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Chapter 1. An Introduction to MaxAI
MaxAI is an AI-driven offering introduced in 25.1.0 version of HCL Unica+. It is a part of the HCL Unica+ marketing platform.

Overview

MaxAI is an advanced AI-powered platform designed to streamline data analysis, documentation search, and report 

interpretation within the HCL Unica+ offering. It integrates Natural Language Processing (NLP), document embeddings, and 

advanced LLM (Learning Language Model) capabilities to deliver precise and actionable insights.

Key Features

The key features of MaxAI are as follows:

Feature Name Description

MaxAI Assistant Helps in real-time decisions and optimizations. Ask any 

query related to Unica product suite and the Assistant 

provides quick and accurate answers. The supported 

queries are:

• Analytical queries

• Segment creation queries

• Plan approval queries

• Unica product documentation-related queries

MaxAI Content Generation Enables a Marketer to effortlessly optimize the content 

of their emails. With intelligent AI-driven suggestions, 

marketers can instantly refine their messaging for better 

clarity, tone, and impact ensuring that the core message 

resonates with their audience. Content Generation includes:

• Email Text Generation

• Subject Line Analysis

• Text Fields and Rich Text Editor Fields in Offers

MaxAI Email Scoring and Insights Enables a Marketer to improve their email content by 

scoring it based on various marketing-related parameters. 

With intelligent AI-driven suggestions, marketers can refine 

their email communication to make it a professional and 

high-impact marketing communication.
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Feature Name Description

MaxAI Journey Insights Access actionable insights for Unica Journey and Unica 

Deliver. In just a few clicks, marketers can move from 

observation to action.

MaxAI Reporting Insights AI-driven insights provides contextual and 

actionable-analysis based on the selected chart or report. 

With the analysis, you can continue to the chat with the 

AI in MaxAI assistant, ask follow-up questions to receive 

appropriate responses enabling seamless exploration 

of trends, detection of anomalies, and data-driven 

recommendations.

MaxAI Session Insights AI-driven insights provides contextual and 

actionable-analysis based on the selected session.

Points to Remember when using an AI-driven component

Because MaxAI incorporates advanced AI and GenAI technologies, users should be aware of the following behaviors and 

best practices:

• Iterative Learning and Improvement: MaxAI leverages iterative improvements. Initial responses may vary in accuracy 

and relevance; both prompts and responses can refine over time based on user feedback and improved system 

tuning. Expect continuous enhancement, not day-one perfection.

• Non-deterministic Outputs: MaxAI utilizes large language models (LLMs), which are inherently non-deterministic, 

identical queries may yield different responses across sessions or users.

• Context-dependent Results: For analytical queries, MaxAI tries for accurate computation based on available data. 

However, how results are summarized or explained may vary depending on the retained context for the session.

• Handling of Vague or Incomplete Queries: Ambiguous or incomplete questions may trigger clarification prompts 

from MaxAI, or result in less precise answers. Providing context-rich and specific queries improves outcomes.

• Session Context and Continuity: Cross-context or unrelated queries within the same session may lead to confusion 

or errors in responses. For best results, keep queries within a logical context thread or start new sessions for 

unrelated topics.

• Data Dependency and Accuracy: MaxAI relies on access to up-to-date, accurate, and complete data sources. If the 

underlying data or documentation is outdated, incomplete, or inconsistent, the AI’s responses and analytical outputs 

may be impacted even if the logic or query syntax is correct.

• Explainability: MaxAIs documentation related responses sometimes include links to underlying documentation or 

data. That helps to review supporting details when available.
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Note:  MaxAI output is generated by GenAI or other automated technologies. Such content is provided for 

informational purposes only. We request you to verify the accuracy and completeness of the information before 

completely accepting it.

MaxAI Workbench

MaxAI Workbench is an AI life cycle management platform for applying machine learning to real world problems. MaxAI 

Workbench encompasses the complete pipeline from raw data ingestion to a deployable machine learning model with a less-

code/no-code approach. It includes the following sub-processes:

• AutoML

Enable business user-generated ML models with no code approach

• MLOPs

Model Versioning, Deployment & Drift Monitoring

• MLac

Machine Learning as Code for automatic pipeline code generation

• Explainability

Higher accuracy predictions with supported explanations and model confidence

Although. MaxAI Workbench is part of MaxAI, it has a separate set of documentation. For more information, see MaxAI 

Workbench documentation.
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Chapter 2. MaxAI Assistant
MaxAI Assistant helps in real-time decisions and optimizations.

Overview

Ask the MaxAI Assistant any query related to Unica product suite and it provides quick and accurate answers. The supported 

queries are:

• Analytical queries

• Segment creation queries

• Plan approval queries

• Unica product documentation-related queries

Query type Products Supported Example Queries / Procedure

Analytical queries Campaign

Centralized Offer Management

Deliver

Journey

Real Time Personalization

How many Journeys were created in the 

last month?

For more examples related to queries 

and best practices, see Best Practices 

for Analytics Queries  on page 24.

Segment creation HCL CDP Create a segment containing users 

of age group between 25 and 30 with 

annual income more than INR 2,000,000 

living in Mumbai city at Bandra area.

For more examples related to 

queries and best practices, see Best 

Practices for Segmentation Queries  on 

page 28.

Plan Approvals Plan
You can use MaxAI Assistant to 

execute the following approval actions 

in Plan:

• Listing Approvals

• Creating Approvals

• Assigning Approvals
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Query type Products Supported Example Queries / Procedure

• Updating Approval Status and 

Due Date

• Assigning Offers or Offer Lists 

to Approvals

For more examples related to queries 

and best practices, see Best Practices 

for Plan Execution-related Queries  on 

page 28 or Queries for Unica Plan 

on page 43

Documentation Search All products Searching content from Unica 

documentation. Currently MaxAI 

searches content from the PDF 

documentation website of Unica. 

