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Personalization Across the
Buyer’s Journey

EXAMPLES FOR B2B MARKETERS

As a B2B marketer, you probably spend a lot of time thinking about buyer and customer
journeys. You’re always seeking new and innovative ways to improve your demand
generation and account-based marketing (ABM) results and move prospects from one
stage of the funnel to the next. Then, of course, you need to communicate effectively with
those same people after they purchase to help ensure customer success, retention and
expansion. You recognize that a person’s needs will vary depending on where he is in his
journey, and you want to ensure that his experience throughout that journey is as smooth

as possible.

It's important to understand that every prospect and customer is unique. They each have
their own needs — at the individual and account level — and they will each proceed along
the journey at their own pace. From their initial engagement to their consideration,
evaluation, onboarding, adoption, retention and advocacy stages, each person has his own

needs and interests.

In this eBook, we’ll identify several key ways that

you can use personalization across the B2B customer
journey so that no matter how or when a person falls
into a particular stage, you’re prepared to provide a

o

relevant and engaging experience.
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Make the Homepage Relevant

You spend a lot of your time and budget to drive traffic to your ! There’s no need to keep your homepage experience static and
site. The last thing you want to do is lose those visitors before generic for every visitor. To capture each person’s attention

they get the chance to determine if your product or solution immediately, you should ensure that your homepage — or any
could meet their needs. But how do you decide what to feature page a visitor lands on — is immediately relevant to that person.
on your homepage? Do you tailor your headline, images and Tailor your content and messaging based on someone’s location,
copy to appeal to different audiences, or do you lead with campaign source, industry or even specific company. By catching
a general message that you hope will appeal to the lowest the attention of each visitor immediately, you can lower your
common denominator? bounce rates and improve time on site and page views.

EK
SECURE

Secure mobility in digital
healthcare

Get best practices on how to provide secure,
instant access to patient information to a mobile
clinical workforce.

Download kit

Maintain business continuity
for your organization

Protect your business from disruptions and keep your
workforce productive

Personal Support Global Connections

See how

SD. 3

Personal Support Global Connections User Platform

This site displays a relevant homepage experience to each of its target industries. For example, visitors in the healthcare industry see copy and images
relevant to them (top image), while visitors who don’t fall into a target industry (or whose industry can’t be determined) see a generic version of the homepage

(bottom image).
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Improve Account-Based Marketing

With an account-based marketing (ABM) approach, your sales
and marketing teams focus their efforts on reaching a select
group of target companies — rather than spreading their
message broadly to capture a large number of leads. After all
the hard work you do to reach those accounts with targeted
communications, it doesn’t make sense to provide a generic,
one-size-fits-all experience on your website. The premise of
ABM is to be as personalized as possible to demonstrate your

Personalization can help you create the unique experiences that
will grab the attention of your target prospects, engage them with
relevant content, and convert them to leads and customers.
Trigger personalized experiences to high-value visitors based

on company name, industry, company size, or other relevant
firmographic details. This will help you get the most relevant
content and messages in front of your target accounts the moment
they hit your site.

specific value proposition to each account.
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Hello, Macy's!

*XMOCYS

Learn how leading retailers are benefiting from
Evergage's Real-Time Personalization Platform.

What Does Evergage Do?
Find out in this 1.5-minute intro video.

WATCH VIDEO >

Resources Recommended for You

The Ultimate

Evergage | eBook: The Ultimate
Personalization Planning Guide

Evergage | eBook: 35 Ways to Do Real-
Time Personalization

Meet LB, your Account
) Executive!

Evergage presents a personalized modal to each of its target accounts. The modal dynamically displays the account’s name and logo, relevant content
recommendations, and direct access to the assigned salesperson. Evergage has found that visitors who have viewed this ABM message are 10 times more
likely to convert (e.g. register for content or request a demo/appointment) and typically spend five times longer on the site than average. They also take more

actions on the site and are more likely to visit multiple times.
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Carry the Conversation Beyond the Landing Page

When you run an email, social or paid search campaign, you Don'’t forget the landing pages a person has visited in the current
often create landing pages that relate specifically to the content session or previous ones — this can be a clue to his needs

or offer you are promoting from that source. This ensures that and interests. Take note of which campaign the visitor came in
the visitor lands on a page that is relevant and engaging. But through and how he engaged with the landing page. If he was
what happens when the visitor leaves that page? Most sites very interested in the content of the page, make sure that topic or
don’t carry the conversation through to the rest of the site, product is highlighted throughout your site to help him easily find
which means that the visitor is left to navigate a generic site that additional information.

doesn’t recognize his interest in a specific promotion or topic.

