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Privacy, Data, and Relevancy

Finding the Right Balance
in Your Emails
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50, What are We Talking About?

How do privacy, data and relevancy overlap?
Fxamples of how emails balance these factors

5 Guidelines on how to find balance in email marketing



Three Things That Matter in Email

Privacy

The expectation that a
consumer's data is safe, their
preferences are respected and
standard encryption is used to
send emails.

Data

Information we collect,
infer and leverage to create
a better experience
for consumers.

C,

Relevancy

How we create connection
with cansumers. This is
where context is added

through recommendation

engines, cultural events and
personal milestones.



Creating The Trifecta

Data + Relevancy:
The right information
and connection.

Data + Privacy:
Trust and the right information.

Relevancy
P 00 Data, Relevancv + Pri\IaC\[ .
! The right information, trust and
connection.

Privacy + Relevancy:
Trust and connection.
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Be Smart With How You Use The Data

Consumers want to be surprised and delighted

38%

of consumers say they're willing will stop doing business
to share their behavioral data if with a company if they find
additional benefits are provided that personalization efforts
make shopping cheaper to be "creepy.”
or easier.

Source: Gartner, 2019
Source: Smarter HQ



Email 1 Atlanta Hawks Cheerleaders

Clear call to action, wrong audience

e Subject: We want YOU to be a Hawks
Cheerleader
e Background: Email was sent to a Hawks
season ticket holder to promote the team
cheerleaders' prep clinic.
..The catch is that the recipient is male.
Privacy ®
Data ()
Relevancy o

PREP CLINIC

MAY 19 // 1:00
OMNI ATLANTA

The Atlanta Hawks Cheerleaders are made up of dancers and cheerleaders and
we're celebrating our 50th Anniversary!

Want to be a part of the team?! Do you have what it takes?

Join us at our VIP Prep Clinic!
Date # May 19, 2018
Time 4 1:00PM
Location # Omni Atlanta




Emall 2 Experian

But that is not my credit limit?

e Subject: Angela, is it time to add to your
$14,000 credit limit?

e Background: | signed up for Experian to
freeze my credit. They have enough (wrong)
personal info in this email to cause concern.

Privacy (]
Data (]
Relevancy (]

.'. "
*experian

CREDIT CARD

L]
s

Angela, your $14,000°
credit limit could be even
higher!




Fmail 3 Google Maps

Magical memories from data

e Subject Line: ® Angela, your 2019 update

e Background: Sent in the new vear, this emall
brought back so many memories. Only a few
data points were missing.

Privacy o
Data ()
Relevancy o

ull Sprint Wi-Fi

Colorado Springs Calgary
New New

Highlights
Places visited



http://drive.google.com/file/d/1bau3krlqa1o-EazO78eX8dn_wI7LYDa7/view

Email 4 Groupon

GROUPON

Help Local

Show Your Support With a RISK-FREE Purchase
For Now or a Better Time

Treinoin Cream, Mars Land and Clocks, oh my!

e Subject: Treinoin Cream | One Acre of Land on Mars |
Custom Metal Photo Clock

e Background: | shop on Groupon often, yet they are
constantly sending things | have never shopped for.

Privacy ®
Data ()

Relevancy o




Email 5 Better

Better for who?

e Subject: Thanks for choosing us on
LendingTree

e Background: Unfortunately, | did not choose
them. This was the first email | got from
lending tree and at no point did I sign up for
better.com.

Privacy o
Data ()

Relevancy .

Tsbetter.com ‘ lendBotree

The mortgage business is a
fixer-upper. We’re on the job.

Better Mortgage was created to make homeownership simple
fair and affordable for folks like you

« Qur quotes are honest
« \We never charge lender fees
« We work for you, not for commission

Finish your application today, and we'll get you the deal you
deserve on your mortgage

==

We’re operating safely during
COVID-19

As a digital-first lender, we're still accepting new applications
in most areas — and customers can lock their rates
instantly online




Email 6 goodreads

Yep, a good read

e Subject: You finished Devoted. What's next?

e Background: Email came after the recipient
finished reading the book Devoted, and
marked it as Read in their Kindle,

Privacy ®
Data 9o
Relevancy ®

reads

You've just finished Devoted. Here are some
ideas on what you can do next.

"DEAN |
KOONTZ

DEVOTED

Write a review

Connect with your fellow readers
s
G
i

Alex, Tam, William Bitner Jr., and 9176 other members reviewed this book.

