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Unified Customer 
Journeys

How to create cohesive, hyper-

personalised experiences that 

enhance the customer’s experience

Juliet Stephenson & Jon Dytor 

June 2026
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Personalisation vs Hyper-Personalisation

Personalisation 

• Based on static data 

• Examples: static fields such as name, company, 

industry, location, etc 

• Segments of relevant groups 

Introduction

Hyper-Personalisation 

• Based on static data PLUS dynamic data

• Examples: their current behaviour (views and 

clicks), predicted needs, recent news, etc 

• Segments of one 
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How it used to be

3

• Websites not connected to CRM 

• Limited access to customer data 

• Email sends were a manual process 

• Reports were on traffic / enquiries and not return on 

investment (ROI) 
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How it is now

4

• Websites to talk directly to CRM

• Automate customer emails – CRM data / customer 

activity

• Customer access to a self-service portal

• Automated reports updated in real-time 
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How it is now

• Dynamic lists – automatically add and remove 

customers

• Segment by status, industry and brand 

• Segment by activity and predicted needs

• 100’s of dynamic lists all running in real-time

Email 
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Unified Customer Journey
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The 5 E’s

END

Agreement ends 

How do we reactivate 

our customers?

How do we get 

customer feedback?

EXTEND

Upsell / Cross sell

How can we further 

assist our customers?

How can we make them 

aware of our other 

products and services?

ENGAGE

Informing customers

How do we keep 

customers engaged and 

up to date?

How do we get 

customer feedback?

ENTER

Activating customers

What impression do we 

create?

How do we ensure they 

have the information 

they need?

ENTICE

Lead generation

How will customers 

hear about us? 

How do we trigger their 

interest?
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Unified Customer 
Journey

Automated Email Communications

7
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Customer journey 
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Welcome email

• Customer becomes ACTIVE 

• Email comms triggered to Welcome customer 

• Links to ‘Welcome survey’

• Segmented by industry and brand 
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Customer journey 

9

Welcome email

• Customer becomes ACTIVE 

• Email comms triggered to Welcome customer 

• Links to ‘Welcome survey’

• Segmented by industry and brand 
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Customer journey 

10

Surveys

• Survey responses captured 

• Responses sent to CRM 

• Contact owner / relevant team notified

• Response logged against the Contact record 
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Customer journey 
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In-life

• Triggered on anniversary – countdown begins once 

first email is sent

• Sent each year thereafter as long as status = 

ACTIVE

• Links to ‘In-life survey’

• Segmented by industry and brand – Portal CTA 

dynamic 
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Customer journey 

12

End of life

• Triggered at end of Agreement

• Sent when a customer’s status = DORMANT

• Links to ‘End of life survey’

• Segmented by industry and brand 
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Customer journey 

13

Industry specific comms

• List emails still sent – but targeted 

• Newsletters, Pre-event info, Assets for Sale

• Based on previous activity, interest and customer’s 

industry 

• Segmented by industry and brand – dynamic lists 
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Customer journey 

14

Event – lead capture 

• Events – Kiosk forms / emails 

• Customer attends event – Lead info captured via 

webform 

• Triggers auto-email – unique to Event

• Keeps Lead warm for the salesperson 
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Customer journey 

15

At risk customers

• Triggered few months before last agreement ends

• Opportunity to target current customers – re-sell our 

product

• Tailored to the customer’s brand / industry 

• Aim to generate new Lead from an existing 

Customer



Highlight colours (RGB)

0

119

139

0

178

177

148

183

187

255

91

65

135

32

70

103

30

117

Primary colours (RGB)

40

50

134

0

159

223

116

118

120

Customer journey 

16

Dormant customers

• Triggered a year after customer’s agreement ends

• Sent when a customer’s status has been 

DORMANT for 12 months

• Attempt to re-engage customer

• Segmented by industry and brand 
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Customer journey

17

Timeline

New product 

email

Welcome email 

+ survey

In-Life email 

+ survey

At Risk 

campaign email
End of Life 

email + survey

Dormant 

campaign email

Newsletter 

email

Pre-event 

email

Assets for 

sale email

New 

customer Dormant 

customer

Kiosk event 

email
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Tracking success

Reports, data and dashboards!
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Tracking success 

19

Reporting ROI

• Track usual engagement metrics – open rate, click 

rate, opt outs etc. 

• Use UTMs to capture Source, Medium and 

Campaign for the last touch point 

• Campaign Influence – if customer interacts with our 

campaign (i.e. clicks) and then an Opp is created 

within 90 days we say it was ‘influenced by the 

email’
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Summary

• Map out the full journey first – every touch point for 

your customer

• Define what data you currently have on your 

customers – start small and build

• Find a way to track success – how does email 

influence your other channels / activity?

• Test and track what works – keep learning and 

improving!

ENTICE

ENTER

ENGAGEEXTEND

END
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Thank you! 
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