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Agenda

• What is CRM?

• Definition and importance

• Goals and KPIs

• Customer Lifecycle

• Achieving relevance

• Segments and Personas

• Timing and Context

• Personalization

• The Game



What is CRM?

• Customer Relationship Management (CRM) 

refers to practices, strategies and technologies 

used to manage and analyze customer 

interactions and data throughout the customer 

lifecycle, with the goal of improving business 

relationships with customers, assisting in 

customer retention and driving sales growth
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CRM mission

Increasing customers profitability 

through relevant communications



Why CRM?



Goals and KPIs

• Reach

• Customer Engagement

• Profitability

• Opt-in rate

• Opening rates, CTR (comms)

• Net Gaming Revenue (NGR) = Revenues – Winnings - Bonus

GOALS

KPIs



Customer Revenue Lifecycle

• Understanding the customer 

lifecycle is critical to achieve 

relevant messaging

• Different segments are 

targeted with different 

campaigns

• High value players have 

dedicated teams (VIP team)



Xsell and Upsell



Achieving Relevance

Relevance can be 

achieved through 

contextual, timely and 

personalized messaging

RELEVANCE

Contextual



Achieving Relevance – example 1



Achieving Relevance – example 2



Achieving Relevance

Relevance can also be achieved through 

non-personalized content







Segments

Segments are:

groups of individuals on your customer base who are similar in specific ways 

relevant your marketing objectives, such as age, gender, interests and 

purchase behaviour.

When to use segments:

• To understand the statistical values and behaviours of each different type of user.

• When the broader picture is needed to create the plan



Segments - examples

Examples of customer segments would be:

• Men aged 18-25 on your customer base

• Customers who have bought product X in the last 

3 months and have spent more than £500

• Customers who were active in the last 7 days



Key segments at Lottoland

Segments (Lifecycle)

New

VIP

Active

Reactivated

Churn

Depositor

Dormant

Customer churn is when an existing 

customer, user, player, subscriber or 

any kind of return client stops doing 

business or ends the relationship 

with a company.



Personas

Personas are:

• a semi-fictional representation of your ideal customer based on market research 

and real data about your existing customers. 

When to use personas:

• To help construct your messaging.

• When advising members of your team on the motivations behind your users.

• When you are narrowing down the plan to create the communication and remembering 

that you are talking to a fellow human!



Personas



Personas



Timing and context are critical

• Timing and content go 

hand in hand.

• If the users receive a 

generic message even 

at an appropriate time, 

they are more likely to 

dismiss it.



Personalization is key

• There are numerous 

ways to add 

personalization to your 

message incorporating 

custom image, 

personalized message, a 

past action that user took, 

a thank you note, etc



What is Personalization?



CRM tool view



Tactical and Recurring campaigns

• Tactical campaigns aim to leverage important events 

which can draw the attention of most customers 

• Examples: record jackpot, match of the week, Black 

Friday promotion…

• Recurring campaigns are automated campaigns 

based on the customer’s lifecycle

• Examples: onboarding, activation, churn prevention, 

re-activation 



Examples - tactical campaigns



Examples – recurring campaigns

file://Users/emanuel.peter/OneDrive - Lottoland/Notification_Strategy_UK.pptx
file://Users/emanuel.peter/OneDrive - Lottoland/Notification_Strategy_UK.pptx


Key campaigns categories at Lottoland

Campaigns (Goals)

XSELL

UPSELL

REACTIVATION

RISK OF CHURN

RETENTION

ONBOARDING



The Omnichannel challenge



Guidelines

1. Design the onboarding campaigns for your Brand. 

1. Choose one or more channels (Email, Interstitial, SMS, Push notications)

2. Would it be scheduled or trigger-based? (Examples: schedule: daily campaign, one day after the install at 5 pm, 

trigger: 5 minutes after the registration)

3. Can you think of the message and the call-to-action? (CTA examples: BET HERE, DEPOSIT NOW) 

4. How would you measure the success of the campaign? (KPIs? Achieving a milestone in the user lifecycle?)

2. Identify the key tactical campaigns to maximize customer engagement

1. What would be the drivers of your tactical campaigns? (Examples: special event, new products/games, 

seasonal)

2. Try to design them



Expected output

1. Onboarding journey: 

1. How many campaigns would you set up to ease the customer onboarding? With what frequency?

2. At campaign level:

1. Set KPIs (Goal is Onboarding) – (e.g: Opening rate? CTR? NGR? A milestone in the customer lifecycle?)

2. Define the trigger OR schedule

3. Select a channel or a combination of them (Email, Push notifications, SMS) 

4. Define the core message and CTA 

2. Tactical campaigns

1. List the events you would leverage to build your tactical campaigns

2. At campaign level

1. Set Goals and KPIs

2. Identify your target segments and (OPTIONAL) define one or more relevant personas

3. Select the channel

4. Define the core message and CTA 

5. Would you use an offer? What kind of offer? (Example: 20% off on your bet)



Specs and examples

• SMS: 160 Characters 

(standard)

• Push Notifications: 100 

Characters max (ideally 

less than 25), can feature 

an image, by default 

includes the app icon



Interstitial - examples

A piece of 

content inserted 

into another user 

flow, either 

within an app or 

a website, 

typically as a 

popup or banner.


