e N
HARMAN

Q A SAMSUNG COMPANY

HARMAN INTERNATIONAL CONFIDENTIAL COPYRIGHT 2025

FROM AUTOMATION
TO PERSONALIZATION

Rudi Claassen

June 2025



From automation to personalization )

LET ME INTRODUCE MYSELF HARMAN

First Party Data strategy

personalized marketing at scale

60K to 1.8 million

Work experiences
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Manager CRM & Email Marketing
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HARMAN develops innovative solutions that
ate smart experiences to make life easier,
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From automation to personalization

OUR BUSINESSES
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From automation to personalization

OUR CHALLENGES
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Complexity
Managing multiple brands, each
with distinct identities and

audiences

Maturity
Need to maintain consistent,
personalized customer
experiences across diverse
markets, especially EMEA

Migration
From Salesforce Marketing
Cloud (a highly sophisticated
platform) to Simon Data (a

simpler, more streamlined
CDP/ESP)

b

l
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From automation to personalization
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From automation to personalization )

LANDSCAPE (SIMPLIFIED) HARMAN

ENGAGEMENT DATA

_M .q Simon Mail

commerce cloud
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From automation to personalization

END GOAL: CUSTOMER JOURNEY OF LISA (28)
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Everyone walks around
with earbuds, let me -,
check if it's something

for me...

Want to buy headphones or,
earphones/earbuds? Find

I'd want to have the
perfect fit for my
needs and comfort

Search Identification

I’m unsure about the
battery life, some
reviews are hesitant
about this

Intent

Yes, my new earbuds are
coming! Can't wait to
unpack them and know
what is the fuzz about

Purchase

There is so much to
unpack, the earbuds,
the case. AND there is
an app! | don’t know
where to start?

First use

. He! That might be
an interesting
product too. How
would that fit in my
daily routine?

Yep, can’t live
without them. They
are glued to my ear and
will not leave my side.

Habit Cross-sell
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From automation to personalization )

END GOAL: CUSTOMER JOURNEY TRIGGERS HARMAN

On-site searches for: °.
“Best earbuds” and |BL is
first hit in

Sees promotions
about new |BL

Compares options that

-People also ask:- section fits with her needs Starts using main . products
Reads blog about earbuds product features and is
happy/unhappy with
Want to buy headphones or, usage
earphones/earbuds? Find Reads more about Eull dons th
product whilst waiting for ully acopts ¢ c
delivery product into her daily
Finds ‘Help me choose’ routine, no active
instore and learns more information demand
about product
Search Identification Intent Purchase First use Habit Cross-sell
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HOW DOES THAT WORK?

Initiate the Golden Question Project ..



P
HARMAN

|
1

‘IIlliil-iliiiiiiiiiiiii.

‘What’
data
What she
buys
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‘What’ ‘How’ data
data . Which
What she channel she
buys : uses




‘Why’ data
Why she
wants that
specific
product

‘What’
data
What she
buys

‘How’ data
Which
channel she
uses
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From automation to personalization )

AVAILABLE FIRST PARTY DATA HARMAN

‘Why’
Interaction
data
‘What’ ‘How’
Profile data

Attitudinal
data
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From automation to personalization

AVAILABLE FIRST PARTY DATA
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NPS/Sentiment

GWhY’
Birthdate Interaction
data

Country & Language

‘What’ ‘How’
Profile data Attitudinal
data

Product registration

Nr of transactions Last purchase date

Spend per order
and total

(Email) address
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From automation to personalization

AVAILABLE FIRST PARTY DATA
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Opt-in source
First/Last

Email opens/clicks Buying platform

NPS/Sentiment

GWhY’
Birthdate Interaction
data

Country & Language

‘How’

‘What’

Profile data Attitudinal

._.‘ - data

Product registration

Nr of transactions Last purchase date

Spend per order
and total

(Email) address
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From automation to personalization

AVAILABLE FIRST PARTY DATA
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Opt-in source
First/Last

