
Choosing a platform that supports real-time, cross-channel customer 
engagement isn’t just a nice-to-have anymore: it’s a necessity.  

But finding a solution that meets your specific business needs, allows you 
to deliver relevant experiences, and fits seamlessly into your existing tech 

stack can be a challenge. So, where do you start? How do you choose?
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Customer Expectations Are on The Rise

Your customers’ expectations have 
increased dramatically over the past 
decade. With the rise of mobile and 
connected devices, today’s consumers 
have more opportunities to engage 
with your brand than ever—through 
your apps, on your website, in your 
stores, via social networks, and the 
list goes on.

With access to so many different connection 
points, customers now expect your brand 
to go above and beyond. Consumers want 
personalized experiences that add value.
That means reaching them at the time 
that’s most convenient to them, and on the 
channels that resonate with them. Customers 
expect brands to be just as human in the 
digital sphere as their local barista is while 
they’re serving up their favorite skinny oat-
milk latte (we don’t judge). 

Mobile changed the way we talked to 
consumers. We had to make our content 

mobile friendly, we had to make sure 
our experience served quickly on slower 
connection, we had to be able to meet 
the customers’ needs faster than ever 

before as time became an even scarcer 
commodity. Customer journeys have  

become critical. Customers don’t want 
to waste time or money. This requires 

the ability to understand and serve 
dynamic content throughout their 
journey while making sure to be 

respectful of their privacy.

JP KNAB
CMO, OVERSTOCK.COM

Source: A commissioned study conducted by Forrester Consulting on behalf of Braze, October 2019
Source: eMarketer Customer Experience 2020, February 2020

Source: Infogroup survey, May 2019
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Three Principles That Can Help 
You Meet Customer Expectations 

and Achieve Business Goals
While some steadfast engagement concepts like “sending the right message to 
the right person at the right time” remain true, delivering the relevant and high-value 
experiences that customers crave takes some additional work. To move the needle 
on key metrics for your brand, adhere to the following three key principles below.

Source: Proprietary Braze data
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Modern Customer Engagement 
Requires a Best-Of-Breed Solution

Carrying out successful customer engagement requires a technology strategy 
that’s built for today. While monolithic solutions and decades-old engagement 
tactics performed well in the past, our mobile-first, real-time world demands a 
best-of-breed solution.

Legacy Solutions vs. Best-of-Breed Solutions

Forrester Wave: Mobile Engagement Automation, Q3 ‘17

Marketing teams are leaving martech’s potential  

untapped, imperiling both their credibility and impact.

 —BENJAMIN BLOOM 

   SENIOR DIRECTOR ANALYST, GARTNER FOR MARKETERS

A greater number (57%) of organizations are leaning toward 

best-of-breed solutions over integrated suites (29%).

 —GARTNER MARKETING TECHNOLOGY SURVEY
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What Does Best-Of-Breed Look Like 
for Customer Engagement?

Real-time 
data processing

Intuitive interface

Audience 
segmentation

Cross-channel 
orchestration

Flexible platform 
integrations

Testing and 
personalization

Data integrity

The solution is architected with stream processing technology to access data  
within seconds as it flows into the system—and to act on your customers’ actions  
and behaviors as they happen.

Stream processing powers easy segmentation based on user data and customer 
context that’s continuously updated in their live customer profiles. No outdated lists, 
no additional queries—just precise, real-time audiences regardless of the segment 
criteria or size.

The solution includes a journey management tool that empowers marketers to 
orchestrate campaigns across email, web and mobile push, SMS, mobile inboxes, 
in-app messages, and more—all within a single user interface.

Multivariate campaign testing enables marketers to continuously optimize their 
single- and cross-channel messages on a message, campaign, and strategy level. 
This makes one-to-one and one-to-many personalization effortless by marrying live 
customer profiles and their interaction data with built-in features.  

Integrated and intuitive visual interface allows marketers to compose, personalize, 
and orchestrate single- and cross-channel campaigns from one place. That means  
no toggling between systems, no custom work. Just beautiful messages.

Enables a “no more  ‘custom’ integrations” approach through the support of dozens 
of best-in-class partnerships with leading and emerging technologies, from 
Business Intelligence to Customer Data Platforms, Attribution to AI.

User profiles attach a unique ID to each individual’s user profile, which tracks 
their actions and can be used to create audiences instead of using PII—resulting in 
seamless, in-the-moment data flows.
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Keep Your Eye on Overall Value
Marketing technology buying decisions ultimately come down to perceived 
value. To avoid potential surprises down the road, it’s important to look beyond 
the surface costs on the price tag. Be sure to examine the implicit costs beneath 
the surface, as well as the expected time-to-value and ROI.

