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Personalisation: Driving 

Relevancy and 
Engagement 

 



Everything is competition for attention 

Your messages 
 

Competitors’ messages Friends 
 

Family 
 

Celebs 

 

Athletes 
 

Government 



Nobody has time to waste 

 

Best place to start boosting 
relevancy = PERSONALIZATION 

Relevancy is the Killer App 



Personalization can reduce acquisition costs by as 
much as 50% 

 

Personalization can lift revenue by 5% to 15% 

 

Personalization can increase marketing spend 
efficiency by 10% to 30% 

 

*Harvard Business Review 

Personalization Pays 



 
•*Accenture  **IBM  ***Infosys 

 

Consumers WANT-and increasingly EXPECT-
personalization 

75% of consumers are more likely to buy from a 
retailer that personalizes* 

72% of consumers are willing to share personal  
data  with a brand they trust** 

74% of customers feel frustrated when website 
content is NOT personalized*** 

 





Personalization is 
about offense AND 
defense 



Personalization isn’t easy 

Personalization has a lot of options, so it can be 
complicated 
 
 
Must align data with business rules 
 
 
The best personalization feels like MAGIC 



Data-driven marketing is the 
answer – but it’s not easy. 
 
Because the data you have is 
fragmented across various 
tools. 



Delivering a consistent 
customer experience involves 
understanding your customers 
holistically and engaging them 
where they are 



Examples of how organizations 
have achieved this in  

11 

 

Banking: Personalised Digital Campaigns 

   

Personal Services : Intelligent Segmentation  

 

Media : Intelligent Automation 



Mid Sized Bank in India: Personalised 

Digital Campaigns 

using advanced analytics and 

campaign automation 

More than doubles response rates with Watson 

marketing 
 

Over 50% of annual 
incremental revenue target 
achieved in 4 months 

Over 100 targeted 
campaigns with over 1200 
tactics across different 
product categories 

4 predictive models 
implemented for generation 
of targeted campaign list 

Unique open rate improved 
from 8.2% to 19.5%; unique 
click rate improved from 
0.2% to 0.58%  



Shutterfly : Intelligent Segmentation  

using advanced analytics and machine 

learning 

“Boosts conversion with Watson marketing” 

 



Zoomer Media:  Intelligent Automation 

to create a rich and unique digital 

experience for their clients  

Increased our marketing touches by 20% while 

ensuring that every message was relevant 

 



For more information, learn about The Who, 
What, Where, When and How of Real-time 

Personalization  

Antonia Edmunds 
Watson Marketing, AP 
aedmunds@sg.ibm.com 
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