Hyper-Relevance
driven by intelligence

Automotive Omnichannel Customer
Experience Powered by Multi-Agent
System



01: WHY

Experience has become an expectation.
Expectations evolved.

Experience = Essential

80 *

of customers say the experience a
company provides is as important as
its products and services.

Salesforce 2024 State of the Connected Consumer

GenAl = Relevance

73 7%

of customers expect better
personalization as technology
advances.

Salesforce 2024 State of the Connected Consumer



Relevance is the new differentiator
& Growth driver

Relevance = Competitive Race

50 *

of sales & marketing frontends will
incorporate mature virtual assistants
by 2026.

2023 Gartner report on Gen Al and Virtual Agents

Meet Al Mode

Ask anything




01: WHY

The Al growth strategy: harmonize fragmented single-session solutions
to enable true premium brand experiences across all touchpoints.

Our ambition:

Simplicity of use: enable human-like interactions — contextualizing them and predict
individually relevant solutions

Brand consistency: one unified voice and persona across all channels

Innovation boost & data excellence: real customer real-time data of unmet needs.



Brand Brain

Omnichannel Excellence & Hyper Relevance



The Brand Brain

Driving intelligent experiences connecting every touchpoint
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* Unified intelligence enabling personalization
across every interaction
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02: WHAT

Connected intelligence

Omnichannel intelligence—
powered by agentic Al and a Touchpoints / Channels
behavioral graph—that
integrates seamlessly with
your existing systems

Agents

Gen Al
Agentic Al
Platforms

Services

Systems
& Knowledge

Data

Attract Engage

Social Media / Ads Website / Configurator

Brand Brain Orchestrator Agent

Reactive @&——————— @ Proactive
Reacts to triggers Gets triggers from
from the client Brand Systems

Configuration Agent Test Drive Agent Re-Purchase Agent
Contract Agent Onboarding Agent Loyalty Agent
SF Agent Complaints Agent

Convert

Service Centre Dealer Support

Brand Brain Behavioral Graph

N8

Car Configuration Data Offering Service Ordering Service Delivery Service
SYS1 SYS 2 SYSn
Cloud Data Hub Customer Data Vehicle Data Support Tickets (ServiceNow)

Aftersales Service

CC (Salesforce)

Retain

Relevance
Engine

MCPs




04: Whats Next

Future of the website...
Configure your dream car in chatGPT

OpenAl announced the new Apps SDK
to incorporate branded components
into ChatGPT.

The Configuration Expert and
Conversational Setup based on MCP
plays a crucial part in enabling your
brand to be a first mover.

OpenAl Developer

Booking.com Canwa coursera

f © £+ 7 Expedia



Thank you

Catalin Novac

Head of Al @ Accenture EMEA CE

,E catalin-nicu.novac@accenture.com

i’ Catalin Novac | LinkedIn



https://www.linkedin.com/in/catalin-novac-96250249
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