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From Insight to Action:

Applying ELA’s Best Practices
with Cutting-Edge Martech

Adam Greco, Product Evangelist




Bravo ELA!

In just a few years, the ELA has
brought together many great
members and partners to
identify current themes and
insights related to customer
loyalty

“Loyalty is about building

authentic, lasting relationships...”
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ELA’s Loyalty Ebook ‘25

KEY THEMES, PRACTICAL
INSIGHTS AND ACTIONABLE
STRATEGIES FOR LOYALTY
PROFESSIONALS
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Listen to Your Customers

“The moment you stop
listening to your customers is
the moment you lose them”

Adam Posner, The Point of Loyalty
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Legacy Customer Data Platforms

Web Events

In-App Events

Saas Tools

Internal Databases

Advertising Data

Packaged CDP

Source of Truth?

B8

Cloud Data Warehouse

Ad Platforms

Lifecycle Marketing

CRMs
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The latest technology trend is'to store all
‘customer data in one data warehouse

i/ § 4 ' AR
; ==5

p—
btk R

OO TR R W

T s ondoh udig:se

NN
LTI RN TR ENR LRSS



Modern “Composable” Customer Data Platforms

Web Events
Ad Platforms

In-App Events

SaasS Tools @

Internal Databases

Lifecycle Marketing

CRMs

Cloud Data Warehouse

Operations
Advertising Data

S Q .



Show You're Listening to Customers by
Building Audiences Using All Customer Data

Define your audience
Filter down customers using anything in your underlying data.

+ Add filter






& security

quires privacy
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RITUALS...

_imited Edition Online Outlet

¢ BACK

Create a new account

Your e-mail address

¥
1y \LS MEMBERSH q

wendygreco@yahoo.com

What you’ll enjoy as a My Rituals A
— member

order when you spend $65.00 more
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For years organlsatlons have been Y

outsourcing their customer
? relatlonshlps to advertlsmg networks



Flrst-party data needs to be treated
like a valuable corps orate asset




Your ability t
into valuable customer experiences
will determine if you beat competitors

L1 VTRITRN.
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Unfortunately, many organisations
fail to take advantage of first-party
data personalisation opportunities



starting at $399.99

$200 e-gift card with select models.

Yardbird Best Buy Outlet Best Buy Business Shop with an Expert

— Menu What can we help you find today?

[ 11) /8

Top Deals Deal of the Day Yes, Best Buy Sells That My Best Buy Memberships Credit Cards

BUYa

OFFICIAL SPONSOR OF SUPER BOWL LIX

Save up to $1,000

on select Samsung 75" class or larger TVs

Pre-order the Galaxy $25 Ultra

with qualifying trade-in. Also, get up to a

Pre-order SAMSUNG

Pra-oroer offer valld through 2/8/25. Terms and condtions apply.

{2, store Locator
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Gift Cards Saved Items -
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Apple - AirPods Pro 2, Wireless
Active Noise Cancelling Earbud...

Apple - MacBook Air 13-inch
Apple M2 chip Built for Apple...

Apple - 10.9-Inch iPad - Latest
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Apple - AirPods 4 - White
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Clearance, |
open-box =
and more.

Roborock - S8 MaxV Ultra Robot Vacuum and Mop with...
$1,044.99
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RITUALS...

From Cozy Earth New Body ome Jeauty rifts ollections Limited Edition Online Outlet

Your cart is expiring soon! i S ‘,
/ ! : -
A
COZY EARTH ShopNow ~ OurStory  Reviews ; 4 » s p

LET'S MAKE IT OFFICIAL

Here's what you left in your shopping cart:

THE RITUAL OF SAKUK

The Original Bestseller

DISCOVER NOW

Websites and emails
personalised based
on views and clicks

Linen Duvet Cover - Natural / Queen

COMPLETE YOUR PURCHASE




GOUSI(’, digital cameras

Web Images News More ~ Search tools

About 251,000,000 results (0.38 seconds)

Ads related to digital cameras ©

Digital Camera Ireland | pixmania.ie
www.pixmania.ie/
Canon, Nikon, Fuji, Kodak Digital Cameras. Low Prices!

