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Personalization: Turning visitors
into loyal customers beyond
borders'

Partnerships Manager EMEA

Niels.Kolijn@dotdigital.com
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Challenges for CMOs

Build Al-enabled
downturn

Growth in economic
marketing teams

A\

ROl / .
Marketing’s value add ©
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LEADERSHIP VISION FOR CMOS IN 2024 - GARTNER



Global Ecommerce
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Market research
Acquisition
Conversion

Retention
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About Dotdigital

Dotdigital’'s CXDP platform helps 4000+ brands across a range of
industries reach their marketing potential

400+ employees around the world

Worldwide network of partnerships

Double digit % of group revenue invested back into R&D
Responsible marketing; ISO27001, ISO27701, ISO14001 certified

Transparency; public-facing roadmap, and listed as of 2009.

) dotdigital
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The fact that we have access to
an emerging technology that is

proving its potential, is quite
thrilling. It enables us to build
many capabilities with very low
effort and much higher returns.

Adam Hollinshead
Chief Digital Officer at Winedirect
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Cross-channel marketing
automation

Unified customer data

Email, SMS, mobile push, Chat
WhatsApp

Social ads retargeting
Marketing attribution

Transactional messaging

THE CUSTOMER EXPERIENCE AND DATA PLATFORM FOR MARKETERS

Personalized, cross-channel experiences
that go beyond the expected

End-to-end

journeys

dotdigital

& freshrelevance

A Dotdigital Company

On-site personalisation
Social proof

Real-time dynamic content
Al-powered site search
Product recommendations

Dynamic onsite forms



) dotdigital

Exceptional end-to-end journeys that engage,

5 N
Experiences ' a&

Cross-channel automation

Email & SMS marketing

Mobile push, Pages & forms, Chat
Social ads & retargeting
Transactional messages
WhatsApp

Insights & analytics .°||

Single customer view

Dynamic segmentation
Audience analytics

Predictive analytics
Cross-channel reporting
Revenue & commerce reporting

o=

convert and retain

-,

zeie

¥ Powered by data

Unified customer data
Seamless integrations

Data enrichment & acquisition
Behavioral persona modelling
Al-powered content optimization

( Personalize

Website personalization & optimization
Social proof & scarcity

Real-time dynamic content

Al-powered site search & merchandising
Mobile app personalization
User-generated content
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Product

7 Ps of Marketing.

Process



Market research

Place:

+
+

MarketPlaces

Exposure to a new audience

Leveraging existing tech and reputation

No ownership of data
Limited brand building opportunity

Price being the main differentiator

amazon
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amazon e gt
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' TikTok Shop
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Market research

Place and Promo in 2024

Place: Channels & Advertising Influencers & Personification

+ Social Media platforms
+ Search engines

+ Channels for communication; SMS, WhatsApp,
Push...

+ Metaverse

+ Third Applications: Strava, Untappd

dotdigital



Market research

The P of Partnerships
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Make those first impressions count

1. Personalize based on search terms

Welcome back Daisy!

{‘ Shop Now b,‘r

More Women's Snowboard Boots

i

$166.00
ek ek

$70.00

$100.00




Making those first impressions count

1. Personalize based on search terms

2. Show, repress or personalize offers based
on source

How about 10% off?

No Thanks

dotdigital



Making those first impressions count

1. Personalize based on search terms

2. Show, repress or personalize offers based

on source
Leaving already?

3. Prevent (paid) traffic bouncing

Look we have so many other Snowboards!

>

Volkl Riot Squad Snowboard Roxy Torah Bright Snowboard
2013 2016 in...

# k4 (0 reviews) # % & % % (0 reviews)

—
Ty




Making those first impressions count

1. Personalize based on search terms

2. Show, repress or personalize offers based
on source

3. Prevent (paid) traffic bouncing

IN A RUSH?

