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UK Online 1s Exploding

2013 2014

16%

Growth

£91b

Consumer
Sales

17% £107b

Growth Online Sales

21%

Total
Retail
Source: Capgemeni 2014
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People Buy From People

Picture from www.brand drivendigital.com
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Experience Starts Before You Even Walk In




What Do Customers Want?

‘Big data driven hyper-personalised






What customers Really Want
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What customers Really Want
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What customers Really Want
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Your Customers Want Email

Table 1: Marketing channels through which UK internet users prefer to be
contacted, by age, Feb 2014
% of respondents in each group
18-24 25-34 25-44 44-54 55-64 65+
Email 83% 76% 78% 75% 75% 75%
Post 28% 21% 28% 41% 40% 45%
Phone (landline) 22% 9% 9% 11% 14% 19%
Face-to-face 18% 17% 18% 22% 22% 20%
Phone (mobile) 17% 12% 8% 4% 4% 3%
Text/ SMS 16% 9% 6% 3% 4% 2%
Social media 10% 6% 4% 3% 2% -
Source: Direct Marketing Association UK — Customer Acquisition Barometer 2014
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Transactions Have Become Sterile




The Bricks and Mortar Journey

Greet

Browse

Buy

Goodbye
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Greet:

Welcome to

How are you today?

Can | help you find anything in
particular?

Buy:

Upsell/Cross Sell

Point out missed offers

Answer any questions about payment,
returns etc.

Would you like to join our mailing list?

Browse:

Can | find that for you in your size or
something that goes with that?

Have you seen this offer?

If you are too busy, | can hold this for
you.

Goodbye:

Thank you

Did you find what you were looking for
today?

Stop by next week for new stock.
Customer satisfaction
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The Bricks and Mortar Journey

Greet

Browse

Buy

Good to See

You
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Greet:

Welcome program
Data capture
Landing pages

VIP program

Buy:

Order confirmation
Shipping confirmation
Cross sell/upsell

Data capture

Browse:

Browse abandonment
Product recommendations
Size guides

Product reviews

Good to See You:

Thank you

Review request/customer sat survey

Product Replenishment
Lost/Lapsed program
Birthday program

stmailer



Why email marketing automation?

— Enables you to engage with and respond to multiple
customer interactions in a scalable way

— Creates a seamless customer experience

— Creates timely, structured and relevant
1-to-1 messages in real-time

— Maximizes opportunity for profitable engagement
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1. Data Capture and Welcome

It's faster-we promise. How? Let us count the ways...
e Quick and easy checkout.

eep tabs on yo

to re

your orders and what you bought in the past.
ign up ceive first-to-know news (and private sales) through email.
st e
5t name
your emal
-enter emad

re-enter password
password hint (optional)
country

| Select a Country

@ 1want o receive i ! amails, from

2 Craw 303 its tamily of brands.

By cicking "Create an Account”, you agree to our Terms of Use and
Prvacy Polcy , ncluding the yae of cookies and the transfer of your
personal nformation to the Untted States, 8 jurisdiction that may not
provide an equivalent ievel of data protection to the laws in your home
country.

What do you really need to know
when you first meet someone:

— First name
— Last name
— Zip Code or City

Capture as much as you can
without being creepy

@skipfidura
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1. Data Capture and Welcome - Made

« Single welcome email
« Totally on Brand

* Reinforces the person’s decision
to sign-up by actually welcoming
them

* |ncludes an offer

@skipfidura @dotmailer

MADE"

WELCOME TO MADE.COM

LETS DO THINGS DIFFERENTLY

» otz
el prcs. | 'f‘m:‘
sayza
,,,,,,,, £ 10
W' GEDASTINg Y Ve e Aumnere reakecs élrectly, sxng.
200 0 70% o Mgk st pres,
WELCOME
Wbk e i s o s F .
ol proturts, sk ean o kil cnatact e com o eur Toclaim your
2tdreas e discount eoter this
code at check out

Tae aens at esde o
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1. Welcome — Country Attire

COUNTRY
ATTIRE

LANDZ COWLDMEN CMDTEN  AGCCZZONCS  OWMOMANDZ  OWRITORY  SALC

WELCOME

1 We I C O m e Thank you for joining the Country Attire family. ams  cmmeum  cuomn e omewues | amatom A
.
Now you will be kept up to o

NICE TO MEET YOU

date nbout all Country Attire
news including:

Tell us a little bit more about yourself for a chance to
win a £50 Country Attire gift voucher.