PRODUCTS  SOLUTIONS  DOMAINS  LOGIN

QuickHost.com™ | Hosting | 2x Faster 4X More Scalable

[Ad) www.quickhost.com/

2X Faster and 4X More
s 2 Debees | Scalable Hosting
Awards and Reviews - Website Hosting - QuickHost Coupons - App Hosting —

1. Viewer clicks on paid advertisement. yZ

Talk to an Expert Today! Free Trial Offered. Fast, Scalable, Secure. Free Domain

Guaranteed. 100 GB Storgae. 25 Databases. Types: Windows Hosting, Linux Hosting.

KEY FEATURES

1 website
100 GB storage

PRODUCTS  SOLUTIONS ~ DOMAINS  LOGIN

Ready to Try Our Fast & Scalable Hosting Solution? 2. Visitor spends time

3. Homepage reflects reviewing product features.

Rely on QuickHost for web hosting that is fast, scalable,
visitor’s P roduct interest and and secure. For yourself & for your business.

journey stage and presents _

relevant CTA.

S = 5

Personal or Business Online Store Mobile Ready

This site carries a conversation through from a landing page to the rest of the site. For example, if a visitor clicks on a link from a PPC campaign, she is taken to
a landing page about one of the company’s products. The landing page incorporates a message acknowledging the visitor’s source. When she navigates to

the homepage later, the hero features additional information about the product and a CTA asking if she’d like to sign up for a free trial.
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Promote Relevant Events or Webinars

Webinars and events remain highly effective lead generation
tactics. But webinars are often targeted to different industries
or cover specific topics, while events take place in specific
locations. Not every webinar or event will be relevant to every
prospect — and you’ll be much more likely to drive attendance
when you can target them to the right people.

—\‘-\‘q-,
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Solutions  Products

datacentral

TOTAL DATA

ROADSHOW

Join us in Charlotte on November 14th!

We noticed you are in the Charlotte area and wanted to
invite you to our roadshow in your area.

REGISTER NOW

Turn more visitors into leads by promoting relevant webinars and
events to the right audiences. Immediately recognize a visitor’s
industry, company size, geolocation, etc. to recognize if an
upcoming webinar or event is relevant to the visitor and promote
it only if it is. Pay attention to what pages each visitor spends time
viewing and which topics he is interested in to ensure you only
highlight webinars or events he will likely want to attend.

Technologies Partners Company Resources Blog

This company targets visitors within a certain distance of an upcoming roadshow location to encourage attendance among relevant prospects. The

geo-targeted promotions drive significant attendance at the company’s roadshows and have resulted in clickthrough rates up to 12% and over 500

incremental registrants.
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Surface Relevant Content Recommendations

Content is a fundamental component of most B2B marketing ! Leverage machine-learning algorithms to surface the most
strategies. Teams often invest significant resources to ensure relevant content assets for each individual. Create your own

that they have an educational and regularly updated blog, as algorithmic recipes to factor in the criteria that matter most to your
well as other assets targeted to different audiences and different audience — such as industry, stage of the funnel, content type,
stages of the funnel such as eBooks, case studies, videos, etc. or keyword. This allows you to promote the most relevant pieces
But even if you have a lot of great content on your site, it might of content throughout your site to capture the attention of each
not always be easy for prospects to find. How can you ensure individual and drive them further down the funnel.

your content efforts aren’t wasted because prospects can’t
quickly locate relevant, helpful assets?

I
I

Gartner MENDIX WORLD

Mendix is a Visionary.