WE'LL SAVE YOUR BASKET

PLUS WE'LL SEND YOU

10% OFF

dotdigital



Making those first impressions count

Personalize based on search terms

Show, repress or personalize offers based
on source

Prevent (paid) traffic bouncing
Geo-Targeting for localized messages
Location based dynamic content

Drive traffic to nearest store

Currency and delivery information

Display closest store to shopper's

{ Home location

-

Home location
|:| Current location

@ Add custom

Within a radius of &
20km
Q
COATS GREAT FOR THE RAIN

€2

b i

ULTRAWARM K2 VISIBLE YELLOW PINK WHITE
TWO TONE WATERPROOF CHEQURED RAINCOAT
BLUE COAT JACKET

r *
£17000 £129.00 £129.00

0 % SIGN IN
SHOES BEAUTY JEWELLERY  FURNITURE  GARDEN FOOD & WINE
LRIYS el 1t to fare

Suazans - Petal sating it to
oot with Ons sheutter nackire

crepe 2 gwn wins Thana - Tube A-Line Dress with o
e anclerlay shoutder detachable yirs

240.00 £1,290.00 £1470.00

L ]
r shop for your dress fittings!

Your nearest store is in
& Chelsea, London

DOOK APPOINTMENT

Weather this weekend

LONDON, ENG

Saturday

& 7°C

1

Sunday

& sc

i




Making those first impressions count

1. Personalize based on search terms

2. Show, repress or personalize offers based
on source

3. Prevent (paid) traffic bouncing

4. Geo-Targeting for localized messages
- Location based dynamic content
- Drive traffic to nearest store
- Currency and delivery information

5. Start off on the right foot

WANT TO JOIN
THE PRIMAL PACK?

Email Address

First Name Last Name Zip Code

MY PETIS A:
(O Dog O Cat (O I have both! (O None

| CURRENTLY FEED MY PET:

(O Mostly Kibble/Canned () Mix of Kibble & Raw/Fresh () Mostly Raw/Fresh

dotdigital



Making those first impressions count

Converting first time visitors across borders

1. Personalise based on search terms

on source

4. Geo-Targeting for localized messages
- Location based dynamic content
- Drive traffic to nearest store

- Currency and delivery information

5. Start off on the right foot

CONVERSE®

Show, repress or personalize offers based

Prevent (paid) traffic bouncing

Update your preferences

Change your details and update your preferences below. You can also unsubst

from all our commercial and marketing related email using the button at the

bottom

Your email settings

Email address

Your preferences

J women

@

[J Kids

J Skate

O
m
o
7]

]

(J Limited Edition

Women  Men Kids  Limited Edition Sale Stories

~rihe
crioe

Save your preferences Unsubscribe from all email

©) dotdigital



) dotdigital

Conversion




Conversion: Onsite

« Welcome back visitors and

recover revenue i Luxury homes countu;y hodge
| knd_coolﬁoastal retreats

Search over 21,000 holiday properties across the UK, Ireland, France and Italy
Hewton House and Cottages -

Tanglewood

- '..' - Hewton, Bere Peninsula, Devon
LT ~

-—

Welcome back
You last looked at

dotdigital



Conversion: Onsite

« Welcome back visitors and
recover revenue

 Just for you pages

zgs Just ForYou~ Snowboard v  Ski v

Up to 50% off
Snowboards!

3

From your favourite category

'i ' -




Conversion: Onsite

« Welcome back visitors and
recover revenue

Just for you pages

Discount reminders

Sense of urgency; countdowns,
scarcity messaging, stock levels,
price drops and more

ey bon = ' " -

dotdigital



Conversion: Email

What's available on FREE NOW?

coTe omcially part of the VEJA family.
If you want to be the first to hear about all VEJA updates: new
sneakers, collaborations, projects and events... but also back in

.
= 4
A -
S
4N
o
DA

dotdigital

Welcome emails are 86% more effective
than standard emails

v Introduce the brand and community

v" Social Proof: Let others do the
talking

AN

Offers (repeated) are great here

AN

Have a strong CTA

AN

Basic product recommendations



ping on orders of $45 or more  Free is Better. Free shippit

BettetBrand’ Conversion: Email

Abandoned cart emails — 24% recovery on average*

+ Use personalisation

+ Build trust

+ Share value to the customer
+ Social proof

+ Obvious recovery CTA

g
Tealth
Is just aefem%ckgway Subject:@ Want free shipping on something better, Niels Kolijn?