MaxAI provides references to 

https://doc.unica.com  or ask you to 

access https://doc.unica.com  for 

additional information.

For more examples related to queries 

and best practices, see Best Practices 

for Document Search Queries  on 

page 27.

Accessing MaxAI Assistant

Before you access the MaxAI component, ensure that it is deployed and configured. If you cannot locate or access MaxAI, 

contact your Administrator to configure it. MaxAI is compatible with HCL Unica+ 25.1.0 version.

To access MaxAI, complete the following steps:

1. In the Unica dashboard, click the following button:
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2. The MaxAI Assistant panel opens:

In the Ask to MaxAI  textbox, you will see two icons:

• Microphone  icon - Click the Microphone  icon to recite your query. You will need a microphone to input your query via 

voice. The result appears in the window.

Note:

◦ Confirm the compatibility and limitations of your browser with your microphone.

◦ Ensure that you have activated microphone access on your browser.

◦ Refresh the page after enabling microphone access.

• Headphone  icon - Click the Headphone  icon to start a conversation with the MaxAI Assistant. You will need a 

headphone or earphone, and a microphone to input your query via voice and to listen to the response from the MaxAI 

Assistant.

Note:

◦ Confirm the compatibility and limitations of your browser with your headphone.

◦ Ensure that you have activated headphone access on your browser.

◦ Refresh the page after enabling headphone access.

• For the responses received from MaxAI Assistant, you can select the Thumbs Up  icon or the Thumbs Down  icon.
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◦ Thumbs Up  icon - If you select the Thumbs Up  icon, a Help us improve  panel opens. You will see the following 

options:

▪ Factually correct

▪ Easy to understand

▪ Informative

▪ Creative/Interesting

▪ Well formatted

Based on your experience, select one or more of the earlier provided options. Additionally, you can provide 

a detailed feedback in the Please feel free to add additional details  textbox. Click the Submit  button after 

providing the feedback.

The positive feedback helps MaxAI to remember the correct responses.

◦ Thumbs Down  icon - If you select the Thumbs Down  icon, a Help us improve  panel opens. You will see the 

following options:

▪ Not factually correct

▪ Didn't follow instructions

▪ Wrong language

▪ Poorly formatted

▪ Generic/Bland

Based on your experience, select one or more of the earlier provided options. Additionally, you can provide 

a detailed feedback in the Please feel free to add additional details  textbox. Click the Submit  button after 

providing the feedback.

The negative feedback helps MaxAI to remember the incorrect responses and ensure such responses do not 

appear for similar queries posted later by other users.

Note:  To view some example queries, see Queries - Examples  on page 30.
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Chapter 3. MaxAI Content Generation
MaxAI Content Generation enables a Marketer to effortlessly optimize the content of their emails in Unica Deliver and 

Rich Text Fields during Offer creation or Offer modification in Centralized Offer Management. With intelligent AI-driven 

suggestions, marketers can instantly refine their messaging for better clarity, tone, and impact ensuring that the core 

message resonates with their audience.

Accessing and Using Email Text Generation

You can use MaxAI to generate content for various mailing sections or you can use it to improve existing content. You can 

generate text or improve text for the following mailing sections:

• Header  - The top section of the email

• Preheader  - A short summary text that appears next to or below the subject line in the inbox preview

• Introduction  - The opening lines of the email body.

• Main Content  - The core message or purpose of the email.

• Additional Information  - Secondary or supporting content.

• Call-to-Action (CTA)  - A clear, action-oriented prompt telling the reader what to do next

• Footer  - The bottom section of the email.

In case of existing content, you can select from the following rephrasing suggestions to improve the content:

• Improve Text  - Improves the selected text.

• More Formal  - Makes the tone of the existing text formal.

• Make Longer Text  - Adds more content to existing text to provide more context.

• Make Shorter Text  - Makes existing content concise for quick consumption.

• Continue Writing  - If the existing text is incomplete or insufficient, it adds more content to make it complete.

After providing the inputs, MaxAI generates suggestions and lists the three best suggestions. You can pick one or make click 

Regenerate  to further improve suggestions from MaxAI.

Note:
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• Currently MaxAI only supports text.

• Whenever you select some part of the text and replace it with a suggestion provided by MaxAI, the existing 

styling applied on the selected text will not be retained after being replaced. MaxAI will replace the text you 

choose and you can modify the new text as per your requirements.

Note:  To view some example queries, see Queries - Examples  on page 30.

Accessing and Using Subject Line Analysis

With Subject Line Analysis, you can check the relevance and catchiness of the subject line in a marketing emailer. Subject 

Line Analysis checks the impact of the subject line of a marketing emailer. You can use Subject Line Analysis to:

• improve clarity of the subject line

• check how engaging the subject line is

• check the tone of the subject line

• check if the sentiment is postive, neutral, or negative

• check the subjectivity of the content line

• check if the subject line has tendency to get tagged as spam

To use Subject Line Analysis for the subject of marketing emailers, complete the following steps:

Note:  Ensure that Subject Line Analysis is configured and enabled for your Deliver account. Contact HCL Unica 

support to enable the same.

1. Access the Communications  tab in Quick Builder and create New or open an existing Email communication.

2. In the Subject line, enter the subject for the marketing emailer and click Analyze.

Note:  If you see an error, it indicates that Subject Line Analysis is not configured for you. Contact your Unica 

administrator to configure Subject Line Analysis.

3. The Subject Line Analysis  panel opens. You will see the following Analysis results:

Analysis Graph An analysis graph shows the analysis of the emailer 

subject based on the following parameters:

◦ Readability - The content clarity of the subject 

line. Higher the score higher the clarity.

◦ Engagement - The customer engagement 

potential of the subject line. Higher the score, 

higher the engagement.

