
Yesterday’s Email Won’t Sell 
Today’s Retail Customer Experience

How four retail innovators are transforming the experience of email marketing

CUSTOMER EXPERIENCE DOESN’T STOP 
AT THE STOREFRONT

It’s no secret to retail leaders that their customers’ expectations 
for merchandising, value, and customer service have changed 
dramatically. While many retailers today are working to inte-
grate their various online and offline channels, consumers 
are changing their expectations far faster than many retail 
businesses realize. For all the industry talk of omni-channel, 
customers care less about the means—the channel—and  
more about the end—the experience.

That’s not to say the ability to market and to conduct commerce 
across channels isn’t critical—of course it is. But cross-channel 
coordination is just part of delivering the experience customers 

expect and reward with their shopping behavior. The most 
successful retailers have built upon these fundamentals to take 
a holistic view of the customer’s overall experience. As Deloitte 
noted, “winning online is not just about getting e-commerce 
right . It’s about building a cohesive, consistent, and compel-
ling experience across all touch points in the customer journey, 
both online and offline.”

RETAIL HAS EVOLVED. SO HAS EMAIL MARKETING

Creating a new model for that customer journey is one way new 
entrants are changing the retail game. Here is a snapshot of 
what some of the industry’s most innovative retail marketers are 
doing with email today.

Etsy relies on SparkPost’s global 
deliverability services and industry relations 
to connect 23 million buyers and sellers in 

nearly every country of the world.

Pinterest uses SparkPost to update email 
content in real time and to end batch 

campaigns altogether. They deliver the right 
message in the right channel—all based on 

individual behaviors and preferences.

Tobi implemented SparkPost as a complete 
replacement to their legacy ESP in just 11 
days. Our team’s deep domain expertise 
and proven implementation processes 

greatly reduced the risk of change.

Ebates connects data about email interactions 
to e-commerce shopping sessions in real-time 

and analyzes performance to make sure that the 
content, offer, and frequency of the message 
stream are optimized for maximum revenue.
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Throughout the customer experience are opportunities for a retailer to engage with a customer in 
just the right place, at just the right time. These “perishable moments” have a short life span and 
require that a customer’s online (or in-store) activity be recognized, interpreted, and responded to 
according to predictive analytics and business rules. The message that’s sent must be optimized 
for the user’s device and with content that’s relevant.

This sort of responsiveness is where traditional models of email marketing fail. Legacy stacks or 
inflexible ESPs cannot handle the real-time needs of data-driven marketing. The systems weren’t 
designed to stream analytics or generate personalized messages in real time. It’s not uncommon 
for older systems to batch data for time-delayed synchronization hours (or even days) after the 
data is recorded. These delays make it virtually impossible to seize upon the perishable moment 
to enable the sort of customer experience that defines the most successful retail businesses.

At nimble fast fashion retailers like Tobi, marketplace enablers like Ebates, PayPal, and Etsy, and 
industry game-changers like Pinterest, the old approach to email marketing has been replaced 
with real-time customer engagement, true one-to-one personalization, and real-time feedback 
and analytics.

These retail innovators have built upon SparkPost’s email delivery and analytics service to reduce 
overhead and delay in customer interactions. They rely upon it for one-to-one personalization 
and message generation in real-time, on demand. And they use SparkPost’s real-time analytics to 
enable an entirely new level of responsiveness and customer engagement that redefines the role 
of email in the retail consumer experience.

Sell More with SparkPost. 
Call 877-887-3039 or email hello@sparkpost.com.  
Follow us on Twitter @sparkpost or go to sparkpost.com.

“The vast majority 
of our emails are 
personalized by 
individual; there’s  
no more batch 
campaigning. 
Outside of strategic 
brand marketing,  
all messages will  
be one-to-one, 
based on users’ 
interests. With 
SparkPost’s real-
time email metrics, 
we can dynamically 
adjust our content 
with live feedback.”

—SETH WEISFELD, 
PINTEREST
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DON’T LET YOUR ESP HOLD YOU BACK

SPARKPOST IS EMAIL EVOLVED

SparkPost is the world’s number one email infrastructure provider. Our customers—including 
Pinterest, Twitter, CareerBuilder, LinkedIn, Salesforce, Zillow, and Comcast—send over 3 trillion 
messages a year, over 25% of the world’s legitimate email. The SparkPost service for sending 
API-driven transactional and marketing email provides the industry-leading performance, deliver-
ability, flexibility, and analytics they need to drive customer engagement for their business.


