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Step #1: Understand your Baseline Metrics

LTV:
Lifetime Value

AOV:
Average Order Value

LTV : CAC Ratio

Customer lifetime value to customer acquisition cost ratio. It
should be at least 3:1, but the higher the better. If your
LTV:CAC ratio is too high, you can open up your advertising
budget a bit more.

90-Day Repurchase Rate
What % of your first-time customers are repurchasing within =

the first 90 days? iﬁ

Average time between Order #1 and Order #2 &
Percentage of Customers that place a 2nd Order.

Getting first-time customers to repurchase is crucial. The
higher this % is, the higher the % of customers will make it to

Average Purchase Average
Order % Frequency ¥ Customer

order #3, and so on. There will be a % drop off of customer Value Rate Lifetime
each subsequent order.




Step #2: Understand Segmentation & DAVIDSTEA

Personalization reawant  oiers
What Is Segmentation?
’.
° Dividing your contacts into potential groups of similar needs youre the beSt
H We're celebrating our 10* anniversary with
and behaviors based on data. alook back at your DAVIDSTEA journey.
) It can start broad and get increasingly granular, allowing you Thanks for being so amazing!
to execute a personalization strategy for your retention

program.

we first met on
January 13, 2018

What Is Personalization? il

° Display personalized content (sometimes dynamic) based on Rarvard Squarg FK Sureet
customer data.

) Without segmentation, you wouldn't be able to target these

customer g rou pS you've bought enough
tea to outweigh

. 3
Here's a basic example:

No Personalization:
Hey, {Product B} is 20% off!

chipmunks

With Personalization: -

your go-to is
Hey {First Name}, we know you've had success with {Product A}, so we ) Organic Mother's Little Helper
wanted to let you know that {Product B} combined with {Product A}

you've steeped over

will help support your unique skin profile and health even more! Here's { 12 cups

a special 20% off code to experience the power of combining both.

Recommended Areas: Email/SMS | Order Tracking Pages | Customer Account Pages




Here'’s an Example of how you can Start Broad and get
Extremely Narrow with a Segment, Leveraging both Zero
and First-party data:

Step #3: Get the Data: Zero & First Party

What Is Zero & First Party Data?
° Zero-Party Data: Data given directly by customers to your brand.
) First-Party Data: On-site behavior data from your customers.

Why You Should Care?
° Zero & First-Party data allows you to segment your customer
database » personalization.

How | Implement:
Lots of brands collect a ton of data but don’t use it in their post-purchase
strategy.

Why?
They start with just trying to collect a bunch of data without any idea how
they will use it. Instead, think about what sort of personalization would

make the post-purchase customer experience more relevant and valuable.

Once we know what that is, we can determine whether first-party data will
suffice or if we need to strategize how to get zero-party data.

Recommended Zero-Party Data Apps: Octane.ai | Fairing (formerly Enquire Labs) | Okendo

Email is known.

Email is known and has ordered.

Email is known and has ordered 2x or more.

Email is known, has ordered 2x or more, and has
purchased X product.

Email is known, has ordered 2x or more, has
purchased X product, and the last order date is 90 or
more days.

Email is known, has ordered 2x or more, has
purchased X product, last order date is 90 or more
days, and quiz answer Tis Y.

Email is known, has ordered 2x or more, has
purchased X product, last order date is 90 or more
days, quiz answer 1is Y, and average product review

rating is 4 stars or higher

®



Step #4: Optimize your Transactional Journey

The Typical Setup: O @

Most brands use Shopify's default order confirmation and shipping Your Super Order
emails, texts, and tracking pages. Has Shipped!
What we do at Electriq: iighmspundic iy s faoil
Utilize a platform like Malomo, Wonderment, Narvar, or Aftership to o o et vk yor vt
transition all transactional emails and texts to Klaviyo and create
custom order tracking pages.

