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Activati n g Transitioning from understanding the

theoretical underpinnings of Customer
Lifetime Value (CLV) to implementing a
yo u r C LV robust CLV strategy in the real world can be a
complex process. Recognising this challenge,
St ra tegy we have developed a practical roadmap that
outlines the essential steps businesses need
to take to operationalise their CLV strategy
effectively. This section provides businesses
with a clear, actionable guide to bring their

CLV strategies to life, ensuring they are well-
positioned to achieve sustained growth and

enhance customer relationships.
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STAKEHOLDER ENGAGEMENT:

RALLYING THE TEAM

A successful CLV strategy begins with

the identification and engagement of key
stakeholders across various departments
including marketing, sales, customer
service, and finance. Open communication
and alignment on the CLV objectives are
critical. Stakeholders must understand the
significance of CLV to the business's
strategic focus and how it affects their
specific roles and contributions.

DEFINE CLV METRICS:

MEASURING SUCCESS

Defining the key metrics such as Customer
Acquisition Cost, Average Revenue Per User,
churnrate, and customer retention rate will
establish the success parameters of your
CLV strategy. Setting benchmarks based on
historical data allows for the measurement
of your strategy's effectiveness over time.

SYSTEMS REVIEW:

ENSURING INFRASTRUCTURE
READINESS

Reviewing and assessing current systems,
such as eCommerce platforms,

marketing automation systems, and data
and analytics platforms, is essential to
ensure they can capture and analyze the
data necessary for CLV programs. Systems
integration is key to streamline data flow and
enhance the efficiency of CLV evaluations.

DATA ANALYSIS:

THE FOUNDATION FOR INFORMED
DECISIONS

Analyzing historical data to segment
customers and using predictive
modelling to forecast future customer
behaviour is fundamental. These
analyses aid in personalising marketing
strategies and engagement efforts,
leveraging machine learning algorithms to
identify patterns and predict

future trends.

IMPLEMENTING CUSTOMER-CENTRIC
STRATEGIES:

PERSONALIZATION AND RETENTION
Utilising insights from data analysis enables
businesses to personalize customer
interactions and develop retention initiatives.
Tailoring marketing messages, promotions,
and product recommendations to specific
customer segments enhances the customer
experience. Loyalty programs and targeted
promotions are designed to enhance
customer loyalty and ensure high-value

customers remain engaged.

Blueprints & Roadmap for Activating Your CLV Strategy 3



Charting the Path
to Enhanced CLV

Embarking on the journey to maximize Customer Lifetime Value (CLV)
requires not just aroadmap but a detailed blueprint that outlines the
specific steps and strategies that will guide businesses through the
intricate process of deepening customer relationships. In this document,
we present a series of blueprints designed to activate your CLV strategy
with precision and purpose.

These blueprints are distilled from best practices and industry insights,
crafted to provide actionable guidance through the critical stages of
customer engagement: Conversion, Re-purchase, and Loyalty.

Whether you are a burgeoning startup or an established
enterprise, these blueprints serve as a versatile framework to elevate your
customer-centric initiatives.

With these blueprints, you will be equipped to:

Convert new leads into active customers who see the immediate
value in their first purchase.

— Encourage re-purchase by using smart triggers and timely
communication that capitalize on customer needs at the right
moment.

—— Cultivate loyalty by recognising and rewarding customers who
frequently engage with your brand, turning them into brand
ambassadors.

Let's explore these blueprints in detail, understanding how each
component fits into the larger picture of your business growth and CLV
enhancement strategy.
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Blueprint for
Conversion

The First Chapter in Customer
Lifecycle Management

The first blueprintin our CLV Stability Roadmap is the
Conversion Blueprint, designed to guide new customers
from their initial purchase to becoming active, engaged
members of your brand community.

Qualifying Criteria System Triggers

First
Purchase Customer

QUALIFYING CRITERIA:

IDENTIFYING THE OPPORTUNITY

The conversion process begins by identifying new
customers who have made their first purchase. This is
your opportunity to start a relationship, and it's crucial
to make a great firstimpression.
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Email 1 Email 2

Welcome Activate

. Encourage Activation . Thanks for your
. Be Helpful purchase
. Remind them of
benefits

SYSTEM TRIGGERS:

SETTING THE STAGE FOR COMMUNICATION

A triggeris set up in your systems to identify a new
customer —someone who has completed their first
purchase. This trigger is the starting point for a
series of communications designed to welcome and
activate the customer.



EXAMPLE EMAIL WORKFLOW

EMAIL 1:
THE WELCOME MESSAGE

The first email serves as a welcome message. Its purpose is two-fold:

» Thanking the customer for their purchase: A gesture of appreciation goes
along way in affirming the customer’s decision to choose your brand.

+ Reminding them of the benefits: Reinforce the value proposition of your
products or services, reminding customers why they made the right choice.

EMAIL 2:
ENCOURAGE ACTIVATION

The second email is about activation. This is where you:

« Encourage activation: Prompt customers to take the next step in engaging
with your brand, whether that's setting up an account, subscribing to a
newsletter, or downloading your app.

« Be helpful: Provide useful information and support that will help customers
get the most out of their purchase.

