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Increasing NPS with Gen AI on AWS
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Informa

400+ live and on demand event brands

Over 1.6m live event visitors

Global events drive large proportion of 
revenue

Tens of 1000s of pieces of feedback and 
customer enquiries from each event

The need for actionable insights to improve 
our event experience
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Informa Markets – Customer Journey
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Insights: From Enigma to Enlightenment.
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Informa's 
Insights 
Journey



INCREASING NPS WITH GEN AI ON AWS

© 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved. 6



INCREASING NPS WITH GEN AI ON AWS

© 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved. 7

You are a customer experience research agent with 20 years of industry 

expertise of data analysis. You are a deep expert in blending together data 

analytics and psychological research in order to help global exhibition 

companies identify patterns and trends in their data and make changes to their 

products and services in order to optimise customer experience and revenue
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New Feedback Data
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Insight Outputs
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Themes:
1. Quality of exhibitors: Customers prioritise meeting high-quality exhibitors who 
can offer valuable products and services
2. Event organization: Customers appreciate clear signage, easy flow of traffic 
and efficient check-in processes. Customers expect to receive prompt and 
professional assistance when they have questions or issues before, during and 
after our events. Responding to customer concerns in a timely and effective 
manner should be a top priority.
3. Networking opportunities: Many customers attended our events to network 
with other businesses in their industries and would appreciate more 
opportunities to make meaningful connections.
4. Value for money: Customers want to ensure they are getting the most out of 
their investment and enjoy value-added through additional features such as 
workshops, seminars and networking events
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The Results
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Direct improvements in NPS driven by actionable insights
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The Future
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Harnessing Generative AI for continued innovation.

Employee Engagement Insights

Content Creation

Multilingual SupportPersonalised Recommendations

Content Repurposing

Content Insights & Summarisation
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Rapid 3-6* Week Generative AI Proof-of-Concept​

Discovery & adoption 
roadmap

Identify relevant data sources and assess 
infrastructure requirements. Evaluate AI 
use cases based on business value, success 
criteria, and implementation complexity.

Identify easy to implement use case that 
aligns with goals, and showcases early 
success. Create plan for the deployment, 
including tasks, timelines, and milestones.

Build & deploy

Deploy and configure the PoC in the 
customer’s AWS development 
environment. Complete architecture, 
documentation, & replication instructions.

Demo & production 
roadmap

Full walkthrough of PoC. Plan to scale 
solution for production and refine TCO 
estimate. Evaluate success and provide 
recommendations based on solution 
results.
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Week 1 Weeks 2-5 Weeks 3-6

Ready to unlock hidden 

value with Generative AI?

Partnered with AWS, we help you accelerate 

your time to value with Generative AI.
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Why prompt engineering is so important
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Scenario Method

There is no data or only contextual data Prompt engineering

There is data that changes frequently Prompt engineering and RAG

There is static data that’s been verified, or there’s a specific requirement for 

output style (eg such as language tone of text generation)

Prompt engineering with fine-tuning (and RAG if there’s a requirement for 

dynamic data)

There is a requirement for a very specific way the transformers need to 

reason (for example new type of physics calculations, different language 

comprehension, very specific input parsing, specialist output requirements, 

etc…)

Training, fine-tuning, prompt engineering, and RAG if there’s a requirement 

for dynamic data

We should always be doing prompt engineering
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Scenario Method

There is no data or only contextual data Prompt engineering

There is data that changes frequently Prompt engineering and RAG

95% of all use cases
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Data-driven Everything
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Thank you!
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Ahmed Nuaman

ahmed.nuaman@firemind.com

Ready to unlock hidden 

value with Generative AI?

Partnered with AWS, we help you accelerate 

your time to value with Generative AI.

Book time with Ahmed 

and Firemind

Scan the QR code, to book a free 1-hour 

session with Firemind.
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Please complete 
the session survey
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