Shipping Details

Why?
° Ability to personalize. = ot dolioe dte oty i
° Ability to view performance and run A/B tests to improve it. Sripping Address
e  Extremely high engagement. © A e
° On average, customers check their order tracking page 4.6 Shipped By

UsPs
9261290313101200709149

times per order.

° Custom order tracking pages provide a branded experience

Items On Their Way
with educational information. for Order #1211220

Energy Bomb Mix

Quantity: 1
Default Title
Total: $25.49

Golden Mellow Mix

Quantity: 1
Default Title
Total: $25.49




Step #5: Make Reordering Easy

Pre-populate
previous order

YOUR PREVIOUS ORDER

Super Green Mix

- 1
YOU MIGHT ALSO LIKE
Super Green Mix
i $29.99
- 1
Moon Balance Mix
; $29.99
Add to Cart

Plant Collagen Mix

$29.99

Add to Cart
Gut Feeling
$29.99

Add to Cart

Surface product
recommendations

$29.99

Showcase free
shipping & GWP
threshold

Your Cart 2

You are $19.52 away from FREE SHIPPING

Super Green Mix

(m]

-1 + $29.99

Upgrade to Subscription & Save 15%

Moon Balance Mix Subscription 1]

- 14+ $25.49

Delivers every 4 Weeks

$55.48 & Checkout



Step #6: Retention for Subscription Programs

Make it Easy to Manage:
° Ten years ago, subscription programs' number one retention
strategy was “make it extremely difficult to cancel.”
° Thriving subscription programs now allow customers the
utmost flexibility and freedom.

Increased LTV:
° At Electriqg, we see an increase in LTV for customers that take
action on their subscription.
o Even actions like skipping an order.

RechargeSMS:
° If you're leveraging Recharge for subscriptions, make sure to
implement RechargeSMS.
o Up to a 30% increase in LTV.

Thanks so much! You're currently set to receive
1 bag of whole dark roasted coffee beans.
Please reply with a number to update the
quantity of your order:

1. Keep my order as-is

2. I'd like 2 bags

3. I'd like 3 bags

Great! You will now receive 2 bags of whole

dark roasted coffee beans.




Step #7: Adding in a Loyalty Component y g

Points vs Store Credit vs Manual? €

° Points: i.e. $5 spent equals 500 points. You can redeem points Your Rewards <>
for rewards.

° Store Credit: Almost like a cash-back credit card. Spend $100, 16,956 pts
get $5 back in store credit.

° Manual: My favorite, a manual loyalty program that
automatically rewards customers (i.e. on your 5th order you get
a free t-shirt and hat included).

Featured

Q‘:’ Popular

Surprise & Delight Free UberX
° The power of the surprise and delight aspect of loyalty fresnot
programs can not be overstated.

2,000 pts 2,500 pt

Why NOT to use Points-Based Programs or Loyalty Apps:
1. Friction

Poorly-Planned Implementation

Lack of Resources

Poorly Integrated into Customer Journey

Getaride

G IN

Financial Liability

15% off rides for a week




Loyalty & Referral Programs

Make it SIMPLE
° Part of the reason points-based programs fail is how
complex they are. Customers have to figure out how
much their points are worth. Then they need to go
through the process of redeeming them. Then they
need to apply the redemption at checkout.

Make the Value OBVIOUS
° Another downside to points-based programs is in the
difficulty getting across the value. What does 500
points get me and what does it actually mean?

Loyalty Alternatives:
Focus on how you can surprise and delight your customers.
1. Utilize spend tiers that kick in rewards automatically
for customers i.e.
a. Silver: $50-250 in spend get 5% off
b. Gold: $250-500 in spend get 10% off and free

shipping
C. Platinum: $500+ in spend get 15% off
2. Utilize order tiers that kick in automatically i.e.
a. 2nd order comes with a free product

b. 6th order comes with exclusive VIP merch

Introducing Amora Points

Earn points when you complete Redeem points for rewards from
activities Amora Coffee

Make a purchase Redeem at checkout
1 point per $1 10 points per $1

Create an account Stainless Steel Tea Squeeze
25 points 80 points

Refer friends & Earn $10 Travel Mug
100 points 90 points

Log in or sign up to Amora Coffee to earn rewards today

En

Stainless Steel Tea Squeeze Travel Mug
100% off - 80 points. 100% off - 90 points.