Gartner 2016 Magic Quadrant for 3 Digitization Priorities That Insurers Mendix World 2016 Recap and
Enterprise aPaaS Can’'t Ignore Keynotes

Mendix, a leader in the emerging Platform-as-a-Service market, provides relevant content recommendations across its site. In this case, they’re dynamically

highlighting different content assets based on the visitor’s interests. With this approach, the company has generated a 10% increase in content downloads.
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Improve Blog Engagement

A corporate blog is an important asset for most demand gen Blog recommendations based on machine-learning
marketers. It’s a valuable source of traffic and early stage leads algorithms are a must-have for any company with a blog.
— and it helps the company demonstrate thought leadership Present visitors with recommended blog articles based on
in its industry. Blog visitors are often gathering information and the type of content that’s most relevant to them to keep them
looking for a variety of educational content. Many of them come engaged on your site. They are much more likely to continue
in directly to a specific blog post from search or social, so they their research on your site if they can easily find something
are highly likely to leave after reading their first post. How can that catches their attention.
you encourage them to stick around and continue browsing
your site?
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nuxEu WhyNuxeo? Products Integrations Services Customers Industry About Learn *

¥ f G+ in

Mark Twain famously said, "It ain't what you don't know that gets you into trouble. It's what you
know for sure that just ain't so."

You may also like these blogs:

Content

Mark Twain wasn't writing about DAM, but as we head toward the end of the year, there is Seerces,

Systems of
Understanding

plenty of change in the air we should reflect on. It's a perfect time to hold true-and-tested
assumptions up to careful scrutiny to see whether they still make sense, and to anticipate the
changing business needs that we'll need to be ready for-and able to harness-to help our

organizations succeed. and the Future

A couple of weeks ago we did just this. We spent an hour with our good friends at Henry of ECM
Stewart, discussed seven of these assumptions, and explained why they needed to be
reconsidered. The topic must have resonated, as it was the most highly-registered Henry
Stewart webinar of the year (recording here), so | wanted to share our thinking on the blog as
well.

Today, | will start a four-part
series on the future of ECM,

focusing on some of the key
elements of the next-

First, let's run down the list of common beliefs that we'll be digging into over the next few -
generation content platform.

weeks:
Let’s begin with looking at the
1. Enterprise DAM is a hopeless idea that never has and never will work. Silos are just first key element - modularity.
too hard to bust through. This has all too often been true historically. But must it be
forever so? Continue Reading

2 Creative content is precious and must be handmade. This is the idea that all content
needs human creation and review. It's been true for literally thousands of years, ever since
a prehistoric artist picked up a burnt stick from the fire and scratched on the walls of a Content
cave. I'm very sympathetic to this point of view: after all, | have an opera performance . Cawrvirac

Nuxeo — a global software company providing a cloud-native, content services platform that enables organizations to manage digital content of any type and
size — leverages machine-learning algorithms to recommend additional blog posts on the right side of the page, personalized at the one-to-one level for each blog

reader. With this campaign, Nuxeo has generated a 34% lift in blog engagement.
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Send Personalized Emails

Many demand gen marketers send email campaigns to
encourage prospects to return to their site and engage with
additional content. Open rates for such emails can be quite low,
so when people do open your emails, you want to be sure they
contain relevant and engaging information for each individual
recipient. Otherwise, you’ve wasted an opportunity to guide the
prospect forward in their journey.

I
I

Upcoming Webinar: Top 5 Technology Trends For 2019
@ TOP TIER TECH <toptiertech.com>
zachzizzle@gmail.com
TOP TIER *
TECH

You're invited! Upcoming Webinar

TOP 5 TECHNOLOGY
TRENDS FOR 2019

Josh Collens
CEO & Founder
TOPTIER TECH

Brenda Hardy
Marketing Director
TOP TIER TECH

TUESDAY, FEBRUARY 4TH AT 11:00AM ET

REGISTER NOW

RELEVANT RESOURCES

A

Read highlights from our 2018
computers have on the technology Tech Trend report

Are you interested in our Futuristic
Tech Trends Newsletter?

The impact machine learning and

VIEW ARTICLE VIEW REPORT SIGN UP TODAY!

Any email that is sent to a prospect should contain content that
reflects the most up-to-date information you have about the
actions the person has already taken. Has she already read
certain blog posts? Don’'t recommend those! Has she shown
interest in a different topic than the one explored in the email?
Replace it with something else! This seems obvious, but if you
can’t personalize your emails at open time, you aren’t able to
avoid these potentially embarrassing situations.

Upcoming Webinar: Top 5 Technology Trends For 2019
TOP TIER TECH <toptiertech.com>
zachzizzle@gmail.com
TOP TIER *
TECH

Thank You For Signing Up!

