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Why personalized 
experiences matter



We expect our digital experiences to be
seamless and personalized



Digital Personalization
Marketing’s Holy Grail

50% 5-10% 10-30%
reduced

acquisition cost
revenue
increase

efficiency increase
in marketing spend

Source: McKinsey Digital

https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/marketings-holy-grail-digital-personalization-at-scale


Improving digital experiences is top of mind for companies

What are the key actions your firm is taking to achieve your objective
of improving the experience of your customers?

1. Improve online customer experiences

1. Improve the value of our customer engagements

1. Transform our culture to be more customer-centric

1. Add or improve CX measurement

1. Add or improve mobile CX
Base: 2,052 purchase influencers who indicate that improving the experience of their customers is a priority for their 

organization. Top 5 responses shown. 
Source: Forrester Analytics Global Business TECHNOGRAPHICS® Priorities And Journey Survey, 2023

© 2021. Forrester. Reproduction Prohibited.



But companies have work to do
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Source: Forrester, The US Customer Experience Index, 2018-2021

© 2021. Forrester. Reproduction Prohibited.
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Why?



Marketing Sales Service

Anonymous Prospect Customer Promoter
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Deliver relevant content



Personalization
levels as
touchpoints. 



Single touchpoint in the customer's journey:
One email campaign

Many touchpoints:
Entire end-to-end customer journey, but within a single channel

Omni-channel:
Personalizing an entire multi-channel journey



Craft unique experiences to:

Reach the right person with the 
right message at the right time



Who: 
A specific audience or single customer we 
want to reach. This is where it all starts.

Example:
A segment of anonymous visitors to our 
website who’ve come to the same page 
twice in the past 2 weeks.



What: 
A unique message, set of messages, or end-
to-end experience. 

Example:
A discount code for a webinar that I want to 
offer to visitors.



Where: 
A specific touchpoint or channel.

Example:
A webinar landing page.



When: 
A specific time.

Example:
After they've taken a minute to read 
through the details of the webinar.



Personalization as
levels of
sophistication.



one-to-one

one-to-few

one-to-some

one-to-many

one-to-all





Build a seamless
customer journey

from anonymous visitor to
active promoter.



1. 1. Map out the ideal customer journey and know your 
buyers’ goals.

2. 2. Create content that matches each buyer persona.

3. 3. Use forms and chatbots to collect information
about your visitors.



Track visitor data
and actions
as context. 



Saving all their details to the CRM…

Tracks visitor activity on your website
to help you build context

Expands your marketing + sales strategy



From simple to sophisticated...

Crawl

Walk

Run



Personalization 
examples



Example 1:

Location-based 
results



The Joint
Commission



The Joint
Commission



ZipCar

Local map with
neighborhoods
and landmarks.



Chase Bank

Local landmarks
on login page.



Example 2:

Recommended
content



Zillow

Recommended
search results.



Example 3:

Buyer personas



Chase Bank

Show specific content based
on user context.



Example 4:

Repeat visitors



drybar

Visit a promo page
without taking any action?

We will send you a
cheeky reminder email.



drybar

A second email comes in,
this time with a more 
personalized subject line.



Ease-of-use personalization 
with HubSpot CMS



Personalization 
enhances a good 
website experience. 



Personalization gone wrong…

Bad Data & Poor Personalization

of brands
Use out-of-

date 
information

59%
of brands

Get customers 
personal 

details wrong

57%



Craft world-class personalized experiences

CMS
Hub

Marketing 
Hub

CRM



CMS Hub powers many types of digital experiences.

Growth
Partner 
relationship
management 
portal (PRM)

Employee training & enablement internal site

Event marketing 
or event platform

Campaign-specific microsite

Custom portals

Corporate website

Learning management system 
(LMS)



Tools

Tracking code
for any CMS



Tools

Personalization
tokens with
smart rules
for emails,
landing pages, 
forms & CTAs



Example: Progressive forms



Smart Content

Personalize the 
customer experience 
based on CRM data, 
paid or organic source, 
device type, and more.



Tools

• Memberships (CMS Hub)

• Programmable email content (Marketing Hub)



Personalization drives 
business results



Why?



71% of consumers expect highly 
personalized experiences.



83% of consumers willing to share 
personal data to enable personalization. 



The bar
is high.



B2B needs 
personalization.



Digital Personalization
Marketing’s Holy Grail

50% 5-10% 10-30%
reduced

acquisition cost
revenue
increase

efficiency increase
in marketing spend

Source: McKinsey Digital

https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/marketings-holy-grail-digital-personalization-at-scale


How?



Seamless customer experiences

Personalized & 
easy-to-use experiences

At any stage of the 
customer journey

All connected via a 
unified data layer



If content is King, 
then context is 
Queen.



Summary

Context comes from knowing your 
customers

Knowing customers’ goals drives 
smart marketing + sales strategy

Use personalized content + good UX 
to turn leadsinto customers

Deliver the right message to the 
right person at the right time



Lance Willett

Thank you!


