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With margins being relentlessly squeezed, retailers are doing 

everything in their power to increase sales. However, with a 

fragmented view of who the customer is, many companies 

are having a difficult time moving the needle in the right 

direction. Whether it be online, in-store, or through a mobile 

app, retailers must connect the customer journey to ensure a 

seamless and personalized shopping experience.

The SessionM Solution 

The SessionM Platform provides campaign execution 

capabilities coupled with a comprehensive loyalty 

management solution to drive targeted outreach, in real-

time, across all channels, increasing engagement and 

customer profitability.

In today’s changing landscape, 

retailers must focus on creating 

personalized customer 

experiences to drive more 

frequent purchases 

and incremental spend.
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Unify and Activate Customer Data

SessionM collects, unifies, and surfaces customer data from 

a number of important transactional and behavioral streams, 

such as ecommerce, third party marketing platforms, customer 

service records, and more to create holistic customer profiles. 

These profiles are enriched with predictive and historical 

metrics for each individual, and can be leveraged for analysis, 

segmentation, and as a customer service record. 

Profiles dynamically update as customers take action, 

triggering subsequent events within the profile in real time. 

For example, when a customer makes a purchase, their 

transactional information will flow into the Platform, which 

can cause the customer’s loyalty tier status to change, 

the triggering of a promotional campaign, or delivery of a 

personalized message. 

Types of Data

• Declared - Declared profile attributes are values 

provided directly by the user, commonly collected 

at the time of registration or as part of surveys

• E.g. Name, address, age, gender, etc.

  

• Observed - Observed profile attributes are the 

outcomes from events that have been streamed 

into the SessionM Platform and have been 

converted into either tags and/or profile attributes 

• E.g. Purchased x item, spent x amount,  

inactive for last x amount of days

• Calculated - Calculated data has two flavors: 

aggregations and machine learning calculations 

• Aggregations are counts and pre-defined 

calculations

• E.g. Recency, frequency, monetary spend 

• Machine learning allows for predictions   

based on historical user interactions 

• E.g. Customer lifetime value, risk of 

churn, product/offer affinity scores and 

recommendations
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Proven Results 

For several well known retailers, SessionM has 

enabled them to:

• Leverage machine learning to drive $180K in 

incremental revenue in a single campaign

• Identify opportunities to increase revenue by 

as much as $300M via personalized email 

recommendations

• Increase spend by $7 per targeted customer via a 

spend challenge

• Drive an 84% increase in spend compared to non-

loyalty members 

Drive High Value Behaviors with Targeted 

Campaigns and Offers

Encourage customers to perform specific, high-value 

behaviors using targeted campaigns and offers. The SessionM 

Platform enables clients to build rich segments of customers 

using demographic and behavioral data as well as predictive 

metrics such as customer lifetime value and risk of churn. 

These segments can be used to fuel different campaign tactics 

at each step of the customer lifecycle. For example, message 

customers displaying a high propensity to churn to entice 

them to make a purchase, or thank customers for spending 

over a certain threshold with a personalized message. 

Motivate customer action by applying an offer as a reward for 

completing certain behaviors. A wide variety of offers can be 

created within the SessionM Platform, such as “Buy X, Get Y”, 

percent check discount, or free shipping. Utilize experiential 

benefits such as early access to new items, or access to 

exclusive events to move away from a discount-centric 

strategy. 
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Orchestrate consistent, personalized experiences for each 

customer across all channels. SessionM provides a seamless 

experience for setting up messaging and promotional 

campaigns, enabling cross-channel distribution through email, 

SMS, push, and more.

Build Creative Loyalty Programs 

Loyalty programs are the best way to establish a direct 

relationship with a consumer and for making an unknown 

customer known. In addition, they provide brands with a 

natural way to gain permission and trust from the customer. 

The flexibility of the SessionM Platform supports program 

constructs from simplistic to complex, and leverages the data 

created to deliver personalized experiences at each step of 

the customer journey. 

Utilize a tiering strategy to elevate spend levels with the 

promise of more exclusive rewards and benefits; enable 

members to accrue points and use them to purchase various 

offers, products, or experiences in a digital reward store; 

or create exciting challenges that drive more frequent and 

“SessionM’s loyalty platform is packed with 

loyalty management and marketing capabilities. 

Clients like the platform’s dynamic audience 

capability for segmentation, and one reference 

said they “Love SessionM’s thinking and 

the platform’s ability to encourage specific 

behaviors from their customers.”

The Forrester Wave: Loyalty Technology 
Platforms (April 2019)

larger purchases. Brands can even build unpublished rewards 

programs that deliver surprise and delight perks to customers 

for completing specific milestones. With SessionM, retailers 

are equipped with a dizzying array of capabilities for creating 

loyalty experiences that capture new customers, increase their 

engagement levels, and drive incremental spend.
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Trust a Solution Engineered for Data 

Privacy

SessionM is engineered to provide retailers across the globe 

with the tools needed to be data compliant, and enable 

consumers to own, control, and benefit from the use of their 

own personal data. The platform was purpose-built to handle 

all customer requests under the General Data Protection 

Regulation (GDPR) and California Consumer Privacy Act 

(CCPA). SessionM gives retailers the ability to:

• Send the customer a copy of all personal data in a   

.csv file

• Pause all activity in loyalty or other marketing programs. 

Additionally an account can be reinstated to enable 

participation in loyalty or other marketing programs

• Permanently forget an account and its associated data

SessionM is a customer engagement and loyalty platform 

empowering the world’s most innovative brands to forge 

stronger and more profitable customer relationships. The 

platform scales for the enterprise, globally. SessionM is 

headquartered in Boston with offices around the globe. For 

more information on SessionM, visit www.sessionm.com.

Retail Use Cases

Incentivizing high value behaviors…

SessionM helped this retailer launch a tiered rewards 

program with increased point earning opportunities 

based on tier level. Members are rewarded for 

completing non-transactional behaviors such as 

downloading their app, attending an event, or writing 

a review. Experiential benefits such as early access to 

new releases or invites to exclusive events motivate 

members to consistently interact with the brand 

between purchases. Additionally, complex point 

management functionality enables the retailer to 

hold points for purchases in escrow until their return 

period has passed. 

Loyalty program fit for a luxury brand…

SessionM helped a major international luxury 

brand launch a new tiered loyalty program. The 

program is built upon unified customer data to drive 

engagement through personalized interactions 

with each program member. A hidden tier program 

provides exclusive rewards to the retailer’s very best 

customers. The program is seamlessly integrated 

across the organization providing in-store associates, 

and customer service with rich information on each 

customer. Additionally, powerful integrations with the 

brand’s messaging channels enable them to deliver 

smarter engagements at each step of the customer 

lifecycle. 

Enriching customer data...

SessionM helped this home improvement retailer 

capture customer data through a new rewards 

program. Previously, the retailer was collecting 

limited customer data, and had a tedious process for 

building campaigns and offers. Now, their marketing 

team is able to use the SessionM Platform to build 

personalized campaigns, deploy smarter offers, and 

build granular customer segments without needing 

IT resources or lengthy lead times. In addition, 

SessionM’s strategic services team helps them focus 

on better understanding each member and program 

strategy. 

http://www.sessionm.com

