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NEWS RELEASE 
 

  

August 3, 2023 

 
Dentsu Helps Brands Create Generative AI-Powered  

Customer Experiences with Salesforce 
 

Dentsu and Merkle, dentsuʼs leading technology-enabled, data- driven customer experience 
management (CXM) company, today announced that they are collaborating with Salesforce to 
offer AI expertise to marketing and commerce leaders. Merkleʼs generative AI solution, Merkle 
GenCX, will be available for businesses to use with Salesforce Einstein GPT to help brands 
harness the power of generative AI to deliver, manage, and optimize connected customer 
experiences.  
 
By informing every customer interaction with AI-driven insights, brands have a massive 
opportunity to create relevant, personalized experiences at scale. Leveraging Merkle GenCX, 
businesses who use Salesforce Einstein GPT will help accelerate business outcomes for 
marketing and commerce leaders.  
 
“Our GenCX solution combines our proprietary data assets and large knowledge models, as well 
as third-party large language models, to enable brands to connect more closely with their 
customers,” said Shirli Zelcer, global head of analytics and data platforms at Merkle. “We believe 
that as clients adopt this exciting technology to deepen and accelerate their customer insights 
and personalization programs, they will be able to connect on a more human level and gain a 
distinct competitive advantage.” 
 
Merkle recently launched its proprietary identity resolution solution, Merkury, on Salesforce 
AppExchange. By leveraging Merkury in addition to Salesforce Einstein GPT when available and 
GenCX, brands will be able to generate actionable insights from large enterprise data sets and 
turn insights into action by automating marketing and commerce use cases, including predictive 
modeling, profiling, audience definition, look-alike modeling, creative decisioning, 
personalization, and ad copy generation.   
 
Dentsu will also leverage the Merkle AI Lab to drive continued innovation in AI-enabled 
marketing and commerce. Brands looking to quickly take advantage of these new capabilities 
will have access to experts who can assess their readiness for generative AI and accelerate 
deployment, adoption, and business process transformation.     
 
"Businesses are looking to harness the power of generative AI to connect with their customers 
through more engaging and personalized moments, and they want to do this with greater 
efficiency,” said Stephen Hammond, EVP and GM of Marketing Cloud at Salesforce. “Dentsu and 
Merkleʼs work with Salesforce will give the opportunity to generate actionable AI-driven insights 
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from trusted first-party data that enables them to deliver more personalized, automated, and 
effective campaigns.”   
 
“The power of AI, data, and CRM brings the future of customer experience into market today, 
and the combination of GenCX and Einstein GPT truly revolutionizes customer experiences, as 
well as business process efficiencies,” said Michael Komasinski, Americas CEO at dentsu and 
global CEO at Merkle. “We continue to innovate and invest in accelerators for growth and create 
solutions that deliver competitive advantage for the brands we serve.”   
 
Merkle became a Salesforce partner in 2004, and Merkleʼs solutions enable businesses using 
Salesforce to better understand consumer behavior and deliver secure, personal customer 
experiences in real time. Dentsu and Merkle have more than 2,500 Salesforce certified 
employees with 5,000 Salesforce certifications globally.    
  

##### 

About dentsu 
Dentsu is the network designed for whatʼs next, helping clients predict and plan for disruptive 
future opportunities and create new paths to growth in the sustainable economy. Taking a 
people-centered approach to business transformation, we use insights to connect brand, content, 
commerce and experience, underpinned by modern creativity. As part of Dentsu Group Inc. 
(Tokyo: 4324; ISIN: JP3551520004), we are headquartered in in Tokyo, Japan and our 72,000-
strong employee-base of dedicated professionals work across four regions (Japan, Americas, 
EMEA and APAC). Dentsu combines Japanese innovation with a diverse, global perspective to 
drive client growth and to shape society.  
 
https://www.dentsu.com/ 
https://www.group.dentsu.com/en/  
 
About Merkle    
Merkle, a dentsu company, is a leading data-driven customer experience management (CXM) 
company that specializes in the delivery of unique, personalized customer experiences across 
platforms and devices. For more than 30 years, Fortune 1000 companies and leading nonprofit 
organizations have partnered with Merkle to maximize the value of their customer portfolios. 
The company's heritage in data, technology, and analytics forms the foundation for its 
unmatched skills in understanding consumer insights that drive hyper-personalized marketing 
strategies. Its combined strengths in consulting, creative, media, analytics, data, identity, 
CX/commerce, technology, and loyalty & promotions drive improved marketing results and 
competitive advantage. Merkle has more than 16,000 employees in 30+ countries throughout 
the Americas, EMEA, and APAC. For more information, contact Merkle at 1-877-9- Merkle or 
visit http://www.merkle.com. 
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For additional inquiries: 

 
 

 

 TOKYO LONDON NEW YORK 
MEDIA Jumpei Kojima: Matt Cross: Jeremy Miller: 

Please contact +81 3 6217 6602 +44 7446 798 723 +1 917-710-1285  
Corporate Communications jumpei.kojima@dentsu-group.com matt.cross@dentsu.com jeremy@dentsu.com 

INVESTORS & ANALYSTS Yoshihisa Okamoto: Kate Stewart:  
Please contact +81 3 6217 6613 +44 7900 191 093  
Investor Relations yoshihisa.okamoto@dentsu.co.jp kate.stewart@dentsu.com  

tel:+19177101285