Email opens/clicks

Buying platf
NPS/Sentiment uying plattorm

‘Why’
Interaction
data

Birthdate

Country & Language ‘How’

Attitudinal
data

‘What’
Profile data

Product registration

Nr of transactions Last purchase date

Spend per order
and total

(Email) address

Color preference

Lifestyle

Feature importance

Sales conne
(price driven) :

NPI
(innovation driven)

@] Brand love
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From automation to personalization )

HOW DID WE INCREASE OUR ACTIONABLE CUSTOMER INSIGHTS? HARMAN

. .
REGISTER YOUR PRODUCT I“

LIGHT IT

Take your party to the next My Products
level with choreographed i s
P fou're currently logged in ss Bart Pollé. not you, in.
JBL Charge 5 Wi-Fi
& 50%
MARR | Manih. | mMaRkh
PRODUCT SELECTION -
&

.

$ cALLUS =
PARTYLIGHT BEAM PARTYLIGHT STICK MADER,, Collus now at: +44161222 332 g
@) 00-15:00

-m.m..,

CAN'T FIND

CRM DATABASE & EMAIL
MARKETING

PRODUCT REGISTRATION &
ONBOARDING

GAMIFICATION (E.G. ON-SITE

JBLAPPS AND DURING EVENTS)
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Example |: Black Friday Data Enrichment Campaign )
HARMAN

CAMPAIGN FLOW ARMAN

™ Lead Generation via
E’%_‘J Instagram & Lead Generation via

Facebook m website banner
\ Pre-register via /
homepage jbl.com . .
MI: Invite to share page ) Tell-a-friend via

Build anticipation + questionnaire

Timing: Nov 4, 2024

Questionnaire to capture product
. preferences based on the budget,
category & product features. Teasing
an exclusive offer there.
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Example |: Black Friday Data Enrichment Campaign

DATA ENRICHMENT
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Free Shipping & Return Premium Audio UNIDAYS Blog News

IBL Featured Speakers Headphones Earbuds Gaming Outlet Refurbished

Gaming Headsets Partyboxes Wireless Earbuds Portable Speakers Soundbars

Sign up now

Discover JBL v Auto Manufacturers Support v

All JBL products

Qaaw

Landing Page with preferences
For users to fill in the preferred product
category.

* Question:

Which JBL products do you like most?
 Data enrichment:

Interest

HARMAN INTERNATIONAL CONFIDENTIAL COPYRIGHT 2025
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Example |: Black Friday Data Enrichment Campaign N
PERSONALIZED BLACK FRIDAY ANNOUNCEMENT HARMAN

Gaming PB, PS, & HA Earbuds All/Fallback

YOUR EXCLUSIVE YOUR EXCLUSIVE
DISCOUNT IS HERE DISCOUNT IS HERE

Bold sound st Black Friday prices. Shop now and use your
Bold sound at Black Friday prices. Shop now and use your 1ow and use your newsletter exclusive extra 10% discount® by applying it at

newsletter exclusive extra 10% discount* by applying it at by applying it at the checkout
the checkout.

P NG
St See T&Cs at the bottom of this email
See TACs ot the bottom of this email omall
DISCOVER BLACK FRIDAY SALE
YOUR PERSONALISED OFFER YO 3ED OFFER
BASED ON YOUR PREFERENCES AEFERENCES

JBL TOUR ONE M2

Wireless ovor-oar Noiss Cancesiing
hesdphanes

JBL QUANTUM STREAM JBL TUNE BEAM
Dual pattern promium USH mictopharie

True witelans Noise Gancefing earbiids
foe atreaming, rocording and gamiog

SHOP NOW
SHOP NOW NOV

JBL TOUR ONE M2
Wirelos ol

SHOP NOW
SHOP NOW

£ Gt JBL LIVE PRO 2
Witeloss oyer-eat Noiwe Gancalling JBL XTREME 3
nes

Trio wirolss Nolse Cancalfing earbuds
Partatile witerpeool spoaknr

SHOP NOW
SHOP NOW SHOP NOW
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Example 2: Golden Questions In New Product Introduction Email N

ASK IT IN RELEVANT MOMENTS HARMAN

»

Y 1 ‘JBLNEV!SM.

e S o e
B v ot ing St Sl g 2 4

1) P piar SO 39 pet T Sy

NEW ARRIVAL

Fr—————u

TELL US WHAT YOU LIKE!