Smiles Davis, this could be the start of a beautiful
friendship.

We already have two things in common... A love of bagels,
an the desie o ive a Bette fe. SOURCE: THE SECRET LIFE OF ABANDONED CARTS

When you choose Better you choose to be a part of a
NnAa NAK




©) dotdigital

Retention




We get
dog people

because we ARE dog people.

Dog parenting is wonderful, weird, and full of “is this my
life?” moments. Sundays is here with you through all of it.

s digestion is amazing

hing to sundays

] P -
A . "= No additives, just
human-grade ingredients

Dou onmanoriane knowss patience is
irt t MUST EAT CHICKEN RECIPE

Join Us On Instagram

At Sundays, we take the science behind our food, the health
of our dogs, and our customer's happiness very seriously.

But that’s about it.

rand ! eétit PR
s can eat and dig 4
v ?lhaend clearly likes the t’asle. ’
‘we ty URee

S
a4

Retention: Onboarding

Direct attribution isn’t everything

+ Maximize perceived value
+ Introduce other channels
+ Get them involved

+ Create community feeling

Tip: Set up supported attribution to track the effect
of non-transactional email

How many dog pics are on your phone?




bloomscape

BACK IN STOCK!

You asked, we listened! Our bestselling favorite
from February the Tradescantia Nanouk, is back
for the first time for a limited time

SHOP NOW

Bright light brings out
the best color

Developed in the
Netherlands for
its large, colorful

/ leaves

One of the
easiest plants to
propagate!

/‘ -b‘m

5 V /
A'r'*\ (.,

NEW ARRIVALS ARE HERE - SHOP NOW

Retention: Back-in-Stock

Fostering a positive shopping experience

+ Minimise customer frustration
+ Create excitement
+ Retain customer interest

+ Increase loyalty




SURKEAL

Retention: Reviews & Referrals

We’re bribing you

Here’s the deal. Get your friend to buy our
eal al dwe’llg' e you money off you
order.

Th nks to ur friend will also get a
fivel ffth ﬁrst d lt a bribe within

®

+ Activate your loyals and champions (RFM)

+ Amplify your reach
+ Gather and Leverage Social Proof

dh

If a anyon e fan bing us,
We're ol ye g
would love to get on

t
of o w

Always the bribesmaid, never the bribed.

Surreally healthy
cereal

Subject:® Do you like bribes?




@ sunglass hut

IN THE LOOP

FOR YOUR EYES ONLY

Get ready for Members Only.
Be the first to shop your favourite shades
with special offers dedicated to you.
Starts 21/4.

Retention: Make them feel special

+ Involve your customers
+ Amplify your reach

+ Leverage Social Proof




PHILIP KINGSLEY

Retention: Product SR

Free DELUXE SAMPLES with every order

recommendations

WINTER OUTLET

* Replenishment

* You may also like

* People also bought

We wanted to say a quick thanks for your recent order and to check in how are you
getting on with your supplements. We hope you're happy with your order but if you find
) O fte n b O u g ht 'to g et h e r that a product isn't quite right for you, we're happy to refund the pr‘odqct in full. If you're
thinking about your next purchase and struggling to decide, we’ve included some
personalised recommendations for you below or you can book a free 10 minute
consultation with one of our qualified nutritionists.

Shop now and save up to 30% off in our Winter Outlet Sale! Save on your
favourite products from the range. Sale ends tonight!

SHOP THE SALE

Save On Your Favourites

- v
2
il
.’ k. |

YOUR RECOMMENDED PRODUCTS

Based on your order history, we think you may like these products. ..

