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Agenda:

The Challenges

Examples and Best Practices

Tracking and Integration of Preferences

Introductions
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The Presenters:

Doris Patrick, Director Consulting Services 

Joshua Baer, Founder & CEO

Jay Cline, Data Privacy Officer
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The Challenge:
Multiple types of privacy choices

E-Mail Marketing (CAN-SPAM, UT and MI child registries)

Data Sharing (GLBA, FCRA)

Telemarketing (TCPA, TSR)

Direct Mail

Fax Marketing (TSR)

Wireless Marketing (FCC domain list)
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The Challenge:
How do you get customers to say “Yes!”

Short attention spans

Irrelevant content

The more you ask, the fewer will answer

Privacy concerns

The value proposition -- WHAT’S IN IT FOR ME?
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The Challenge:

How do you track and integrate preferences?

Multiple channels

Multiple business units

Multiple types of campaigns

Multiple databases

Multiple vendors and agencies
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Other Considerations:

Company privacy statements may also promise different types 

of consent

Creating “express written permission” or EBRs

Interaction of preferences and regulation

Continuing to send unsolicited marketing messages – what if 
they didn’t give consent?

Validation and “safe harbor”

DMA membership requirements

Consistency across business units and countries

The Challenge:
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Determining what choices to offer

What do you want to offer?

How do you ask the question (what, when, how)?

Do you have the programs? (don’t offer what you can’t deliver)

Do you have the data?  How good is it?

How well can you target? 

How do you analyze and use the results? 

The Challenge:
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Know when to ask

How do you get customers to say “Yes” ?

Online

customer 

experience

Offline

customer 

experience

Customer visits 

website

Customer 

enters store

Initial contact Initial transaction Follow-up comm’n Ongoing comm’n

Customer 

registers w/ site 

and/or makes 

purchase

Transaction 

confirmation and/or 

satisfaction survey 

e-mailed

Newsletter or 

account 

statement e-

mailed

Customer 

opens account 

and/or makes 

purchase

Transaction 

confirmation and/or 

satisfaction survey 

mailed, e-mailed, or 

phoned

Newsletter or 

account 

statement e-

mailed or mailed

Seek 

permission 

to contact

Seek 

permission 

to share
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How do you seek that permission?

With clarity

• Conspicuous placement of the call to action

• Short statement

• Everyday language

Common words – not legalese

Concise; avoids confusion of opt-in vs opt-

out
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Similar Yes/No 

layout
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Clear, concise choices
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Simple choices
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Simple choices to 

start

More choices 

after joining
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Give a Value Proposition

• What will they receive for giving personal information?  Better service?
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• Make it convenient – centralize preference and communication 
management.
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Give assurance

• Where and how do 
you talk about use 
limitations and 
protection?
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Checklist of best practices

Get permission to contact, then share

Clear, simple choices in everyday language

Avoid double negatives!

Incentivize granting permission

Sweepstakes

Premier member clubs

Free services

K.I.S.S.

Measured in 

# of clicks to unsubscribe

# of questions to fill out

# of pages to fill out

Make privacy policy and disclosures prominent
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Channels are typically silo’d

• Acquisition Marketing

• Acquisition Sales

• Customer Marketing

• Customer Upsell

• Transactional Receipt

• Service Notification

• Postal

• Telephone

• Email

• Fax

• Wireless (SMS)

What about business units?
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Why provide a central customer view?

• Improve customer experience

• Reduce compliance risk

• Improve customer service efficiency

• Acquire more permission
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How to provide a central customer view?

• Centralize all services with a single vendor

• + Save time and resources

• + Reduce risk

• + Possibly save cost

• - Limit choices, unlikely to have best of breed for all

• - Possibly limited customization

• Integrate with each vendor

• + Maintain control

• + More customization options

• - Can be extremely expensive

• - Requires vendor support
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Third Party Implementation Services

• Consulting

• Hosted solutions

• Software solutions

• Custom Software

• Address verification

• Human verification (Turing)
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Managing Preferences Across Channels
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