Free Bag of Coffee ($14.95)
20% off 150 points
100 points
View collection »

View product » View product » Terms and Conditions




florence
e

Loyalty & Referral Programs

Two Types of Customers
° Referrer (Current Customer)
° Referred (New Customer)

Incentive Structure
° Points - Not Recommended
° Store Credit - Recommended
° Cash - Reserved for Influencers

Copy store credit code

Upcoming subscription redeem

Depuffing under-eye mask
</, Charged every 1 month
Next auto-apply at Mar 02, 2022

Empower your Customer
. What motivates your customer? Last activitios
° What is going to make them want to share your Joann Stevens made 2 purchase

W  through your gift code

brand with their friends and family?

Mary Blair renewed their
subscription with the brand

Convert the Referred GIFT YOUR FRIENDS
° How do you establish further credibility with the gy Youltedsemad tnoughithe

e 20% OFF

Daniella Sgrott made a purchase Everytime they make a purchase, you’ll also

through your gift link and didn't get $10 OFF your next order

reach the minimum cart value

referred visitor?

Mar 02, 2022 - 5:15 PM

Rio-apied e S A florencebymills.com/ADDISON

the Florencebymills subscription
Mar 02, 2022 - 5:15 PM

@ sharew

Mary Blair made a purchase
through your gift link
Mar 02,2022 - 5:15 PM

Load more |,




Step #8: Ensure Quality Customer Service
Utilize an in-house or outsourced customer service team.

The stronger your customer service team is, the better your customer
experience will be - improving retention and increasing LTV.

My Recommendation: Gorgias

Since it integrates with almost every Shopify app we leverage, the
customer service team has a complete view of the customer’s journey
up until that point, enabling them to create a positive customer
experience.

The result? Improved retention and increased LTV.

Turn customer service into a revenue-driving channel.

Personalized updates

© whereis my order? O---+'

Hi

Thank you for shopping with us. | have included the most up to date

info for your order below.

Tracking Number:
Delivery Address:

Just let us know if you have any more questions.
Chers,

Re: Update Shipping Address

9

Michelle 12:24 AM
Hey, is it still possible to update the shipping address of
my order #4567?

Frank 12:24 AM
Hi Michelle, of course it is, which one is it ?

Michelle 12:26 AM
8 Douro 5 Line, K9J 6Y2, Peterborough

Frank 12:26 AM
Updated! You can track your delivery over this link :
2058315839548

Michelle 12:28 AM
Awesome, thank you!

michelle@gmail.com

4 Add macro

Hi yes this works perfectly well

A shopify

Total spent

Order #2568

Created
ID:

Status
Tracking number:

Shipping address

Order #2216

Order #2135




Step #9: Get on the Right Tech Stack

Our Top Partners
Having an integrated tech stack where all customer data aggregates
in a single platform is crucial.

Shopify
Klaviyo
Malomo
Rebuy
Recharge

o +
shopifyplus
Superfiliate
Octane.ai
Orende parmer
Gorgias
Ecocart
Lifetimely
Gatsby
Tapcart

Loop
Carro




7> KLAVIYO

Klaviyo
What is it: Email/SMS Marketing Software

Differentiator:

° For the highest level of return on your marketing, you need to
make sure that your email and SMS marketing are working
together..enter Klaviyo.

° Klaviyo provides a cohesive view of all your communication
touchpoints and streamlined data analysis.

° You are also able to create sophisticated flows across both
channels.

