‘Personagmentation’— W TF?
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Who is speaking?

Rasmus Houlind

Chief Experience Officer at le"lc
Digital agency background

Author of the books

“Hvis det handler om mig, sa keberjeg!” (2015)
“Make it all about me” (2019)
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Personagmentation
‘What i1s personalization anyway?’
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Agenda

- The distinction between segmentation and
personalization

« What this means for your Customer Experience
and the results you create

« How you work most efficiently and what it means
to your tech stack
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Did you ever have to tie a bow tie?
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Did you ever have to tie a bow tie?
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Being RELEVANT is just as hard!

- How do you balance scale with relevance?

Localised Triggered
Messages

Campaigns

Mass Broad Lifecycle Triggered &

marketing Segmentation Flows Personalised

scale relevance
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RELEVANCE requires mixing
Personalization and Segmentation
Effectively!

SEGMENTATION PERSONALISATION @ [¢ l|"|’



Segmentation is something you do to your customers!
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Segmentation can be rather static

Sverige / SEK v Kontakta oss Butiker Cubus Friends Logga in

CUbUS DAM HERR BARN BABY WOW MAGASIN SHOP INSTAGRAM Q sok A O |
@ CLICK AND COLLECT INOM 3 TIMMAR ‘ CUBUS FRIENDS @b FRI FRAKT & 5% BONUS PA ALLA KOP ﬂ 10% RABATT PA FORSTA KOP LOGGA IN
J s

alla

byxor
-25%

GALLER ORD. PRIS. GALLER INTE JEANS.

Personas

Who is buying women's clothes? Who also bought children’s clothes?
Who is spending a lot with us? W ho is not?

Who is only buying online vs instore?



Or segmentation can be really dynamic!

Moments

of truth

Birthday / anniversary

Personalised
newsletter

Welcome
programme

Pure / twin
acquisition

Category Abandoned
interest basket

Permission
capture

Who just signed up for newsletters?

Who just abandoned the shopping cart?

Purchase satisfaction e

GESTUZ
749.25 DKK 999Kk

NPS Win-back
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! |

Points /
voucher expiry

Who has a voucher that is about to expire?

For whom are we packing their monthly delivery?

FIND YOURSELF

NYHEDER DAME  SALE

Hej Jesper
Er det tid til at forkeele dig selv igen?

Se denne mail i en browser
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Vi pakker dit abonnement
lige om lidt

Hej Stefan

| naeste uge far du din bestilling, for vi pakker den nu. Det betyder
ogsd, at det er sidste chance, hvis du skal have mere med. Du far
fri fragt p& ordren, og du kan tilfgje varer til din ordre indtil lerdag
kl. 00.00.

TILF@) MERE
>

\,;\‘Q Lyst til lidt |
‘,é‘ mere forkzlelse? 3

Tilfo] produkter fil din ordre | MnlsT-
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Personalization is something
you do with your content!

SEGMENTATION PERSONALISATION agilli



Your propositions need to match the segments

Propositions
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Your propositions need to match the segments

Personas

Propositions

Din gav:
Tack for din gav:
Din gava hjalper

plats i 192 lande
alitid fill de som ;

Moments
of truth

Var standiga nat
drabbade — snat

Varma halsningz
Rida Korset

Svenska Roda Ko
0771-10 85 00
+ Svenska

Depending on the good cause —the Thank You will vary
There are many ways of saying the same thing...

And you’ll meet your customers in various channels

Nu kan vi hjalpa fler

Tack for din géva den 2020-08-24

Flera hundra miljoner manniskor saknar tiligang till rent vatien oc
fungerande sanitetsiosningar. Manga har begransad tilgdng elier
fillgang alls till halso- och sjukvard pa grund av konflikter eller
naturkatastrofer.

Tack vare din gdva kan vi hjalpa fler Vi ser fill att det finns latring
fungerade aviopp och majlighet att tvatia handema. Vi ser ocksa
f4 det vaccin de behover. Och vi ger vard. Roda Korset kampar 1
ménniskor ska fa den vard och det stod de behbver.

Varma halsningar
Rida Korset

Ama Efternomn
dgen 164

20200824 118 91 SIADEN

T0sE1ET

Tack f6r din géva till Ré6da Korset!

Hej anna!

Teck for att du har valt att stédja vt arbete. Vi ser &l st din gva kommes fram och snvinds cir den gor
stirst

Rida Korset finns | 152 |inder Suer helz virlden och her som mal att forhindra och lindra ménskligt lidande,
oavsent vem det drabbar och hur det uppstar vi arbetar fSrebyzgande fr art katastrol sz imrifa. v

finns & om den dnd3 sker och vi 3r kvar efterst for st Steruppbygsa — 13ngt efter att andrs g% sig avoch

medierna tystnat,

Det & minniskor som du som gr detta mijligt. Tack vare ditt s13d kan i ge hopp och riddalivi sverige och
vEriden, Tillssmmans kEmpar vi fr at ingen sks 1§mnas ensam i en katestrof

hied vinlig haisning

Martin Amigw
Generzlsekratzrars
svenska Fodz Korset

Dina pengar kommer fram

@ Inimrotonslt arbere
8 Mationalt arbese

ot ¥
pengarma [ ———
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Your propositions shouldn’t stand alone however...

