
User opts-in

Customer life cycle
The various touch points for customers

What do marketing messages contain?
• Personalised content
• Exclusive offers
• Tips & advice
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Requirement
Compliance: User is required 
to proactively opt-in to 
marketing preferences

Requirement
Compliance: User is required 
to be able to opt-out as easily 
as it was for them to opt-in.

Requirement
Compliance: User is required 
to be able to opt-out as easily 
as it was for them to opt-in.

Benefit of opting-in
Visibility of coming soon and 
new as well as 
recommendations

Benefit of opting-in
Tips and advice for better use 
of the NOW TV product, drive 
down need for help.

Benefit of opting-in
Visibility of features bring 
better value of the product 
and user less likely to cancel.

Opportunities
Depending on issue, keeping 
in the loop and not missing 
out may satisfy a user need.

Last resort: Post cancel ‘Opt-
in to marketing preferences 
so we can keep in touch for 
when we get some great 
offers in’

Opportunities
First time login, possible 
oppourtunity to communicate 
markleting preferences

Opportunities
Potential to promote 
marketing messages at the 
end of watching to 
communicate ‘staying up to 
date'

Opportunities
Looking at why a user would 
want to opt out or opt in and 
to communicate the value 
and engagement they will get 
if opted-in.

‘On opt-out’ trigger, to show 
the user what they will miss 
out on if they decide to opt-
out.

Opportunities
Call centre to promote 
marketing messages for 
customers looking for more 
value

Opportunities
Explain our how we capture 
and store customer data for 
peace of mind.

Opportunities
Communciate the value to 
the user.

Welcome email to contain 
information about marketing 
preferences.

Opportunities
Communciate the benefits of 
opting-in

Communicate positioning of 
preference centre

Opportunities
Notify user about what they 
get from opting-in and create 
visibility through notificaitons

Opportunities
Post sign up communicate 
opt-in benefits and linking.

Loyalty: Give user a task to 
visit preference centre

Opportunities
On opt out educating the user 
the benefits of opting-back in.

Offer option to opt back in

Link user off to marketing 
preference centre

Opportunities
Prime users about messages

Brand Marketing messages 
as something like ‘NOW TV 
club’ user aware of this 
before getting to sign up.

Gaps
User can only opt-in or out, 
there is no other way 
currently that may be more 
useful to them.

Value of marketing messages 
is not as clear as it could be.

Gaps
Marketing preferences not 
used as a way to 
communicate value to the 
customer.

Gaps
Not logic for first time user, 
returning user etc

Gaps
No visibility of marketing 
messages

Gaps
No reminders to opt-in

Gaps
No information about 
marketing messages post 
signup

Gaps
Opting out is not clear and 
blends in

Only offers a complete opt 
out

Gaps
Currently user is 
automatically opted-in

First time a user is currently 
shown that there are 
marketing messages.

Gaps
No visibility of the value of 
marketing messages to the 
customer
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