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Enabling Marketing Automation: From Chaos to Clarity

In a world awash with data, determining what is useful and what is meaningless chatter can be a  
daunting task. 

Swift Digital has developed Profile 360 as a practical engagement tool to help you measure and make 
sense of the data that matters. 

Presented intuitively, this data can help you greatly improve your ROI through deploying relevant 
marketing activities that drives shorter sales cycle and faster adoption.

What is a customer engagement score?
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A customer engagement score is a measure of just how well your customers are connected to 
your brand. 

Each customer has a unique score based on their interactions with your products and services. 
The higher the score, the happier the customer and the more likely they are to engage or reengage 
with you. 

Engagement scores are automatically generated by tracking activities such as web clicks, opening and 
reading marketing emails, registering for an event, completing a survey, filling in an online form or 
downloading a whitepaper.

Engagement scoring is more effective and reliable than simply surveying your customers, since surveys 
require a conscious response, which is easily influenced by personal and environmental context. 



How are engagement scores used?

How does Profile 360 generate an engagement score?
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You can use these scores to create new market segments based on their engagement levels and 
combine them with other data such as demographics or client lifecycle stage. 

Your most engaged prospective customers are going to be the ones your sales team pay the most 
attention to. You might use the engagement score to identify your most engaged clients in a certain 
location, then use the data to invite them to an event. 

Similarly, you can segment clients that are less engaged and deploy strategies to address them in 
different ways. 

Your least engaged existing customers are the ones you run the most risk of losing. Generating a report 
of existing disengaged customers will allow you to deploy a reengagement strategy. 

Engagement scores allow you to accurately measure the effectiveness of your marketing and 
communications and take action based on real data. 

The Swift Digital platform is designed for you to unify key online communications activities. 

It's a fully integrated marketing automation platform, email campaign tool, event management solution, 
SMS gateway and survey tool that doesn't compromise on functionality. The platform is easy to use, 
intuitive, and fast to deploy. 

Profile 360 collates interactions from across the platform to create a powerful reporting tool - a virtual 
window into the mind of your customer. 
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Each action builds toward the individual 
engagement score 

These include:

•   Opening and reading e-newsletters

•    Forwarding an email or newsletter article

•    Opening a promotional email campaign

•    Receiving a transactional email message

•    Receiving a triggered email campaign

•    Registering for an event

•    Downloading a whitepaper

•    Attending an event 

•    Answering an online survey

•    Receiving and replying to an SMS

•    Goal conversions

•    Visiting website

•    Social sharing

Each interaction with these key communication 
touch points contributes to the customer 
engagement score, building a complete picture of 
your customer engagement level. 

You decide which activities to track and how many 
points to attribute to each in order to build the 
score.

In fact, you can create separate custom scores for 
different market segments or internal business 
units. 



Key Features of Profile 360
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This is the complete view of your customer, including database fields, interaction history, and their 
personal engagement score. 

Having a complete view of customer interactions gives you the deepest insight into their engagements 
with you. 

Here you can see:

•    When they subscribed to your newsletter

•    When they were added to the database and by whom

•    Demographic data collected during subscription

•    Additional demographic data collected through an ‘update    

      details’ action or supplemented from an external source such  

      as CRM

•    Their last activity date

•    Subscription/unsubscrpition status to email and SMS

•    The number  of emails opened, clicked and forwarded

•    The number of event invitations they have accepted, 

     declined, attended, cancelled or paid for

•    Surveys responded to 

•    SMS messages received

•    Website visits

•    Conversions such as online purchases



Granular Activity score
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Details of these interactions are also visible here, allowing you to drill down into the specifics of an 
interaction.

Once you set your activity scores, you can quickly and easily view the engagement levels across your 
entire database. 

Scores can be set for email activities – opened and email, clicked on a link or forwarded the message. 
Similarly event related activities can be rated for registrations, attendance, cancelled, declined, waitlisted 
and paid. Surveys submitted and SMS messages received can also contribute to the ranking. 
Conversion tracking allows you to measure and score actions such as site visits or completion of online 
forms. 

Each action can have a different ranking. Negative rankings can even be set if someone unsubscribes. 

The customisable view also lets you view across a specific date range or select specific activity types to 
measure. Run a report on email campaign interaction for the last 12 months, for example. Or see which 
customers are attending the most events. The data is at your fingertips. 
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Using a slider to segment engagement score

The report will show segments for highly engaged, engaged, neutral, and inactive subscribers and 
precise numbers in each segment. You can further manipulate the data with the Slider.

The slider is a unique way to segment your data into precise numbers across your entire database or 
filtered by date and activity types. You see in real time the size of the engaged segments as you move 
the slider bars up and down. You can then add then to a specific mail list, export the data or drill down 
for a detailed view of who is on in the report. 
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For example, you may wish to send an event invitation to your most engaged clients. The slider allows 
you to specify how many people will be on the invite list, view the list members and add them to an 
invite mail list. 

Conversely, you may wish to export a list of your least engaged customers to build a database for a 
telemarketing or direct mail campaign. 
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User and Custom Scores 

For example, you may wish to send an event invitation to your most engaged clients. The slider allows 
you to specify how many people will be on the invite list, view the list members and add them to an 
invite mail list. 

Conversely, you may wish to export a list of your least engaged customers to build a database for a 
telemarketing or direct mail campaign. 
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Fast, easy and accurate

Profile 360 is simple to use and can be set up in minutes. The intuitive interface gives you the power to 
use real time data to measure customer engagement without having to grapple with complicated, clunky 
systems. 

Like the whole of the Swift Digital platform, Profile 360 is designed for real marketing people who want 
practical solutions that can be deployed quickly. 

CRM integration

Profile 360 is the key to integration with your CRM.

Data available in the subscriber profile including the Profile 360 score can be seamlessly integrated with 
your customer profile data in a CRM such as Salesforce or Microsoft Dynamics.

Bi-directional synchronisation ensures that any changes in your CRM are reflected in real time in your 
Swift Digital data, and vice versa. 

This gives your CRM users access to information about online interactions through the tools they 
use daily. 

Please view the CRM integration document for more information, or request it from 
Paul.Hodgson@swift digital.com.au



For example, you may wish to send an event invitation to your most engaged clients. The slider allows 
you to specify how many people will be on the invite list, view the list members and add them to an 
invite mail list. 

Conversely, you may wish to export a list of your least engaged customers to build a database for a 
telemarketing or direct mail campaign. 
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