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Internship: Wayfair LLC, Operations Co-op, Customer Service — Analytics & Insights W a [_- \

Project: Winback Campaign wayfair e My Lass My Account. [ (3 6 MEM Skills Applied

Your Rewards Balance: §1.15

To win back unhappy customers who have * Strategic Thinking - developing

had a negative experience with Wayfair by - Segmentation strategy and most affected
reaching out to them and apologizing for OUR GIFT IS 100 o PERFECT FOR segments with limited customer data

issues in near real time through ongoing C/ﬁ @ﬁ

scalable marketing program ™ 3‘1
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Agile — Addressing an unclear problem
through sprints and being diligent about
milestones
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Decision Making - developing measurement

2072 0FF 75 (o) 157 OFF Shoee framework and estimating ROI
USE PROMO CODE 13F40129458 USE PROMO CODE CES40129457

Dear kimbery, Tools Used

Aot has happened since you last shopped at Wayfalr We've added hundreds of new brands and housands of
new things home. And, we've missed you embly

.
TIME SPENT 'Fiv

Top 10% most ‘i

unhappy segments

Segmentation strategy

 Google Big Query — Real-time Customer Data
 Looker — Data Visualization
* SQL - Segmentation Logic

So we wanied 10 send a big hello, and a special reason 1 visit Waytair: your choice between 20% off one item or
15% off your entire order, using one of the codes above

Your ofer expires at midnight, 22522013, and yes, some extiusions 60 apply. See here for details. We offer a
Zillion things home at Waytair, and we know the right thing is here for you
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Granularity of Actions Incentive Options Warm regards,
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Lessons Learned

 Working in iterations and getting constant feedback is key for sustainable outcome
* Spending more time on defining the problem is worth it

* Cross-functional Leadership and effective communication