See what they thought




Email 7 Netflix

'|. Declare. Relevancy!”

e Subject: Don't forget to finish the Office (US)

e Background: \Watched one episode "The Fun
Run,” and then got this email encouraging
them to finish the full series

Privacy ®
Data 9o
Relevancy [ ]

Continue Watching for Jeff
Pick up where you left off
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Create Relevancy with Generalizations
You can still be relevant without being personalized

Personalization is powerful.
But relevancy is supreme.

You can communicate with
consumers using the context
of the world we live in.

CRIQUET

— DON'T MISS OUT —
15% OFF Your First Purchase
Sofi #it CODE CLUBHOUSELS

@ily) =S Apr 82020 o
ISOLATION k?tchen
I T ERATION FROM[Z[S1Y

L WEEKEND!

Dow Jones S&P 500 Nasdaq
22,853.88 2,684.79 7.887.28
(012%) (+0.04%) (033%)

Exxoniviobil Facebook AT&T
$41.48 $168.83 $30.08
$0.99 (+2.46%) $3.28 (+1.96%) $0.64 (+247%)

EXERCISE

A maore athletic look for your new cycling
workout or excessive neighborhood wolks

TOUR COLLECTION

Amid evolving news + uncertainty surrounding COVID-19, you
i ity. Find more information here.

Cook Together with Us

‘We know that you're turning to the comfort of the kitchen now

1ore than ever. Everything feels (and tastes) a littie more normal

then #WeCookTogether. That's why your favorite Food Network
chefs are back this weekend LIVE from their own kitchens.

Millennials Brace for
Economic Uncertainty

SET A REMINDER




Transparency Adds Clarity

Consumers dislike when they
receive a message and don't
understand why.

Be transparent on the "why”

through context to create trust.

Uber Eats

Thank you for tipping

Alittle
kindness goes
along way

Jeff,

Delivery people are doing critical work—bringing food to those who are
staying home and helping local restaurants continue to serve their
customers during this difficult period.

From homemade thank-you notes posted on doors to generous
tips, the kindness of customers like you goes a long way during
this challenging time.

Thanks for tipping and for your continued support of delivery people.



Relevant Actions, Not Data Showboating
Guiding consumers to the next action

The data you use in your emails
should be used to gain trust or guide

them to the next action, not to Hier,a,

showboat how much info you have Here’s Your Monthly
Benefits Summary

on them.

Current Status Notes Available:t
Member No Notes available now

Guide consumers to the next action.

Total Points 16 (as of 4/26/2020)

Paoints to Next Note 1984 (you earn 1 point per dollar)

Personal Double Points Days:® No days available

Alterations:*" 50 available

Next Status $500 away

Member Since 2019




First-Party Data

Using earned/owned data over purchased

Explicit or implicit actions taken

on your site can be used for better.com
personalization. However, the
i d ea O]C U S | n g th | rd - p art\/ d ata tO As part of our mission to make homeownership simple, fair, and
) ) . affordable, we're committed to providing the most accurate and up-to-date
e m rl C h \/O U r S |te d ata m | ght C rO SS information available to everyone in our community. Here's what you need

to know this week

Better Mortgage Market News 5/7/20

a | | ﬂ e Returns on “safe investments” hit record low, as real estate
returns rise

Americans are saving at a higher rate, but they are opting for traditionally
safer investments like bonds, money market funds, and bank deposits
Unfortunately, savers are seeing less retum than ever on these types of
investments. Real estate, on the other hand, is one form of investment that
tends to pay off post-recession

s closed nationwide, the Cor
er drop in April. But consumy
near future




Personalization is Problem solving
Solve their problem, not yours

We don't buy a hammer and nail to put a
hole in our wall. We buy it to hang a picture.

Fmall personalization is the same thing; we
add information to solve a problem, to give
consumers guidance or reduce friction. Our
job is to reduce cognitive friction, build trust
and get consumers what they need.

Update your recurring charges.

Re: ANGELA 2w card ending

We recently sent you a new card and would like 1o help you update your information to prevent
you from being declined. You'l need o chack highway toll accounts. insurance and any
memberships or subscriptions

To help o\J.:ﬁ started, here’s a list of your recurring payments and frequent charges from the
past year
Your Recurring Charges
sprint Nov 01, 2019
american hm shid Oct 30, 2019
f45 training round rock Sep 11, 2019
netlix Oct 30, 2019
spotify Oct 24, 2019
apple itunes Sep 19, 2019

groupon Sep 17, 2019

Sign in to see more of your recurring charges. You can also contact merchants direcly lo
update your card information, so you don't miss a thing

Was this message helpful? Tell us what you think in one click

® © O ® &



In Summary

Create relevancy with generalizations

Be transparent on "why" a consumer is receiving something
Show the relevant actions, not data showboating

Utilize first-party data and limit third-party data

Use personalization to solve the consumer's problem






