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How to Build a Relevant Customer Experience
Using Data You Already Have

Learn how the Microsoft Retail Store increased email revenue

1,200% in three years
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Microsoft Store



Session Speaker

Shawna Dahlin
Senior Email Marketing Manager
Microsoft Store

Shawna Dahlin, Senior Email Marketing Manager, Microsoft Store,
directs the email marketing channel for the global retail stores
division.

' Her omnichannel program drives both online and foot traffic to
@ShawnaDahlin microsoftstore.com and brick-and-mortar Microsoft retail stores.
Shawna has 10 years of marketing experience, including eight years in
online marketing at Microsoft. Shawna lives in beautiful Bellevue,
Wash., and holds a B.A. from the University of California, San Diego.
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The challenge

B&M Shopper

Online Shoppers

B® Microsoft 5 S

B&M Email

Up to40% off PCs for a
limited time and free support




The beginning

Promotional
Sales and promotion/ In-store
General awareness awareness
Transactional Trigger

Receint Shipment “Tell us how
P confirmation we did”




The ultimate solution
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The ultimate solution
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But this requires time.



Until we reach perfection ...
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How can we best use data
in the short-term?

Evaluate Segment Personalize



How can we best use data

in the short-term?

Evaluate Segment Personalize
content you
already have
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Use existing resources

W Customer service reps

W Post-purchase surveys
W In-store associates

¥ Cross-company product groups
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How can we best use data

in the short-term?

Evaluate Segment Personalize
content you your audience with
already have what you have
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Working with data

a M

Transaction data Purchase channel

Geographic location



Our most identifiable customers

Business




Audience segmentation

Get a free PC tune-up in-store View in a browser

B8 Microsoft

Surface | Xbox | Office | Windows Phone | Computers

Your Microsoft Retall Stora [store name]
Hours, evenis, and more

FREE PC TUNE UP

No matter where you bought your PC, our friendl
s can help get it back to peak performance with

Vare repair or support

* Virus and malware removal

Schedule your appointment today

Bl B [s

Text 'MSSTORE to 29502 for news and offers Free shipping every day

Cetetrse gredustion e in 8 browse

B Microsoft

Surface | Xbox | Windows Phone | Computers | Sale | Find a store

Fetail Stare [stare name]
am 497692 - [948) 32561 Hours, events, and more

Regular price | $449
Student price | $374

SRSt happens hare

n u @ E Text 'EMAIL' lo 29502 for news and offers sent directly 1o your phone

B Microsoft
Surisce | Xbox | Windows Prons | Computers | Seie | Find s iore

Save $100

on the Surface Docking Station
Easily connect your Surface 2 or Surface Pro 2t
system, mouse, and printer to create the perfect

A £ [S] [B) I ret msstore 1 22502 for news anc ofers sent directy 1o your phone

In-store service

Campaign-specific

New product awareness




How can we best use data

in the short-term?

Evaluate Segment Personalize
content you your audience with the customer

already have what you have journey
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Build a customer journey
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Build a customer journey




Build a customer journey

What We Know viary




Build a customer journey

What We Know Mary What We Can Suggest




Dear Emily.

Answer Desk Personal Training

Community  Classes and Events

Thank you for your recent purchase 2t the Microsoft Stare. Please feel
frae to contsct us st any time if questions srisa cancerning your
recent purchase or any other Microsoft Broducts of ssrvice. We ook

forward to sesing you sgain in cur store soon.

Sincersly,
Microsoft Store

Order Details

Microsoft Pre-Order Halo 20.00

Eem Uniit Price Qty Total Price
2000 | NESEE
Limitad Edition Console

Bundle Xbax 360
Eem 29G-00055

Answer Desk Schedule

Subtotal

Total

PRIl Personal Training Sisnse

20.00

08/23/2010

Microsoft Stare

Fashion Valley Mall 7007 Amount Paid: $20.00

Friars Road Suite 324 Cash §20.00
San Diego, CA 92108

(519) 843-5872

Sales Associate: Phillip

VATV

Additional Information

Micrasaft Stare Exchange and Retum.
Carmputers and frdware may e returned within 12 days fram the

special arder items, senvices, gift cards and damaged or sbussd
ftems cannat be returned. Ogened comauter software and videa
games can be exchanged for the dentical dem, But cannat be
return fae s refund Al returns must e seeampsnied By the
receizt and the arigingl paciaging, gartsand camEenents
Refunds wil generaly e made it the same methad 2 payment
Cartain mxceptions and restocking fes may snply. Pesse st
gt miersoftse eomfenal for mare detsts

Tnis et s st By Mol Comarstion Gne Meraolt Wy
Redmand, Wi, 99052 USA

Enter to win

Provide your fesdiiack on your exgerience st the Wicrasalt
Stores & be entered far 3 chance to win 2 Nethook BC. Enter
W st Bt w e tfsdark com o purchase
necemary 13 enter or Win. A purchase W nat increse yaur
chances of winning, Swespstakes sans 2/15/10and ends
/31110, Open ta legal resdents af the S0 US and DC 18+. Far
full ules including stemate entry, see:

e hiesdback com

&) Twest with us [ Visit us on Facebook

Detate of yous Miceesst purc

B® Microsoft

Ofica | Windows | Xbox360 | Compuisrs

Thanks for shopping with us

are | PC Gaming

Accamsories | WindowsPhona | AnswerDesk

Here's your itemized receipt and information to help you get the mast out of your new Xbax 360 console.

