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15%

46%
of companies believe 

they’re doing an excellent 

job of personalization

of consumers agree

Companies think they are delivering great personalized experiences

15% of consumers agree

https://www.twilio.com/en-us/state-of-customer-engagement/2023




©2024 TWILIO INC. ALL RIGHTS RESERVED



©2024 TWILIO INC. ALL RIGHTS RESERVED



©2024 TWILIO INC. ALL RIGHTS RESERVED



©2024 TWILIO INC. ALL RIGHTS RESERVED



©2024 TWILIO INC. ALL RIGHTS RESERVED

Customer activity

Simplify cross sell by 
showcasing real-time 
events from mobile & 
web

AI data

Enable individualised 
interactions with context 
using AI-derived traits 

Data warehouse data

Key customer data from 
data warehouses

Communications data 

Understand how the 
customer communicates 
to drive your outbound 
strategy 

©2024 TWILIO INC. ALL RIGHTS RESERVED

Unified Profiles offer a 

holistic view of your 

customer and power 

AI personalisation 

Brenda Jones
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Here’s one example…
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How PharmaPets’ unified data strategy helped 

grow revenue and customer loyalty

PharmaPets, founded in Belgium, is 
a leading online pet pharmacy 
offering science-backed wellness 
products and personalised care 
solutions to help pets live healthier, 
longer lives across Europe.
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PharmaPets combines e-commerce 

with pet wellness, offering trusted 

products and personalised care to 

help pets live healthier across Europe.

The company connects with pet owners 

through multiple touchpoints, including 

their website, email, and automated

messaging, to provide seamless and 

relevant interactions.

Their subscription service for 

essential pet products has 

grown to over 50,000 members, 

boosting customer loyalty.

Constantly evolving, PharmaPets

adopts the latest technologies to 

refine its operations, enhance 

user experiences, and drive 

sustainable growth.

PharmaPets are on a mission to make pet 

health accessible to everyone.
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Prioritising data unification to fuel 

business growth and customer loyalty

Difficulty creating a unified 
view of each customer

Information was fragmented 

across multiple platforms, such 

as Google Analytics, Facebook

Pixel, and the e-commerce

platform.

Lack of real-time insights 
into customer behaviour

Managing a growing customer base 

and providing tailored interactions 

across multiple touchpoints (website, 

email, in-app) was difficult without a 

cohesive data infrastructure.

Discrepancies between data sources led to 

inconsistencies in customer profiles, making 

it difficult to trust insights and automate 

personalised experiences effectively. 

Additionally, we faced limitations in quickly 

integrating new data sources, which slowed 

down our ability to enrich customer profiles

and adapt to changing business needs.

Challenges in data accuracy, 
consistency, and scalability
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The data flow and Martech tech stack 
before the CDP implementation

One

vendor

here in the room 

who shall remain 

nameless ;o)
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CDP as central enabler of unifying data 
across PharmaPets tools



Cross-channel marketing campaigns powered 
by unified data and real-time personalisation

Hey Chris, Thank you for your 

last order! Why not stock up on 

a new bag of Purviso Veterinary 

Diets Renal with a 10% 

discount? Use the coupon 
code: PUR10 (valid for 5 days).

Order is Confirmed!

We’ll ship it out soon

Thank you for choosing us!

Track order

Your purchase for Bruno is on 

its way! You’ll receive it 

tomorrow.

Step 1: 

Convince the customer 

to switch to our own 

brand

Dynamic mail content created 7 days 

before predicted next purchase date.

Step 2: 

Purchase Order 

confirmation via Email

Step 3: 

A) Help customer 

how to change the 

food (personalised 

vet information)

B) Ask customer 

for feedback

Step 4: 

Try to convince 

customer to purchase 

own brand with next 

purchase.



Engage
Engage
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How PharmaPets’ unified data strategy 

helped grow revenue and customer loyalty

Profiles Sync

Functions

5% 10%
boost in customer 

retention

switch to own 
brand

Reverse ETL
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Thank you
Email: aklose@twilio.com
Web: www.segment.com
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