° More app integrations than anyone else in the ecommerce
space, ensuring that you can pass data from other platforms
to enhance your email/SMS marketing.

How we use it;
° For everything related to email & SMS marketing and as an
aggregator of all data we have on a customer.
° For more, check out my youtube video:
o “How to Use Klaviyo on Shopify | The Ultimate Klaviyo
Flow Account Setup”

Trigger
When someone Placed Order.

Trigger Filters (1)
Flow Filters (2)

Wait 5 min

Conditional Spiit
Has Placed Order equals 1 over all
time.

1x Order Post Purchase Email #1
Welcome to the freshest coffee
andtea ®

Wait 1 day

Conditional Spiit

points_total is true.

1x Order Post Purchase Email #2 - Has ... ++ 1x Order Post Purchase Email #2 - Does.

You have free gifts waiting! You have points waiting!

Wait 14 days

x Order Post Purchase Email #3
See who else is in love with
Amora @

Conditional Split
Has Placed Order is at least 2 over
all time.

2x or more orders Post Purchase Email ...+

Save more, drink more

Wait 3 days

2x or more orders Post Purchase Email ..+«

Earn $10 off when you share
Amoral




© recharge

Recharge
What is it: Subscription Commerce Platform

Differentiator:
° THE subscription platform for Shopify
merchants.
° Numerous integrations with other

best-in-class apps in the Shopify ecosystem.

How we use it: All things subscription!

1) Subscribe & save

2) Gifting

3) Prepaids

4) Build your own box

5) A quiz that leads to custom sulbscription

recommendation
6) Intro offer into an auto-renew

FREQUENCY

W 23 Reward Points / Bag ?

SINGLE
PURCHASE
$14.95/ BAG

DELIVER EVERY

@ 14 pArs

Regular or Decaf

SUBSCRIBE & PREPAY FOR 4
SAVE SHIPMENTS
$11.96 / BAG $9.72 / BAG

30 DAYS 60 DAYS 90 DAYS

Whole Bean or Ground

Regular

Ground

ADD TO CART




OCTANE Al

Octane Al

What is it: Quiz Builder

Differentiator: \

° A quiz allows site visitors to share zero-party data, get
funneled into your communications, and be guided through
the buying-decision process based on personalized
recommendations.

° This journey creates the foundation for personalization from
the moment the site visitors take the quiz all the way through
to your first order retention efforts and beyond.

How we use it:

1. Create engaging quizzes with email or SMS lead capture that
provide personalized product recommendations (like these
two florence by mills quizzes).

2. Email/SMS flow after quiz completion to nurture leads into
that first purchase.

3. Take the data acquired from Octane and use it in our
retention efforts via personalized email/SMS messaging
powered by Klaviyo.



https://florencebymills.com/pages/beauty-quiz
https://florencebymills.com/pages/beauty-quiz

-# Fairing

Fairing (Formerly Enquire Labs)

Question Stream active* New Question

What is it pOSt'pUrChase SUrVey . Hey, quick question, was this order a gift? Analytics Preview

Asking: All customers, Always
Question Type: Single response

Differentiator:
e  Segment question asked based on customers order number - Howdid yotrfirst iear about Your Super? Ereview

Asking: New customers, Until answered
Question Type: Single response

and build out question streams and logic.
° Simple 1-click integration with Shopify & Recharge allows you

. . . . . What are you hoping to achieve with Your Super? We'll use P
to easi Iy ta ||Or C] uestions in yOU r pOSt‘pU rChase (Order this to tailor product recommendations, education, helpful —
. . insights and tips, and more!
(efe] nﬂ rm at|on) area. Asking: All customers, Until answered

Question Type: Single response

° As you gain zero-party data, you are able to pass that
information through to other apps.

