
The relationship between media
businesses and their customers has
changed: fundamentally, and for
ever. Today’s media consumer is
more connected, mobile, social and
demanding than at any time in
history. They have the tools, and the
confidence, to control their own
experience, and they are consuming
media when and where they choose.
They have an ever-increasing
expectation around the experiences
they want. They know they have
influence and want to be treated as
individuals. They are now an active,
rather than passive, stakeholder in
every media business. No longer are
customers merely the recipients and
consumers of content and entertain-
ment; today they play a growing role
in determining its substance, timing
and channel of delivery. They have, in
effect, moved into a partnership role
with media and entertainment
providers, publishers and producers.

This creates numerous challenges for
your media organisation. Traditional
media models are waning and new
mobile, digital-first and blended
models emerging. It is becoming
imperative to transition to a more
direct-to-consumer model which paves
the way for higher-value interaction
and dialogue with your customers.
You must go beyond thinking only of
distribution models across online,
mobile and social channels. The
content you produce, the timing and
flexibility of your delivery and the
customer service you provide all
impact the relevance that customers
perceive. Breaking boundaries and
shaking off pre-conceptions is vital.
Above all, you must support growth:
boost acquisition and retention, grow
loyalty, reduce churn, gain advocacy,
open up new market opportunity
and create new revenue streams.

Personalising business

Today’s challenge is to create a truly
personalised relationship with each
consumer in a way which supports
every aspect of your business. It
must not only enable you to plan
and market better, but to put insight
about the customer to work
everywhere inside your business.
Customer touch points must be
seamlessly joined up, with
information made accessible across
the organisation so that everyone,
from Planning to Marketing, can
leverage it: fast, easily and flexibly.
Taking each individual customer on a
journey with true personalisation of
the customer relationship could
transform your whole organisation.

Engaging with your customers on a
one-to-one basis is one of the keys to
retaining their attention in a world
which delivers a vast and tempting
array of compelling competitive
content, alternative channels and
events. These can quickly draw eyes,
ears and enthusiasm away from your
brand. However, the platforms you 

put in place must do even more than
that. The sector is evolving rapidly
and, because you are at the leading
edge of consumer technology
adoption, the pace of change is
accelerating. New entrants constantly
encroach on traditional territories, and
competition for the consumer wallet,
as well as their attention, is fierce. It
means you must innovate constantly,
develop new platforms and apps
rapidly, and have real-time visibility to
catch and ride the latest waves of
interest. Nothing can get in the way
of your business or marketing agility.

GETTING PERSONAL 
WITH MEDIA CONSUMERS
Driving relevance and creating one-to-one
relationships with a changing media audience

News UK (formerly News
International) is transforming
its business with help from
Salesforce. Today it manages
every customer interaction via
Salesforce and is actively
using the social web to boost
relationships externally and
internally. It uses a broad set
of Salesforce solutions,
including Salesforce Service
Cloud, Chatter and Salesforce1.

“We’re reporting significant
business results with
Salesforce. Today we're
servicing customers in new
and different ways. It gives us
the agility to move much
quicker than we could
previously. Salesforce lets us
focus our teams on innovation,
creativity, and deploying the
best product that we can into
the marketplace.”  

Paul Cheesborough

CIO, News UK

With Salesforce Consumer
Engagement solutions,
media companies are

gaining amazing results

Source: Customer Relationship Survey 2014 
by Confirmit Inc. (4,100+ customers)

Sales
up by 32%

Customer
Satisfaction
up by 40%

Marketing ROI
up by 40% 

Customer
Retention
up by 39%

Time to Deploy
down by 55%



Information in action

Thanks to the big data that flows in
from many directions, you may now
be inundated with information about
consumers, their personal preferences
and behaviours. Not only can you use
this to innovate but, thanks to online,
mobile and social technology, you can
use it to enhance your dialogue. The
richness of information at your finger-
tips presents amazing opportunity —
if only you can capture, store and
interpret it and make it actionable. You
need smart analytics that help you to
determine audience desires, if you are
to direct future content or programme
plans, as well as develop compelling
personalised offers and rewards.

Everything in your landscape is
driving change and a requirement for
powerful, flexible platforms and
information management solutions.
You must make the right partnership
and platform choices to help you
engage. You must also ensure you can
put data to work to deliver the
business, as well as the customer,
benefits to drive growth and success.

Personalise with Salesforce

Creating highly personalised, one-to-
one journeys that span every channel
and device can turn anonymous
customers into passionate advocates.
Salesforce consumer engagement
solutions such as Journey Builder, a
component of Salesforce Marketing
Cloud, can help you to create
personalised journeys. It enables you
to learn about individual customer
behaviours, content preferences,
social engagement and influence to:

• Create social relationships 
and dialogue

• Deliver preference-led, 
curated content

• Remind and reward consumers to 
incentivise consumption

• Match changing mobile channel 
and platform choices

• Provide proactive, personalised 
and relevant customer service

• Plan and manage highly-converting 
multi-channel marketing campaigns

• Create personalised, highly targeted 
offers and invitations

• Leverage mobile insights for 
proximity marketing

Salesforce delivers powerful business
tools to empower your internal teams.
They can inform not just your
customer engagement personnel
but teams across the business, and
enable collaboration. Salesforce
Analytics Cloud can deliver
actionable insight and intelligence
from a morass of information to:  

• Make informed decisions about 
planning, marketing and content

• Gain in-depth understanding of 
consumer motivation and mind-set

• Predictively spot new market 
opportunities

• Demonstrate transparency and 
trust to everyone

With Salesforce you can reshape and
support your business for the future.
Salesforce Marketing, Service, Analytics
and Community Cloud can transform
how you engage with customers. Using
Salesforce1 Platform you can pursue
business agility and real-time
innovation: incorporating powerful
self-service tools for rapid business
application and consumer app
development, while Salesforce Sales
Cloud can empower your sales 
teams everywhere.

Salesforce delivers a complete range
of consumer engagement solutions
for media organisations to unlock a
raft of business benefits including:

• Boost conversion rates from trial to 
subscriber status

• Command a greater share of 
consumer wallet

• Increase subscription levels and 
reduce customer churn

• Drive higher customer satisfaction 
and Net Promoter Scores

• Incentivise advocacy around 
products, services, content & brand 

GETTING PERSONAL WITH MEDIA CONSUMERS... CONTINUED

The FT works with Salesforce
to help it fulfil its core purpose
of delivering news to a
changing audience. Digital
subscribers have overtaken
print. The FT uses Salesforce
solutions to manage reader
relationships, enhance mobility
and information access, while
using Salesforce Chatter to
enhance internal collaboration.
It has listened to customers –
and found it simple to build
an app to meet their needs. It
now develops applications in
days and rolls them out
rapidly to meet changing
needs. Salesforce Marketing
Cloud helps it create highly
converting campaigns to
secure new subscriptions. 

“Salesforce has given us the
opportunity to listen to our
customer, and to respond to
our customer in the most
appropriate way. It all comes
back to putting the customer
at the heart of what we do.”

Christina Scott

CIO, Financial Times

Transform and energise your media business. Engage
audiences, readers and viewers in new and more personal
ways with Salesforce Consumer Engagement solutions.


