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Email marketing for ambitious DTC brands

+

eCommerce
Email Automation

Playbook @

The 10 lifecycle automations we build in Klaviyo to turn first-time buyers into
repeat customers, mapped step by step, flow by flow.
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Introduction

Thanks for downloading a copy of the Engage Commerce eCommerce Email Automation Playbook. \We hope
you get a great deal of value from this guide, and that it opens your mind a little more to the world of
eCommerce email automation.

The content on the following pages is based on best practices and what we consistently see work best across
the client accounts we manage.

The purpose of this playbook is to give a visual representation of exactly what we do for our clients, and how
the different campaigns work and interrelate.

How The Campaign Flow Diagrams Work

Each campaign is laid out as a flow chart, a decision tree where one thing leads to another based on Yes / No
decisions or time delays. Most are straightforward, but it's worth noting the following:

Time Delays The time delays used are based on best practices. Every company needs slight differences, and
these are elements we discuss once we start working with a new brand.

Red Exit Boxes Everyone in a flow eventually needs to exit and be removed from it. Exiting means no more
emails will be sent to them in that flow.

Subject Lines The subject lines are based on what we see perform best for open rates. We change the
messaging to fit a brand's voice, but the theme and ideas stay the same.

Number of Emails Per Flow Every company has different levels of how aggressive they wish to be. The number
of emails is based on best practice and can be modified per brand.
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Welcome Email
series Customer signs up to newsletter (via

popup or website registration)

Z

A welcome email is the first impression a o delay - Immediate

company makes with a new subscriber. It can
deliver a special offer, a discount or simply a Send: Email 1

friendly hello to start building the relationship, Sulefeet Hinst Belisorie Aossiel
and nudge that first order.

Delay 3 Days

Exqmple Templqte: ] Yes Did customer make an order in last
Exit 3 days?
YOUR BRAND
Hi Sarah, No
WELCOME

Send: Email 2

You're on the list. Enjoy 10% off your first Subject Line: [COUPONI Your 10% off
order with code WELCOME10. expires in two days

Delay 2 Days

Yes Did customer make an order in last
2 days?

FREE SHIPPING ON ORDERS OVER £50 No

Send: Email 3
Subject Line: [10% OFF] Today's the last day

Delay 5 days

Did customer open any email in
past 10 days?

Send: Email 4
Subject Line: [Last Shotl Get 15% Off. Today
Only.

Exit
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Site Search
ca m pa ig n Customer types search phrase or

keyword into search box

Triggered after someone uses the site search Delay 3 hours
but goes no further in their buyer journey.

These emails use support-style messaging ] Yes Has customer received a browse
that asks whether the shopper found what Exit campaign in the last 7 days?

they were looking for, with the keyword in the

subject line. No
E leT late: ] Yes Did customer make an order in last
Xxampie ilempiate: Exit 3hrs?
YOUR BRAND
No
Hi John,

Searching for Men's Shoes?

We noticed you were searching. Could you Send: Email 1

find what you were looking for? Our store is Subject Line: Searching for {keyword}?

updated daily

Delay 1 Day
CONTINUE SHOPPING

TOP SELLING MEN'S SHOES

Yes Did customer make an order in last

Exit 1day?

No
£29 £35 £19

Send: Email 2
Subject Line: We have {keyword} and
more?

Delay 2 Days

Yes Did customer make an order in last
2 day?

Exit

No

Did customer open ANY of the
emails in this flow?

Send: Email 3
Subject Line: Take another look...

Exit
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Category Browse
Campaign

Customer browses category page &
left before viewing any products

Focuses on shoppers in the middle of the Delay 2hrs
funnel who browsed category pages and left
without clicking any products. These emails it Yes Has customer received a browse
are tailored to get shoppers back to the Xl campaign in the last 7 days?
category they left off from.
No
Example Template:
] Yes Did customer make an order in last
Exit 2hrs?
YOUR BRAND
Shopping For Womens Nz

Shoes?

Fresh styles just landed in the category you
were browsing

=T it

NEW IN WOMENS

£29 £35 £19

Exit

D€ ENGRGE

Send: Email 1
Subject Line: Shop {category_title} now.

