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The Next Best Action
Transformation

Rapp’s Clean Data + Smart Decisioning Strategy For
Superior Conversions
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The Al Gap:
What If We COUId? The Choice We Made (And Why)

WHAT IF WE COULD:

« Campaign designed every 6 weeks « Customers signal what they need
 Every decision = manual (not us guessing)
configuration  Data guides decisions (not sitting
« Each campaign siloed inreports)
(lessons don't compound easily) - We strategize, not configure
« We're efficient. But efficient # « The question changed everything.
effective.
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Our Starting Point
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Using Yesterday's Playbook
In Today's Market.
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« Campaigns run on predictable cycles -

« Segmentation locks in the message el | %
« Optimization happens after launch )qu
« Teams function E2E similarly —)lX4
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Enter NBA

Real-time decisioning

Adaptive learning engine

The Vision

Creative-level feedback

Continuous optimizations




Letting The
System Explore

Diverse creative
variants

The Treatment Pool No premature bias

Al identifies hidden
winners




RESULTS:
+37% Conversion

Uplift

This Isn't Incremental—it's
Transformational Impact.




Future State: From Campaigns To
Conversations

« Modular creative assembly

* Journey-aware sequencing

* Personalization does not stop at the subject
ine - it goes all the way to the offer




Can We Trust

Our Data?
' | We Challenged What NBA

A ' Is Learning



Signal Distortion - The $71B Truth

Get Data & Security Build & Deploy Evaluate & Monitor
In Order Al Models




Meet the Traffic Your
Is Human

NKS

- All links - <3 sec - No mouse movement - Response <10ms
- Datacenter IP - 100% scroll always - Carrier preview IP
- Known scanner UA - Datacenter ASN - No fingerprint

S m a I I c h a nge - Milliseconds apart - No fingerprint - Never opts out
°
o SafelLinks - Proofpoint Crawlers - Headless iMessage - Carriers
30% Cleaner.

-
Entirely

- 1-2 links - mins later - Organic movement - Click mins after recv

Different Al 159 or mobie ek minefer

- Selective choice - Residential IP - Fingerprint present
- Matches history - Fingerprint present - Opts out sometimes

Considered Exploratory Responsive

Bots are fast, tho h, perfect.
Humans are slow, selective, mes hat contrast is the signal.

Confidential - Not for Public Consumption or Distribution



Future State:

Pure Signal. Pure Intelligence

o Traffic Ingestion

Web and App
Sessions

Real and IVT
data mixed

e IVT Scoring(BYOM)
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Amazon Sage Maker
real-time endpoint

XGBoost Binary Classifier

IVT Probability score 0.0

to 1.0
____0R —_—__
Google Cloud
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Prediction Studio

Model Connector

XGBoost Binary Classifier
IVT Probability score
0.0 to 1.0

w
Score > 0.5
IVT Traffic

o Dual Interaction History Track

IH SUMMARY A

Score < 0.5

Clean Traffic
Clean Data - Feeds NBA

Permanently

IH SUMMARY B

IVT Data - Audit

e Pega NBA Decisioning

Ly

PEGA

Engagement policy

Capture business rules which define
when actions are appropriate

@ Adaptive Model

0 Arbitration

Prigritize actions based on customer
relevance & business priority

° Channels

Activate the channels and triggers that
invoke Next-Best-Action




Where NBA Goes Next

RIGHT MESSAGE - decided by NBA model, not a calendar
RIGHT MOMENT - triggered by behavior, not a schedule
RIGHT CHANNEL - chosen by the model, not the team

RIGHT SEQUENCE - learned over time, not pre-built



What We Learned So You
Don't Have To

» Static treatments are a solved problem
in Pega

 You cannot personalize your way out of
corrupted signals

» Stop feeding your Al a blended reality.
Give it the truth

» Start with what you can measure

¥



Q&A
Let's Talk

Open Discussion
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