
 

Personalized Marketing in the Age of AI. 

 

ntroduction 

In today’s fast‐paced digital landscape, personalization is no longer a “nice‐to‐have” but an 

essential element of marketing strategy. In this article, we discuss how advanced AI and 

generative AI (gen AI) are transforming how companies engage with an increasingly diverse 

consumer base. With 71% of consumers expecting personalized interactions and 76% expressing 

frustration when those expectations aren’t met, the report makes a compelling case for moving 

beyond traditional, one‐size‐fits‐all approaches. 

The Challenge of Mass Personalization 

Marketers face the daunting task of reaching consumers who speak thousands of languages, belong 

to various cultural and socioeconomic backgrounds, and make decisions based on unique 

preferences. Conventional mass promotions—broad discounts and generic messaging—often fail to 

resonate on an individual level, resulting in missed opportunities for deeper engagement and 

revenue growth. 

The Promise of Targeted Promotions 

AI‐driven analytics now allow brands to segment their 

customer base more granularly. By identifying groups 

such as discount‐sensitive buyers, product enthusiasts, 

infrequent purchasers, and loyalty program members, 

companies can: 

 

• Tailor Offers: Develop targeted promotions that adjust discount levels and messaging based 

on customer behavior and preferences. 

• Improve Margins: Enhance promotional effectiveness, potentially lifting sales by 1–2% and 

margins by 1–3% as companies move from blunt mass promotions to smart, data‐driven 

offers. 

• Enhance Customer Experience: Deliver promotions at the right time and via the right 

channel, ensuring that offers feel personal and relevant. 

 

Gen AI-Enhanced Content & Technology as a Differentiator 

Generative AI in Content Personalization 

While traditional marketing approaches often required substantial resources to create personalized 

content for small customer segments, generative AI changes the game. Gen AI enables marketers to: 

• Accelerate Content Creation: Generate custom copy, imagery, and creative assets up to 50 

times faster than manual processes. 

• Scale Personalization: Produce diverse, on‐brand content at scale, ensuring that each 

consumer receives messaging that speaks directly to their needs. 
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• Optimize Engagement: Use advanced testing (e.g., A/B testing) to refine messaging and 

better predict customer response. 

 

Governance and Safeguards 

As companies lean into gen AI, they must implement robust frameworks to govern its use. This 

involves: 

• Validating models to avoid bias or toxicity. 

• Establishing guardrails so that AI‐generated content aligns with enterprise standards. 

• Ensuring continuous feedback loops that help refine the AI’s output over time. 

Building a Differentiated Technology Stack 

The report emphasizes that a sophisticated marketing technology infrastructure is the backbone of 

successful personalization. This integrated framework comprises five key components: 

• Data: Enhanced architectures that integrate customer transaction histories, engagement 

metrics, and real‐time signals. 

• Decisioning: Advanced machine learning models that predict customer behavior (e.g., 

promotion and content propensity) and recommend the optimal action. 

• Design: A centralized creative workflow and digital asset management (DAM) system that 

supports dynamic content production. 

• Distribution: Seamless, real‐time delivery mechanisms across various channels such as 

websites, apps, and emails. 

• Measurement: Rigorous, cross‐channel analytics to validate the impact of personalization 

efforts and inform continuous improvement. 



 

 

Operational Integration, Case Studies, & Future Directions 

Real-World Applications & Case Studies 

The article details compelling examples that illustrate the benefits of targeted, AI‐enabled marketing: 

• North American Retailer: Transitioning from a calendar‐based mass promotion model to a 

data‐driven, segmented approach led to a 3% annualized margin improvement and 

generated hundreds of millions in additional value. The retailer achieved this by aligning 

promotions with customer purchase history and engagement signals. 

• European Telecom: By integrating a next‐best‐action engine with gen AI‐powered messaging, 

the telecom increased customer engagement rates by 10%. This approach used granular 

customer data (age, gender, usage patterns) to deliver highly relevant, personalized 

messages. 

Operational Integration for Seamless Execution 

Success in today’s marketing environment requires more than advanced tools—it demands an 

integrated operational approach: 

• Cross-Functional Collaboration: Teams spanning marketing, technology, pricing, and 

operations must work together to ensure that personalized campaigns are executed 

flawlessly. 

• Legacy Integration: Bridging old systems (e.g., point‐of‐sale data) with modern marketing 

platforms ensures that customer insights are comprehensive and actionable. 

• Streamlined Workflows: Standardized processes for offer management and content 

production (including versioning and auto‐formatting) help maintain consistency and 

efficiency across campaigns. 



Conclusion and Future Outlook 

“Unlocking the Next Frontier” underscores that the convergence of AI‐driven targeted promotions 

and gen AI‐enhanced content is poised to redefine personalized marketing. Key takeaways include: 

• Strategic Investment: Building and continuously upgrading a robust technology stack is 

crucial. 

• Agile Execution: Integrated, cross‐functional teams enable rapid adaptation to evolving 

customer behaviors. 

• Ongoing Optimization: Rigorous measurement and feedback loops ensure that 

personalization efforts drive sustained growth. 

Companies that effectively harness these innovations are set to not only enhance customer 

engagement but also secure a competitive edge in an increasingly dynamic marketplace. 

Credit: McKinsey & Co.: “Unlocking the Next Frontier” 