. What new products would you be interested in us Analytics Preview
developing?
. Asking: All customers, Always
How we use it: Question Type: Open ended
° Gather customer feedback as well as data points.
) Think from an email and SMS personalization standpoint - T S S oS S e i Preview
ealth goals?
o What would | like to be able to know about a Asking: All customers, Always
Question Type: Open ended
customer to tailor and personalize communication to
them?

o From there, figure out which questions need to be
asked to get the required data to execute a
personalization strategy.




© Okendo

4.5 kKK d  Based on 7,583 reviews 87% would recommend these products
5%
4K c—
Okendo -
2% o
1% o
What is it: Review Platform m
Differentiator: 7,583 reviews SORT  Highest Rating +
° Okendo provides the fairest price in the market considering kA iy
. RyanY.
what it offers. Verified Buyer @ Great Tasting, And Easy To Hit Nutrition Goals!
° You're able to ask questions based on customer g eewns Very tasty product and easy to drink on the go
. . . . 3 EBEITEIIAEERE Was this helpfulz 160 #'0
demographics and product-specific attributes during the gotehitionshae

© | recommend this product

review request process.

° A developer’s dream for customizing styling on-site, has
strong filtering capabilities, and much more!

° Okendo also offers best-in-class integrations with Klaviyo, CHARLES M. ladaladadel o
Attentive, Rebuy, Gorgias, and others. CM Verified Buyer ANN MITCHELL , ELEGANTE FAN. ¥

Great cup of coffee. Loved it

° | RECOMMEND THIS PRODUCT

How we use it: For all of our client's product reviews
I TYPICALLY BREW MY COFFEE

1. Positive and negative review flows in Klaviyo. g QUALITY —
our Over xcellent
2. Segment customers based on attributes provided in their  TYPICALLY. DRINK MY COFFEES
Okendo reviews. 5 Comam STRENGTH Strong
3. Source UGC. PRODUCT STANDOUTS

Amazing Taste, Strong Flavor




d
malomo

Malomo

MY ACCOUNT

SOgLeﬂt SHOPALL  LEARN  HELP

Delivered

SUBSCRIBE
& SAVE!
Up to 23%

What is it: Transactional Touchpoints out of Klaviyo and Branded
Order Tracking Pages

LATEST ACTIVITY

October 21 12:24 PM
Delivered (Left at front door.
Signature Service not
requested.)

Columbus, OH

Differentiator:

° Malomo moves away from Shopify's default order
confirmation and shipping/tracking pages to create a
branded experience with upsells, education, and community
building.

° You are able to create specific pages based on key
personalization criteria: i.e. a landing page for one-shot

Show History

Fed=s¢ 527599730284

——
v

customer versus su bSCrIptIOﬂ customers, new vs returning, -
VIP customer, and more. .E ) .‘j‘
ke Soylent Drink Creamy Chocolate Soylent Drink Original Soylent Powder - Cacao Soylent Cafe Mocha
How we use it: 05 $42:00 $32.30 $42-:00 $55.00 $67:60 $37.05 $42:00
1' TU m Oﬁ: Shoplfy a nd ReCha rge emal |S. Upgrade to Subscription Upgrade to Subscription Upgrade to Subscription Upgrade to Subscription
2 BUlld Separate transactional ﬂOWS fOr One—ShOt versus and Save 11.78% and Save 23.10% and Save 17.91% and Save 11.78%
subscription customers, including custom order tracking 15 Days 15 days 15 days 15 Days
pages.
. est IN Klaviyo 1O INCrease .




@ R E B l Mixes well with:

Rebuy

Hergreens™

What is it: Ecommm Personalization Software Pink Grapefruit /15

$24.00

Differentiator:

° Rebuy is a powerhouse when it comes to increasing AOV,
personalizing merchandising, and improving retention.

° With Rebuy, you can pre-populate checkouts based on a
customer's last order, add in a free shipping threshold in your
slideout cart, surface limited-time discounts, and much more!

