22, mparticle + Klarna.

How Klarna built a
customer-centric

organisation based
on a CDP
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#1 Al-powered Customer Data Platform TELE2

e Foundedin 2013

e Headquartered in NYC with 40+ Team members in EMEA
and office in London, UK.

e Invented Data Automation space for Mobile +
Web Applications

e $270M+ in Funding
e 800+ Integrations Supported
e 400B+ API Calls per month

e 650B+ Events Forwarded per month

SOSTRENE GRENE
SN (Q) airbnb
eSpotify Walmart
M&s CA CWN lyk
Klarna. @ PayPal

W SeatGeek Venmo HBOMAX

NBCUniversal ticketmaster® ‘T discovery+



Klarna.

Making payment as simple,
safe and above all, smooth as possible

Founded in 2005 in Stockholm, with the aim of making
it easier for people to shop online.

Went through a large brand overhaul in 2017

With the launch of Search & Compare in the App, it is
today a global destination for Smart Shopping

150 M active customers
450 K integrated merchants

Over 300 B data points processed each year




How is Klarna using mParticle today?

6 SC

Unified user profiles Personalised journeys Data governance

Create a unified user profile Personalise experiences Control access to customer
by collecting data from by forwarding data to data through roles and
Klarna’'s website, apps and downstream tools and permission structure

other touch points based on multiple channels

consent status in real-time

]



Klarna's Customer Data Architecture

CRM Automation
Real-time data

. Push Email
from Apps e Automated Journeys

e Campaigns
K. Native app a SMS D In-app

K. Web app 5

Customer Data Platform
X Analytics
Real-time data e Identity resolution

from backend e Data governance
®  Real-time calculations e Dashboards
e  Purchases e  User analytics
@ Amplitude

e Predictive ML Models

Profile API

e Fetch profile to serve
L additional channels

Bl / Analytics Ex. post-purchase

e Dashboards




Klarna’s Customer Data Evolution

2021

Data Plans
2020

Data Quality
Personalisation Management

2023

mParticle usage-
based pricing

Cost Governance

r

Calculated Attributes e ()

2018 and Audiences J
Launched mParticle o
partnership f

—@
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CDP organizational structure

<>

Engineers

e App Developers
e Backend Developers

Benefits

Single data pipeline to update
and maintain

Data quality monitoring

ooy
ddd
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CDP Owner

CRM Data Team

e Engineers
e Data Scientists
e Analysts

e Product

Benefits

Clear governance for customer
data access

No-code audience building

14

Data Activators
25+ Marketing teams

e Customer Activation
e Customer Conversion
e Customer Churn

e And many more...

Benefits

360-degree view of the customer

Reduced reliance on engineering



Use case #1

Increase Klarna Card sign-ups

‘ Increase Klarna Card sign ups and
purchase frequency through
personalised communication

Warna.

‘ Leverage internal ML to target the
right customer with Klarna Card
signup communication

/?{/
sy



Use case #1

Increase Klarna Card sign-ups

Step 1

Meet Francis
Francis downloaded the Klarna App

and he is using it to buy with Klarna,
online.

ooy )
##¢ Francis does not have the Klarna Card.

Step 2

Francis’ Profile

Behavioral + Predictive attributes

“has klarna card” and "best action to
recommend”

I ( arnakorts
* Dags att lara kdnna ett nytt kort.

Step 3

Get the Klarna Card!

Francis receives a smart communication:

Sign up for the Klarna card and start using it
at any time!



Use case #2

Repeat purchases of
replenishment products

. Increase engagement
and repeat purchase

. Leverage internal ML predictive
models to determine the right time
for engagement

ooy
ddd

©

Rewards club

Next reward

125 /500

Recent activity

Discover o,

more about = {

the club. ‘

Tap togetinspired. > g d
iy

Missions




Use case #2

Increase repeat purchase

Step 1 Step 2 Step 3
Meet Melissa Melissa’s profile Time for a refill?
Melissa is loyal Klarna customer. Purchase history + Predictive attributes ~ Melissa receives a reminder: it is time to buy

your favourite beauty products again!
"best time to repeat purchase”
### She made a purchase at her

##7 favourite beauty store in the US



Results

Significant

Sessions increase

Over next 3 days vs. users not
targeted with CRM

s s
ooy

Significant

Purchase Rate increase

Over next 3 days vs. users not
targeted with CRM
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Thank You and
Questions

2023
Intelligent attributes

CDP Day | February 2023
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