This way we'll share the most relevant || Are you proud toown a
newsletter-exclusive offers and JBL updates!
: ' JBL product?
= B E : % K N ow .
e -

Headphones Partyboxes

Home Audio Gaming Everything

WE'VEGOTTO orooome==
KNOW!
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Example 3: Personalized New Product Introduction Email

NEWSLETTER Q2 EARBUDS AND PORTABLES BASED ON PREFERENCES
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NEW ARRIVAL NEW ARRIVAL

OUR BEST-SOUNDING OUR BEST-SOUNDING
HEADPHONES EVER HEADPHONES EVER

JBL TOUR ONE
M3

Delivers JBL Spatial 360 sound with head
tracking and features True Adaptive Noise
Cancelling 2.0 for a stunning sound
experience.

DISCOVER

EARBUDS?

Did you know that we all have
different ears and what fits you
may not fit another person? How
do you know which earbuds are
perfect for you? Check our JBL
Fit Checker out!

EXPLORE FITCHECKER
DISCOVER ALL EARBUDS

SPEAKERS?

Loving the bold JBL sound but don't
know which product to choose? We got
you! Check our product comparison
table out to determine which features
are a must for you in your speaker.

COMPARE JBL SPEAKERS

DISCOVER ALL SPEAKERS

HARMAN INTERNATIONAL CONFIDENTIAL COPYRIGHT 2025
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Example 4: Product Unboxing Journey N
PARTYBOX — TAILORED CONTENT AND CROSS SELL ACCESSORIES HARMAN

N QUICK START YOUR EXPERIENCE
mor YO

Discover our How-to video for your product and learn how to use
itin minutes!

JBL PartyBox
Wireless Mic

Make your good times even better with
JBL PartyBox Wireless Mics. Just
connect them to your JBL PartyBox and
let your voice be heard.

SHOP NOW

EQUALIZER

Level up your sound by adjusting the
equalizer to find your perfect setup.

STILL LOOKING FOR SOMETHING?

SN JETHN IE |

NoiwConcalieg  PorubloSpesbers  Gemng  PotySpeomers  War

Download for Android ->
Download for iOS >

HARMAN INTERNATIONAL CONFIDENTIAL COPYRIGHT 2025 2



From automation to personalization

LESSONS LEARNED & BEST PRACTICES
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KPI SETTING
Year ©2024 @2025
15%
10%
7.38% 781%  795% 7.13%
5.77% .
5% 20 70% 3.72% 491%

97% 4 482%
379%  366% 3.60% 330%

»

0%
o - A A S A
& (0?,\\!@%.\6‘ ot K \ IR R & o
&

W g v-‘f*(jaq-@ o Q\O\@ 0‘3@

Month

Setting clear KPIs for personalization at
scale with a cross functional team and
shared roadmap

START SMALL ACCELERATE

Happy birthday!
UBL

TELL US WHAT YOU LIKE!

This way we'll share the most relevant
newsletter-exclusive offers and JBL updates!

ohal Of 6

Speakers Earbuds

= [ B

Home Audio Gaming Everything

Headphones Partyboxes

DISCOVER JBL

Multiple data enrichment strategies

Implement first (scalable) use case
Golden Question Project!

Birthday campaign

HARMAN INTERNATIONAL CONFIDENTIAL COPYRIGHT 2025
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From automation to personalization e N

QUESTIONS? HARMAN

Scan QR code for more
information about me E
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