Pixmania Offical Discount Codes  Deals on Panasonic Cameras
Great Deals on Nikon Cameras Low Priced Compact Cameras

Digital Cameras at Debenhams | debenhams.ie

www.debenhams.ie/Spectacular
Up to 25% off in the Christmas Spectacular Plus Free Delivery!

Cameras Digital at Amazon | Amazon.co.uk

www.amazon.co.uk/electronics
MP3 Players, Digital Cameras & More New! Make your purchases in Euros

Digital cameras Buy/Purchase Digital cameras | Pixmania Ireland
www.pixmania.ie/ie/uk/cameras/digital-camera/1/1/categorie.html|

Report spam

Buy Digital cameras thanks to Pixmania. You will for sure find a great deal in our large
range of products!

Digital camera - Wikipedia, the free encyclopedia
en.wikipedia.org/wiki/Digital_camera

Report spam

A digital camera (or digicam) is a camera that takes video or still photographs by
recording images on an electronic image sensor. Most cameras sold today are ...

blin ireland Digital SLR Cam: hop ...
www.camera.ie/digital-cameras/
Report spam
Camera Centre Dublin Ireland - Digital cameras Ireland Shop Digital Camera Digital
Photography supplies Digital Cameras Nikon Canon Digital Cameras ...

www.camera.ie/
Report spam

Camora Contra N ikhlin tha Adiaital anlina etare far diaital camarae frum tha Camara

Ads ®

www.littlewoodsireland.ie/Cameras
Buy the Latest Digital Cameras at
Littlewoods Ireland. Free Delivery!

Elara - Digital Cameras

www.elara.ie/
Ireland's online computer store!
Delivery or Collect In Dublin

www.conrad.com/Digital+Cameras
Buy digital cameras online.

Low price, Save now!

130 people +1'd or follow
CONRAD.COM

Canon Dslr Best Deals
www.simplyelectronics.net/Canon
Free Insured Delivery to Ireland!
Low Prices - Call on 01 484 5943

www.ask.com/Top+10+Digital+Cameras
Search for Top 10 Digital Cameras
Look Up Fast Results now!

Digital Cameras
ireland.shopzilla.co.uk/
Digital Cameras

The Bargain Hunt Ends Here

www.whichonehowmuch.co.uk/Cameras
Which Compact Camera Should You Buy
And How Much Should You Pay?

Paid search
advertising
significantly

increased
ersonalisation
granularity




Marketers define
audiences of
customers

Marketers create
journeys for
every audience

Include in audience if customer...
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Marketers provide
campaign inputs

Al Agents
determine optimal
experiences for
every user

Goals Creative Guardrails
User1 User2 User3
|
 Email
‘Message 9 .
> Push [
Email
l Message 3 g
Email <
Message 2
l Push
Push Message 4

Message 2




The Al Decisioning Marketing Workflow

First, marketers define
goals, inputs & guardrails

Godte [ Purchase ] [Aband;n(:urt]

- ) ™ [ Seat Upgrade ] [ Trip Insurance ]
; ) [ Lounge Access ] [ ohetied Bogt ]
r - 3 [ Email ][ TikTok ][ In-app ]
g ) [ sms ] push
f ) [Mmyﬂ] [Mmgozl [ Aasets |
Experionces (temoree] (<) (RN
Message2  Message 4

(essog1) (wessges) [‘sren |

Then, Al determines the optimal
experiences for each user

Nate

Alex Gabriella
Push
M 3
Trip Insurance
v
Push
Message 4
Trip Insurance
Push
Message 2
Seat Upgrade

TikTok
Ad Set 4
Lounge Access

l_,l_

As it does, it provides full
visibility into WHY each

decision is made

Nate

Decision: Channel

Decision: Content

Decision: Timing

This decision Is Exploratory



Why Did Al Use This Specific Email Subject Message?

