Customer POV: What is the value of personalization?
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Author:
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Most used buzzwords by tech vendors

c
@ o
8 B
2 | @ o 8 3
o c @ = =
£ g g § 5 g 5 2 ; : § &
2|3 ,, § ¢ 3 e t 2 § B 8 £ g LI s "
i ) £ ] o P [ g 5 a8 X S o 8 s £ 0w T ] o £ > €
z £ b e & o | = r g £ 2 2 3 T § ® £ o 0O 5 g < o e 5 § 2 g % 8
2 ¢ 3 2} I p & & £ | § ) $ 3 35 (s |f|¢ E & 2 § 4w s £ > g 5 32 2 E|e|8|¢ g
- g M ﬁ = o s - ] = H = = 2 2 0 w £ @ X £ e ] ] @ o d o o 5 c
o o 2 ] a & - £ Q = o ® c o ° 2 H 4 c o = r ] o o =
Percentage represent text similarity of vendor e ¥ 08 E t 3 s ¢ £ 8 = 8 g ¢ € & 3 5| EB|E|a|a/8|8|s|5|E é g s |l 3 12| B E 25| 8|% |
homepages by subcategory, using ML and 226 £ E 8 £ 8 3 € x ] A _5 H £ £ K] ] ] 8 ® £ ] ] L 2 2 5 L) 2| 3 g 8 = § 3 [ o 3 g 3 : = ] E H g o
Wikipedia keyword & ¢ 8 & s £ 2| E|(R |5 || |8 |F|E|®|&|3|% |2 |w|E|€E|S5|3|5|ls|2|8|2|8 === g F 3 4 | E c g 4 2
pedialkeye g 8 8 g E o= = = § & § 8 ¢ 3 2 £ ¢ £ 2 8§ § £ F s & 3 a8 s s 23 5§ 8 ¢ 8 : 3 3
] 3 8 b3 - x o - @ C] £ s = = c = ] © 3 e 3 e £ o
-] T o c 3 - o = - = -1 c -
g 5 & € | g s Elg|?2 § £ H x| 8 g |2 |2 |E i BlE|2| 5|22 2 ER s 2% % 3 3
B | & 2 a S | 8 & £ s g 2 5§ 3§ g ¢ L|E (% |8 |E|§ |8 ] e X . £ & ¢ = 3
g 3 5 g 3 5 2 = £ ° 5 g g|E 8 Ele |3 E g g ° El
b 5y c N + 8 S 3 = L
z E E @ 8 = & § £ 2 H K g ]
"] - = 3
2 5 g £ £ 5 5| 5|3 -
£ °1" i ’ £ 8 5
[
3 B i
o
E

