
Hello and welcome!
While we wait for everyone to join, 

share in the chat:

If you could have any superpower to make your workday easier, 
what would it be and why? 👀
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A few things before we start:

🔴 This session will be recorded
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Why it’s crucial to diversify channels 
in a constantly evolving landscape. 

Building Your 
Omnichannel 
Safety Net
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Meet Today’s Speakers

Michal Blaško
Sr. Business Consultant 

Bloomreach

Jonathan Senin
Sr. Product Marketer 

Bloomreach

Richard Frno
Business Consultant 

Bloomreach
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1. Gartner Magic Quadrant for Personalization 
Engines Report

2. Omnichannel Personalisation & CLTV
a. Channel fit for campaigns
b. What is the customer’s preference? + Demo
c. 3 key use cases + Demo

3. Key Takeaways
4. Q&A

Agenda
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Bloomreach 
Named a Leader 
Bloomreach is thrilled to be named a Leader in the 
2025 Gartner® Magic Quadrant™ for Personalization 
Engines. 

Being recognized as a Leader solidifies our 
Composable Personalization approach and gives 
eCommerce brands a future proofed AI vision.

FIND OUT MORE

Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users to select only those vendors with the highest ratings or 
other designation. Gartner research publications consist of the opinions of Gartner’s research organization and should not be construed as statements of fact. Gartner disclaims all warranties, 
expressed or implied, with respect to this research, including any warranties of merchantability or fitness for a particular purpose.

https://visit.bloomreach.com/gartner-mq-personalization-2025?hs_preview=QCKAASSv-185026929425
https://visit.bloomreach.com/gartner-mq-personalization-2025?hs_preview=QCKAASSv-185026929425
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Omnichannel 
Personalisation & CLTV
Using Bloomreach Engagement



Omnichannel Personalization isn’t only about 
customer experience - it also performs better

2.9x
Higher email CTR 

for segments above 
+50 yrs than 20 yrs 

old

~3-15x
Avg. Conversion 

Rate | 1 channel vs. 
at least 3 channels

~4-21x
Avg. Revenue Per 

Customer | 1 
channel vs. at least 3 

channels

Omnichannel vs. Multichannel: What’s the Difference and How To Choose? By Ian 
Donnelly (article here)

https://www.bloomreach.com/en/blog/omnichannel-vs-multichannel-whats-the-difference


1%-26%
Higher likelihood 
to look at a PDP 

when subscribed 
to 4 channels vs. 
subscribed to 1 
channel only 

31%-470%
…more likely to add 
in item to the cart 
when subscribed 
to 4 channels vs. 
subscribed to 1 
channel only

21%-700%
…more likely to 

make a purchase 
when subscribed 
to 3+ channels vs. 

subscribed to 1 
channel only

Impact of the omnichannel personalisation
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Bulk comms Real-time comms Long-lasting 
message 2-Way comms

Email

SMS/RCS

MMS

WhatsApp

Mobile Push

Browser Push

Web

App Inbox

In-app Content

Ad Audiences

Channels and campaign types



Personalization & the importance of having an 
omnichannel strategy: everything in one place

Omnichannel 
Communications

Recording & Deck

Extend 
Personalization to 

Your Paid Ads 
Strategy

Recording & Deck

Personalization in 
Email

Recording & Deck

https://www.bloomreach.com/en/webinars/engagement/omnichannel-communication
https://7227558.fs1.hubspotusercontent-na1.net/hubfs/7227558/2024%20Engagement%20Best%20Practices%20Webinar/Best%20Practice%20Webinar_%20Omnichannel%20Communication%20-%20May.pdf
https://www.bloomreach.com/en/webinars/engagement/extend-personalization-to-your-paid-ads-strategy
https://7227558.fs1.hubspotusercontent-na1.net/hubfs/7227558/2024%20Engagement%20Best%20Practices%20Webinar/Best%20Practice%20Webinar_%20Extend%20Personalization%20to%20your%20Paid%20Ads%20Strategy%20-%20July.pdf
https://www.bloomreach.com/en/webinars/engagement/personalization-in-email
https://7227558.fs1.hubspotusercontent-na1.net/hubfs/7227558/2024%20Engagement%20Best%20Practices%20Webinar/February%20Best%20Practice%20Webinar_%20Personalisation%20in%20Bloomreach%20Engagement.pdf
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Omnichannel Communication webinar