TOP 5 TECHNOLOGY
TRENDS FOR 2019

Josh Collens
CEO & Founder
TOP TIER TECH

Brenda Hardy
Marketing Director
TOP TIER TECH

TUESDAY, FEBRUARY 4TH AT 11:00AM ET

RELEVANT RESOURCES

= o
: - N

7 \\\\
'y 4

2019 Tech Firms With the Strongest

struggles the tech industry will face Balance Sheets

Read the highlights from our annual Tech's Next Big Batte: Upcoming.
Technology Process Review Report

VIEW REPORT VIEW ARTICLE VIEW REPORT

This company ensures that its email communications are updated at open time to reflect any changes in a person’s preferences and any behaviors already taken.
For example, the company sends out an email promoting an upcoming webinar to prospects. If a recipient who learned about the webinar elsewhere has already

signed up for it before opening the email, at open time, the content of her email is updated to acknowledge her registration and suggest a few relevant resources to
check out in advance of the webinar.

© 2019 EVERGAGE, INC.
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Guide Prospects to Next Stage

Each of your prospects will move through the buyer’s journey at
their own pace. A site visitor in the early stages of her research
will likely be looking for different information from a visitor who
is nearly ready to make a purchase. How can your site adapt to
these different stages? What can you do to ensure that you are
providing the right information to each visitor to help adequately
inform each purchase?

\
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Walmart
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What Does Evergage Do?

Evergage
1-Minute
Intro

NEW REPORT Gartner

WHY EVERGAGE

N\
g \

Deliver a more effective, dynamic customer experience. Find out what
Evergage's personalization platform is all about in this 1-minute intro video.

in the Journey

There’s no reason to keep your website static for each visitor or
promote the same asset in the same section of your site to
everyone at all times. Instead, use those areas to guide each
person to the next stage. For example, you can use dynamic
CTAs that display a different asset or recommend a different
action based on the stage of the journey the visitor appears to
be in. As you better understand a visitor, the offers on your site
can become more and more targeted to better engage and —
eventually convert — that individual.
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What Do Customers Say?

Engagement
& Conversion
Success
Stories

Hear what customers have to say about how they use Evergage and the value
they receive in this 1.5-minute video.

) personaLizep For You

- Evergage Named a Leader
Gartner Magic Quadrant for

SOLUTIONS PLATFORM RESOURCES BLOG

©evergage

2-Minute
Demo

Demand
Generation

R

Walmart

México

(&) ENDURANCE

See Evergage in Action!

How does the Evergage platform work? Check out our 2-minute demo video
t0 see how it helps improve demand generation.

Evergage Named a Leader
jc Quad

Evergage uses dynamic video content and CTAs to guide visitors down the funnel. Each time a prospect takes the action to watch a particular video, the

section under the hero area on the homepage introduces different videos and actions in its place. Starting with an ungated introductory explainer video,

followed by a customer testimonials montage, and then a relevant, gated demo video, the site continually recommends the next action that a visitor should

take to advance his learning and capture him as a lead.

© 2019 EVERGAGE, INC.
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EX EVALUATION
Notify Salespeople of Engaged Prospects

When it comes to making a sale, timing is everything. This is ! Internal email alerts are the perfect solution for this challenge.
especially true for companies with account-based marketing These emails can be triggered the moment one or more visitors
(ABM) programs. If a prospect from a target account reads a from a target account takes certain actions on your website,

few case studies or watches a couple of product videos on alerting the designated sales team member(s) of the account’s
your website, you want the appropriate salesperson to know recent activity. This allows her to provide personalized outreach,
about it right away and to follow up while your company is still timed at the opportune moment.

top-of-mind for the prospect. But what'’s the best way to relay
that information to the sales rep in a manner that will catch
their attention?

>

\
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Key Account Alert: Acme Corp visited website

techexlysales <techexlysales.com>
princessoctavia@gmail.com

(© TECHEXLEY Internal Alert

Hi Octavia,
Jason Smith from key account Acme Corp just visited

the website for an extended period of time.

Consult Salesforce for additional details including pages

viewed, visit duration and download activity.

Please follow up promptly with this high quality lead.