Max-Min 057 056 061 038 043 044|035 057 048 061 052 048 0,60‘0.64 044 050 046 041 063 053 060 052 053 060 054 047 062 052 054 056 048 053 043 058 055 053 ‘0.64 0.51 | 060 052 -0452 041 052 051 041 049 E-
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Personalized_marketing 21% 20% 17% 17% 15% 16% T1% 27% 19% 22% 20% 16% 16% 17% 17% 14% 14% 27% 22% 24% 20% 20% 19% 18% 16% 14% 18% 23% 19% 19% 20% 17% 18% 31% 23% 20% 19% 22% 16% 22% 17% 21% 18% 15% 14% 15% 13% 12%
Customer_relationship_management 18% 16% 14% 13% 13% 11% 8% 26% 18% 18% 17% 16% 13% 13% 17% 15% 11% 25%28% 26% 31% 23% 24% 17% 18% 15% 13% 23% 17% 20% 20% 19% 17% ﬁ0%24% 23% 19% 18% 18% 15% 20% 16% 16% 20% 17% 18% 18% 14% 14%
Customer_experience 163%  16% 15% 13% 12% 11% 12% 9% 20% 16% 14% 17% 15% 10% 13% 17% 14% 12% 17% 29% 25% 19% 21% 19% 15% 18% 14% 12% 20% 13% 16% 19% 19% 16% \29% 22% 22% 16% 13% 15% 13% 16% 13% 14% 19% 14% 14% 16% 12% 11%
Social_media_marketing 161%  18% 18% 17% 18% 22% 20% 16% 21% 17% 16% 16% 14% 16% 18% 15% 11% 17% 17% 15% 21% 14% 15% 13% 28% 17% 13% 23% 20% 19% 14% 15% 14% 13% 19% 21% 16% 14% 12% 18% 11% 16% 12% 20% 13% 13% 10% 12% 11% 10%
Content_marketing 156%  18% 16% 13% 15% 18% 19% 14% 23% 20% 18% 16% 18% 17% 25% 14% 10% 18% 19% 13% 19% 14% 14% 13% 19% 14% 12% 22% 22% 18% 15% 15% 13% 14% 20% 17% 14% 14% 11% 18% 9% 15% 10% 21% 15% 13% 9% 11% 1% 9%
Customer_engagement 152%  15% 16% 12% 14% 13% 13% 12% 21% 14% 14% 16% 14% 11% 15% 17% 1% 13% 18% 22% 24% 16% 19% 16% 18% 18% 12% 16% 19% 13% 15% 16% 14% 13% 25% 23% 18% 14% 11% 15% 10% 16% 11% 15% 14% 11% 11% 14% 10% 9%
Customer_intelligence 152%  15% 14% 12% 12% 11% 10% 7% 20% 14% 16% 15% 13% 12% 11% 15% 12% 10% 23% 24% 20% 20% 18% 19% 13% 14% 12% 9% 16% 13% 16% 16% 15% 15% BO% 25% 22% 19% 16% 17% 15% 19% 17% 13% 15% 13% 13% 13% 11% 12%
Marketing_intelligence 150% 16% 15% 14% 13% 14% 12% 8% 22% 15% 16% 15% 12% 14% 13% 12% 11% 10% 25% 17% 18% 16% 15% 15% 15% 12% 11% 14% 19% 16% 16% 15% 13% 15% 29% 27%20% 19% 17% 21% 14% 20% 17% 18% 15% 12% 11% 13% 10% T1%
Data_driven_marketing 149%  16% 16% 13% 13% 14% 12% 9% 25% 13% 20% 16% 12% 15% 13% 13% 8% 9% 25% 14% 19% 14% 14% 14% 16% 12% 10% 16% 19% 16% 15% 15% 11% 14%&4% 33% 20% 19% 17% 24% 12% 22% 17% 18% 11% 1% 8% 9% 8% 9%
Customer_service 7% 14% 13% 12% 10% 10% 9% 7% 19% 14% 14% 15% 14% T1% 12% 14% 13% 10% 14% 29% 21% 19% 23% 20% 13% 16% 12% 8% 16% 12% 14% 16% 17% 14% 24% 16% 19% 15% 13% 12% 13% 14% 13% 10% 17% 13% 15% 15% 11% T1%
Customer_data_platform 146%  14% 15% 14% 12% 10% 1% 7% 20% 12% 15% 15% 12% 12% 11% 13% 12% 9% 23% 19% 18% 15% 16% 14% 13% 11% 12% 12% 15% 13% 14% 14% 12% 14%-569_6_22%20% 21% 22% 18% 24% 21% 13% 13% 12% 11% 12% 10% 1%
Customer_support 144%  14% 13% 11% 10% 11% 9% 7% 18% 15% 16% 13% 15% 11% 12% 13% 13% 10% 14% 25% 18% 19% 21% 20% 13% 16% 13% 8% 15% 13% 14% 14% 16% 13% 18% 13% 17% 14% 15% 12% 14% 14% 13% 11% 17% 14% 16% 15% 12% 11%
Customer_success 143%  14% 13% 11% 11% 10% 9% 7% 18% 14% 12% 14% 13% 10% 11% 14% 11% 10% 19% 25% 21% 20% 19% 18% 12% 15% 13% 9% 16% 12% 15% 15% 16% 14% 23% 18% 19% 15% 12% 12% 13% 14% 12% 11% 18% 14% 17% 16% 12% 11%
