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Hi all, I'm Marc and this Emma

['m working as Product & Tech
Lead at tonies and co-founded
Chordis, an Activation
Intelligence Platform.

Usually i am the person send in

projects when 'things' are not

\ moving fast enough or projects
are stuck.

)

I'm Retall Lead at braze. We're a
customer engagement and Al
platform helping retailers drive
ROI and LTV while protecting
margins.

We've loved working with Tonies,;
onboarding with Marc and the
team was a uniquely clear and
well-structured experience.




Most loyalty and CRM projects don't fail
loudly...

They don't crash.
They don't get cancelled.

They just... quietly underperform.



And mostly, the reason Is the same:
Integration.

That's why this session exists.



of Integration

The deliberate combination of tools and services
to create one coherent customer experience.

In practice, that means:

. Systems exchange information reliably
Logic is explicitly agreed across teams
- The customer experiences it as seamless






What age 1s your little one?

3 years old v

Which best matches their
personality?

Need help deciding?

With hundreds of characters to choose from, Curious learner that loves to explore.
get help finding their favourites in seconds...

N O Loves to move, wiggle and sing therr
heart out.
I I n e I Glued to a good story, especially

before bedtime.

Example

Hypothesis:
Users are unable to make a decision. A pest glfts found for you
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on landing pages, will improve CVR.
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1. Discover Events
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2. Create chronological order
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3. Giveitsome room

ltems
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4. Add Systems and conditional logic

End of
Funnel

IF 'add to Items
| Frontend  added
cart to cart

Entry to Belciiin Prodiiees products  |F "bundle up PR End of
; lecti

Submission
event

created
IF 'send via Email Reminder End of
y Frontend Braze 5¢ Braze Email
email i Sent Sent Funnel

created




4. Add Commands so every system knows
what to do.

= 'add to | Add Items
| temsto  Frontend  added
cart cart to cart
Make - click bundle
Selection Que Product Displa Product IF 'bundle u reselecte :
bl Frontend made Produ?:{cs BaCkend rert-ilouei(t:eii Procrljuc}tfs BaCkend di:;I;;eZ -p p3to:nietsd Frontend ST
selection and save bundle URL made
User
Create Submission
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. event created .
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y Frontend selecton  Braze 8y Emai Braze Emai
email | via Email Sent Reminder Sent Funnel
Create Attributes

attributes created



YogaKitchen — a local yoga studio

Loyalty logic
. Tiers based on class check-ins, annual reset

Rewards
» 5 check-ins — Key Chain
» 20 check-ins — Coffee Mug
» 50 check-ins — Free Class Voucher
+ 100 check-ins — Yoga Pants



We collect the Events

Checked- Ch_eCk- trehald Awarding Gift Gift

in to in Email picked- pick-up
. reached .
session counted received up stored

Counter
resetted



..and make sure they are complete

. MAYBE WE SHOULD cir re. WE MIGHT NEED TS
N NECK FOR STOCK... stocked. s opER ..
Checked- Check- Awardin Gift Gift
nto n — el picked: pickup  Counter

session counted received up stored
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Membership
Tool

ldentify Systems (think 'make or buy')
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Check
Member

Membership
Tool

Finalize with Commands
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Now we have a story! What's still missing?

F no
trLshholg Do nothing CAN | AVTOMATE
matche
THIS?

IF
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Check
Member
in

Membership
Tool

Now bring it to life during the project

Checked-
in to
session

Count
Check-
in

GROWTH ADS TRIGGER LOGIC

., YTTP 50 Check-ins

Trigger an event to Braze whenever the check-in threshold of 50

Source Aggregation
Check-in Count (yearly renewal)

Last triggered: 2 days ago

Membership Chii‘:k'
Tool counted
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Braze

Check
Treshold

Chordis
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Email Variants

Variant1 X

SENDING INFO

From: No Reply <no-replydbraze.com>

Subject: Time to spoil yourself

EMAIL BODY

active

Modified: 5 hours ago

Check
Stock

# Edit Send ng Info

# Edit Email Br_'.d':.-'

System

IF stock
) available
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Stock
checked
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4 Add Variant v

WARNINGS
Please note the following about your message

before launching

Your Email Body does not include an unsubscribe
link. This is required by law on all marketing

emails. For more info, see our documentation.