Series of 2:

+ Latest brands

— Shorter and punchier e

SPECIAL TREAT
Use eode CATXS36454RES o1 eheckoet 0 ger

— Unique offer code o

WHAT'S IN STORE Everybody has different tastes, updating your account will personalise

your Country Atlire expersence Lo show you exactly whal you want 1o see.
“ Once you've set your prefesences you'll receive:

Emails faiored to your own. unigie fastes.
VISIT COUNTRYATTIRE.COM

Ps. Remensber 10 use your 10% discount code CA1X5I6454RES. Loarm mare about SxelSive promotions 3id now products.

— Natural next step R e ——

2ndom and notified vaa emesl oa the |Sth of every zscath. Maks
Sure o i Beres el cnusiystine cam o youe safe sl list

T S TR W RTVAS
AELVEN I8 L VAL
s o

CLICK TO UPDATE ACCOUNT

2. Data enrichment

e v e | e
) tinen wa worcsam [ _J7) Mianc <
W) s = i

— Sets recipients

HTRUST} LOT s s o de &

expectations _ seaE—

Frea ISl Dateary 3 UK O L s e o Gt Mo
20R0 = par

O JED)
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2. Abandon Browse — Alex and Alexa

alexandalexa

Don't Miss Out!

Hella there

Abave 5 = 51 Of your recenily vesed ders. o help
¥ou find them onine iater

if you nesd assisianie or Nave & Quary, we're nere
Monday - Salurday (620 &0 - Epm GMT)

THere arc many ways 19 contact us doiow

Ve 100K forarc 1o wekoming you dack
oavine scan!

006 <o
Here's so0

Treusers

We offer FREE UK delivery on

arcers over £ 30.

Highlight the products that they
were viewing or in the cart

Position this email as a value
added service

— Holding the products for you
— Anything we can do to help

— Overcome barriers and
objections

Feature related products

@skipfidura

@dotmailer
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3. Abandoned Cart — Cabbages & Roses

CABBAGES & ROSES

FASHIOK HONEWARE FABRIC LOOKB00K

hello Gemma
can we help you with anything?

We'Ve notiead that you've been Drowsing ous site, and we hope you found everything you were Jooking for.
‘you stll have some ibems in your shopping basket if you want fo refum o it now click here.

alternatively, if you would like some assistance please let us know and we will be delighted 1o help vou

wwe are o 0207 352 7333 from mon - 53t 9.30-3.30, or email us here: infoScabbagesandroses.com

0207 352 7333
fo@cabbagesandro: m
—
living life beautifully SnEn

Remind the reader of what is in
the cart

Reinforce how easy it is to buy,
delivery options and returns

@skipfidura @dotmailer
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3. Abandoned Cart — Cabbages & Roses

FASHIOK

HOMEWARE FABRIC

CABBAGES & ROSES
LOOKE00K

CABBAGES & ROSES

FASHION HOMEWARE FABRIC BLOG

thank you for visiting
Cabbages & Roses online.

AB11HHI12

Go to my shopping basket & complete purchase...

- S—

living life beautifully m n G @

@dotmailer

Remind the reader of what is in
the basket

Reinforce how easy it is to buy,
delivery options and returns

Set expectations that basket is
saved for a limited time

Don’t jump in with an offer






Why you should send transactional emails

Post-sale transactional emails
have the highest customer

engagement of any | o——————"—
communication: o
* Minimize post-purchase o
dissonance e
 Reduce returns o
* Build customer loyalty and trust 5000 »_ I
- Build online brand advocacy S
« Maximize upsell and cross-sell s S R L
revenue
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4. Transactional — Order Confirmation

Thanks for shopging Wi us

— Hers are o order e
BOF FOR: wEY WORMERN -1 WIFEID NEW RELEAIE
= Crins.

