




Customer Retention 
Marketing

Segmentation

Automation

Personalisation 

Broadcast

Experiment

Integrate 



Segmentation

• Are we an acquaintance, friends or besties?

• First date? LEAD

• Fresh connection? NEW

• Forgotten friend? LAPSED & LONG LAPSED

• Super fan? ACTIVE & LOYAL

• Sporadic connection? LAPSING 

• Savvy shopper? DISCOUNTER



Automation

Timed conversations to encourage our relationship 
to bloom

• Abandoned browse 

• Abandoned basket

• Clickers & hesitant shoppers

• Sow the seeds for future orders



News Stories

Seasonal conversations for a broader audience. 
Topical, interesting, rewarding

• New range launches

• Seasonal events and moments

• Our stories

• Reward for being part of our bunch of flower 
fans



Newsworthy

• Interesting, topical, tactical



Abandon Basket



Abandon Browse



First Dates



Win-back Friends

• Rolling trigger 1,262 days since last purchase – 
to start with customers that purchased first day 
of lockdown, the following set of triggers will get 
day 2 and so on.



Offer Follow-up



Purchase Follow-up



Personalisation

• Avoiding the spam approach

• Featured product snippets

• Previous purchase history

• Occasion based behaviour

• Acknowledge their recent experience



Birthday Previous Purchase

• Reminder -3 days prior
• 2nd Reminder –day before
• 1,2,3 years occasion data history



Christmas Previous Purchase



Customer Experience 

• NPS survey post purchase
• Positive triggered with NPS score greater 
than or equal to 7
• Negative triggered with NPS score less 
than or equal to 6



Integration
DM Follow-up



Integration

Cross channel marketing to accelerate your 
performance and get more out of your content 
stories

• Direct Mail & Email working together

• SMS Marketing

• Audience feeds in google ads

• Email & Social links to content pages for SEO

• Cross engagement between email and your 
social media



Try something new!

• Experiment

• Test & Learn

• Use sample audiences to try something bold

• Share your personality



Sandra’s Top 10 Emails 
for the festive period

1. Abandoned Browse

2. Abandoned Basket

3. Christmas previous purchase

4. New Customer Welcome

5. Campaign follow up

6. How did we do?

7. There’s still time to buy! 

8. Thanks a bunch! 

9. Still want to hear from us?

10. Early Access for your fans



THANK YOU