◦ Politeness - The tone of the subject line. Higher 

the score higher the politeness.
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◦ Polarity - The sentiment of the subject line which 

can be positive, neutral, or negative. A high score 

indicates positive, a medium score indicates 

neutral, and a low score indicates negative.

◦ Subjectivity - The subjectivity in the content of 

the subject line. Higher the score, higher the 

subjectivity.

◦ Spam - The probability of the subject line being a 

Spam. Higher the score, lesser the probability of 

the subject line being considered as a Spam.

Each parameter is rated from 20 to 100, where 100 is the 

best score and 20 is the worst score.

Example

◦ Readability

▪ 100 - The subject line has clarity

▪ 20 - The subject line has no clarity

◦ Engagement

▪ 100 - The subject line has very high 

probability for customer engagement

▪ 20 - The subject line has very low 

probability for customer engagement

◦ Politeness

▪ 100 - The subject line has a very high 

score for polite tone

▪ 20 - The subject line has a very low score 

for polite tone

◦ Polarity

▪ 100 - The subject line has a very high 

score and shows positive polarity

▪ 20 - The subject line has a very low score 

and shows negative polarity

◦ Subjectivity

▪ 100 - The subject line has a very high 

score for subjectivity

▪ 20 - The subject line has a very low score 

for subjectivity

◦ Spam
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▪ 100 - The subject line has high score so it 

has very less chance of being tagged as a 

Spam.

▪ 20 - The subject line has low score so it 

has very high chance of being tagged as 

a Spam.

Explanation Gives a detailed explanation of the strengths and 

weaknesses of the subject line.

Note:  The Explanation output depends on the 

language of input and not the locale set in 

Platform settings. For example, if the locale in 

Platform is set to French and if your subject 

line analysis input is in English, the result of 

Explanation will be in English.

Subject Line Variations Provides five alternative examples, similar to your 

subject line, which you can consider using as a subject 

line.

Note:  The results of Subject Line Variations 

depends on the language of input and not the 

locale set in Platform settings. For example, 

if the locale in Platform is set to French and if 

your subject line analysis input is in English, 

the results of Subject Line Variations will be in 

English.

4. Perform the following steps based on your requirement:

a. If you wish to read the entire information provided in Explanation, select Read more.

b. If you wish to Analyze one of the Subject Line Variations, hover the mouse over the required variation and 

select Copy, paste the copied variation in the Subject Line  textbox and click Analyze.

c. When you are performing subject line analysis from the Subject Line Analysis  panel, everytime you Analyze 

a different subject line, it creates a history of the earlier analysis with the subject line and the analysis score. 

You can expand the history to view more details. The history is available as long as the Subject Line Analysis 

panel is active. Once you exit the Subject Line Analysis  panel, the history will not be available on subsequent 

access.

d. After analysis, if you have finalized the subject line content, which can be in the Subject Line  or in the history 

list, select Use this, succeeding the Subject Line  or succeeding the individual history items. When you select 

Use this, the subject line is automatically populated in the email builder screen.
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For more examples related to queries and best practices, see Best Practices for Subject Line Analysis Queries  on 

page 30.

Note:  To view some example queries, see Queries - Examples  on page 30.

Using MaxAI to Create Content for Text Fields and Rich Text Fields in Offers

When creating or editing offers, if you select a template that contains a Text field or a Rich Text Editor field, you can leverage 

the power of MaxAI to generate content for you or to edit the content created by you.

To use MaxAI for generating or modifying textual content, complete the following steps:

1. When creating or editing an offer, if you have used a template that contains Text fields or a Rich Text Editor fields, 

reach the Default values section.

2. Beside the Text fields or a Rich Text Editor fields, you will see a radio button which indicates that you can use MaxAI 

for that field.

3. You can execute either of the following scenarios:

a. Blank text

i. If the Text fields or Rich Text Editor fields do not have any content, click the radio button beside the 

respective field.

The MaxAI panel opens.

ii. Type in an idea for the type of content you want MaxAI to generate. For example, Offers for users 

with loyalty points exceeding 10,000.

iii. Click Generate Suggestions.

MaxAI generates a few suggestions.

iv. You can either select one of the suggestions or click Regenerate  to view better suggestions.

If you select any one of the suggestions, the content from the selected suggestion is immediately 

applied to the field in the background. Click X  to exit the MaxAI panel.

If required, you can also click Edit Prompt  to make changes to your ideas so that MaxAI can generate 

appropriate results. For example, you can click Edit Prompt  and change the original request Offers 

for users with loyalty points exceeding 10,000  to Offers for female users with loyalty points 

exceeding 10,000.

Upon editing, click Regenerate  and view the suggestions and select an appropriate suggestion. Click X 

to exit the MaxAI panel.

b. Contains text

i. If the Text fields or Rich Text Editor fields already has some content in it, select the content and click 

the radio button beside the respective field.

The MaxAI panel opens.
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ii. You will see your Original  text and the following options:

▪ Improve Text  - Improves the selected text.

▪ More Formal  - Makes the tone of the existing text formal.

▪ Make Longer Text  - Adds more content to existing text to provide more context.

▪ Make Shorter Text  - Makes existing content concise for quick consumption.

▪ Continue Writing  - If the existing text is incomplete or insufficient, it adds more content to 

make it complete.

iii. Select any of the options and click Generate Suggestions. You will see suggestions from MaxAI based 

on the selected option. Select and suggestion and exit the MaxAI panel.

If required, you can also click Edit Prompt  to change the options. For example, you can click Edit 

Prompt  and change the original request Make Longer Text  to Make Shorter Text. After editing, click 

Regenerate  and view the suggestions, select an appropriate suggestion, and click X  to exit the MaxAI 

panel.

Note:  To view some example queries, see Queries - Examples  on page 30.
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Chapter 4. MaxAI Email Scoring and Insights
MaxAI Email Scoring and Insights enables a Marketer to improve their email content by scoring it based on various 

marketing-related parameters. With intelligent AI-driven suggestions, marketers can refine their email communication to 

make it a professional and high-impact marketing communication. This feature is applicable only for Unica Deliver.