Personas

Propositions

Moments
of truth
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Remember to always provide inspiration...

‘Webinar om
korrekturleesning

Er du nogle gange usikker pa hvad der er
sprogligt korrekt nar laeser korrektur?

29. marts 2022

@® 16.00-17.00

© online

Lees mere —

‘Webinar om

appositionskommaet
Retskrivning, herunder kommatering, er en
uundgaelig disciplin i forhold til at skrive
en vellykket tekst.

30. marts 2022

® 15.00-16.00

© online

Lees mere —

Styrk din PowerPoint-
preesentation

En god PowerPoint-praesentation styrker dit
oplaeg, stetter dig undervejs og
understreger dine vigtigste pointer.

30. marts 2022

@© 13.00-14.00

© online

Lees mere —

Ledelse i en ny cera -
ledelseskompetencer i
morgendagens hybride
organisation

Morgendagens organisation er hybrid.

31. marts 2022
@© 08.30-10.00

© online

Lees mere og tilmeld —

Garderobesnak Mogens Christensen: "For 10-12 ar siden
opdagede jeg pa en ferie i Frankrig, at jeg kunne fa fat i det tgj,
jeg latent altid havde ledt efter”

63-arige Mogens
Christensen ejer
specialbutikken
Tibberup Hekeren,
der ligger i Helsinger.
Her forteeller han om
sin stil, og hvordan
han ved et tilfselde
fandt det tgj, han helt
ubevidst havde ledt
efter.

Laes mere her

Ung ivaerksaetter sad i et fly,
da alting gik i sort: "Maend
med fart pa er ofte darlige til
at stoppe op og lytte til
kroppen"

Sponsoreret

Hvis du vil ndre din livsstil, skal du
begynde med dine vaner. Det mener
iveerkseetter og coach Mike Radoor, som
selv har haft brug for at se sine vaner efter i
semmene for at skabe radikale aendringer i
sin stressede tilvaerelse. Nu har han skrevet
bogen 'Begynd med vanerne' for at hjselpe
andre i samme situation.

Laes mere

0 N
;o oseAR
1 40% )
\ .

N .

Eva Solo

Eva Solo Rise termokande
violet blue 1 liter

499,95
SPAR 200,00 299,95

Optjen 15 point (medlem)

Reservér i butik

Eva Solo

Eva Solo Green Tool saks 20
cm
12995

SPAR 30,00 99,95

Optjen 5 point (mediem)

Eva Solo

Eva Solo Rise termokande soft
beige 1 liter

499,95
SPAR 200,00 299,95

Optjen 15 point (medlem)

Reservér i butik
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Eva Solo

Eva Solo drikkeflaske violet
blue 0,5 liter

249,95
SPAR 50,00 199,95

Optjen 10 point (medlem)

Eva Solo

Eva Solo Firecylinder ildsted
66,5 cm
329900

SPAR 1.000,00 2.299.,00

Optjen 115 point (medlem)

Reseréributk

Eva Solo

Eva Solo drikkeflaske soft
beige 0,5 liter

24995
SPAR 50,00 199,95

Optjen 10 point (medlem)

Events
Dansk Magisterforening

Articles
Egmont Storyhouse

Products

Kop & Kande




FITNESS
WORLD.

Putting 1t all together

Personas

Propositions

Moments i
of truth
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WHAT COULD
POSSIBLY GO WRONG?



IT insists on doing all the segmentation

Business
Logic

Propositions

Transform
ations
& Al

MARKETING / CRM oIl
IT 1Qill



IT insists on doing all the segmentation

Busmess Logic Propositions

CX

Transformations
& Al

MARKETING / CRM oIl
IT 1Qill



IT delivers way too granular data

Busmess Logic

Propositions

CX

Transformations
& Al

MARKETING / CRM
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IT delivers way too granular data

Business Logic

Propositions $

Transformations
& Al

MARKETING / CRM .
Tellll



Marketing has multiple execution platforms

Business Logic p $

Transformations
& Al

MARKETING / CRM
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Ever tried a ‘clip on bow’ tie?
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Ever tried a ‘clip on bow’ tie?
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Not quite as cool as this though...?
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If you want to tie up the real deal —reach out!
Hmnt: its not all about technology

Em.ﬁ_ E Rasmus Houlind

h_j Chief Experience Officer at ( Iﬂl"lf

i
‘! rh@agillic.com
b"ﬂ linkedin.com/in/houlind
El'!l'." +45 53 886 555
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