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BACKGROUND

Norway's largest car dealer

® S ¥

SKODA SEAT | cuPrrA

Volkswagen, Skoda, Audi, Seat & Cupra
A traditional industry

E-mail as sales support

Great potential for better use of email

Building brand & Loyalty

OCULOS



BACKGROUND

Project started 5 years ago

® S ¥

SKODA SEAT

Ad-hoc campaigns
Limited insights
Better control
Silos

Collaboration between Moller, Adobe, Merkle & Oculos

OCULOS



THE STRATEGY

Focusing on From inside From same Data model,
NS out to content to all, to unify data
email as a
customer to about car and
channel : :
need first personalised customer

OCULOS



GOALS

Meet the customer's needs and behavior with automated and relevant

1 communication at the right time

p) Increase the opening rate from the benchmark of 25%

3 Increa;e sales of parts, accessories and services such as EU inspection
& service

4 Reduce pressure on Customer Service

OCULOS



e

e




OVERALL CONCEPT
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Complex data Individual email
model and templatesin a
integrations scalable modular

system

Because we know your car

OCULOS

Several customer
journeys
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Customized and
creative content for
each emailin all
customer journeys

Personalised emails
for every customer
journey
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EMAIL TEMPLATE DESIGN

CUPRA - PROFIL GRID MODULER MODULER Bilde-modul
e Header - personalisering - kontakt - footer Innhold e R
Fast modul for
V= BILHOLD
== — ﬁ ﬁ ]
- -— - -
=) - | = = &=

Fast modul for
SERVICE og EU-KONTROLL

Tekstmoduler
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il
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DEVELOP CUSTOMER JOURNEYS

KUNDEREISE 1 NY BIL-1.AR
KJ@P — Ny bil

KUNDEREISE 2

KJOP — Nesten ny bil

KUNDEREISE 3

LEASING

OCULOS



WAITING PROGRAM

FROM SIGNED CONTRACT TO DELIVERY OF CAR
STAKEHOLDER BUSINESS: BRAND, MEB, SERVICE MARKET, CAR FINANCE

1. Give customers a good car buying experience
2. Simplify dealership’s everyday work
3. Rationalize the purchase in hindsight

4. Improve upsell of:
- Parts and accessories
- Financing
- Insurance
- Wheel storage and services




THE WAITING PROGRAM




E-mail 1 - Thank you for your trust!

Sent: approx 7000

Open rate: 86,1 %

CTR: 44,9 %

Unsubscribed and resubscribed: 80 %
Visits to website: 5250

E-mail opened on average 5,4 times
Average click on more than 2 links




THE WAITING PROGRAM

Retargeting Phase 2: Phase 2:
0 Ordering Ordering accessories
m accessories online online

forhandler.no

g — Dog cage for <car brand> - - -

______ﬂ




E-mail 3 - It’s just around the corner!

Sent: Approx 3500
Openingrate: 77,5 %
CTR:33,7%

Visits to website: 311

E-mail opened on average 4 times
We Connect-site and app




Content : Writing generic - perceived as personal

Personalization [>

Segmented images [> ‘
On car type and
colour

Merging headlines
and running text [>

Merging logo and [>
name in dealer
field

OCULOS

<Navn Etternavn>

<Bilmerke> <Bilmodell>
Reg. nr.: <AB12345>

Gratulerer
med din nye

Vi er stolte og ydmyke over a ha
utlevert din nye <modell>.

Vi takker for tilliten og haper du blir
forneyd med valget du har tatt. Du ma
ogsa vite at vi alltid kommer til & vaere
her om det er noe du lurer p3, eller
trenger hjelp til.

cCuUERA

=Navn Etternavn>
<Bilmerke> <Bilmodell>

DIN NYE <BILMODELL>.
UNIK. EKSKLUSIV.
ADRENALINSK

es det a ha

l@sning
hjemmesider.

SJEKK HER

@ Mytlek jeratey

«Firma>

< Bilrmodell =
Rég nr: <AB12 3465

Snart tid for ny EU-kentroll
- bestill time allerede i dag

Det naermer Seq tid fos A foreta EU-
kontrodl av gin varebil med

{

Segmented
Content based on
an electric/fossil
car

Relevant content
sent at the right
time
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Through good data structure, data models and integrations
there are now 350 automated emails -1 .
triggered at the right time, - i e

——
gt v

B

sent to the correct customer
with relevant and segmented content -

Psst!
"

throughout the customer lifecycle. o R

RO L 0 1 HAR DU ENDA IKKE
BESTEMT DEG FOR NY

Har du ends ikue Lesternt BL?

it -~

TR . 5 o

LAST NED o A bty Lol o ke w e

BILHOLD

P ks 3y v

Vi hbper du b

hede av dic »

takk for tllizen g Vo du s et st gacke m din

velkomrmn tillake! IERR A ——
ki bkl

<forhandleriogo™ . <larhandlerfogos b 1 . <torhandicriogo>
<forhandleria | o 3
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RESULTS

55% 80% +10% -80%

Increased open Off all conversions Ordered 2 extra Less inquiries for
rate by +30% from e-mails items on average customer service

OCULOS



LEARNINGS

Gather customer insights by involving the poeple who meets the
customers at a daily basis

Make the effort to create a solid data model that will support you
vision on how to communicate

Choose plattforms made for scale

Stakeholder management and agency collaboration

Don "t panic- it will take time

OCULOS



THANK YOU!

M annika.grumertklang@oculos.se
OO 0739 96 32 94

Annika Grumert Klang
CEO

linkedin.com/in/annikagrumertklang

OCULOS


https://www.linkedin.com/in/annikagrumertklang?lipi=urn%3Ali%3Apage%3Ad_flagship3_profile_view_base_contact_details%3BGJZAw3ZiTDKrIIdnY%2FepSw%3D%3D
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