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Case study:
Increasing Relevence

Microsoft Xbox enhances customer
engagement by making personal
connections with gamers via email

Experian CheetahMail enables Xbox to deliver relevant, targeted and timely email

communications to their active global customer base.

e QOverview

Xbox, Microsoft's popular video game platform, had outgrown its existing email
system and needed a more reliable, robust and measurable solution to keep
pace with its rapidly-growing customer base. Since partnering with Experian
CheetahMail as their email marketing and customer intelligence solutions
provider, Xbox has centralized their customer data from multiple sources,
improved data hygiene, created highly-personalized email campaigns based

on user interests, and tracked the success of their mailings using Experian
CheetahMail’s reporting tools. Equally impressive, Xbox coordinated these
improvements across all regions of their global business, including Asia/Pacific,
North America and Europe.

e Challenges
» Centralize customer data from multiple sources

» Clean up customer data and improve deliverability rates
» Segment customers based on self-identified interests
» Track the success of campaigns in real-time

* Email internationally

® Solution

To take their permission-based email marketing program to the next level, Xbox
worked with Experian CheetahMail to make their emails as personalized and
relevant as possible.

This process began by bringing together customer data from multiple
acquisition sources, giving Xbox's 20 global email staff members a single,
complete view of their subscribers.

Once the data was integrated, Experian CheetahMail applied its rigorous
data hygiene practices to Xbox's customer file, reducing data redundancies
and irregularities to ensure that as many messages reached their audience as
possible.

e “We recognize that
each member has
their own personal
identity. Some are into
racing games, some
like action games, and
others are into classic
games. We partnered
with Experian
CheetahMail because
they could deliver
communications that
matched our member’s
needs, and because
they were cost and
resource efficient.”
Drew Parkes

Digital Marketing Manager
Xbox



Next, Xbox worked with their dedicated account team from Experian CheetahMail

to devise a segmentation and message deployment strategy. Because Xbox Results
has such a tech-savvy and devoted customer base, it was imperative that they Since partnering with Experian
segment their customers precisely and present them with the most relevant CheetahMail, Xbox has seen

exceptional results:

content possible. In some cases, this meant sending promotional emails
featuring sports games to a segment of subscribers who indicated they preferred
sports games, or sending product education newsletters for a segment of new

subscribers who would benefit from learning more about the product. Xbox DELIVERY RAT ES
was able to easily create customer segments using the web-based Experian

CheetahMail application, where they could also set up and deploy the mailings 1 8 1] H I G H ER
to their customers. The Experian CheetahMail staff, coordinated across multiple

offices and continents, assisted in seamlessly executing these campaigns OPEN RATES

9% HIGHER

globally in several languages and character sets.

After deploying their targeted campaigns, Xbox was able to track their
performance in real-time using Experian CheetahMail’s comprehensive set of

reporting tools. By examining basic metrics, such as open and click-through CLI GK'TH RU RATES
rates, along with more granular metrics, Xbox was able to learn from their 8[y H I G H E R
actions and further optimize their campaigns moving forward. 0

® Results PRODUGTION GOSTS

By partnering with Experian CheetahMail, Xbox has realized both immediate
and long-term goals.These include adding relevance, reliability and scalability 20% L ESS
to their email program, reducing administrative time spent on managing CRM
programs, and transitioning to more automated, event-triggered messages and
lifecycle campaigns. Further results are listed in the chart, right.
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prises worldwide. Offering industry-leading email marketing and customer intelligence solutions,
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