Thank you,

Sales Operations

This site sends out internal emails to notify salespeople when visitors from their target accounts have demonstrated meaningful engagement with the
company’s website. For example, if someone from ABM target Acme Corp visits the website, views several pages and downloads an eBook, the company

triggers an email to inform the account’s sales rep of the activity and prompt her to follow up with the prospect right away.
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Connect the Online Experience to the Call Center Experience

Some companies aim to drive prospects to a call center to
complete a transaction with a salesperson or agent. But in

large organizations, a customer can get bounced around to
different lines until they finally get transferred to the person that
can address their needs. When a prospect needs to dig through
the website to find a phone number, explain his needs to a
machine, and then be transferred to multiple different people —
something isn’t right. How can you better ease the transfer from
web to phone?

- \n~
-\ nls

Recognize what a prospect is doing on your site and use that
understanding to direct him to the right phone number from the
start. Once the prospect identifies himself, the phone operator
can gain an even deeper understanding of his interests and needs
based on what she knows about him from his engagement with

the website.

il

Have Questions?

Call 1-800-450-8469 (Mon.-Fri.,6am -5pm PT) to get your
questions answered by one of our Product Specialists.

Or fill out the Contact form and one of our Product

Specialists will call you back shortly

This large technology company’s site notes when a prospect seems interested in a specific product and delivers a pop-up directing her to a call center. The
number she is presented varies depending on her needs. Then, once she calls the number, the salesperson on the phone already knows what product she is

interested in and can immediately start addressing her questions — greatly improving the prospect’s experience and likelihood to buy.
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Convert Free Trial or Freemium Users

Many companies offer a free trial or freemium experience to
prospects to help them evaluate the solution before making a
decision to convert to a paid subscription. After all the work you
do to acquire such prospects and encourage them to take a free
trial, how can you make sure they recognize the value of your
solution so they ultimately convert?

You can take everything you learn about your prospects

during both their research phase as website visitors and their
evaluation period as free users and use that information to deliver
personalized experiences within your free trial or freemium
environment. Leverage appropriately timed messages, videos,
help resources, offers, etc. while users are logged in and tailor

the content to the persona, the account or the individual herself,
helping ensure she understands the benefits of becoming a
paying customer.

N
2

Create a Series of Courses for Free

15 minute courses or shorter have 25% higher completion rates.
Would you like to group your courses, set the order and get

higher completion rates? This is part of our Advanced Plan.

Start My Free Trail of the Advanced Plan

A key value in the Mindflash online training platform comes from users creating their own training courses. To encourage all free trialers who hadn’t yet created

their own courses to do so, Mindflash presents relevant 1-to-1in-app messages in real time. Using this approach, Mindflash was able to increase creation of sample

courses by 15% and improve their free trial conversion rate.

© 2019 EVERGAGE, INC.
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Onboard New Customers

Once a prospect becomes a customer, success and, ultimately,
retention become top goals. If users fail to adopt a product,

it can quickly fall by the wayside. It's important that key users
understand the value early, so they not only start using the
product, but also encourage other users to do so too. If customer
success and retention are in the cards at all, effective onboarding
of new customers is critical.

\"

N\
g_\

Facilitate the product adoption process by providing personalized,
step-by-step onboarding — task lists or tips that educate, guide
and engage users. This onboarding process should be as tailored
to the individual as possible. For instance, if during the customer’s
research and evaluation phase he showed a preference for a
specific use case, in-app messaging can guide him through the
steps involved in using the product for that purpose.

Presentations My Profile Administration

Get Started in 3 Easy Steps!

Step 1 Step 2

+

The more files you upload here,
the more content your team can
access from anywhere.

Add your entire team so they can all
benefit from instant, anywhere access
to approved, up-to-date team content.

Step 3

Set up a 30-min team walkthrough
with a product expert. Get more
insight for you & better results

for your team.

This app offers step-by-step onboarding that is personalized based on actions taken/not taken to help new users get started with the product and achieve success.
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Re-engage New Users with Triggered Email

No matter how smooth your onboarding process is, some
customers will inevitably drop off before completing it. If
they don’t go through all of the required steps, they may not
receive all of the value of your solution — or they may not be
able to get started at all. How can you remind customers of
incomplete actions?

Triggered emails can be used to remind customers of where they
are in the onboarding process. These emails can suggest next
steps to take for brand-new users, remind users which steps
remain incomplete, or thank customers for completing all of the
onboarding steps. As always, these emails should be as relevant
to the individual customer as possible.

