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4000+ Brands
400+ People

500+ Partners

Experience
& Expertise

CXDP Platform 



Privacy & Security 

+ ISO 27001 – Information Security Management 

System

+ ISO 27701 – Privacy Information Management 

System

+ Cyber Essentials Certified Plus – technical 

verified Cyber Essentials

+ G-Cloud – Government Digital Marketplace

+ ISO 14001 – Environmental Management 

System





What do we mean by data? 
What type of data do you collect?

+Zero party data

Data your customer or citizen willingly gives 

directly to you. 

+Second party

Data collected by a trusted third party that you 

have an agreement with.

+First party data

Data collected through customer/citizen 

interactions with your own channels.

+Third party

Data collected and sold by a third party usually en

masse.



Segmentation

Dividing your audience into targetable blocks based on set criteria

• Moving away from batch and blast – bring audience selection to the message sender

• Simplest form – Zero Party - data field segmentation, list membership, preferences

• Behavioural – First Party – Opens, clicks, sends, replies, web behaviour

• Insight data – All levels – 1 to many data imported from other systems such as event data

• Segment analytics – analyse your segmented contacts to gain further insight



Automation

Build programs through a graphical interface to automate your workflow without writing a line of code

• Use your data to automate your customer/citizen journey

• Enrol them through segmentation, sign up forms, API, survey response

• Decision lead pathways 

• Send campaigns e.g. email/SMS/push

• Add contacts to lists

• Delay actions

• React to behaviour (or lack of)

• Analyse

• Send Time Optimisation – analyse data for each contact and determine the optimal send time for each



Building personalised messages

• Consistency – Template toolkits allow consistent branded messaging

• Standard Personalisation – simple place holders using data fields - Hello @firstname@

• Dynamic Content – displaying whole blocks of content based on data values

• Advanced Personalisation – scripting language allowing content/insight data display and logical decisions

• External Dynamic Content – providing campaign content through an external URL endpoint

Power of personalisation 



Case Study – City & Guilds

Improving Quality of Customer Communications 



The Challenge

Changing education industry

Fighting to stay prominent against competitors

Vast range of services

Need to improve quality of customer communications

Enable colleges, schools, centres to provide 

qualifications



The Solution

4 year program to automate marketing

Integrated CRM and web application for data flows

Tracked web behaviour and purchase history

360-degree view of each customer

Series of triggered automations from web behaviour



The Results

Now able to deliver specific personalised content 

at scale

Open rates of 51%

Boosted campaign opportunities by 32%

Delivered a return on investment of 15:1



1. Find, understand and import relevant 

data

2. Use your data to find the right audience 

for your message

3. Automate where possible

4. Personalise your customer experience



Thank you

Darryl Clark

EMEA Director of Professional Services 

dotdigital.com

Darryl.Clark@dotdigital.com


	Template slides
	Slide 1: How to use your data to deliver the right message at the right time
	Slide 2: AGENDA
	Slide 3
	Slide 4: Privacy & Security 
	Slide 5
	Slide 6: What do we mean by data? 
	Slide 7: Segmentation 
	Slide 8: Automation 
	Slide 9: Building personalised messages
	Slide 10: Case Study – City & Guilds
	Slide 11: The Challenge
	Slide 12: The Solution
	Slide 13: The Results
	Slide 14: Conclusions
	Slide 15: Thank you 