A Explore our luxury glasses line
© Actions = 12/10/24 at 12:00 AM
Upcoming Past @ Preview {) Data 4, Reasoning Internal

509.4K actions
User attributes 13

: >

e Explore our luxury glasses line 3 months ago These attributes inform the Al model of the user's preferences

Foster
e Luxury offer 3 months ago

Barnent

3 Decisions
X r
2 léu :ry s 3 months ago To make each decision, the model determines which option has historically led to the best outcome for
oraon N
this user and users with similar attributes
ff

2 ‘Lt'n(ury ! 3 months ago

Wells Message Delivery Content
- Luxury glasses recommended... 3 months 8o '

Hardy Message: Explore our luxury glasses line
& Luxury glasses recommended... 3 months ago

Hoover This decision is Personalized ©
- %:‘XU'Y offer 3 months ago This user has the following attributes which have historically responded well to this decision

thomas

discount_sensitivity : Medium email_conversion_rate : Medium gender : Male

-] Luxury offer 3 months ago

Castro c last_page_viewed : Home




Why Did Al Choose Frequency, Timing, Channel?

& Actions

Upcoming Past

509.4K actions

Explore our luxury glasses line
Foster

Luxury offer
Barnett

Luxury offer
Gordon

Luxury offer
Wells

Hardy

Hoover

Luxury offer
Thomas

Luxury offer
Castro

Explore our luxury glasses line
Blankenship

Luxury offer
Davis

Luxury offer

Tate

Luxury glasses recommended...

Luxury glasses recommended...

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

3 months ago

2

Explore our luxury glasses line
12/10/24 at 12:00 AM

@ Preview {) Data 4+, Reasoning Internal

To make each decision, the model determines which option has historically led to the best outcom

this user and users with similar attributes
Message Delivery C%nlem

Frequency: 6x Weekly

This decision is Personalized ©

This user has the following attributes which have historically responded well to this decision

engagement_score : High  email_open_rate : High
Timing: Night

This decision is Personalized ©

This user has the following attributes which have historically responded well to this decision

email_open_rate : High  email_conversion_rate : Medium
Channel: Email

This decision is Personalized ©

This user has the following attributes which have historically responded well to this decision

email_conversion_rate : Medium  email_open_rate : High

e for




Uncover Previously Unknown Al-Sourced Customer Insights

Top Activity Top Activity Top Activity Top Activity Top Activity Top Activity Top Activity
Action breakdown Cycling Golf Martial arts Running Sleep Swimming Weightlifting

Email category
Golfing

<>

Email category

Email category

Martial arts
o User breakdown

Email category
User’s top activity

<>

Running

Email category
Sleep accessories

Email category
Swimming

Email category
Weightlifting




The future of loyalty?
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~ Create holdout groups so youcan =
prove the ROI of customer loyalty

o




Technology Supporting Loyalty

Listen to customers via data

Composable CDPs built on a
centralised warehouse provide the
most holistic view of customers,
which leads to empathy/loyalty

Data privacy/security helps build
customer empathy and trust

Ist-party data is critical and should
be used for personalisation

Al is making 1:1 personalisation
possible and will continue improving

Holdout groups are important to
show customer loyalty ROI

* o K

ELA’s Loyalty Ebook ‘25

KEY THEMES, PRACTICAL
INSIGHTS AND ACTIONABLE
STRATEGIES FOR LOYALTY
PROFESSIONALS




Connect With Me!

M hightouch Leader in

Composable CDP 2
and Al Decisioning

Ospotity  ARITZIA  piigwamy  Odoasin  (Carscom) W

Qo WHOOP sAOMON & PUIG et

Adam Greco @ @ J  Hightouch
Product evangelist. Data industry veteran. Author of the definitive : :

. . X E Gies College of Business -
book on Adobe Analytics. Ex-Amplitude, Ex-Salesforce, Ex-Omniture. University of lllinois Urban...

Chicago, Illinois, United States - Contact info

29,757 followers - 500+ connections




Questions?




