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INTRODUCTION

Marketing's Stuck Moment

For decades, marketers have relied on journeys and This creates a tension. Static journeys—no matterhow ¢~
campaigns built like flowcharts: a customer does this, well-crafted—simply can’t account for the complexity .
so we send that. These static, rules-based structures and speed of modern customer behavior. They The good news?
helped the industry move away from one-size-fits-all respond to some signals, but they miss many others. '
blasts, and for many brands, they remain an important The result: oversaturated inboxes, wasted spend, and A new model is emerging.
: : : : . One that builds on the foundation of
part of the toolkit today. Reactive triggers like cart- moments of opportunity left on the table. , ,

. reactive triggers but goes further—
abandonment emails or post-purchase follow-ups anticipating intent, connecting
continue to deliver measurable value. Marketers aren't failing because they’re doing the fragmented signals, and continuously

wrong things. They're failing because customers have adapting in real time.
But something has shifted. evolved faster than the systems built to engage them.

And the gap is growing wider.

..............................................................................

Customers no longer move in neat, linear paths. They

browse on one device, research on another, compare This is the beginning of the end of static journeys—and
competitors along the way, and then convert weeks the start of something more dynamic, more intelligent,
later in a different channel entirely. At the same time, and far more aligned with the way customers actually
they expect every touchpoint to feel seamless, behave today.

personal, and immediate.

°
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CHAPTER ONE

The Static Journey Trap

For many marketers, the customer journey still resembles Yet static journeys come with built-in limitations:
a flowchart: a sequence of “if-this-then-that” rules :
designed to guide people from awareness to purchase. Oversaturation Customers may receive repeated messages that don't reflect their actual intent.
These journeys are carefully planned, mapped, and | and fatigue Instead of building trust, this creates noise.
launched. Once set, they often run for months with only . . . .
. Wasted Marketers often over-invest in broad, rule-based journeys that reach the wrong audience—
occasional updates. spend or miss valuable segments entirely.
This worked when customer behavior was more E:ﬁi:itures Once journeys are mapped, they can'’t easily adapt to changing behavior or market conditions.
predictable. A click on a product page might reliably
lead to a cart addition, which would triggera
cart-abandonment email, which—at least some The result is a growing mismatch between how The trap isn’t that static journeys or triggers are wrong.
of the time—would lead to a sale. customers behave and how brands try to engage them. It's that they’re incomplete. They represent a snapshot of
Take triggers as an example. They're powerful and still customer intent rather than a living, evolving picture. And
The model wasn’t perfect, but it provided structure critical—cart-abandonment campaigns, for instance, in a world where consumer behavior shifts in seconds,
and efficiency. consistently drive high ROI. snapshots aren’t enough.
But on their own, triggers only respond to the obvious This realization is pushing marketers to ask a critical
23% of customer actions. That means more than question: If static journeys only take me so far, what
three-quarters of customers may still show signs of comes next?

interest but never trigger a response.
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CHAPTERTWO

Customers Have Moved On

The modern customer doesn'’t think in terms of
“journeys.” They don't see themselves moving neatly
from awareness to consideration to purchase. Instead,
their path is unpredictable—zigzagging across devices,
platforms, and moments in time.

A shopper might see an Instagram ad in the morning,
check reviews during a lunch break, add an item to their
cart on a laptop at night, and finally purchase days later
on a mobile app—after comparing prices across three
competitors. For subscription services, the journey is
even longer: trial periods, reminders, upgrade offers,
churn risks, and potential reactivation.

At the same time, expectations have never been higher.
Today’s customers are trained by platforms like TikTok,
Netflix, and Spotify to expect real-time relevance:
recommendations that anticipate what they want next,
not just reflect what they did last. If a brand can’t deliver
the same level of immediacy, it feels outdated.

This expectation creates three key challenges for marketers:

Attention
scarcity

Experience
fatigue

Journey
fragmentation

interact with a brand.

______________________________________________________________________________________________________________

The truth is simple: customers have moved on, and they
expect brands to keep pace. If marketers remain stuck
in static journeys while customers live dynamic lives, the
disconnect will only grow wider.

This doesn't mean starting over—it means evolving.
Marketers who build on the foundations of today’s
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In a crowded digital marketplace, customers are overwhelmed by options and bombarded
with messages. Winning attention means delivering something more meaningful than noise.

Generic personalization (“Hi [First Name], here’s 10% off”) doesn’t feel personal anymore.
Customers tune it out because it doesn’t speak to their actual intent.

With behavior spread across channels and devices, even the best-planned journeys often
miss critical context. A customer may feel like they’re starting from scratch each time they

tools and pair them with real-time intelligence will be
the ones who meet customers where they already are:
moving fast, expecting relevance, and rewarding brands
that can keep up.




CHAPTER THREE

Why Marketers Can’t Keep Up

If customers have already moved on, why haven't marketers caught up? Here are the biggest roadblocks:

The answer is less about intent and more about infrastructure.