Accessing and Using MaxAI Email Scoring and Insights

To access and use MaxAI Email Scoring and Insights, complete the following steps:

1. Navigate to Quick Builder from the Dashboard.

2. Either create a new mail or use an existing email.

3. In case of a new mailer, complete the creation of the mailer first. Once done, if it is a new mailer or an existing mailer, 

click the Analyze with MaxAI  button.

4. MaxAI analyzes the email content and the images and score it based on the following parameters so that you can 

take the necessary actions:

◦ Readability  - How easy it is for the recipient to read and understand the content of the email.

◦ Engagement  - How effectively the email encourages recipients to interact with the content.

◦ Politeness  - The tone and manner in which the email is written. Politeness ensures that the language used is 

respectful and considerate, which helps build a positive relationship with the recipient.

◦ Polarity  - The emotional tone of the email. It can be positive, negative, or neutral.

◦ Subjectivity  - How much the content is based on personal opinion or perspective rather than objective facts.

◦ Spam Likelihood  - How likely the email is to be flagged as spam by email filters. Spam likelihood can be 

influenced by factors like suspicious keywords, excessive use of all caps, or too many links.

◦ Urgency  - Creating a sense of time pressure or a limited opportunity, encouraging recipients to take action 

quickly.

◦ Length Appropriateness  - The ideal length of the email. Emails that are too long may lose the reader's 

attention, while emails that are too short may not provide enough information to drive action.

Note:  A score of 7.0 or higher is considered as a good score for an email communication. If you see a score 

lesser than 7.0, we recommend you to improve the email communication.

5. To view the analysis from MaxAI related to the email scoring, click View detailed analysis. The analysis is listed in the 

Detailed AI Insights and Recommendations  section. The analysis is split into the following headers:

◦ Summary  - This provides a high-level overview of the email campaign.

◦ Delivery Rate Insights  - These insights provide data about how many emails were successfully delivered to 

recipients' inboxes compared to the total number of emails sent.

◦ Open Rate Insights  - Open rate insights show the percentage of recipients who opened the email compared to 

the total number of emails delivered.

◦ CTR Insights  - CTR insights measure the percentage of recipients who clicked on a link within the email 

compared to the total number of recipients who opened it.

◦ Conversion Rate Insights  - Conversion rate insights indicate how many recipients took the desired action 

after clicking on a link in the email.
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◦ Device Compatibility Insights  - These insights assess how the email appears on different devices.

◦ Personalization & Engagement Suggestions  - These are recommendations aimed at improving the 

personalization of the email content to enhance engagement.

◦ Email Client Compatibility Findings  - This refers to how the email displays across different email clients.

◦ Actionable Recommendations  - These are specific, data-driven suggestions provided by the marcomm 

software to help improve future email campaigns.

Note:  To view some example queries, see Queries - Examples  on page 30.
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Chapter 5. MaxAI Journey Insights
Access actionable insights for Unica Journey. In just a few clicks, marketers can move from observation to action.

Accessing and Using MaxAI Insights

To use MaxAI Insights on Unica Journey, complete the following steps:

1. From the Dashboard, navigate to Journey  > Orchestrate a Journey.

2. The Journey listing page opens. Select a Journey from any of the available tabs.

3. On the Journey Canvas page, click the MaxAI Insights button.

4. The MaxAI Assistant opens and the AI-generated insights appear in the Assistant.

5. To view more insights, click View detailed insights.

6. MaxAI displays a detailed insights within the Assistant window with details like (for example):

◦ Summary  - This refers to a high-level overview or snapshot of the customer's journey.

◦ Audience Movement Patterns  - This refers to how audiences (or individual customers) move through different 

stages or touchpoints of the customer journey.

◦ Bottlenecks in Decision Paths  - Bottlenecks refer to points in the customer journey where customers face 

obstacles or delays that slow down their progression toward the desired action.

◦ Milestone Completion Trends and Goal Achievement  - This focuses on tracking whether customers are 

reaching specific milestones or goals within their journey.

◦ Opportunities for Optimization and Efficiency Improvements  - This refers to identifying areas within the 

customer journey where there’s room for improvement.

7. In the Ask to MaxAI  textbox, type any further queries that you have related to the generated analysis.

For more examples related to queries and best practices, see Best Practices for Journey Queries  on page 29.

Note:  To view some example queries, see Queries - Examples  on page 30.
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MaxAI Reporting Insights provides AI-driven insights for contextual and actionable-analysis based on the selected chart 

or report. With the analysis, you can continue to the chat with the AI in MaxAI assistant, ask follow-up questions to receive 

appropriate responses enabling seamless exploration of trends, detection of anomalies, and data-driven recommendations.

Accessing or Adding Reports for Analysis

To use MaxAI Reporting Insights, perform the following steps:

1. On the Unica homepage, check the Marketing Insights  section.

2. If it is empty, or if the required report is not available, click Customize Dashboard.

3. The Add Widgets  panel opens. Select the required report or reports and click Add.

4. The selected report or reports is added to the Marketing Insights  section of the Unica homepage.

List of Available Reports

The list of available reports in the Add Widgets  panel are as follows:

Offering Name on the Widget List of Reports

Unica Campaign Campaign
• Campaign Detailed Response 

Breakout

• Campaign Offer Performance by 

Month

• Campaign Performance 

Comparison by Responses

• Campaign Performance by 

Segment Responses

• Campaign Performance 

Summary by Offer Responses

• Segment Performance by Offer 

Responses

• Campaign Financial Summary 

by Offer

• Campaign Financial Summary

• Campaign Revenue Generation 

by Offer

• Campaign Performance by Offer 

Responses

• Recent Campaigns

• Campaign Offers List
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Offering Name on the Widget List of Reports