Check
Stock

Restock

Hello Yogi & Congrats

You are awared with a Gift

¢ Choose New Template

CAMPAIGN MANAGER
CREATES

Code block

Shop
System

Shop
System

TOoLING PUSHES

curl -X POST "https://rest.iad-81.braze.com/users

/track" \
H "Content-Type: application/json" \

H "Authorization: Bearer YOUR_REST_API_KEY" \

d "{
"events": |

{
"external_id": "USER_ID_123",
"name"” : "issue_yoga_pants”,

"time": "2026-62-18T12:00:602",
"properties”: {
"reward": "Yoga Pants”,
"threshold_checkins": 58,
"program” : "YogaKitchen",

Gift stock
confirmed
Pick _Giﬁ Reduce
... Front Desk picked- o
up g|ﬂ: up toc
Gift re- . e
stocked  student i
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a 'HowTo' page
and send it around
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Reset
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Now Its your turn!

Find Post-Its and Instructions on your table.



Table assignment: Map the event flow

Scenario:
1 point per £1 - £5 voucher at 100 points - issued when threshold is
reached

Your task:

1. Collect all Events as a group (orange Post-its)

Remember: An Event is an interaction that already happened
2. Bring the Events into chronological order

3. Read the full flow out loud product

Have each team member confirm: “Is anything missing?” added




It looks probably like this now

: : Point
ltems Points Points Wallat Voucher Voucher Points
purchased counte create en deducted
ounted gdded S ated sent



Next: Identify systems & conditions

Systems (Pink Post-its)
- Add the system to each event
(Shop, CRM, App, POS, etc.)
- If unclear write “???", his highlights CRM/braze
Integration gaps

EVERY EVENT HAPPENS
System ...oe 4 sysrem

Conditions (Purple Post-its)
- Add decision points:
- “If X happens — do Y”
. These define logic conditions (e.q. If IF Xyz
balance = 100 — issue voucher)

Condition




It looks sth like this now

|F Voucher Voucher Points
Wallet >= 100 Shop Created braze sent 777 deducted
: Point
ltems Points Points
ShOP ~ simes 777 omes 77 oqqeq 7 Vale
IF

Do nothing

Wallet <= 100




Next: Enrich commands to have the full flow

Commands (Blue Post-its)
- Every system needs instructions
- Add the Command before systems
- Be specific. Avoid vague language.

Key concept Command
- Command = request (Input)
- Event = confirmation
add
That difference prevents chaos and allows us product
to assign a command even to a person.



Final step

Read the entire flow out loud.

Does every instruction have a result?
Does every result have a clear owner?
Do we have all Systems available that we
require?

Can we already make a 'make or buy'
decision?

[s there anything missing?



Potentially it now looks like this

|F Create ShOp Voucher  Send

VOUCher DedUCt 7?7 POintS
Wallet >= 100 Voucher created voucher

braze sent pOintS e ¥le e deducted

Purchase Shop ltems Count -?'?7 Points Add -?-?7 POintS Che(:k 777 Wallet

item purchased POintS SRS counted points C o addEd Wa”et T checked

IF
Wallet <= 100

Do nothing




At one glance

What's the Is there a conditional logic?

What shall be done? result?\ \

command  System  Event Condition

Where shall it be done?

User

J

Who shall do it?




What Just
Happened

You made logic visible

¢ .. ':3

T0O:EASY

aufitkmene

You surfaced hidden ownership
decisions

You identified integration/system
9dps

You reduced unclarity by
structuring complexity




Three takeaways to take back to your team




We hope this was fun ;) Is there any question?

Wanna stay In touch?




Thank You