Delay 2 Day

Yes Did customer make an order in last
2 day?

No

Send: Email 2
Subject Line: View the latest {category_titlel
selection.

Delay 1 Day

Yes Did customer make an order in last
1day?

No

Did customer open either of the
previous 2 emails?

Send: Email 3
Subject Line: Did you see these items?

Exit
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Product Browse
ca m pa ig n Customer browses product page &

left before adding items to cart

Targets shoppers who browsed a product Delay 70min
page and left before adding any items to their
cart. In many cases this series can outperform Yes Has customer received a browse
. Exit ferm f
the cart abandonment campaigns. campaign in the last 7 days?
No
Example Template:
Y . .
VEUR BRAND HOP | NEWIN | A Eyit €s Did customer make an order in last
X 70min?
Hi Jennifer,
. I
Still Deciding? -
You know you want to.. take another look at
the Pink Bomber Jacket
Send: Email 1
Subject Line: A quick reminder...
Delay 2 Day
Yes Did customer make an order in last
YOU MIGHT ALSO LIKE Exit 2 day?
No
£29 £35 £19
EXl EXXE EZXXB -
Send: Email 2
Subject Line: Shop {product_titlel and
more...
Delay 1 Day
. Yes Did customer make an order in last
Exit 1 day?
No
Did customer use coupon code in past
Q0 days
Send: Email 3 Send: Email 3
Subject Line: Almost sold out - Subject Line: [ONLY FOR 24hrs] Your
{product_title} Exclusive Discount..
Exit Exit
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Cart
Abandonment Curtomeradsiems o cart e
Series (Basic)

Delay 45min
Take action and follow up with customers who _ Yes Has customer received a browse
ditch their carts before completing their Exit campaign in the last 7 days?
transactions. Giving that extra nudge can result
in upwards of a 10% boost in sales to your No
store.
Yes Did customer make an order in last
Exit inD
min:
Example Template: 8
YOUR BRAND SHOP | NEW/IN | SA No
Peter.
You left something behind. Send: Email 1
We can only hold this item for 2 more days. Subject Line: Did you leave something
Hurry back to complete your order before it's behind?
sold out
Delay 2 Day
] Yes Did customer make an order in last
Exit "1 2 day?
No

Did customer use coupon code in past

Q0 days
Send: Email 2 Send: Email 2
Subject Line: Don't let these items get Subject Line: [ONLY 48hrs] Your exclusive
away... discount is inside.
Delay 1 Day Delay 1 Day
. €% Did customer make an order in . €% Did customer make an order in
Exit | last 1 day? Exit | last 1 day?
No No
Send: Email 3 Send: Email 3
Subject Line: These items are almost sold Subject Line: [24hrs Leftl Your exclusive
out discount is about to expire.
Exit Exit

36 ENGHGE Email marketing for ambitious DTC brands




D€ ENGAGE

Cart
Abandonment
Series
(Advanced)

Customer adds items to cart before
completing their order

Delay 45min

] Yes Has customer received a browse
Exit campaign in the last 7 days?
Takes cart abandonment to the next level by
segmenting users on additional variables like No
basket value. You might offer people with a
basket over £150 an incentive, as opposed to
people with a basket under £150. Eyit Yes Did customer make an order in last
Xl 45min?
Example Template: No
YOUR BRAND :
Send: Email 1
Peter. Subject Line: Did you leave something
Your basket's worth a treat.
Delay 2 Day
Here's an exclusive discount on your order,
for the next 48 hours only
] Yes Did customer make an order in last
Exit P 2 day?
No
Is the basket value greater than £150?
(0]
Send: Email 2 Send: Email 2
Subject Line: [ONLY 48hrs] Your exclusive Subject Line: Don't let these items get
discount is inside. away...
Delay 1 Day Delay 1 Day

es

—

Did customer make an order in

Exit last 1 day?

No

es

—

Did customer make an order in

Exit last 1 day?

No

Send: Email 3
Subject Line: [24hrs Left] Your exclusive
discount is about to expire.

