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ONBOARDING, REVIEWS, CROSS-SELL, AND BOUNCE-BACK

Post-Purchase Journeys
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Brands struggle to expand their relationship to a purchaser when:

Customers complete a purchase but receive no structured follow-up or tailored onboarding experience
Post-purchase communications are delayed or sent over too long of a time period following the first transaction
Review requests are generic, poorly timed, or missing entirely

Cross-sell and upsell efforts are disconnected from purchase history

Existing customers lapse without proactive re-engagement or bounce-back incentives

Post-Purchase Journeys help you turn one-time a4 )
buyers into long-term customers How to measure success:
e Deepen customer relationships through tailored communications based on REVENUE:
the customer’s previous interaction and conversion with the brand Repeat purchase rate, revenue per user,
AQV, incremental revenue,
e Accelerate second purchase conversion by delivering structured, timely offer redemption rate
follow-ups that build momentum after the first transaction
LOYALTY
e Grow AOV through cross-sell and upsell by surfacing relevant product Retention rate, churn reduction, CLV,
recommendations based on what each customer has bought time between purchases
e Drive review generation and social proof through well-timed, personalized ENGAGEMENT
review requests that increase submission rates Open rate, CTR, CTOR, review completion

rate, engagement frequency

e Reduce churn with proactive bounce-back strategies that re-engage at-risk )
customers before they lapse .

Why Zeta for Post-Purchase Journeys

Most platforms can trigger a post-purchase email. Zeta connects transaction data, predictive intelligence, and cross-channel activation in one
system, so every follow-up is personalized to where each customer is in their lifecycle and tied to measurable retention and revenue outcomes.

e Zetaldentity Graph: Recognize customers across devices and touchpoints @  Cross-Channel Orchestration: Coordinate email, SMS, push, paid media,
so post-purchase journeys stay connected regardless of where or how the and web personalization in a single unified journey from one platform.
customer interacts next.

e  Amplified Promotional Strategy: \Where a customer is eligible

e  Al-Native Predictive Scoring: Built-in models for churn risk, purchase for promotional content, dynamically populate consistent product
intent, and next best action allow you to identify which customers need recommendations and offers from the post-purchase journey rather than
attention and what message will move them. defaulting to generic communications.

e ZetaDataCloud: Layer in behavioral, lifestyle, and intent signals to o Closed-Loop Attribution: Tie every post-purchase touchpoint to
understand buying patterns and potential churn risk using intelligence downstream retention, repeat purchase rate, and incremental revenue.

outside of your brand.

e Lifecycle Intelligence: Automatically differentiate journeys for
new customers (onboarding), existing customers (cross-sell),
review-ready customers (social proof prompts), and at-risk
customers (bounce-back offers).
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SUCCESS STORY

A leading retail brand transformed its post-purchase journey into a lifecycle growth engine with
Zeta's personalized engagement strategy, driving 23% average open rates, 6.1% click-through rates,
and 5.3% conversion.
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Getting started with Post-Purchase Journeys

Build your audience segments Create the campaign

o Buildi . . e  Building Your First Email Campai
e Segments & Lists e Broadcast Campaigns

e Propensity Scores

Create the experience and set triggers Measure and optimize

e Creating Experiences in Insights Studio

e  Experience Builder Overview e Insights Studio

Key Considerations

e Customer opt-in strategy: Plan how and where customers will opt in to post-purchase communications. Clearly communicate
the value and set expectations.

e Channel strategy: Consider which channels work best for different segments and journey stages. Push drives faster responses
for mobile audiences, while email works better for product education.

e Personalization approach: Define what data points will drive personalization, such as last purchased product, preferred
category, or churn risk score.

o Frequency and timing: Evaluate optimal timing for each touchpoint (review requests, cross-sell windows, bounce-back offers)
and set frequency caps to avoid fatigue.

e Compliance and preference management: Align with regional privacy regulations (GDPR, CCPA) and respect customer
communication preferences.

Data Requirements Required ZMP Tools
e Purchase and transaction history e Audience Explorer
e  Product and category data e Experience Builder

e  Customer profile data (including consent flags) e  Campaign Builder

e Engagement data (opens, clicks, site visits) e Zetaldentity and Data Cloud

e Loyalty status (if applicable)

e . e Insights Studio
e  Churnrisk indicators or predictive scores

(optional but recommended) e  Zync pixel

QUESTIONS?

Reach out to your Zeta Client Success Team to get started.
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https://knowledgebase.zetaglobal.com/kb/how-do-i-create-a-segment
https://knowledgebase.zetaglobal.com/kb/segments-lists
https://knowledgebase.zetaglobal.com/kb/how-can-i-create-and-deliver-the-ultimate-experien
https://knowledgebase.zetaglobal.com/kb/experience-builder-an-overview
https://knowledgebase.zetaglobal.com/kb/insights-studio
https://knowledgebase.zetaglobal.com/kb/how-do-i-create-and-launch-a-single-version-email-
https://knowledgebase.zetaglobal.com/kb/broadcast-campaigns