Marketing_automation 142%  16% 15% 12% 12% 12% 10% 7% 28% 16% 22% 15% 12% 14% 13% 12% 8% 8% 24% 12% 17% 18% 14% 16% 14% 10% 11% 15% 21% 17% 15% 15% 11% 13% 24% 20% 15% 15% 15% 19% 10% 16% 11% 18% 12% 12% 11% 1% 9% 8%
Advertising_campaign 140%  18% 17% 16% 17% 16% 16% 13% 23% 16% 18% 13% 11% 13% 14% 12% 8% 11% 20% 12% 19% 13% 13% 13% 16% 12% 10% 20% 20% 17% 13% 15% 11% 13% 21% 21% 14% 13% 12% 18% 8% 15% 10% 20% 13% 11% 8% 9% 9% 8%
Customer_advocacy 139%  15% 13% 12% 1% 11% 10% 8% 20% 14% 14% 14% 13% 11% 12% 13% 10% 10% 17% 22% 23% 17% 18% 16% 13% 14% 11% 13% 18% 14% 14% 16% 14% 13% 24% 16% 18% 13% 11% 14% 10% 14% 10% 13% 15% 11% 11% 11% 10% 9%
Community_marketing 138%  15% 14% 11% 12% 14% 1% 10% 22% 16% 16% 13% 13% 12% 14% 13% 10% 10% 17% 16% 20% 14% 15% 14% 14% 18% 11% 16% 19% 15% 13% 14% 12% 13% 20% 16% 15% 12% 12% 15% 10% 13% 10% 18% 15% 12% 11% 12% 11% 7%
Product_management 138%  14% 12% 16% 11% 11% 9% 7% 18% 23% 13% 12% 12% 10% 13% 10% 11% 9% 16% 15% 13% 19% 12% 14% 13% 12% 13% 13% 19% 16% 15% 16% 15% 15% 16% 13% 15% 15% 14% 14% 14% 12% 12% 18%@17% 19% 15% 14% 11%
Product_information_management 135%  13% 12% 16% 11% 11% 10% 7% 15% 21% 11% 12% 13% 11% 13% 10% 11% 9% 17% 15% 12% 17% 11% 12% 13% 1% 13% 11% 17% 14% 14% 14% 15% 15% 21% 20% 15% 16% 17% 15% 19% 16% 15% 15% 27% 15% 16% 14% 12% 10%
Data_management_platform 134%  12% 15% 15% 13% 9% 12% 8% 15% 12% 12% 13% 11% 11% 10% 11% 11% 9% 21% 14% 14% 14% 11% 11% 13% 9% 11% 11% 13% 13% 13% 12% 10% 13% 35%'36%19% 21% 23% 21% 23% 24% 22% 13% 13% 12% 1% 11% 10% 11%
Multichannel_marketing 133%  16% 14% 12% 12% 13% 12% 10% 20% 15% 16% 14% 13% 13% 13% 13% 9% 12% 18% 15% 18% 13% 15% 14% 13% 12% 11% 14% 19% 15% 13% 14% 13% 13% 21% 16% 15% 12% 11% 15% 9% 14% 9% 15% 12% 10% 9% 10% 9% 7%
Customer 133%  13% 12% 10% 9% 9% 8% 6% 18% 13% 12% 13% 12% 10% 11% 13% 10% 9% 16% 23% 20% 17% 18% 16% 11% 14% 11% 9% 15% 12% 13% 15% 15% 13% 23% 17% 18% 14% 11% 12% 11% 14% 11% 11% 14% 12% 14% 13% 11% 9%
User_journey 133%  14% 14% 13% 12% 11% 11% 8% 16% 13% 12% 16% 12% 10% 11% 13% 11% 10% 15% 20% 19% 14% 16% 15% 12% 14% 11% 10% 15% 13% 13% 14% 15% 13% 22% 18% 18% 14% 12% 14% 12% 14% 11% 13% 13% 11% 12% 11% 11% 10%
Marketing_accountability 132%  15% 14% 12% 13% 13% 12% 7% 23% 16% 16% 13% 10% 14% 13% 11% 8% 9% 23% 11% 17% 14% 12% 13% 13% 11% 10% 18% 19% 17% 14% 13% 10% 14% 23% 20% 15% 14% 13% 19% 10% 16% 11% 18% 12% 12% 9% 10% 9% 9%
Retail_marketing 1B1%  14% 13% 11% 10% 10% 8% 8% 18% 14% 14% 13% 12% 11% 11% 12% 11% 9% 14% 17% 18% 15% 15% 15% 11% 13% 10% 13% 18% 13% 14% 16% 17% 19% 20% 14% 16% 13% 11% 13% 9% 13% 10% 14% 17% 11% 11% 10% 10% 10%
Customer_attrition 130%  13% 12% 10% 9% 9% 8% 6% 17% 11% 12% 13% 12% 10% 10% 12% 11% 9% 16% 24% 20% 17% 18% 17% 11% 14% 10% 7% 15% 10% 13% 15% 14% 12% 25% 18% 19% 15% 11% 13% 12% 14% 12% 10% 13% 11% 12% 12% 10% 12%
3 Customer_retention 128%  13% 11% 9% 9% 8% 8% 5% 17% 12% 11% 13% 11% 8% 9% 13% 10% 8% 16% 25% 22% 17% 18% 17% 11% 15% 10% 8% 15% 10% 13% 15% 14% 12% 25% 17% 19% 13% 10% 11% 10% 13% 10% 8% 15% 10% 12% 13% 9% 9%
Account-based_marketing 127%  15% 13% 11% 12% 12% 11% 8% [23% 14% 16% 12% 10% 13% 13% 10% 7% 8% 25% 11% 17% 15% 12% 13% 12% 11% 9% 16% 19% 16% 15% 13% 11% 12% 19% 16% 13% 12% 11% 16% 7% 14% 9% 18% 10% 10% 8% 9% 9% 7%