\"
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Complete Your Account Setup - Let’s Get Started!

@ Cyber Protectors <info@cyberprotectors.com>

megan@gmail.com

@ CyberProtectors

Hi Megan,

We noticed that you hadn't quite finished setting up your Cyber Protectors account.
Log in below to finish the process and start getting the most from your subscription!

Get Started

Getting Started With Cyber Protectors
i |

BEST PRACTICE GUIDE

ADOPTION: CASE STUDY:
Rollout Best Practices Better Adoption Increases Security

READ GUIDE READ CASE STUDY

J

When a user has abandoned the onboarding process, this SaaS company triggers an email to remind her of the remaining steps. It also provides relevant help

content aimed to guide her if, perhaps, she has gotten stuck at that stage of the process.

© 2019 EVERGAGE, INC.
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Capitalize on Upsell/Cross-sell Opportunities

Many organizations have business models that allow customers
to convert or buy online without ever speaking with a
salesperson. While it makes for a scalable sales process, it means
that companies don’t always have an easy way to

identify which customers would be ideal candidates for
additional products and services, nor can they easily upsell those
customers. How can you provide relevant upsell or

cross-sell messages to the appropriate customers?

H\BS

'
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With behavioral tracking or targeted survey questions delivered
through your personalization platform, you can easily identify
interest in complementary products or services. Then you can
use an appropriately timed in-app message or inline experience
to suggest a relevant offer or upgrade option at the right moment.
Additionally, you could connect your personalization platform with
your CRM solution to automatically trigger an action to create

an opportunity in the CRM the moment an upsell opportunity

is identified. This ensures that the right person is aware of

the opportunity and can follow up with the customerin a

timely manner.

Tell us about yourself

Would you like one of our iPage experts to contact you
about any of these services? Select all that apply.

(] Professional website design services

(] Driving traffic to my website (i.e. SEO, PPC)

No Thanks

(] None of the above

iPage delivers a survey to first-time users who have never spoken with a salesperson. If the answers to those questions indicate that the user would be a strong
candidate for an upsell, an opportunity is automatically created in Salesforce and the appropriate salesperson is alerted to the opportunity. This campaign has

driven a 34% increase in upsell lead volume from marketing-driven sources.

PERSONALIZATION ACROSS THE BUYER’S JOURNEY: EXAMPLES FOR B2B MARKETERS
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Proactively Address Support Questions

Technology providers are always looking for ways to ensure that
customers find ongoing value in the solution, improve efficiency
and resolve issues quickly. Once a customer takes the time to
log an issue, she is likely already frustrated. And then there are
frustrated customers that don’t even bother to ask for help. How
can you address support issues before they arise?

H\BS

'
IA

With personalization, you can serve real-time suggestions

and time-saving tips related to the person’s usage patterns or

specific goals. You can even highlight important features that

a user has never used before at the moment he is likely to be

interested in them. Or you can make in-session offers for online

training or guided support when a user appears to be struggling

in a particular area. You can even take a look at specific actions

or search queries that often trigger support calls, and improve

efficiency and customer service by automatically serving up

messages with links to helpful content and tips that address

these common customer challenges. /
il

We've noticed you're forwarding
email to yahoo.com

We strongly recommend using POP/IMAP to fetch
your email as opposed to forwarding your email.

To find out more, please read this page.

HostGator displays callout messages that appear based on behaviors — in this case detecting keywords or phrases associated with commonly encountered

problems. Once a potential problem arises, it dynamically presents messages to direct the user to the most appropriate resources. With this approach, the

company has eliminated thousands of unnecessary support calls and online chat sessions.

© 2019 EVERGAGE, INC.

PERSONALIZATION ACROSS THE BUYER’S JOURNEY: EXAMPLES FOR B2B MARKETERS 18
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Capture Customer Feedback

The ability to collect feedback and use the information to Real-time personalization allows you to communicate with

make improvements to your product or service is critical to the customers in-session and capture feedback when they are
growth of your business. Companies use a variety of methods engaged and using your product. Analytics enable you to monitor
to maintain a feedback loop with their customers such as real-time user behavior for a better understanding of how users
user groups, periodic surveys, customer advisory councils, are interacting with your product or service. And the opportunity
interactive forums and knowledge bases. But these methods to engage using real-time surveys and forms will provide direct
lack immediacy. and immediate input you can put to immediate use with relevant,

personalized experiences or messages in response.