Be Mindful of Explicit and Implicit Costs 
Prioritizing a strong, agile tech stack is a good way to make sure technology costs don’t catch you by surprise!

Gauge the Expected Time-To-Value and Potential Results
Here’s a look at the impact Braze has had on our customers’ engagement strategies.

28 days 
TO DYNAMIC  
SEGMENTATION

3x 
INDUSTRY STANDARD
OPEN RATES

141%  
increase 
IN EMAIL ENGAGEMENT

3x uplift 
IN ONBOARDING  
EMAIL OPEN RATES

less than
2 months 
TO CROSS-CHANNEL CAMPAIGNS

6 weeks 
TO PERSONALIZED 
NOTIFICATIONS



300+ customer advocates

1,600+ community members

Seek Out References and Advice From the Community

Receive Expert Guidance at Every Step of the Way

Customer Success

Primary Contact
Ongoing Business Reviews
Ongoing Maturity Support
Long-Term Strategic Planning & 
Actionable Recommendations

•
•
•
•

Data Services

Data Pipeline Strategy
Data Training Sessions
Reporting Requirements
Dashboards and Reporting Setup

•
•
•
•

Deliverability Services

Email Onboarding 
IP Warming Plan
Email Best Practices
Personalized Recommendations 
and Deliverability Monitoring

•
•
•
•

Integrations & Onboarding

Platform Configuration Support
Best Practices
Personalized Training 
Technical Quality Assurance
Go-Live Guidance

•
•
•
•
•

Technical Support

Award-Winning Technical Support 
Vast Knowledge Base
Live Answers to Product Questions

•
•
•
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Pre-Sales

Discovery & Strategic Planning
Personalized Workshops
Use Case Walkthrough Demos
Technical Scoping
ROI Measures

•
•
•
•
•

Invest in a Partner Community, 
Not Just a Platform

Your team works hard to build long-term relationships with your customers.  
It should be no different with your technology vendor. By partnering with a  
dedicated team of industry and platform experts, you can reduce initial time-to-value, 
get the most out of your technology, and join a community of innovators.
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1. Does the solution give you a complete, holistic view of your customer?
Having a single view of your customer across platforms and devices allows you to deliver 
the right experiences at the right times. 

2. Is acting on customer data within the tool easy?
Creating robust audience profiles, building segments, and delivering personalized 
campaigns should be automated and simple.

3. Does the solution integrate easily with the rest of your marketing technologies?
You need a solution that fits seamlessly into your existing stack, collects and sends data 
from any system, and exports information freely between databases.

4. Can the solution support robust audience segmentation and targeting?
You should have the ability to quickly and easily segment your audiences in multiple ways.

5. Does the solution support different message types and nuanced personalization?
Creating unique, one-on-one relationships with customers on the channels they use lets 
you monetize and convert them faster.

6. Does the solution offer cross-channel messaging and automation?
Ensure you can use the ideal mix of channels to reach customers in a complementary, 
cohesive way.

7. Does the solution provide real-time campaign reporting and multivariate testing?
Access to campaign results in real-time is necessary—as is the ability to test each
element of your message or journey to identify what’s working and what isn’t. 

8. Does the solution provider have a long-term plan for supporting emerging platforms?
Keeping pace with the evolving landscape in technology is essential. Don’t miss out on 
valuable, new opportunities to connect with your customers.

9. Can the solution scale?
You need a platform that will grow with you, one that has been successfully used by both 
major firms and small companies that experienced significant audience growth. 

10. Does the solution enable you to go further with your marketing strategy?
A strong solution will provide best-in-class technology with intelligent AI and automation, 
enabling you to focus on improving the customer experience. 

11. Does the solution offer professional services to help you unlock additional value? 
Access to a variety of strategic and technical services and industry experts will help your 
team maximize the potential of your existing resources and do more faster. 

Vendor 3Vendor 2Braze

Questions to Consider on Your Path to Purchase



Braze is a comprehensive customer engagement platform that powers relevant 
and memorable experiences between consumers and the brands they love.

Curious to learn more? Connect with our Sales team today.

Key Takeaways 
We’ve covered a lot of material. Here are some quick highlights 
to remember when evaluating a customer engagement platform:

 Think best-of-breed

 Choose a partner for the long-haul

 Ask the right questions upfront

 Move beyond outdated marketing,  
technology, and data paradigms

http://braze.com/conntect-with-sales