Marketers know the need for relevance. Fragmented data

They know customers expect personalization. D‘[g Customer behavior is scattered across websites, apps, emails,

They know attention is fleeting. social channels, and third-party platforms. Piecing those signals
together into a single view is incredibly difficult. Without it,

The real barrier isnt awareness—it’s execution. personalization feels disjointed or inconsistent.

Manual workflows
Static journeys require endless building, testing, and updating.

o

Every new product, campaign, or season requires a rebuild.
Marketers spend too much time maintaining campaigns instead of
innovating on strategy.

Rising costs
% Paid acquisition costs continue to climb, with diminishing returns.
When so much budget is spent just to capture a click, every
missed opportunity to convert—or every irrelevant message sent—
feels painfully expensive.
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Scale vs. quality

Marketers are stuck in a tradeoff: do they scale campaigns
broadly to reach more customers, or do they invest in
personalization that feels authentic but takes more resources to
execute? Static approaches make it almost impossible to do both.

The irony is clear: marketers are working harder than ever, with more tools than
ever, but the results don’t match the effort. Customers feel disconnected.
Teams feel stretched thin. ROl feels harder to defend.

It's not that marketers can’t keep up because they'’re failing. It's because the
current systems they’re given to work with were designed for a different era—
an era where journeys were predictable, attention was easier to capture, and
customer expectations were lower.

________________________________________________________________________________________________________________________________

The good news?

Just as triggers once represented a step forward from batch-and-
blast, a new step is emerging today: moving from static to dynamic,
from reactive to proactive, from fragmented to unified.

................................................................................................................................

That evolution begins with one simple but powerful shift:
prioritizing real-time relevance.
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CHAPTER FOUR

The Rise of Real-Time Relevance

If static journeys are the past, then real-time relevance is the future. Proactive Intelligence: The Next Step

But it's important to recognize: this evolution isn’'t about replacing what N , , o .
Proactive intelligence expands the reach of triggers by predicting intent before it's

works today. Reactive triggers and structured journeys remain foundational. , . ,
obvious. Instead of waiting for a cart to be abandoned, it looks at patterns: repeat

The opportunity lies in building on top of them—expanding their reach , N . ,
browsing of a product category, affinity signals, or timing cues. It says, this customer

and making them smarter.
8 hasn’t raised their hand yet, but they're about to.

Reactive Triggers: The Foundation

. , Think of it as moving from:
Cart abandonment emails. Browse reminders. Post-purchase follow-ups.

These remain some of the most effective tools in a marketer’s arsenal.
Responding to Anticipating

They work because they respond to clear intent. A customer left .
customer actions customer needs

something behind, so the brand steps in with a nudge.

But here’s the challenge: these moments capture only a fraction of Catching high-intent Engaging hidden audiences

opportunities. Research shows that traditional triggered messaging reaches shoppers before they fade away

just about 23% of a customer base. That means nearly three-quarters of
potential customers—those browsing quietly, comparing options,
or showing subtle signals of interest—slip by unnoticed.
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The Power of Both Together

When reactive and proactive approaches work in tandem, marketers can:

1 Capture the 2 Deliver relevant 3 Stay presentin
obvious intent outreach to a much the customer’s
signals and the broader portion of journey without
subtle ones. their audience. oversaturating them.

Why This Matters Now

Consumer expectations aren’t standing still. They're accelerating. Brands that
rely solely on reactive methods risk missing the larger story—the moments where
curiosity turns into intent, where a first impression turns into loyalty.

Real-time relevance ensures that no matter how quickly customers move, the
brand can move with them—fluidly, intelligently, and continuously.

This shift—from reacting to anticipating—marks the first step toward something
even bigger: moving beyond rigid journeys into living, evolving experiences.
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CHAPTERFIVE

From Journeys to Experiences

The word “journey” has been part of marketing for decades. It suggests
a path with a beginning, middle, and end. But today’s customer reality
doesn'’t fit neatly into that framework. Journeys are messy, nonlinear
and often never-ending.

That’s why many marketers are starting to shift their language—and their
strategies—from journeys to experiences.

Journeys vs. Experiences
@ Journeys are pre-mapped. They follow a sequence of rules:
if a customer does X, then they receive Y.

@ Experiences are adaptive. They evolve in real time, adjusting based on
customer signals, preferences, and context.
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In practice, this shift looks like moving from step-by-step flows to
living systems that listen, learn, and adjust.

@ If acustomer engages unexpectedly, the system flexes to meet them.
@ If preferences change, messaging adapts without needing a manual rebuild.

@ If behavior suggests intent, engagement happens proactively rather than
waiting for a trigger.

The Role of Triggers Within Experiences

Triggers don't disappear in this model—they become

the building blocks. Cart abandonment, post-purchase l
nurturing, and win-back campaigns all continue to \
matter. But instead of sitting in isolation, they’re unified

under a larger, intelligent framework. R
Think of it as the difference between individual
instruments and an orchestra: the instruments are
valuable on their own, but when coordinated,
they create something far more powerful.