T o Tof ol OOl DN 30k DWW T Tl Fou when Ul Oroer shioe

W B0 DR B SO B Tk TR PO B0 pOU MIGRT PROEIE MOGE TN 0Nk BRIBMET (M N
) R Of COUNBE]. Yows DI will Show 830N SNDTENT BEDACIEY

i MECOTITIENG PG NG 070 T BT LTI Oy e FROBIUEC BUBTTIING 1N 0T Qroer. And el
ek B0 CONERS! LS W By CUEBEIIONS.

Take TS Drler suney AN 0l US BDOUL ol PR COM EXpErience

Tranks again
ke com
SHIP TO
O Gay
17 Marnne House o
Warine Farace
Brigmon B2 1TL
DELIVERY METHOD:
e Pime Futurs Troe 2 50)wstatie Hat
ORDER NUMBER: 1 -
Sty 532185 - 233
EC443483T1 Siz: ONE STE
ORDER DATE: oty 1 @ 2000
S0z TOTAL: £20 o0
ESTIMATED DELAVERY DATE: 11883014
Subloksi- I
Dadrwary Cost- B4 50
TOTAL: 2450

AmoUrt CRargsa to Creart
Card:

£24 50

Say “Thank You”

Confirm payment, product and
delivery details

Show related products
Share customer service details

Encourage people to sign-up who
haven’t already

Ensure that the message is on
brand both visually and tone of
voice.

@skipfidura

@dotmailer

Slide 27



4. Transactional — Shipping Confirmation

 This is always a good news

message GANT

Your Gant Uk Ltd order is due for delivery on Thursday

« Don't let your carrier take the T Aupat

Your Gant Uk Ltd order will be delivered on Thursday 7th August by DPD. Please ensure that

R y someone is available to sign for your delivery at:

glory — unless the message isn't |
Mr Cliff Guy

17 Marine House

great (e.g. wide delivery window) | yemnerese

Brighton
BN2 1TL

e Confirm the shipping details

If you'll be out, it's not a problem: you have a range of 'in-flight' options such as changing
your delivery date, asking us to deliver to your preferred neighbour or arranging to have

° An Oth e r g OOd O p po rtu n ity tO your order delivered to a safe place at your address by clicking below:

Change my delivery now

cross and up sell.

@skipfidura @dotmailer Slide 28



Goodbye — For Now




5. Post Purchase Programs - Dyson

* Include an image or description
of the product purchased

* Include customer services detalils
or a special department to
resolve issues before they leave
the review

dyson e

Your new Dyson machine.

Ing e Wy 20 jour UC41. Your mecring iz naw covered for 5 years

5 2re e Irzlio hexs abzul ow lost schncio;
Gl MM Us @Sty assaqe has 210Kk

Here are some usetul contacts in case you ever need assistance.

® ot

Calb 3 Dyzon exser e a1 1-856 MY.DY308 (4-826.602 97621 Wee cpon e
ulusng b a8 511

& vonanFrdar 03m 8 o0cen
Satwrdey. 9 002 0pm
Clnsad Sunday

é‘ Curwabziie ha 3 comprzhenzhie zuppzet zectizn, wih dlzgnostics ardthe

¥ tochnalogy and shap for "

ﬂ“&wf Jof

e i GYsoN

Wet ds3ayng correcty® Sas aval s fu irssiserra

Help others choose the
right machine

& eh0caa e ol

s 0 lte & tadiom 00 Do coem iy
s 1 et sl

Dyson DC41 Animal Dyson DC41

Completa Animal

| R e
Write: Wirite

YU 237 350 P03t3 reufew 3 ShIck OUEWES oo has % 33y on o EACeRIok 2305

19,95 a3 oM U3 3006 LINIISIIL RIS,
Dy vz GIE N Chicage Ave. Sute 275 Thicage, Smc 60651

o b3 yair adorwee nask

@skipfidura @dotmailer
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5. Post-Purchase Programs - Gant

Time the email within a couple of
We would love = A NT
Yoo adhar X days of delivery

it lakes as e as 15 soconds!

e * Do not forget to thank all reviews —
positive and negative

G t has asked us to drop you a line to find out what you thought of your recent shopping
experience

They value your opinion, whether positive or negative, as Gant aims to provide the very ® FOI |OW u p On a” reVieWS if pOSSI ble

best possible service. All your responses will be available publicly. We do not publish your

name, so only Gant will know who you are

Giving this feedback need take no more than 15 seconds
There's no hurry, considered feedback is worth so much more.

