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From Discount Elf to Empathetic Santa:

How the role of a CRM manager
will shift this holiday season



73%

Source: Google commissioned Ipsos COVID-19 tracker

holiday shoppers say they plan to do 
more shopping online this year than in 
previous years.



Your audience is your north star1
Make your emails meaningful2
Think about your omnichannel strategy3

From discount Elf to empathetic Santa

Have contingency plans in place4



Your Audience
Is Your 
North Star



Think about new audience segments

Look at trends 
from COVID 
campaigns

AI can help 
target people 
most likely to 

engage

Add opt-down 
options in your 

preference 
center 



Acquire smartly and focus on retention

30% 
shoppers have purchased 
from a new business this 
year2

Source: 1 Deloitte_Holiday 2019 Consumer Survey Findings 2 Google commissioned Ipsos COVID-19 tracker

79% 
shoppers were open to 
trying new retailers during 
the 2019 holiday season1 Acquire high-intent prospects with predictive analytics1

Reward your most loyal customers 2



Remember this year when suddenly email was not dead?



Make
Your Emails
Meaningful



Stand out with meaningful personalization

Optimize send time for max engagement1
Personalize sale emails with viewed items 2
A/B test your messages and incentives now3



Tie Everything 
Together With an
Omnichannel 
Strategy



Create a seamless online-offline connection

Ensure safe and easy in-store and curbside1
Make returns/exchange convenient2



Be Prepared With
Contingency Plans



Be prepared with contingency plans

Inform people about last day for free shipping1
Over-communicate in case of shipping delays2
Prepare a plan of action and apology/alert templates3
Accept replies to emails and CC customer support4

Traditional delivery 
providers, globally, are 
expected to exceed 
capacity by

5% 
 

Source: Google commissioned Ipsos COVID-19 tracker



Have A Happy 
Holiday Season!


