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CUSTOMER REVENUE AUTOMATION

Turning Past Customers
Into New Revenue

How an automated Closed-Won Reconnect nurture helped a lean online
retailer systematically create upsell and cross-sell conversations.

+700% +300% 17%

Upsell opportunities Closed-Won upsells Average reply rate

CLIENT PROFILE

Online & mail order retailer

Approximately 25 employees | Salesforce CRM + Marketing Cloud Account Engagement (Pardot)

Anonymous client case study poppystechaid.com
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Revenue was already in the database.

The retailer had a valuable base of customers who already knew the brand, had purchasing history
and had demonstrated budget. But follow-up depended on busy sales representatives
remembering to reconnect while prioritizing a steady influx of new-business opportunities.

THE CORE PROBLEM

Customers were not consistently asked whether they needed more
bins, replacement bins, a different product category or support with a
new project.

The Closed-Won Reconnect strategy

e Start from real purchase history. Enroliment is based on the customer's most recent Closed-Won deal.
e Wait for the right moment. The first outreach is sent six months after that purchase.

® Make the message recognizable. Dynamic content personalizes the subject line, header image and
most recently purchased product.

® (Create a second chance to respond. A follow-up email is sent 30 days later.

e Route replies naturally. Customers reply directly to their sales representative, who can open a new
opportunity.

WHY PERSONALIZATION MATTERED

Instead of a generic “checking in” email, each customer was reminded of the product
they had already purchased - giving the outreach context and making the next
\_ conversation easier.
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THE AUTOMATED JOURNEY
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A simple cadence, built to run continuously.

Salesforce provides the customer and opportunity context. Pardot controls eligibility, timing,
dynamic content and delivery.

Closed-Won Six-month Personalized 30-day
purchase wait email follow-up
Customer Automation holds Product-aware A second message
completes an order outreach until the content is sent on creates another
recorded in reconnect window. the rep's behalf. reply opportunity.
Salesforce.

DELIVERY GUARDRAILS

Monday-Friday, 8:00 AM-4:00 PM ET
The controlled send window keeps messages aligned with business hours and improves the
odds that a representative can respond quickly.

What made the system scalable

e No manual reminder lists or one-off rep follow-up e Messaging adapts to the customer's most recent
tasks purchase
e Consistent outreach across the full eligible e Supports both same-category upsells and
customer base new-category cross-sells
e Replies land with the relationship owner, e New opportunities are measured in the existing
preserving the human handoff Salesforce process
TYPICAL IMPLEMENTATION
3-5 business days for a focused two-email nurture | 5-10 business days for a longer

sequence
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Automation created measurable customer
revenue.

Across a three-year comparison, the Closed-Won Reconnect program generated or influenced a
substantial increase in expansion opportunities while removing repetitive follow-up from sales.

+700% +300% 17%

Upsell opportunities Closed-Won upsells Average reply rate
Increase versus the prior Increase versus the prior Combined average across both
three-year period three-year period nurture emails

Supporting email performance

EMAIL DELIVERED OPEN RATE UNIQUE CTR OPT-OUT
Reconnect Email 1 3,949 33.40% 7.72% 0.73%
Reconnect Email 2 3,622 37.80% 4.22% 0.50%

Both emails recorded a 0.00% spam complaint rate.

“Garrett and his team are not only skilled and knowledgeable but they are easy to work with and
provide a clear path forward for our business. We consider Poppy's to be a true partner and we would
recommend them to anyone in need of real strategic support with solid execution capabilities.”

Julianna D. | CEO | Five-star Google review

Your existing customers may be your best next

opportunity.
PP y LET'S TALK
Uncover untapped revenue in your customer database.
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https://www.poppystechaid.com/contact-us