173 /
” 1
T

- \n~
-\ nls

Based on your experience, how likely are you to recommend
this product to a friend or colleague?

0 9 O10
Not likely Extremely likely

o

After conducting A/B tests to find the best approach, a mid-sized mobile application management and security platform saw a 2x increase in NPS survey
responses when presented at the appropriate time within its web app. The company then follows up with a relevant in-app message and call-to-action based on
the score received.
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Identify and Reduce Churn Risk

One of the most important goals for B2B companies is to

retain current customers and secure renewal contracts. So

when a customer is not happy and potentially thinking about
churning, you want to know about it. You want to be able to take
prompt action when you can to save the relationship and remedy
the situation.

I
I

The key is to identify those actions or behaviors that indicate

a customer is not happy or receiving sufficient value from your
solution. These indicators are unique to each business, but
common ones are when a customer’s usage patterns change,
they stop logging in or, more explicitly, they visit your cancellation
page. You'll want to set up triggered emails to inform the right
internal staff members quickly and seamlessly when these
situations arise. You can also use in-app messaging or send
triggered emails directly to the customer to offer a free

consultation or, perhaps, offer a discount to continue using
the service if the data shows they’re about to cancel. /II

Nelcome to PlayKit

SITE ORDERS SITE TRAFF

MY INCOME
€ 6950 Il il = 7639 Il alll 1 567

-

3 Home

Thinking about canceling your

subscription?
What are your concerns?

Gavin Sparks O Too expensive

(O Not providing enough value

O Difficult to use

S O Switching to a different solution SUBMIT T T T T

This article is floated online with an aim to help you find the best dvd printing solution. Dvd printing

Derek Douglas an important feature used b

When a user visits the cancellation page but does not cancel his subscription, this application displays a message with a survey question asking about their

concerns. The appropriate customer success manager is then notified about the cancellation page visit and the answer to the survey question if submitted.
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Request Reviews or Referrals from Your Best Customers

One of the biggest untapped marketing opportunities in most The best way to identify your most engaged customers is to
companies is the customer base. Reviews and referrals can observe how they interact with your online product or service.

be immensely valuable in swaying on-the-fence prospects Set up your own way to track engagement to include any criteria
that your solution is right for them. The challenge is that many you deem important, such as number of visits, specific actions
companies don’t always know who their best customers are. taken, depth of engagement, etc. The customers with the highest
They may have many users across accounts that they never scores are good candidates for advocacy activities such as
speak with in person. How can you identify your best customers case studies, testimonials or referrals. Then you can deliver an

so you can leverage them in your marketing efforts? in-app message, a triggered email, or a naotification to a customer

success or marketing team member to follow up personally.

N
2

ENGAGEMENT PORTAL Settings / Engagement Score Q

Engagement Score

Learn more about how your Engagement Score is calculated

Choose Business Cycle

Choose the typical maximum number of days between
expected activity of your users.

Days
ENGAGEMENT
Weighting and Configuration SCORE
Set the relative weights of Visits, Actions, KPIs, and Segments
in calculating customer engagement.
Visits ) 25% Configure v
20% Actions
Actions 20% Configure ¥ B 25% Visits
KPIs [ ] 26% Configurew B 26%KPIs
Segments [ ] 20% Configure~ B 29% Segments

When this tech company is interested in finding its best customers, it turns to its in-app engagement scores. Finding out which users are the most active
gives them a starting point for reaching out to build deeper relationships. Very often those relationships turn into great success stories for marketing content and
referral opportunities.

Help your prospects and customers navigate their own unique journeys.

Discover how personalization with Evergage can help you take your B2B marketing and customer success
efforts to the next level!
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About Evergage

Evergage’s real-time personalization and customer data platform (CDP) delivers
The Power of 1, enabling companies to transform the dream of 1-to-1 engagement,
across channels, into reality. Combining in-depth behavioral analytics and advanced
machine learning with data from your existing sources, Evergage provides the one
platform you need to build a single, comprehensive view of each one of your custom-
ers and prospects and activate that data to deliver maximally relevant, individualized

experiences — “in the moment,” across touchpoints and at scale.

Contact Evergage at 888-310-0589 to speak
to an expert about your needs today!
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