PLEASE CLICK HERE TO LEAVE FEEDBACK

Leave your feedback

Many thanks
The feefo Team

THE Independent Feedback System




6. Recommendation Programs — Joy

« Base product recommendations
based on stated and observed
preferences

* Include wish list
« Pull in images of recommended l
products '

« Deep link to the product

f ¥

5

Bl |
fij

i
3

i

f gy o T g—
iR Y

R
%
i
i

IO

f
A S o 8
e
|g:'i
L

g
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/. Product replenishment

Try Svuvenaid al the sanm lng sach day W make il parl of your reuling Vi in browsen | Forwand Lo a lierd

* First Priority — Will they buy the quurmiaa .
product again?

« Second Priority — Will they buy it
from you?

We can see you're coming to the end of your Scuvenaid
supply-..

ique combination of key nutrients at

) Tal Ior It to th e p rOd u Ct eve.l-s otl;uerwlse difficult to achieve with a regular diet

To refresh yourself with what Souvenaid is and how much vou
would h X jeve the nutrient levels found in 1
bollle. .

— Product specific timing

To repurchase Scuvenald, In cases of Tap Tip

— P rod u Ct I m ag e 21 bottles or packs of 1 bottles slick - i[.". .

ScuvensidE is a Food for Special
Medlcal Purposes and must be used
- - under medical supervision. Discuss
— yn al I l IC CO nte nt I n yo u Ot er wlith your healthcars professional,
such as your doctor, speciglist nurss

or pharmacist If you should kaep |
taking Souvenaid, to ensure it is right brealkiasl

marketing comms




8. Retention Programs

dyson sy Ay A dyson
[
Solve a bi
Stretches so you hai bgl
don't have to. airy problem.
i And other difficult

cleaning tasks.

View the full range of
Dyson vacuum accessories

adisnge g,

p |
PG

« Brand Building

— New product launches and

reviews

— Product tips

— Competitions and prize draws
* VIP Customers

— RFM

— Brand Engagement/Advocacy
« Loyalty Programs

— Differentiated email templates

— Tier up/Tier down Programs

@skipfidura @dotmailer
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9. Lost Customer — The Children’s Place

« Easy to do business
with

WE'D LIKE TO OFFER YOU A

PLEASE SAY YOU'VE MISSED US, TO

@skipfidura @dotmailer Slide 35



9. Lost Customer — The Chi‘ldren'f Place

« Easytodobusiness |- - . TT _
' [ JASHI
with e w55 ISOMEMAING
* Recognise them D?

AND BECAUSE WE'VE MISSED YOU SO
MUCH, WE'D LIKE TO OFFER YOU AN

EXCLUSIVE PROMOTION!

PLEASE SAY YOU'VE MISSED US, T0O?

@skipfidura @dotmailer Slide 36



9. Lost Customer — The Children’s Place
— s h ——

o VASIT |- - - . —
S SOIETTRI

@C WE WOULD
We

» Easy to do business
with

* Recognize them

* Anticipate their
needs

ISS YOU

IF YOU WENT AWAY.. S
R o e i e

T0 SHOW YOU HOW MUCH WE WOULD
MISS YOU, PLEASE ACCEPT THIS

s EXCLUSIVE OFFER...
=======t JUST FOR YOU!

PLEASE SAY YOU'VE MISSED US, T0O?

@skipfidura @dotmailer



10. Date Driven Programs

15% OFF - FREE DELIVERY FREE RETURNS | To view this emall online dick here
Add jewellery@newsletter.astleyclarke.com to your safe sender list so you don't miss out on the latest news

ASTLEY CLARKE

LONDON

« Holidays are not the only
dates

« Dates can be unique
— Birthdays/Half Birthdays
— Name Days
— Anniversary of first order

« Date programs can give
you an extra creative
license

NEW IN SHOP DESIGNERS LEARN WORLD OF CHRISTMAS

THE TIME IS NOW

/ éMT’AV\C(—& Ckr-\/sbm_as 'churcD
TET

Order by 12pm Friday 21st December

for guaranteed Christmas delivery

SHOP MOST POPULAR GIFTS

@skipfidura @dotmailer Slide 38



VOGA

BESTSELLERS CHAIRS SOFAS TABLES NEWIN UCGHTING ACCESSORIES

‘What's better than one present?
You got it... '

TWO PRESENTS!
%

Lot 1z kmeus wehen your birthday is and we'll give you a trest today and of
courze = gift on your kig day!