Your order details

DATE PURCHASED: 022
ORDER NUMBER. WS35,
ORDER TOTAL §215.98

08718

XBOX 360 4GB
S

PAYMENT.
American Exprass. =008
Exp (203

Gara Hoider Name. Jonn £ S
BILLNG ADDRESS

Sohn St

91 Em i
Anytoan, A8 1111

AMOUNT CHARGED 521558

Your order barcode

1o your local store
expedite the process

Thank
[store name]

Connect with Xbox UVE

(ot the mast from your Xbox 360 with
an A LIVE subsc iption Xbox LIVE is
your gateway to.8 word of fun and

entertainment options. For starters, you

More games, more fun
Whether you s

frm i obats, danes your parts
or make your championhip

Personalizing the brick-and-mortar receipt

1388 o your Wiroash purchase

B® Microsoft

Ofice | Windows | Xbox380 | Computers | Sofwars | PCGaming | Accessariss

Thanks for shopping with us

Windaws Phona | Answer Desk

Here's your itemized receipt and information 10 help you get the mast out af your purchase.

Your order details

CUSTOMER NAME: E
JOHN SMITH

ASSOGIATE NAME
DATE PURCHASED, 0224,
ORDER NUMER: 10978608713
ORDER TOTAL 8120684

OFFICE HOME AND
STUDENT
Product sku: CVF-2017%
Price $1 80
¥ cuzry

PAYMENT
Amarcs

Exp 1
Cardhcider nama: Jonn E. St

BILLNG ADORESS.

Jehn
1910 Em Sreet
Avylow 45 11111

c

€ Lika us on Facesaok

Tell us how we did

Your order barcode
1 you e 1o et a1
pinting this barcade snd binging ‘
an help
! CAS=1

Need help getting your Office
up and running? We're here for you.
1877-636-7786 o

There's o chasge. and out
smscclates will be happy to b

eye-catching resume, or eve
with these
these frez

- e timesavers are g
your deskiop wi

act customer sen

1329 1-VSFaPrd

£7348 Sarpie Py, Sapl.

BEFORE




Surface product lifecycle

2% Microsoft

Suraca | Mbox | Windows Phone | Computers | Sale | Find @ storm

Congratulations on your new Surface!

N + it - +? \\ ¥ r t nelr
Not quite set up yet? We're here to help

Take the first step with your new Surface by setting up your Microsoft account
We'll tell you how

Save $20 ON i e
Office 365 y

Your new Surface is protected with
Microsoft Complete

Key cross-sell,
Up and running

B® Microsoft

Gear up your new Surface
w Surface with items

Go Windows
shopping [e———

Accessories, Apps

B® Microsoft

Surface | Xbox | Windows Phone | Computers | Sale | Find o siore

days left to get

Microsoft Complete

Get Microsoft Complete for two years of unlimited training and support
for your questions and extended hardware coverage for scrapes and
spills. Hurry — you only have until [dynamic date: transaction date + 45
days] to get Compiete protection for your new Surfaca.

5 Microsoft Complete

Last-chance warranty



Xbox One preorder lifecycle

B% Microsoft

B2 Microsoft

Entertainment

Accessories

B¥ Microsoft

What's in the box?

Watch Pkage Nrbucrn bk 1 a1l oo fr
inside look o everything

a1cd gt 3 ing
you! il get with your Xbos One.

Shipping soon




What we
I know now




The new customer journey

Promotional

Sales and promotion/ In-store SMB Sale email re-sends /
General awareness awareness segment Last chance
Transactional Trigger
: : , . “Tell us how : ,
Receipt Shipment confirmation . Ratings and reviews
we did

Promo code | Post-purchase Post-purchase Holiday | Non-holiday | Post-purchase | “We miss

reminders reinforcement cross-sell lifecycle shopper warranty you”
25

Lifecycle




We've come a long way

Promotional
Sales and promotion/ In-store
General awareness awareness
Transactional Trigger

“Tell us how
Recel hi ; : |
[ eceipt Shipment confirmation we did” ]

Lifecycle

|
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The results

-P 500% increase in CTR for segmented emails

300%  1,200%~  600%

iIncrease in open rate : overall revenue increase in rev/emalil
for segmented emails increase in 3 years : (for lifecycle)



What’s next?

W Engagement segmentation
B More data in the same place
B Data modeling

W Efficiency and automation

28



IELGENWENR

W Keep digging into your data
W |ittle things add up

¥ Think from the customer’s perspective
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Thank You

Shawna Dahlin

Senior Email Marketing Manager
Microsoft Store
@ShawnaDahlin

Selena Blue

Manager, Editorial Content
MECLABS Institute
@SelenalBlue

#SherpaEmail
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