Unica Centralized Offer Management Offer
• Offer Performance by Day

• Offer Financial Summary

• Offer Performance Comparison

Unica Deliver Deliver
• Sent Time Analytics Heatmap 

(Engagement)

• Detailed Bounce Report

• Unique Click by Email Link

• Unique Click by Landing Page

• Unique Click Rate by Campaign

• WhatsApp Channel 

Performance Summary

• SMS Channel Performance by 

Campaign

• Mobile Push Channel 

Performance by Campaign

• Email Unique Click Rate 

Summary

• Email Channel Performance by 

Campaign

• WhatsApp Channel 

Performance by Campaign

• SMS Channel Performance 

Summary

• Email Channel Performance 

Summary

• A/B Email Mailing Summary

• Mobile Push Channel 

Performance Summary

Unica Interact Interact
• Interaction Point Performance

Unica Journey Journey
• Journey Overview

• Audience Comparison Entry 

Sources
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Offering Name on the Widget List of Reports

• Accepted/Rejected Audiences 

Across Journeys

• Milestone Funnel

• Audience Comparison Across 

Channel

• Journey Channel Performance

Unica Plan Plan
• System Projects

• System Programs

• Vendor Spend Summary

• Project Health (Monthly)

• Project Health (Trend)

• Project Budget

• Approvals Awaiting Action

• My Requests

• My Alerts

• My Approval Overview

• My Approval Progress

• My Tasks

• My Task Status

• My Project Health

• My Active Projects

• My Task Progress

• My Approval Status

• My Task Overview

Real-time Personalization RTP
• RTP - Performance

• Domain Performance

• RTP - Statistics

Using MaxAI Reporting Insights

After completing the steps mentioned in Accessing or Adding Reports for Analysis  on page 19, complete the following 

steps to to understand how MaxAI Reporting Insights work:

1. From the Marketing Insights section, locate the required report.

2. Select the  icon at the top-right corner of the report.
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3. The MaxAI Insights panel opens. This panel contains a verbose analysis of the report. To understand more or analyze 

the details further, you can click Continue to chat.

4. The MaxAI Assistant  opens with the analysis generated in Step 3. In the Ask to MaxAI  textbox, type any further 

queries that you have related to the generated analysis.

Note:  To view some example queries, see Queries - Examples  on page 30.
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MaxAI also integrates with HCL Discover. MaxAI Session Insights provides AI-driven contextual insights and actionable-

analysis based on the selected session.

Accessing and Using MaxAI Session Insights

To use MaxAI Session Insights in HCL Discover, complete the following steps:

1. Access the HCL Discover Portal and log in using your credentials.

2. Navigate to All Sessions Search, Active Sessions Search, or Completed Sessions Search.

3. Access Sessions List.

4. In the Actions  column, you will see a star-like icon. Click the star-like icon.

5. The MaxAI Insights  dialog opens and shows the AI-generated insights for the session.

You can also view Session Insights by performing the following steps:

1. Navigate to All Sessions Search, Active Sessions Search, or Completed Sessions Search.

2. Access Sessions List.

3. In the Actions  column, you will see a play-button icon. Click the play-button icon.

4. The Replay Session  dialog opens. Click either the Event Based  button or the Advanced  button.

5. In the page that opens, click Session Insights  to view AI-generated insights for the session.
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Chapter 8. Appendix

Best Practices for MaxAI Queries

Best Practices for Analytics Queries
Transform everyday questions into precise MariaDB SQL queries for Campaign, Deliver, or Journey data.

How to Use Prompts?

Structure your prompt like a sentence:

Action

Show / Compare / List

Subject

Campaign metrics / Journey performance

Modifiers

Timeframe, filters, groupings

Example

Show the open rate for Campaign X in the last 30 days.

Prompt Formatting Guidelines

1. Simple Analytical Query

Structure

[Action] + [Subject] + [Predicate] + [Modifiers]

Example

Show [Action]  the response rate [Predicate]  for Campaign A [Subject]  over the past week 

[Modifiers].

2. Multi-part Query

Structure

[Action] + [Subject] + [Predicate] + [Modifiers] + [Temporal Indicator] + [Comparison/Qualifier]

Example

List [Action]  all journeys [Subject]  that had more than 50% completion rates [Predicate]  last 

quarter [Temporal Indicator]  and compare them to the current quarter [Comparison].

3. Contextual Query with Metadata
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Structure

[Action] + [Subject] + [Predicate] + [Modifiers] + [Metadata/Contextual Clause]

Example

Analyze [Action]  the milestones [Subject]  achieved in Journey X [Predicate]  and show their 

completion dates [Modifiers]  using the UARC database [Metadata].

4. Detailed Temporal and Logical Query

Structure

[Action] + [Subject] + [Predicate] + [Temporal Indicator] + [Logical Operators]

Example

Show [Action]  all campaigns [Subject]  that were active last month [Temporal Indicator]  AND had an 

ROI above 20% [Logical Operators].

5. Comparative Query

Structure

[Action] + [Subject] + [Predicate] + [Comparison/Qualifier]

Example

Compare [Action]  the response rates [Subject]  for Campaign A and Campaign B [Comparison]  to 

identify which performed better [Predicate].

6. Multi-subject Query

Structure

[Action] + [Multiple Subjects] + [Predicate] + [Modifiers]

Example

List [Action]  the milestones and goals [Multiple Subjects]  for Journey Y [Predicate]  and show their 

status [Modifiers].

7. Directive-based Query

Structure

[Action] + [Subject] + [Directive] + [Temporal Indicator]

Example

Summarize [Action]  the key performance indicators [Subject]  for all journeys [Directive]  over the 

past 6 months [Temporal Indicator].

8. Hypothetical Analysis Query

Structure

[Action] + [Subject] + [Hypothetical Predicate] + [Modifiers]
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Example

If [Hypothetical Predicate]  200 more contacts are sent to Campaign X [Subject], what will the 

response rate be [Action]?