Flaky/itchy Scalp Elasticizer Therapies Body Building Duo
m Duo Shampoo & Toner (1000ml) Shampoo & Conditioner
Was £48.00 Now £32.80 Was £101.00 Now £70.70 Was £41.00 Now £32.50
[ oo |
J ] o o VITAMIN D3 LEMON ESKIMO®-3 FISH OIL NUTRIGEST
MELTS 120 TABLETS CAPSULES DIGESTION

Reasons to shop at PHILIPKINGSLEY.CO.UK

X . . X CAPSULES - 90
CAPSULES
=
. ° . . 6 B
Free Delivery Deluxe Exclusive Expert

. . . . on all UK orders Sample with Offers Trichologist Advice
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Retention: Mix up your channels

Most Popular Messaging Apps by Country

(Android App Data: January -December 2022)

Insights by @8 SimilarWEb
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Retention: Mix up your channels

<

18888917517
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STARTS NOW!

TRACT Optics: SAVE up to 25%
on select TORIC Rifle Scopes,
Binoculars & Spotting Scopes!
Offer ends Monday, November
27th at Midnight. Shop Now at:
https://dd0.io/jrv4exs

TRACT Case study

MMS to break through the BFCM noise
« 17x ROI

e S40k in revenue on day 1

« 3x Email Open Rate same day

“For a high-end brand like ours, having visual

branding with the picture attached adds a
different level to the basic text message.”
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Retention: Mix up your channels

31 Jan 2023 19:00

03 Feb 2023 19:04

HURRY! LAST CHANCE TO SAVE UP |

T0 20% OFF SITEWIDE! SHH SECRET DISCOUNT!
ENDS MIDNIGHT... ’ USE CODE: MYSTERY
Shop: : AT CHECKOUT FOR MONEY OFF!

https://mail.londonlash.com/nek1k ‘ ENDS MIDNIGHT!

mn
Reply LONDONLASH STOP to 60650

to opt out

https://! mail.londonlash.com/epxnw

0i

Reply LONDONLASH STOP to 60650
to opt out

London Lash

SMS to drive higher engagement and
standing out from competition

5% of UK revenue from SMS
« 709% ROI

£114K Revenue generated

“Since integrating SMS with Dotdigital, we're reaching our
customers at the right moments, with the right messages,
and the results speak for themselves.”
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Retention: Mix up your channels

RCH 2019

nd calls are now secured with
3ooking.com may use another
and respons to your messages
[ap for more info.

ficial business account of
Tap for more info

Iden Sands Hotel is
Il the important stuff

r: 14256984

ntil 31st June

45.00

Medina, 17320, Malta
842

@

PN .
:xﬂ Fresh Produce® ([4 \. e

13 MARCH 2019

@ Messages to this chat and calls are now secured with
end-to-end encryption. Fresh Produce may use another
comapany to store, read and respons to your messages

and calls. Tap for more info.

This chat is with the official business account of
‘Fresh Produce’. Tap for more info

Hi, I'd like to order one Organic
veg box for tomorrow.

No problem, whats your address
do you want to pay on delivery?

1 Bath Street, GL12 5BD. I'll
pay on delivery.

o

& @ KLMAiines @ @M R

13 MARCH 2019

@ Messages to this chat and calls are now secured with
end-to-end encryption. KLM airlines may use another
comapany to store, read and respons to your messages
and calls. Tap for more info.

This chat is with the official business account of
‘KLMAirlines’. Tap for more info

Dear Traveller, your flight KLO605
to SFO has been delayed. We
are sorry for the extra wait! Keep
an eye on the informaiton screens
- just in case your gate number
changes. Should you have any
questions, our staff will be happy
to help.

o

WhatsApp
- 2-way messaging
* Real time conversations

» Customer Service & Marketing
message

* Rich content supported
« Secure encrypted

« Large user base globally



Don't be creepy with
personalization. Use it when
it’s relevant.

Jenna Paton, The future of customer retention:
empathic marketing

o) dotdigital
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Thank you

A P i Niels Kolijn
~ ! 9 L

Niels.Kolijn@dotdigital.com



mailto:Niels.Kolijn@dotdigital.com