This conversion blueprint is the initial phase of nurturing along-term
relationship with your customers. By executing these steps, businesses
ensure that the customer feels valued and has a clear path to further
engage with the brand, setting the stage for repeat purchases and
eventual loyalty.
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Blueprint for
Re-Purchase

Cultivating Repeat Business

The next critical phase in the customer lifecycle is the

Re-purchase phase, where the aim is to encourage customers to

return and make subsequent purchases. This blueprint outlines

the steps to nudge customers at just the right time to come back

for more.

Qualifying Criteria System Triggers

Time Since
Last Purchase

10 Weeks
Since Purchase

QUALIFYING CRITERIA:

TIMING THE APPROACH

The first step is to identify the right moment for
re-engagement, which is often determined by the time
elapsed since the last purchase. In this case, the
qualifying criterion is set at 10 weeks since the last
purchase, which is based on an understanding of the
product usage cycle.
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Email 1

Time to
RE

. Refill now to avoid . Here to help!
running out . If you're out, get fast
. Stock up for month- shipping

bulk-buy discount

SYSTEM TRIGGERS:

THE PROMPT FOR ACTION

System triggers are then set to identify customers who
are approaching or have hit the 10-week mark since
their last purchase. This marks the perfect time to
remind them to consider a re-purchase.



EXAMPLE EMAIL WORKFLOW

EMAIL 1:
REFILL REMINDER

The first email serves as a welcome message. Its purpose is two-fold: The first email in the re-
purchase phase is a timely nudge:

« Refill now to avoid running out: This message is a prompt to take action before the customer
completely runs out of the product.

» Stock up for the year - bulk-buy discount: Providing an incentive such as a discount for buying
in bulk can motivate customers to actimmediately and increase their spend.

EMAIL 2:
ADDRESSING POTENTIAL NEED

The second email caters to customers who may already be running low:

« Here to help: Show that your brand is proactive and attentive to the
customer's needs.

« If you're out, get fast shipping: Offer a solution for their urgency, such as
fast shipping options to alleviate any inconvenience.

This re-purchase blueprint is designed to keep your brand at the top of
the customer’s mind when they're most likely to need you. By using the
insights from your ecommerce system and timely communication
triggers, you can increase the frequency of purchases, thereby
enhancing the CLV and stabilising your revenue streams.
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Blueprint for
Loyalty

Rewarding Continued Patrogane

The Loyalty Blueprint focuses on recognizing and rewarding
customers who have shown consistent patronage. This phase is
essential for transforming repeat buyers into loyal customers and

brand advocates.

Qualifying Criteria System Triggers Email 2

Has Made 5 Don’t Forget
Purchases in the Number of Orders You're In! your Loyalty

Last 12 Months in Timeframe Rewards

. You've Qualified for . Outline loyalty
our loyalty program! program details
. Hereis your reward . Used reward: details
of reward

. Not used reward:
Reminder to use

QUALIFYING CRITERIA: SYSTEM TRIGGERS:
RECOGNISING LOYALTY ACKNOWLEDGING LOYALTY
Loyalty is quantified by customer actions over time. In System triggers monitor customer purchase behaviour

this blueprint, the qualifying criteria is set to recognize and identify when a customer meets the loyalty criteria.

customers who have made five purchases in the last 12 Once triggered, the system initiates a sequence of

months. communications designed to acknowledge and reward
the customer’s loyalty.
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EXAMPLE EMAIL WORKFLOW

EMAIL 1:
THE WELCOME TO OUR LOYALTY PROGRAM MESSAGE

The first email confirms the customer's entry into the loyalty program:

* You've qualified for our loyalty program! This communication
acknowledges the customer's loyalty and makes them feel valued.

e Here is your reward: Provide immediate gratification with a reward, which
could be a discount, a free product, or exclusive access to new offerings.

EMAIL 2:
ONGOING LOYALTY ENGAGEMENT

The second email serves to remind customers of the loyalty program’s ongoing benefits:

* Outline loyalty program details: Clearly explain how the loyalty program
works, including how to earn and redeem rewards.

* Used reward - details of next reward: If the customer has already used their
initial reward, outline what they can look forward to next.

* Not used reward - reminder to use: If the initial reward remains unused,
remind the customer to take advantage of their exclusive benefit.

The Loyalty Blueprint is a strategy designed to solidify the bond
between customers and the brand, encouraging not just repeat
purchases but fostering a relationship where the customer becomes
a proactive advocate for the brand. By implementing this blueprint,
businesses can enhance the customer experience, increase CLV, and
create a loyal base of customers who contribute to sustained revenue
growth.
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In putting these blueprints into practice
and effectively navigating the journey
of enhancing CLV, the expertise and
support of a seasoned digital agency
like Youwe can be helpful.

With our comprehensive understanding
of digital strategies and customer
engagement, coupled with advanced
analytics and creative solutions, Youwe is
perfectly positioned to help businesses
operationalize and optimize these
blueprints. Whether it's fine-tuning your
eCommerce platform, crafting compelling

Want to know more?
Give us a call on:

Benelux: +31 (0) 10 4668638
UK:+44 (0)113 320 55 26
Nordics: +46 (0) 8 59999673

and personalized marketing campaigns,
or integrating robust data analytics for
deeper insights, our team at Youwe is
dedicated to ensuring your CLV strategy
not only aligns with your business
objectives but also creates lasting and
valuable customer relationships. Partner
with us to transform these strategic
blueprints into dynamic, successful
campaigns that propel your business
forward.

Stay Ahead. Go Beyond.

Or contact us at:



