
From Insight to Action:
Applying ELA’s Best Practices 
with Cutting-Edge Martech

Adam Greco, Product Evangelist



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…”

Bravo ELA!



Customer Loyalty Relies on Technology



Listen to Your Customers

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

Adam Posner, The Point of Loyalty



In today’s digital age, you 
listen to customers via data



Unfortunately, many organisations store 
customer data in multiple SaaS products



Legacy Customer Data Platforms





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



Modern “Composable” Customer Data Platforms



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



Centralising all customer 
data helps build empathy



Loyalty requires privacy & security



The rise of 1st-party data



For years, organisations have been 
outsourcing their customer 

relationships to advertising networks



First-party data needs to be treated 
like a valuable corporate asset



Your ability to turn first-party data 
into valuable customer experiences 

will determine if you beat competitors



Personalisation has been proven 
to increase customer loyalty



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







Early radio and television could only be 
personalised by time and show type



Websites and emails 
personalised based 
on views and clicks



Websites and Emails 
are personalised 
based on clicks

Paid search 
advertising 

significantly 
increased 

personalisation 
granularity

Paid search 
advertising 

significantly 
increased 

personalisation 
granularity





The AI Decisioning Marketing Workflow



Why Did AI Use This Specific Email Subject Message?



Why Did AI Choose Frequency, Timing, Channel?



Uncover Previously Unknown AI-Sourced Customer Insights



The future of loyalty?



Create holdout groups so you can 
prove the ROI of customer 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

● 1st-party data is critical and should 
be used for personalisation

● AI is making 1:1 personalisation 
possible and will continue improving

● Holdout groups are important to 
show customer loyalty ROI

Technology Supporting Loyalty



Connect With Me!



Questions?