Send: Email 3
Subject Line: These items are almost sold
out

Exit

D€ ENGRGE

Exit
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First Purchase
we I co m e Customer makes their first order

(]
Campaign
. . ) ) Send: Email 1
Aimed at welcoming first-time buyers to your Subject Line: Thanks for your first purchase!
brand and encouraging them to make another
purchase. These campaigns usually convert Delay 5 Days
better when you can offer some incentive to
get new customers to buy again. . Yes Did customer make a 2nd order in
Exit last 5 days?
Example Template: |
o
YOUR BRAND
Michael, Send: Email 2
Subject Line: Shop our new arrivals & get
25% your next order
Thanks For Your First
1
Purchase! DR e Do
Welcome to the family! Below is a selection
of our latest styles, plus a special gift to get
youon yourway . Yes Did customer make an order in last
Exit 2 day?
SHOP OUR NEW ARRIVALS No

Did customer open ANY of the
emails in this flow?

£29 £35 £19

Send: Email 3
Subject Line: Your 25% off is waiting...

Exit
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Replenishment
Campaign

Focused on getting customers to buy products
that have repeat purchase behaviour. The idea
is to wait until you'd expect them to need a
refill or top up and, if they didn't buy again, this
campaign is triggered.

Example Template:

YOUR BRAND

Time For a New Case?

We hope you're enjoying the last case you
purchased. By our count, you're due to be
running low.

REORDER NOW

Exit

Exit

Exit

Yes

Yes

Yes

Customer bought product X

Delay Y Days | (depends on product lifecycle)

Did customer buy X since their
previous purchase?

No

Send: Email 1
Subject Line: Time to top up?

Delay 2 Day

Did customer make an order in last
2 day?

Send: Email 2
Subject Line: Time for more {product_title}?

Delay 1 Day

Did customer make an order in last
1day?

No

Is customer order total greater than or
equal to 3?

Send: Email 3

{product_titlel?

Subject Line: Running low on

Send: Email 3
Subject Line: Top up now and get 10% Off.

D€ ENGRGE

Exit

Exit
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C O M ME

Product Cross Sell
ca m pa ig n Customer bought product X BUT not

product Y

Identifies the items a customer just bought and Delay 1 Day
emails them a selection of additional items

that compliment their purchase. Bought a pair ] Yes Did customer buy Y since their
of shoes but not socks? The emails might Exit previous purchase?

cross promote socks or shoelaces.

Example Template:
Send: Email 1
Subject Line: Complete Your {product}

YOUR BRAND

Complete The Look. Delay 2 Day

View other items also bought with your new
outfit.

Yes
Exit Did customer buy Y in last 2 day?

Subject Line: We Think You'll Also Like

ACCESSORIES TO COMPLETE YOUR LOOK {product}
Delay 1 Day
£29 £35 £19 Ves
[svoron J - svorvon J svor vow Exit Did customer buy Y in last 1 day?
No
Send: Email 3
Subject Line: Complete Your Look Now and
Get 15% Off.
Exit
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Dormant Shopper
Campaign

Targets existing customers who made a

purchase but haven't been back to the site or
bought again in a given time period. Very Exit

successful at re-activating customers and
increasing the lifetime value they spend with
your brand.

Example Template:

YOUR BRAND

Tom,

0
15% OFF Exit

WE MISS YOU!!

It's been way too long. Use code
COMEBACKI15 for 15% off your next order

CONTINUE SHOPPING

SHOP NEW ARRIVALS

£29 £35 £19

|_stopnow Exit

Exit
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Customer made an order

Delay 120 days

Yes Did customer make an order in the
last 120 days?

No

Send: Email 1
Subject Line: {first_namel, We Miss You!

Delay 2 Day

Yes Did customer make an order in last
2 day?

Send: Email 2
Subject Line: Get X% Off For 48hrs

Delay 1 Day

Yes Did customer make an order in last
1day?

No

Send: Email 3
Subject Line: [ONLY FOR 24hrs] Your
Exclusive Discount...

Delay 60 days

Yes Did customer make an order in last
60 days?
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