
Today’s consumers are more complex than ever before. 
Organizations that will continue to thrive are those that 
embrace the new customer-first dynamic and adapt 
their engagement strategies to address these new 
complexities—achieving better results for both their 
brand and their customers. Customer satisfaction 
now means that every interaction must align with each 
customer’s unique needs and expectations. Providing 
a highly relevant, personalized customer experience is 
just the start. When almost every company is prioritizing 
engaging with their customers digitally, how do you 
ensure you stand out and turn your outreaches into 
interactions?

With a plethora of options and robust digital tools 
becoming increasingly available, consumers are more 
willing than ever to leave a company that doesn’t 
provide the tools and experience they expect. The 
shift to digital engagement has not only led to greater 
choice, but the continuous stream of outreaches has 
also led content-saturated consumers to become 
fatigued and desensitized to digital communications. 
Nearly half of people report experiencing digital fatigue 
and 35% indicate they’re paying less attention to 
emails and texts than ever before.1 Companies are not 
only competing with other service providers for their 
customers’ attention, they’re competing with every 
digital communication their customers receive. As a 
result, efforts must be focused on delivering tailored, 
highly relevant engagements and offers in order to rise 
above the noise and ensure digital outreaches remain 
interactive. 

Overcoming digital fatigue is only the first hurdle, 
however. Once customers engage with you, the 
second hurdle becomes conquering decision fatigue 
and empowering them to feel ready to act or make a 
decision. With so many available options, consumers 
often become overwhelmed and pressured to either 
make a poor decision or avoid making a decision all 
together.*

By understanding the science behind consumer 
behavior, companies can overcome the fatigue and 
overstimulation barriers. Understanding the underlying 
perceptions and motivations behind your customers’ 
behaviors helps you shift those behaviors to achieve 
better results, satisfaction and loyalty.

are likely 
to leave 

their provider if they do not 
offer the digital tools they 
expect.1

*Learn more about decision fatigue: https://www2.symend.com/infocrunch-decision-fatigue/

CREATE CUSTOMERS FOR LIFE WITH 
THE SCIENCE OF ENGAGEMENT
Exceed the expectations of today’s digital-first consumers by 
matching the pace of their changing needs and behaviors
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DELIVERING HYPER-PERSONALIZATION 
AT SCALE

Customers interact with your business continuously. 
With the right approach, every interaction can lead 
to insights that enhance your awareness of your 
customers’ behaviors, which in turn helps drive hyper-
personalized interactions. The first step in achieving 
the outcomes you want and the outcomes that are 
best for your customers is understanding what your 
customers need in order to serve them in the right ways. 
Personalization not only helps overcome digital and 
decision fatigue, but leverages the unique preferences, 
motivations and needs of each customer to deliver 
engagements with a high level of individual relevance. 
Personalized calls to action have been shown to 
convert 202% better than default or standardized 
calls to action,3 making it possible to achieve better 
outcomes with far fewer outreaches and effort. Yet an 
effective personalization strategy is about more than 
just delivering relevant engagements—it requires careful 
attention to the overall delivery and experience involved 
in those outreach efforts. 

Timing: Does the customer 
respond best in the morning or 
evening? Weekdays or weekends?

Channel: Is the customer more 
responsive via email or text 
message?

Behavioral concepts: Is the 
customer responding better to 
messages that convey urgency, or 
those that convey empathy? 

Offer: Is the offer framed based on 
the customer’s unique needs and 
motivations? 

User experience: Could the 
user experience be simplified 
to minimize stress in a difficult 
situation? 

According to McKinsey, 67% 
of organizations admit they 
lack the correct tools to 
execute personalization at 
scale, while an additional 
41% say finding the right 
solution partner is a struggle.2

Layering each of these aspects is what we call hyper-
personalization, which creates a multiplier effect 
that continuously optimizes your interactions while 
identifying and validating patterns in behavior. From 
there, you need to test and rapidly adjust the next 
interaction based on learnings from the previous 
engagement with each customer—a critical element of 
effective digital engagement. 