LiveChat 123%  11% 11% 9% 9% 10% 8% 6% 15% 11% 13% 12% 13% 11% 10% 11% 13% 9% 12% 20% 15% 16% 19% 16% 11% 15% 12% 8% 13% 12% 12% 13% 15% 11% 16% 12% 14% 12% 12% 10% 11% 11% 11% 11% 13% 12% 11% 12% 11% 11%



The hype
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Personalized_marketing 27%J'|9% 22%»'20% 16% 16% 17% 17% 14% 14%
Customer_relationship_management 0% ;
Customer_experience 16% 15% 13% 12% 11% 12% 9% 20% i|6% 14% 17% 15% 10% 13% 17% 14% 12%
Social_media_marketing »18%._18% 17% !18% |22%20% 16% 21% 17% 16% 716% 14% 16% 18% 15% 11% 17%
Content_marketing 56% 18% 16% 13% 15% ‘18%'19% 14% 23%.20%’18% 16%‘18% 17% 25% 14% 10%f|8%j
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Customer_intelligence 152%  15% 14% 12% 12% 11% 10% 7% ‘20% 14% 16% 15% 13% 12% 11% 15% 12% 10%

Marketing_intelligence 16% 15% 14% 13% 14% 12% 8% 22% 15% 16% 15% 12% 14% 13% 12% 11% 10%



Whatiis
Personalization?




Three types of marketers
benefiting from personalization

1. Performance marketers

2. Marketing Automation specialists (CRM)
3. Platform specialists (web + app)




Personalization is an umbrella term

Personalization

A
[ |

Exclusion Individualization
Targeting Triggered communication

Segmentation Parametrization
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The practitioner’s definition of personalization...

Personalization is a distinct communication tactic that
aims to create better immediate and future business
value by showing or hiding specific content to recipients
in a way that is expected to align with insights into their
explicit or inferred preferences.

Houlind & Riemersma, Omnichannel Institute, 2023
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The Value of
Personalization




What is a ‘Message’?

A Message is a central proposition in a
piece of communication to a customer.

A message could be:

* An offer - (3 for 2 on L'Oreal)

» A proposed action - (Install the app)
* Information - (We're closed Monday)

Think broader than economic motives!




How can a message create
value?

MONEY GAINED
OR NOT WASTED

il

ECONOMIC

STATUS,
SELF-WORTH,
BELONGING

TASK EASILY
COMPLETED

\

SYMBOLIC

FUNCTIONAL

EXPERIENTIAL

PLEASANT INTERACTIONS
AND SENSATIONS

11
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An example of Hyper Personalization - CX

MOMENTS OF
TRUTH

FITNESS ]4'@32/ O VIQA
WORLD. Jresr ® PUREGYM

#CYBER
FITNESS




Example: Matas Plus

MOMENTS OF
TRUTH

Customers that would benefit from Matas Plus are asked at PoS
A trial is initiated — but not approved
Reminder flows help the customer accept

The customer earns double points and gets Free Shipping

Mail 1
Preveperiode

ol Skotch ¥ 941 AM 2100% -
matas.dk
= matas & P P P
e e Q
Club Matas Plus v

/A Fuldfer din tilmelding til Club Matas Plus

Gratis preveperiode udieber

21. august 2021

@ Veoig betaiingstorm

MobiloPay W mosiosay
Botalingskort = visA @

@ seww vikir og befingelser

Mail 5
startet Sidste chance
Bekraefte valg Mail 4 Feerdigger tiimelding
Pris efter Prgveperiode udigber nu og f& et gratis
preveperiode Mail 2 snart stribe produkt
Tilmeld Plus Feerdigger Feerdigger timelding Tilmeld Plus
filmelding nu mod nu og {4 et gratis Hvis du ikke tilmelder
incitament stribe produkt dig Plus overgér du fil
Tilmeld Plus alm medlemskab
I [l ! ] ] Il [l ]
[ I I I I | I I
Dag 0 7 15 27 28 29 30 31

Prgveperiode Preveperiode

starter udlgber

\—‘ Mail 3 . SMS 2 Mail

Hglvve]s status Praveperiode Medlemskab opsagt

SMS 1 Dét har du sparet udigber snart Overggér til alm
Proveperiode ?:I\ed IZIlIJ’SI medlemskab
startet iimeld Plus Fordele ved Plus
Tilmeld Plus

agillic




Helping loyal customers = Even greater loyalty

=~ ~ ~
O\ 7
2R || W NIy
+50°/o/ +13% +21%
-

PLUS membership

If customer don’t get value — Matas will cancel it!



