
Digital Culture Network

From first timer to biggest 

fan – use your data to keep 

people coming back

Nick Kime and Peggy Naumann, 3 March 2021
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• Session will be recorded

• Introduce yourself in the chat

• Ask your questions using the Q&A function

• Session is being live captioned

Housekeeping
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Tailoring your communications

Mapping your customer journeys
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Tech roundup
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Mapping your 

customer engagement
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Imagine this ideal scenario…
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From first timer to biggest fan
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Live poll -

Do you track audience 

engagement?
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Live poll results
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Prospect
New single

ticket buyer

Repeat ticket 

buyer
Member

Event Audiences
Multi ticket buyer

Artist Development Prospect 1-2-1 support 

session

Peer learning 

forum

Funding 

Recipient
Artistic 

ambassador

On the mailing 

list 

no purchase

Purchased 

ticket for 1 

event in the 

last 12 months

Purchased 

ticket for 2 

events in the 

last 12 months

Purchased 3+ 

events in the 

last 12 months

Purchased 

membership in 
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months

On the mailing 

list

no engagement

Booked for 

1-2-1 

appointment in 
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Signed up for 

peer working 
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last 12 
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1–3 successful 
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for funding in 

last 5 years

Received 3+ 
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in last 5 years
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Communication 

through the 

audience lifecycle
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Sending a pre-event email

Event Audiences

Prospect
New single

ticket buyer

Repeat ticket buyer
Member

Multi ticket buyer
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Announcing new 

summer school dates
Youth Participant

Prospect school School Workshop 

attendee 

Summer School 

attendee
Youth Ambassador

Adult

ticket buyer
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2 minute break
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Journey 1: from new 

single ticket buyer to 

repeat ticket buyer
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New single

ticket buyer

Repeat ticket 

buyer
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New single

ticket buyer

Repeat ticket 

buyer



Digital Culture Network

Opportunities

• Collect marketing opt in

• Rebrand automated emails

• Send an automated welcome email

• Send a donation thank you email

• Collect information about regular donors

• Request a survey after the event

• Send a thank you email after the event

New single

ticket buyer

Repeat ticket 

buyer
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What is the value to your reader?
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Journey 2: from peer 

learning forum to 

funding recipient
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Peer learning forum Funding Recipient
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Peer learning forum Funding Recipient
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Peer learning forum Funding Recipient
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Managing your data
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Does this look familiar?
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Option 1
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Option 2
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Pulling your email lists

• Email 1 – has booked event ticket AND is 

tagged as single ticket buyer

• Email 2 – has booked event ticket AND is 

tagged as multiple ticket buyer

• Email 3 – has booked event ticket AND is 

tagged as member

• Email 4 (optional) – has booked tickets AND 

has no tag
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Tech roundup
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goodcrm.co.uk
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whitefuse.com
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beaconcrm.org
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salesforce.org
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Q&A
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Next steps
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digitalnetwork@artscouncil.org.uk 

digitalculturenetwork.org.uk

Join the conversation

@ace_dcn

#digitalculturenetwork

Get in touch
digitalnetwork@artscouncil.org.uk

digitalculturenetwork.org.uk

Join the conversation

@ace_dcn

#DigitalCultureNetwork

mailto:digitalnetwork@artscouncil.org.uk
mailto:digitalnetwork@artscouncil.org.uk

