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Boost user loyalty and engagement
Site Personalization, Cxense
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People expect relevant and engaging
digital experiences

Consumers Want Personalization

Personalised Ads, Content, Promotions, Products, Emails, Videos 
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Why personalization?

Improved user experience

Deeper engagement

Reduced churn

Higher conversion

Increased revenue

“89% of executives believe that 

customer experience will be their 

primary mode of competition by 

the end of 2016 …”

– Gartner

89%
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Personalized User Journey 

Each step of the personalized user journey is dynamically decided according to business 

goals optimized across personalized content, offers/promotions and ads 

Multiple decision points in journey – leap(s) to conversion when optimized

Anonymous

User

Interested Known

Registered

Engaged

Reader

Subscriber High Value

1 2 43 5
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Segments CRM  Data Purchase History Other

Events

Female Hipster

Food enthusiasts 

Barcelona Fan

Apple Fan

Segment Score

User & Content tracking User profiling & segmentation Personalization1 2 3

Cxense Offers the Leading Personalization Software
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Today all users see the same content…

CX NEWSMENU

SIGN IN SUBSCRIBE

Magazine

CXNEWS
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As individuals we are overexposed to “noise”…

CX NEWSMENU

SIGN IN SUBSCRIBEW

Magazine

CXNEWS

London

Tablet

5.23 pm

Logged in

- Subscribes to CX Magazine

- Not interested in Entertainment

- Not interested US domestic news

- Recently viewed Mercury Crossing

- Recently Read El Chapo’s Extradition

- Not in the market for a new car
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Deliver what people want

CX NEWSMENU

SIGN IN SUBSCRIBE

Magazine

CXNEWS

Enjoy your subscription? 
Update your CC details today

London

Tablet

5.23 pm

Logged in

+ Interested in Politics

+ Likes to picture carousels when on 

tablet

+ Keeps updated on the latest science 

news and Tech news

+ Long term interest for Parenting

+ Likes to travel

+ Credit card expires in 1 month
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Winnipeg Free Press 

• Front page is built up automatically, using personalized recommendations

• After n amount of articles, reader is encouraged to log in

• One login enables the personalized edition to follow the reader across 

devices

A fully personalized experience
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Results

• Mirco-pay versus All Access  is now 50/50

• 15% monthly conversions to All Access Digital Subscriptions

• Eight (80) Straight weeks of continue growth*

• Digital subscription churn has been reduced to > 2%

• $1M Incremental Digital Revenue due to personalization (2016)

Attributes for Success:

• Data leads to understanding the Customer wants/needs

• Data allows newsroom to focus on and understand the most important 

pages and stories on the site

• Content Personalization being automated generates best user experience 

and delivery of what “they” want not what we “think” they want

What does this mean for Revenue?
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“89% of executives believe that 

customer experience will be their 

primary mode of competition by 

the end of 2016 …”

– Gartner

89%

5 keys to succeed with 
Personalization

Personalization is strategy

Personalization is a team effort

Data driven mentality

Continuous Improvement

Start small and grow big!



CXENSE 2016  |  PERSONALIZATION www.cxense.com

Thank you!
Dennis Mulcahy

Vice President Sales, America’s

Dennis.mulcahy@cxense.com

@dennismulcahy

mailto:Dennis.mulcahy@cxense.com