9. Operational Query

Structure

[Action] + [Subject] + [Procedural Predicate]

Example

Explain [Action]  how to create a new segment [Subject]  in Unica Campaign [Procedural Predicate].

10. Query with Contextual and Temporal Constraints

Structure

[Action] + [Subject] + [Predicate] + [Temporal Indicator] + [Contextual Clause]

Example

Provide [Action]  a summary of Campaign Z's performance [Predicate]  over the last quarter [Temporal 

Indicator], considering its use of email and SMS channels [Contextual Clause].

11. Nested Query

Structure

[Action] + [Subject] + [Nested Predicate] + [Temporal Indicator]

Example

Show [Action]  all journeys [Subject]  where email was the primary channel [Nested Predicate]  and 

compare their performance over the last two months [Temporal Indicator].

12. User-defined Guardrails Example

Structure

[Action] + [Subject] + [Predicate] + [User-Specific Rules]

Example

List [Action]  all touchpoints [Subject]  in Journey A [Predicate], ensuring only completed 

milestones are included [User-Specific Rules].

Examples for Good Prompt vs Bad Prompt

Prompt Good / Bad? Reason?

List campaigns. Bad No filters or context.

Show the click-through rate for 

Campaign A last month.

Good Specific metric, entity, timeframe.
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Prompt Good / Bad? Reason?

Data about journeys. Bad Too vague.

Compare email vs SMS performance 

for Journey Y over Q2.

Good Clear comparison and period.

How many? Bad Missing subject.

What is the average revenue for Offer 

Z?

Good Metric, entity.

SQL for campaign C. Bad Asks for SQL, not result.

Show response rate for Campaign B by 

segment.

Good Adds segmentation.

Campaign details. Bad Ambiguous "details".

List milestones for Journey D. Good Clear entity.

Best Practices for Document Search Queries
Rephrase your question, fetch docs via embeddings, and get a concise answer.

How to Use Prompts?

Mention the Unica product. Specify the feature or how-to.

Example: How to configure approval workflows in Unica Plan?

Examples for Good Prompt vs Bad Prompt

Prompt Good / Bad? Reason?

Tell me about Unica. Bad Too broad.

What does the Journey canvas JSON 

represent?

Good Focused, technical.

Config docs. Bad One-word.

How to install Unica Deliver? Good Clear how-to.

Need docs. Bad No context.

Explain outbound messaging in Unica 

Interact.

Good Product + feature.

Docs on data. Bad Vague.

Steps to set up a data definition in 

Journey.

Good Procedure.

27



HCL MaxAI 25.1.0 User Guide

28

Prompt Good / Bad? Reason?

Documentation link. Bad Not a query.

Where is the API reference for Unica 

Platform?

Good Specific.

Best Practices for Plan Execution-related Queries
MaxAI can execute tasks in Plan like List Approvals, Create Approvals, Assign Approvals, Update Approval Status and Modify 

Due Date, and Assigning Offers or Offer Lists to Approvals.

How to Use Prompts?

Use verbs like Create, List, Approve, Assign, and Modify. Provide criteria or details.

Examples for Good Prompt vs Bad Prompt

Prompt Good / Bad? Reason?

Create approval. Bad Missing details.

Approve the pending budget approval 

request.

Good Clear action + object.

Approve. Bad No object.

Assign Mark as approver for approval 

Car Loan.

Good Specific request ID + role.

Best Practices for Segmentation Queries
Generates Athena SQL + JSON criteria for Unica CDP segments. The SQL returns customer_id  and JSON defined filters.

How to Use Prompts?

Demographics: Age, Gender, Location. Behavior: Transactions, Responses. Timeframe and Thresholds.

Example: Segment female customers aged 25–35 in Germany with >3 transactions and revenue >1000 in last 90 days.

Examples for Good Prompt vs Bad Prompt

Prompt Good / Bad? Reason?

Segment male customers age 40–50 in 

US with no purchase >180 days.

Good Full criteria.

Segment users. Bad Needs details.

Create segment high spenders. Bad Missing thresholds.
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Prompt Good / Bad? Reason?

Segment female, age 30–40, France, >2 

orders last month.

Good Specific date and metrics.

Segment people by event. Bad Which event?

Segment single customers in UK with 

>$500 revenue.

Good Demographic + revenue.

Make group. Bad Lacks context.

Segment Gen Z in CA with clicks >5. Good Age cohort + state + behaviour.

Segment behavior. Bad Needs specifics.

Create fancy segment. Bad Non-descriptive.

Segment customers who dropped off 

car loan journey

Good Journey stage + context

Segment users with email opens >2 

and click-throughs >1

Good Specific behavioral metric

Segment by app version Bad Missing filter logic (which version?)

Best Practices for Journey Queries
Generate SQL for Journey tables: Performance, Milestones, Goals, and Touchpoints.

How to Use Prompts?

Name the Journey. Specify metric (drop-off, open rate). Provide a timeframe.

Example: What is the drop-off rate at each touchpoint for Journey X in June?

Examples for Good Prompt vs Bad Prompt

Prompt Good / Bad? Reason?

Journey stats. Bad Too generic.

How many milestones completed in 

Journey Y?

Good Clear metric.

Performance. Bad No context.

Show email performance in Journey Z 

last week.

Good Channel + timeframe.

Journey data. Bad Needs specifics.

Compare SMS vs push in Journey A. Good Comparison
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Prompt Good / Bad? Reason?

Goals. Bad Ambiguous.

Show goal status for Journey B. Good Feature + entity

Touchpoint details. Bad Which journey?

List entry sources for Journey C. Good Document-query gap—Plan can route.

Best Practices for Subject Line Analysis Queries

How to Use Prompts?

Provide the subject line and the desired language.

Example: Analyze subject line 'Claim Your Bonus Now!' in English.

Example for Input and Variants

User created Subject Line: Claim Your Bonus Now!

AI-generated Subject Line variants:

• Get Your Bonus Today—Don’t Miss Out!

• Your Bonus Awaits—Claim It Today

• Act Fast: Your Bonus Is Ready

• Hurry! Claim Your Bonus Before It Expires

Queries - Examples
The following sections contain examples for proper queries that you can ask MaxAI related to Unica or HCL Discover.
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Queries for Navigation Ease in Unica

Query MaxAI Response

What is the list of products available in the Unica 

ecosystem?

Which of these should I use to create a new user?
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Query MaxAI Response

Ok, how do I create a user group in Unica Platform?

Great, now tell me more about Deliver.
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Query MaxAI Response

How do I set up an email template in Deliver?

Do you have templates I can use, or where can I find 

industry HTML templates?
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Queries for Email Open Rate

Query MaxAI Response

How can I design an email newsletter?
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Query MaxAI Response

How do I create a dynamic email that adjusts based on 

user behavior?

What’s the best time to send emails for higher open 

rates?
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Query MaxAI Response

Can you suggest some templates for email newsletters?

I need help regarding travel industry newsletter.
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Query MaxAI Response

Give me some content suggestion for travel newsletter.
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Query MaxAI Response

Can you recommend a better subject line?

What are my top-performing email subject lines?
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Query MaxAI Response

How can these newsletters be delivered via journey?
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Queries to Measure and Optimize Marketing Performance

Query MaxAI Response

Show me the list of active journeys in the system.

How is the “Home Loan Application Below” journey 

performing?
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Query MaxAI Response

What are the milestones defined for this journey?

Which milestones are seeing more drop offs and provide 

the recommendations to improve?
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Query MaxAI Response

How many audience reached the last milestones as compared 

to those entered.

Show me the list of completed journeys

Back to Home Loan Application Below” journey, show me 

channel performance
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Queries for Unica Plan

Action Description Examples

LIST To see a list of available approvals:

• Ask for created approvals

• Ask for assigned approvals

• Ask for all approvals: Created 

and Assigned

• Show me all approvals that are 

assigned to me

• List approvals created by me

• Give me all approvals

CREATE To create a new approval
• Create an approval named 

'Campaign Approval' due in 5 

days

• Create approval 'Travel 

Approval' with due date 

2024-12-31 and offer list 

'Year End Deals'

• Create approval 'Expense 

Report' and assign to John

• Create 'Budget Approval' 

approval due in 10 days and 

assign to Alice and Bob

• Create 'Budget Approval' 

approval due in 10 days and 

assign to Alice and Bob in 

sequential order

• Create 'Budget Approval' 

approval due in 10 days and 

assign to Alice and Bob in 

parallel sequencing

• Create approval 'Contract 

Review' with offer 'Discounted 

Rate' and assign to 'Charlie' 

which is due in 10 days

• Create 'Vendor Agreement' 

approval with offer list 'Q4 

Promotions' and assign to 

Frank

• Create approval with below 

details: Name: Auto Car Loan 
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Action Description Examples

Due date: 31-03/2025 assignee: 

David offer: Car Loan1

• If you create an approval 

without assigning a security 

policy, the system assigns the 

default security policy to the 

approval. For example:

Create approval with below 

details: Name: Auto Car Loan 

Due date: 31-03/2025 assignee: 

David offer: Car Loan1

In this case, system assigns the 

default security policy to the 

approval.

• If you create an approval and 

security policies have already 

been created, the system 

prompts you for to assign a 

security policy. For example:

Create approval with below 

details: Name: Auto Car Loan 

Due date: 31-03/2025 assignee: 

David offer: Car Loan1

In this case, system prompts 

you to assign from the available 

security policies: Global | 

Local. Type one of the available 

values.

• Creating an approval with the 

security policy. For example:

Create approval with below 

details: Name: Auto Car 

Loan Due date: 31-03/2025 
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Action Description Examples

assignee: David offer: Car 

Loan1 security policy: global

In this case, system sets the 

security policy mentioned by 

you.

ASSIGN To assign an existing approval to a user 

or update the due date of an approval. • Assign the 'Expense Report' 

approval to John

• Give the approval 'Project 

Plan' to Jane and Bob

• Give the approval 'Project 

Plan' to Jane and Bob in 

sequential order

• Give the approval 'Project 

Plan' to Jane and Bob in 

parallel

• Assign due date of 05/01/2026 

to approval Marketing Campaign 

Budget

• Set the due date for 

'Travel Request' approval to 

2024-12-31

• Set the due date for 

'Travel Request' approval to 

2024-12-31 and assign to John

UPDATE STATUS To change the status of an existing 

approval, including approving the 

approval or denying the approval.

• Submit 'Travel Request' 

approval for review

• Cancel the review of 'Travel 

Request' approval

• Finish the review of 'Purchase 

Order' approval

• Approve the approval 'Purchase 

Order'

• Deny the approval 'Travel 

Request'
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Action Description Examples

• Update approval status to 

approved

• Change status of 'Marketing 

Campaign' approval to denied

OFFERS To add an offer or offer list to an 

existing approvals • Add offer 'Summer Sale' to 

'Marketing Campaign Budget' 

approval

• Attach offer list 'Holiday 

Deals' to 'Year End Approval' 

approval

FAQs
The following are some frequently asked questions related to MaxAI Assistant:

Why does the system ask me to clarify?

Description

MaxAI prompts for clarification whenever it detects ambiguity, missing details, or overlapping contexts, 

ensuring its response matches your true intent.

Examples

Input: Show me performance.

Clarification Prompt: Are you asking about campaign performance, journey performance, or offer performance?

Input: What is the response rate?

Clarification Prompt: Could you specify which campaign or journey you’re referring to?

What You Can Do

Be Specific: Include names, timeframes, and metrics.

Example for Bad Input: Show me performance.

Example for Good Input: Show me the email open rate for Campaign Alpha in April 2025.

What should I do if the system does not understand my query?

Description

If MaxAI cannot interpret your query, it will either ask you to rephrase, highlight the problematic portion, or 

indicate that the request is out of scope.
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Examples

Input: Tell me the best time for emails.

Response: The system does not provide recommendations on send-time optimization. Please ask about email 

performance metrics.

Input: What’s the sentiment of Campaign X?

Response: Sentiment analysis isn’t supported. You can ask about open rates, click-through rates, or 

response transactions instead.

What You Can Do

Rephrase Clearly: State exactly what metric or document you need.

Example for Bad Input: Show me everything.

Example for Good Input: Show me the response transactions and revenue for Campaign Beta in Q1 2025.

Use Supported Terms: Refer to tables (for example, UARC_CCH_SUMMARY) or product names (for example, Unica 

Deliver).

How does the system decide which context to use?

Description

MaxAI employs a classification router to categorize each query into one of four engines: DOCUMENT, DATABASE, 

INVOKE  (Plan execution), or SEGMENTATION. Overlapping contexts trigger a clarification request.

Examples

Input: What is the click-through rate of Campaign X? Also, explain email delivery.

Response: Your query spans analytics and documentation. Which would you like to prioritize?

Input: List all journeys and run a segment.

Response: Are you asking to retrieve journey documentation or to execute a segmentation task?

What You Can Do

Use one context at a time.

Example for Bad Input of Merging Contexts: What is Campaign performance and how do I configure it?

Example for Good Input Part 1: What is the response rate for Campaign Gamma?

Example for Good Input Part 2: How do I configure campaign settings in Unica Campaign?
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What if I make a typo or grammatical error?

Description

MaxAI accepts minor typos and grammar issues, but significant errors may lead to misunderstandings or 

clarification prompts.

Examples

Input: Show campigns perfomence.

Response: Did you mean campaign performance? Please confirm or rephrase.

Input: How many audiences entered Journey X?

Response: Did you mean ‘How many audiences entered Journey X?’ Please clarify.

What You Can Do

Proofread Quickly: Catch obvious typos before sending.

Confirm When Prompted: If asked, reply Yes, campaign performance  or rephrase your question.

Can the system answer follow-up questions?

Description

Yes. MaxAI retains the last interaction as of now to handle simple follow-ups. This limited memory prevents 

context confusion (Context is reset based on user switching between capabilities).

Examples

First Query: Show me Campaign Delta performance.

Good Follow-up Query: What is the response rate?

Response: The response rate for Campaign Delta is 18%.

First Query: Show me Campaign Delta performance.

Bad Follow-up Query: What is sentiment analysis?

Response: Sentiment analysis is not supported. Please ask about campaign metrics.

What You Can Do

Tie Directly to Prior Query: Ask follow-ups about the same object.

Example for Good Follow-up: What was the unique recipient count?

Example for Bad Follow-up: What is click-through rate for Journey Y?
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What happens if my query is out of scope?

Description

If you ask for unsupported features like sentiment analysis, weather, or unrelated tasks. MaxAI will let you know 

and suggest alternatives.

Examples

Input: Tell me the sentiment of my emails.

Response: Sentiment analysis is not supported. You can ask about open rates or click-through rates 

instead.

Input: What’s the weather today?

Response: I’m sorry, I can’t answer unrelated queries. Please ask about campaigns, journeys, or offers.

What You Can Do

Use supported queries. For more information, see Best Practices for MaxAI Queries  on page 24.

Reframe the query to something that is within scope.

What if I combine multiple unrelated tasks?

Description

MaxAI prefers single-focus queries. Combining unrelated tasks forces clarification.

Examples

Input: Show me campaign revenue and segment Gen Z customers.

Response: Are you requesting analytics first or executing a segmentation task? Please choose one.

What You Can Do

Split Your Query as follows:

1. Show me total revenue for Campaign Epsilon.

2. Create a segment of Gen Z customers in the U.S.

System Safeguards
Guardrails for Generic Nouns

If you enter Show me Campaigns, the system responds with Do you mean active campaigns, by status, or by performance?

Prevention of Cross-context Hallucination

Limited memory; if you jump contexts, you will see a prompt from MaxAI.
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How the System Responds to Errors
This topic explains how the system handles scenarios where it cannot generate a response due to incomplete or unclear 

inputs. It provides users with insights into fallback mechanisms, error messaging, and clarification requests.

Fallback Prompts

When the system encounters an error or lacks sufficient information to generate a response, it triggers fallback prompts to 

guide the user.

Example

Input: What is the performance of my campaign?

Fallback Prompt: Could you specify what aspect of performance you are looking for? For example, audience 

engagement, revenue, or response rates?

Why it Happens?

The query is too broad, and the system needs more details to provide an accurate response.

Clarification Requests

The system may ask for additional input to refine the query.

Example

Input: Show me campaigns for this week.

Clarification Request: Are you asking for active campaigns, completed campaigns, or campaigns by specific 

metrics?

Why it Happens?

The query lacks specificity, leading to potential ambiguity in the system’s response.

Default Error Messages

When the system cannot find relevant data, it provides polite error messages:

Example

Input: Tell me the sentiment of campaign emails.

Error Message: Sorry, I cannot analyze sentiment as it is outside the scope of this system. Please ask 

about supported analytics or documentation.

Why it Happens?

The query is beyond the system’s capabilities or unrelated to its design.
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Handling Context-related Errors

If the system identifies cross-context issues (for example, switching between reports and analytics without resetting), it will 

attempt to guide the user back on track:

Example

Input: What is the click-through rate of Campaign X? Also, explain how Unica handles email delivery.

Response: Your first question pertains to analytics, and the second to documentation. Please clarify if 

you want the system to prioritize analytics or documentation.
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