MobileChat EmailWeb In-person

Customer action library

Engagement policies

Constraints

Arbitration



Business Operations Process
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Reviewing And Optimizing Your CDH Performance
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Reviewing Your KPI Performance
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Capture the initial request

Refine

Refine the request

Plan

Rank & allocate the request

Build

Configure the change

Test

Validate the change

Complete

Assign change to release

Simulate

Review entire release

Deploy

Push release to production

Build & Test Changes

Complete

Approve entire release

Discover

Identify opportunities Review KPI performance

Report & Analyze

Review AI performance

Stage

Description

Stage

Description

Business 
User

Capture Idea Plan Changes

Review & Optimize Validate & Deploy Release

• How is my NBA Framework performing?

• How are my NBAs and channels performing?

• How are my NBAs impacting the business?



How Is My NBA Framework Performing?



How Are My NBAs & Channels Performing?



Bank Of Ireland KPI Dashboard
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Exploring The Report & Analyze Stages

Capture

Capture the initial request

Refine

Refine the request

Plan

Rank & allocate the request

Build

Configure the change

Test

Validate the change

Complete

Assign change to release

Simulate

Review entire release

Deploy

Push release to production

Build & Test Changes

Complete

Approve entire release

Discover

Identify opportunities Review KPI performance

Report & Analyze

Review AI performance

Stage

Description

Stage

Description

Business 
User

Capture Idea Plan Changes

Review & Optimize Validate & Deploy Release

• How are my adaptive and predictive models performing overall?

• What do the adaptive models look like for specific actions and treatments?

• How can I understand what is driving my my adaptive model performance?



How Are My Adaptive Models Performing?



How About Specific Actions And Treatments?



What Is Driving My Adaptive Model Performance?
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Exploring The Discover Stage
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• How can I find opportunities to improve my framework configuration?

• How can I find opportunities to improve the quality and volume of my actions and treatments?

• How can I find opportunities to improve my adaptive models?



How Can I Find Opportunities To Improve My 
Framework Configuration?
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How Can I Find Opportunities To Improve The Quality 
& Volume Of My Actions And Treatments?
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How Can I Find Areas To Improve My Adaptive Models?
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Reviewing And Optimizing Your CDH Performance

Capture

Capture the initial request

Refine

Refine the request

Plan

Rank & allocate the request

Build

Configure the change

Test

Validate the change

Complete

Assign change to release

Simulate

Review entire release

Deploy

Push release to production

Build & Test Changes

Complete

Approve entire release

Discover

Identify opportunities Review KPI performance

Report & Analyze

Review AI performance

Stage

Description

Stage

Description

Business 
User

Capture Idea Plan Changes

Review & Optimize Validate & Deploy Release



Classified as Public (Green) 26

Questions?






