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Case study:
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ThinkPets.

ThinkPets strengthens customer loyalty
through personalized email content

Publisher sees lifts in opens and click rates by driving email content based on

customer lifecycle

e Overview

ThinkPets, a veterinary communications and analytics company offering pet

owner reminders and education via a comprehensive suite of print and digital
communications, was looking to enhance email performance and strengthen
customer loyalty through personalized content based on pet life stage, breed and
animal hospital. By working with Experian CheetahMail to leverage dynamic content
and offer relevant cross-sell promotions, ThinkPets was able to significantly
increase email opens and click rates while deepening customer engagement.

® Challenges
* Increase email open rates and click-throughs

* Encourage repeat opens and build customer loyalty

» Deepen content personalization and relevance for the customer

* Increase Website visits and subscriber interaction
e Solution
Lifecycle email communications can significantly boost subscriber engagement
and retention. To encourage customer loyalty and increase the performance
of its email campaigns, ThinkPets and Experian CheetahMail built an email
program providing subscribers with general information about how to raise their
pets to be happy and healthy at every life stage. The program consists of a series

of dynamic content-filled emails triggered at each life state of a cat or dog, from 0
to 16 years of age.

Dynamic customer data was leveraged to achieve deep and relevant content
personalization.

+ Customer name

* Petname

* Species specific content

+ Age/life stage specific content

* Breed name, image and link to breed profile

* Uptofour breed-specific medical conditions and their associated links

e “With the help of
CheetahMail, we are
able to provide our
veterinarian customers
the ability to connect
with their pet owner
clients like never
before. Pet owners
receive relevant,
content-rich and highly
personalized pet care
content which has
proven to enhance
their overall pet care
experience.”

Brendan Lynch

VP, Digital Media
ThinkPets



* Breed-specific did-you-know factoid
) . ) . . Results
» Life stage and animal hospital specific offer or cross-sell promotion ) o )
ThinkPets’ emails with personalized

- Customer-specific login/registration codes embedded in all link URLs to content outperformed publishing
personalize their click-through and Website experience :(r;gl:;tsr}/ benchmarks by the following

Dynamic elements also included each animal hospital’s name in the ‘from’ field

of the email envelope. In addition, each animal hospital’s logo, phone number

and physical address were inserted to customize the email communications to UNIQUE CLIGK RA E

each animal hospital. 3X H I G H ER

Overall, there are more than 130 different messages segmented based on pet
species and age.

TOTAL CLICK RATE

3.5x HIGHER
Your Adult Cat: 5-6 years Your Adult Dog: 1-2 years a
Fleas & Ticks

Raising a Social Dog 4
Hello Greg Flores, 7

Hello Greg Flores,

If you take your cat outdoors, you protect him from lots of
dangers - he wears a collar with tags to keep him from
getting lost, he's probably been vaccinated against
communicable diseases, and you probably keep him in
=cure carrier so that he dossn't get injured by cars or other
animals. Even o, there are also tiny dangers that can hitch

Dog parks are a areat place for your dog to make some

canine friends and have a lttle fn. But, in order to keep

your dog safe - not to mention the other dogs in the park ¥

and their people - your dog should be properly sociaized. [} - -
Think of sociakzation 2 vacdnations forthe mind - good

2.7X HIGHER

a ride and have your cat iterally itching for his next outing experiences are like inoculations against future bad ones.
fleas and ticks. 105 vitl o have as many quaranteed good experiences a5
possible before taking chances on having bad ones, so start Labrador Retriever

by introducing your dog to new situations gradually, in
Fleas circumstancas you can control.
If your cat se=ms to be scratching more than usual, fleas are

Socialization With Peoy

Fear s easy to lear but hard to unlear, Your aim i to have
your puppy comfortable around new peaple, dogs, other
animals, places, and situations. While he’s still young,

pets uncomfortable, fleas pose other health risks. Fleas can
also transmit tapeworms to both cats and cats. Infected cats
can develop diarthea, weight loss, iritabilty, and other
problems. Severe fea nfesttions can cause 3 cat tolose 3
ot of bloog. The cat becomes waskaned, and the problem
Tay be Ifs threatening without proper intarvention. more

Remember, you want introductions to go well, so its a good

ope by Siam oysly in the introduce him to different floorings, stairs, car rides, ,
1800s.
1d22 i you have control over how mestings g0, Ask rends to
come aver and to gt your dog on s level, which m

things hell be doing later in lfe. Always keep 3 pos
lnymuytsmeyulunly &Y J]

attitude and praise your dog’s good behavior - he wnH Fo\low
ad.
‘ o chat, Youl wank your pUSpY Eo mack men, wamen, pacple
égi
=

Ticks,
Ticks thrive in moist, dark areas and in thick vegetation. They
lie in wait on £l blades of grass or trees and attach
themselves to 3 target (human or animal) 3s it walks by.
Ticks ke to feed around an animal's head and ears as well
s in folds of skin (including the area between the toss). The
fonger 3 tick feeds, the greater the chance that it wil
transmit any diseases it is carrying. Finding and removing a Meeting Other Dogs
tick within 12 to 24 hours after it has begun feeding will d e Obedience training is key to having your dog around other
dogs. Your dog needs to be able to obey basic commands Receive 10% off your
such as “sit, stay, and come” before he's brought out in next feline wellness

Yourle:
i Wheslchairs, peaple with canes, and pecpls of al Faces,
ages and sizes. more>

reduce the chance of passing on infectious disease. more>

® Results
ThinkPets emails including personalized content consistently outperformed the
publishing industry benchmarks. (See chart, right)

e Looking ahead

ThinkPets continues to work with Experian CheetahMail to optimize its current
email programs and to develop new and highly personalized email products that
set the standard for digital veterinary communications.

About Experian CheetahMail

Experian CheetahMail is the trusted service provider of online marketing solutions for top
enterprises worldwide. Offering industry-leading email marketing and customer intelligence
solutions, as well as providing a broad range of client services, Experian CheetahMail enables
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clients to build data-driven, relevant relationships with their customers. Servicing the world’s most

recognizable brands, Experian CheetahMail’s globally diverse client base includes Barclays, Borders

Books, Discovery Communications, H&R Block, KLM, Sears Holdings Corporation and Wyndham 29 Broadway, 6th Floor
Hotels. Experian CheetahMail, a business unit of Experian® Group Ltd. (LSE:EXPN), was founded [\1(;\’;1;%8;’ (')\g;(’TOOG

in 1998 and is headquartered in New York City with offices in Los Angeles, San Francisco, London, (1) 212 809 6378 F

Dublin, Amsterdam, Paris, and Barcelona. www.cheetahmail.com
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