DRIVING POSITIVE ACTIONS 
AND DECISION MAKING

While delivering hyper-personalized interactions 
can certainly help capture your customers’ attention 
amongst the overabundance of digital outreaches, it 
doesn’t guarantee they will be ready or able to make 
a decision. With too many available options, decision 
fatigue often leads customers to make a hasty or poor 
decision, just to get it over with, or to opt not to make 
a decision at all. Needless to say, the simpler you can 
make the decision-making process for customers—and 
the more obvious the decision is—the better. According 
to the Journal of Consumer Research, too much effort 
required in the decision-making process has been 
shown to negatively impact the customer experience 
and ultimately drive down loyalty and retention.4

Implementing a Choice Architecture—the process of 
framing tailored options to the customer to promote 
positive behavior5—helps lessen the decision-making 
burden while making it easier for customers to land 
on the most beneficial option. This architecture allows 
for choices to be framed in such a way that reduces 
cognitive effort and increases the likelihood of an 
optimal choice. Simply limiting the number of options 
that a customer has is one way to clearly point them 
toward the best decision.

Nudging the customer toward a beneficial choice 
can help them overcome the barriers that limit their 
decision-making abilities such as the perceived difficulty 
of the problem or the time available to make a stressful 
or difficult decision. By leveraging digital engagement 
strategies that match the pace of change, you can turn 
difficult conversations into positive experiences across 
the customer journey. By engaging with empathy, you 
can build brand loyalty and empower customers to 
take positive action—even during difficult situations. If 
consumers are aware of their options and feel equipped 
with insights or tips on how to make better decisions, 
they are more likely to feel supported and that the 
company has their best interests in mind.

Lead with empathy: Let them know that 
you understand this isn’t easy to hear or to 
deal with and showcase your empathy for 
their situation.

Educate: Explain in detail why they are 
getting this difficult message. Is their credit 
score too low? Why is it too low? What can 
they do to make it better and increase their 
chance of qualifying next time?  

Offer alternatives: Help the customer see 
other options available to them and give 
them a positive path forward.

TURN A DIFFICULT CONVERSATION 
INTO A POSITIVE EXPERIENCE
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SYMEND’S BEHAVIORAL 
ENGAGEMENT PLATFORMTM 

Leveraging a trifecta of behavioral science, data 
science and advanced analytics, Symend’s Behavioral 
Engagement PlatformTM transforms your customer 
experience by adapting to behavior, allowing you 
to experiment with and learn from every aspect of 
your digital interactions. These learnings can then be 
applied to create hyper-personalized interactions that 
are always relevant and optimized. Symend’s rapid 
experimentation, web testing and field testing create a 
strong foundation of insights on what drives customers 
to act and what messages resonate, ultimately helping 
you empower them with the solutions and tools they 
actually need and want. 

Symend’s algorithms can identify and predict key 
variations in customer behavior based on the way they 
interact with the communications they receive. Data 
scientists use these models in combination with a 
deep understanding of psychological biases, decision 
making and behavioral economics to develop hyper-
personalized communications that leave customers 
feeling understood. Harnessing the science behind 
what resonates with customers, the Symend Platform 
achieves open-rates up to 2.5 times the industry 
average and click-rates up to 5 times the industry 
average.*

With the science of engagement, you can design digital 
engagement strategies as unique as your customers 
while driving business impact that enables you to:

NEXT STEPS
Connect with us today to see how Symend’s Behavioral 
Engagement PlatformTM  can help you create and keep 
customers for life through scalable, behavior-based 
personalization.

Turn risk into opportunity: Leverage changing 
circumstances and difficult conversations 
as opportunities to build stronger customer 
relationships

Accelerate outcomes: Increase uptake of offers 
by delivering relevant messaging at the right time 
through the preferred channel

Adapt as customers change: Show your customers 
you understand by matching the pace of their 
changing needs, preferences and behaviors
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