Hertime™ Daily
Pom Mango / 15

How we use it $3000
° Recommended products at the bottom of product pages. “
° Add-to-cart up-sells.
° Slide-out cart with free shipping and gift-with-purchase
(GWP) thresholds, cross-sells, and the ability to upgrade
products to a subscription. g
° Post-purchase 1-click cross-sells. .
) Pre-populating carts & creating personalized email/SMS m:::;:ms
campaigns. $30.00

Add to Bag

My Bag X

Herlove™ $64.00

Flavor: Variety Pack (Apple / 10,
Huckleberry 7 10,
Passionfruit / 10)

Quantity: 1

Remove

Upgrade to Subscription & Save 10%

Subtotal (1item) $64.00

SECURE CHECKOUT

Continue Shopping




) gorgias

Gorgias
What is it: Customer Service Platform

Differentiator:

° Gorgias is a customer service platform that allows you to
automate frequent tickets, drive sales through the chat
functionality, and unify all customer communications.

° With the many Shopify app integrations available, it allows for
a 360-degree view of the customer needing support.

How we use it
° For Customer Service

o Live chat on site

o All customer service interactions
(Facebook/Instagram, emails, SMS messages, etc.)

o Set up rules to automate the customer service
process

o Create premade macros to streamline customer
service responses

X Customer Timeline

(1) Loved it sooo much!
Just in love with this piece!

(2) That really looks dope!
We're very glad you like it!

(8) I need to change my adress
Hi, Michelle! Don't worry, I'll help...

(4) How do | check my refund?

@cs team, help out here!

0213/21

1~

02/24/21

03/09/21

0

03/19/21

g Michelle

michelle@gmail.com
+1 36565490

) Shopify
Total spent $ 345

Order #4563
Order #2434

yotpo. Yotpo

Reward points

Avg. rating 3.8
Reviews 17




Lifetimely

Lifetimely

What is it: Lifetime Value and Profit Analytics

Differentiator:
° Lifetimely allows you to look at the lifetime value and

behaviors of your customers.
° Their array of in-depth features, functionalities, and data
allows you to make better-informed decisions across your

business.

How we use it
° For cohort, retention, and LTV analysis.
° | put together a video that walks through how we use it at
electrlQ and what sort of actionable takeaways you can glean

from the data:
o “Customer Lifetime Value with Lifetimely - a Shopify

App”

Lifetimely

Profit Dashboard o -

Time period
B ExporttoCSV

01/01/2021-01/31/2021

Revenue Product costs Marketing costs Net profit

$302,481 $88,299 $113,069 $68,910

T 37.6% T 476.0%

T 82.7% T 65.8%

—— Revenue —+— Productcosts —# Marketing costs —— Netprofit

15

M - s
‘v 10310
E 650
« Net profit: 3 253
%

o
wfvmmw’*ﬂ?m > & w" a> m”wwn}w”wwmw”mwi’w”
° Rl o 4‘ & & ¢ « o s
e 6‘»“&9&»“‘; y“ f‘ s'_e»"( 9“ & 1}»""{;{ _s )“,\3"‘93 'ﬁf("e»“'?s'




Step #10: Miscellaneous Tips & Tricks

FREE EXPRESS SHIPPING

@ blendjet

AOV Boosting Tactics

Leverage Rebuy in all off the aforementioned areas across your
customer journey.

MARKETPLACE
Talk to your Customers and ask for Feedback I .
One of the simplest things you can do as a brand is to talk to O
your customers and ask for feedback.

Turn your Negative Reviewers into your Biggest Advocates ;MW @& Jetpack
You can turn your negative customers into some of your
biggest advocates by going out of your way to make a situation
right. MOST POPULAR
Increasing AOV & LTV if You only sell One Product or a
Limited # of SKUs

Carro allows stores like BlendJet that sell a single product to v
curate a marketplace of complementary products, making it sl
possible to increase AQV, LTV, and overall sales. Smoothie

Strawberry Banana.




Q&A