Omnichannel 
Communications

Recording & Deck

https://visit.bloomreach.com/engagement-best-practices-webinar-2024
https://7227558.fs1.hubspotusercontent-na1.net/hubfs/7227558/2024%20Engagement%20Best%20Practices%20Webinar/Best%20Practice%20Webinar_%20Omnichannel%20Communication%20-%20May.pdf
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What is the customer’s 
preference?
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Channel Priority

What device is the customer 
using?

What is the message you’re 
sending?

What is the customer’s 
preference?

How many comms are you 
sending?

How many channels are you 
using?

What journey is the customer 
in?

What to consider when determining channel priority?

What’s the cost of the 
channel?

What is the value of the 
customer?
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Using Aggregate Most Common
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Using the CTR comparison
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Using Consent Segmentations
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DEMO
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3 Must-have 
Omnichannel Use Cases 
from UCC  
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RFM Omnichannel Winback Campaign for 
‘Hibernating’ and ‘At Risk’ customers

● Goal of this Use Case is to target specific RFM segments 
that we want to win-back through Omnichannel strategy

● Key Omnichannel features:
○ Winback customers through direct channels like mobile or 

browser push, email, and SMS - if not successful > fallback 
through Ad Audiences. 

○ Uses Weblayer for customers without consent for direct 
channels ↑

○ Includes a universal discount coupon in every message.

●     Walkthrough of the Use Case

https://documentation.bloomreach.com/engagement/docs/rfm-omnichannel-winback-campaign
https://cloud.exponea.com/p/plug-and-play-stage/campaigns/campaign-designs/6479a6a09db81c1ffd77c490?action=design&page=view
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RFM Omnichannel Reactivation of 
‘Promising’ and ‘Need Attention’ customers

● Goal of this Use Case is to reactivate specific RFM 
segments through Omnichannel strategy. 
Communication creates sense of urgency with 
countdown banners and personalized 
recommendations.

● Key Omnichannel features:
○ Reactivates customers through gradually reaching 

through different channel. It starts with email, 
continues with mobile or browser push - if not 
successfully > fallbacks through Ad Audiences. 

○ Includes a unique discount coupon in every message.

●     Walkthrough of the Use Case

https://cloud.exponea.com/p/plug-and-play-stage/campaigns/campaign-designs/64799fe5b1c2b3cfd96f5554?action=evaluate&page=view
https://cloud.exponea.com/p/plug-and-play-stage/campaigns/campaign-designs/64799fe5b1c2b3cfd96f5554?action=evaluate&page=view
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Omnichannel Overview

● Use case provides insight into how many 
customers can be targeted across 
different channels

● Includes logic for Next Best Channel prioritization, identifying 
the most effective channel for each customer.

*Example with just 2 applicable channels*

https://documentation.bloomreach.com/engagement/docs/omnichannel-overview
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Bonus: Contextual Personalization 

● You can use Contextual Personalization 
feature to determine best channel

● It allows you to set different ‘Rewards’ for 
different channels, based on your costs 

How to set it up ?

> use Next Best channel 
segmentation from ‘Omnichannel 
Overview’ as Context

> Set Reward target for Click 
(only email channel has the Open)
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Key Takeaways
1. Personalize Customer Experiences Across Channels: Email, 

SMS, web, and mobile can drive significant engagement and 
conversions when personalized and combined in a smart way. 

2. Leverage Advanced Analytics for Continuous Improvement: 
Consistently analyze customer data to identify patterns, 
preferences, and potential pain points. Advanced analytics 
tools can help understand customer behavior and optimize 
the omnichannel strategy. 

3. Explore the use case centre for the use cases, filter setup 
personalisation and make sure you have access to the right 
tools to support the omnichannel strategy. 
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Thank You!


