The role of AI in personalising client engagement strategies
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In the competitive world of corporate law and other business-to-business (B2B) sectors, the pursuit of clients has become a sophisticated process requiring a high degree of personalisation. Unlike traditional sales approaches, effective client engagement in this area demands a nuanced understanding of each client's unique needs, business environment, and industry challenges. This involves staying informed about their developments, such as share prices and quarterly announcements, as well as being aware of issues that are significant to the client.
Personalisation, however, is no easy feat. It involves a complex process of gathering and synthesising information from various systems—Customer Relationship Management (CRM) data, finance reports, client interaction logs, and more. These systems are often siloed, each with its own data sets and user interfaces, making the task of connecting these dots manually an arduous one.
Michael Idinopulos, a co-founder of MyMai with previous leadership roles at companies like PeopleLinx, McKinsey, and Socialtext, highlights the potential of artificial intelligence (AI) in transforming this landscape. AI technology can process vast amounts of data more efficiently than humans, reading news, analysing firm publications, and visualising client relationships in a way that enables a comprehensive view of client engagement.
AI's capabilities allow it to identify patterns across multiple datasets, such as pinpointing companies that might be affected by new industry regulations and identifying contacts within those companies. This artificial intelligence can craft personalised communication to engage prospects with relevant insights, thus paving the way for a shift in approach from reactive to proactive engagement.
Traditionally, marketing and business development efforts have been hindered by the challenge of connecting disparate client touchpoints, resulting in a scattergun approach to communication, such as broad newsletters and generic website content. AI enables firms to transition to a more focused strategy, offering clients tailored content that speaks directly to their unique needs.
The integration of AI into client development strategies promises to shift marketing efforts from a broad broadcast model to a focused narrowcast model. This personalised communication approach is considered the pinnacle of marketing not just in law, but across various industries. Past investments in CRM systems have often led to mountains of data that firms struggled to utilise effectively. However, with AI, these data sets can be transformed into actionable insights.
By bridging the gap between raw data and strategic action, AI offers the corporate world a chance to not only enhance productivity but also engage more meaningfully with clients. This potential transformation in approach is poised to redefine how firms pursue new business, engage existing clients, and distribute thought leadership in the B2B sector.
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