What Adaptive Experiences Deliver

@ Continuity: Customers feel recognized across channels and touchpoints.
@ Relevance: Each interaction is timely and contextually aware, not generic.

@ Efficiency: Marketers set strategy and guardrails, while the system
orchestrates the details.

______________________________________________________________________________________________________________________________

A Vision of Living Systems

Imagine a marketing ecosystem where every message is
dynamically generated, every sequence adapts as behavior
changes, and every customer feels like the brand is keeping pace
with them—not chasing behind.

This is the future marketers are heading toward: not just journeys,

but infinite experiences that never stop learning, evolving, and
deepening relationships.

..............................................................................................................................
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CHAPTER SIX

What Marketers Gain in This New Era

The shift from static journeys to adaptive experiences isn’t just a 2
philosophical change—it has real, measurable impact for marketers and

their businesses. When reactive triggers are paired with proactive

intelligence inside a living system, the benefits multiply.

1  Greater Reach

Traditional triggers only capture a slice of potential customers.
By layering in proactive intelligence, marketers can engage those
who show subtle signs of intent but never “raise their hand” with
a trigger-worthy action.

Example: Result:

A shopper who repeatedly More opportunities
browses a product category captured without
without adding to cart can still needing to increase
receive a timely, relevant nudge. spend.

°
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Smarter Efficiency

Manual journey building is time-consuming and resource-intensive.
Adaptive experiences automate orchestration so teams can focus on
strategy instead of constant upkeep.

No need to manually update flows when customer behavior shifts—the system
adjusts automatically. Marketers spend less time maintaining campaigns and
more time innovating.

Stronger Loyalty

Customers who feel understood are more likely to return. Experiences that
recognize their behavior across channels—email, onsite, text, and beyond—
build trust and encourage repeat purchases.

@ Relevance reduces fatigue and unsubscribes.

@ Personalization strengthens relationships over time.




4 Future-Proofing

Digital marketing will only grow more complex: stricter privacy regulations,
evolving consumer habits, platform shifts, and rising acquisition costs.
Brands that rely on rigid campaigns will struggle to adapt.

@ Adaptive experiences create resilience.

@ Marketers can pivot quickly without overhauling their entire system.

___________________________________________________________________________________________________________

The Bottom Line

By moving beyond static journeys, marketers no longer
have to choose between scale and personalization.
They can have both: broad reach paired with the
nuance of 1:1relevance.

The result is higher ROI, lower operational burden,
and customer relationships that don't just last a single
campaign—but grow stronger with every interaction.

___________________________________________________________________________________________________________
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Conclusion

For years, static journeys and reactive triggers have been the backbone This isn’t about discarding the old—it’s about building on it. It's about moving

of digital marketing. They helped brands move past the batch-and-blast from rigid paths to infinite possibilities.

era and toward more personalized, relevant engagement. They remain

essential tools, delivering reliable value to this day. For marketers, the payoff is clear: broader reach, smarter efficiency, and
stronger loyalty. For customers, the reward is even better: interactions that

But customers haven't stood still. Their expectations have accelerated. feel seamless, relevant, and personal at every step.

Their behavior has fragmented. Their attention has become harder to

earn and even harder to keep. Static journeys alone can’t keep pace The age of static journeys is ending. The age of adaptive, intelligent, and

with this new reality. They respond to some signals, but leave many continuously evolving experiences has begun.

others untouched. They offer personalization, but only within the
narrow confines of pre-set rules.

The only question left is:
The future lies in combining what already works with what comes next: will you keep bllildiﬂg ﬂOWChal'tS,
©® Triggers to respond to clear signals of intent. or will you Step into the future®?

@ Proactive intelligence to anticipate the subtle ones.
@ Adaptive experiences to unify it all into a living system that learns

and evolves in real time.

[



Wunderkind

Wunderkind is redefining agentic marketing decisioning, where identity meets Al to
deliver increased revenue through personalization across channels.

As an agentic Al decisioning platform, Wunderkind helps brands expand reach and
drive revenue by identifying more of their traffic and optimizing message delivery
across email, text, onsite, and ads. At its core is the Autonomous Marketing Platform
(AMP), powered by a proprietary identity graph that tracks over 9 billion devices and
observes 2 trillion+ digital events annually—turning anonymous traffic into known
customers. Importantly, this identity solution is cookie-free and privacy-conscious,
enabling stronger match rates while maintaining compliance.

Wunderkind dynamically selects and triggers the right message at the right time using
real-time behavioral signals, outperforming traditional rules-based automation. AMP
integrates easily via SDKs, APIs, or natively with ESPs, so brands can plug into the power
of Wunderkind without replatforming or overhauling their stack.

Today, Wunderkind powers over $5 billion in attributable revenue annually for leading
brands in retail, ecommerce, and travel, including Cracker Barrel, Harley-Davidson, Perry
Ellis, and Kendra Scott — often ranking as a top-three revenue-driving channel. Whether
used as a fully managed service or integrated into a brand’s own stack, Wunderkind
delivers measurable results through intelligent, autonomous experiences.
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