TELL US YOUR BIRTHDAY »

SHARE OUR PASSION FOR DESICN, FOLLOW US ON...

(- 00000

Slide 39 @skipfidura  @dotmailer dotmailer



VOGA

BESTSELLERS CHAIRS SOFAS Tasy

TELL US YOU

SHARE OUR PASSION FOR|

© visrouraio

Any quostians?

What's better tH
You ¢

TWO PR

Open your brinday present and cambrte n style! Cant see ths smed? Cick herm

VOGA

iakch. 3 Fore souinis =25 - Byesrwamaiy 4 Bestin nuiby

BESTSELLERS CHAIRS SOFAS TABLES NEWIN LIGHTING ACCESSORIES SAMPLES

We were too excited and couldn’t wait
to get the celebration started...

GET £25 OFF
YOUR NEXT ORDER'

*uien you spend £200.

Enter code HAPPYBDAY at the checkout and treat yourself to a stylish
gift, because sometimes you just don't get everything you wanted!

SHOP NOW

Slide 40
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VOGA

BESTSELLERS CHAIRS SOFAS Tasy

What's better tH
Youg

TWO PR

TELL US YOU

SHARE OUR PASSION FOR|

Any quostions? Doa't

VOGA'

BESTSELLERS CHAIRS SOFAS TABLES NEWIN LIGH|

We were too excited and co
to get the celebration s

GET £25 OF
YOUR NEXT ORDE

Enter code HAPPYBDAY at the checkout an

gift, because sometimes you just don't get e

SHOP NOW

ap me betoss [mgore  Cantsas this amaf? Cizk nam

VOGA

BESTSELLERS CHAIRS SOFAS TABLES NEWIN UGHTING ACCESSORIES SAMPLES

YOU STILL HAVE 2 DAYS LEFT TO REDEEM YOUR BIRTHDAY OFFER.

GET £25 OFF
YOUR NEXT ORDER'

Avnen you spend £200.

Enter code HAPPYBDAY at the checkout and treat yourself to a stylish
gift, because sometimes you Just dont get everything you wanted!

detmailer



Jpen your brndsy present an cabrate o style! Cant nop me betoss (mgone . Can't s Hapgy hat-bingayt Cant

VOGA' VOG VOGA

VOGA

BESTSELLERS CHAIRS SOFAS Tasy

Ta EW =3 ERS S SOFAS TABLES v x
BESTSELLERS CHAIRS SOFAS TABLES NEWIN LGH BENTEL R .. 0 e you BESTSELLERS CHARS SOFAS TABLES NEWIN LIGHTING ACCESSORIES SAMPLES

We were too excited and col YOU STILL HAVE 2 DAYS LEFT TO RED | Time flies! It's been 6 long months since your birthday and
to get the celebration s . we thought this was a fine excuse to give you something special.
What's better tH We're nice like that!

You ¢

TWO PR

GET £25 OF
YOUR NEXT ORDE

GET £15 OFF
YOUR NEXT ORDER'

TELL US YOU

GET £25 ¢
YOUR NEXT O

SHARE OUR PASSION FOR|

“when you spend E100.

Enter code HAPPVBDAY at the checkout an Enter code HALFEDAY at the checkout and treat yourself to a stylish gift,
gift, because sometimes you just don't get e because not every day is your half-birthday!

Enter code HAPPYBDAY at the checkot

gift, because sometimes you Just don’t

- . SHOP NOW SHOP NOW

Any quostions?
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Conclusion

« (Customers want you to be
* Easy to do business with
 Recognize them
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Thank You

Skip Fidura
Client Services Director, dotmailer
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