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Background

McMaster University Continuing Education offers over 50 programs and more than

250 courses across business, health, technology, communications and marketing .
categories. Measurement Criteria:

In 2021, McMaster Continuing Education launched a new customer relationship M_

management (CRM) system. The launch of a new system presented an excellent General Email
opportunity to review and optimize existing content, develop a new robust library of  Drip Campaigns
always-on content to support all programs in our portfolio and be more compelling

and relevant for today’s consumers. - Open Rate
Program-Specific - CTR
Objectives: Email Drip Campaigns - Website Sessions

- Pages/session

> Drive course enrolment and generate revenue on an evergreen basis .
- Conversions

> Increase awareness of McMaster Continuing Education’s program offerings

> Generate interest among consumers with dynamic and compelling content ACEERE ST )

Campaigns

Strategy:
Develop and launch a series of email drip campaigns to nurture leads on their path
to enrolment
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Target Audience Geography:

;. I\B/Ieghan MBcMadster - hBAcMaster Continuing Education Brand Ontario — 86% Hamilton — 27%
. Business Brandon - Business
- OO - 00
3. Health Care Hannah - Health Care and Social Services Alberta = 57% Toronto = 16%
4. Tommy Tech - Technology British Columbia — 4% Mississauga — 13%
5. Marketing Mia - Marketing and Communications Quebec — 3% Brampton — 10%
Saskatchewan — 1% Burlington — 9%
. o 0, o
Gender: 70% Female / 29% Male / 1% Other G
Age: 68% are between the ages of 25-44 CEITED] = it
Generation: 66% Millennial and 31% Gen X Industries our students come from:
Business 35%
Education: 69% have completed a post-secondary degree or college diploma Healthcare and Social Services 27%
Educati 13%
Employment: 78% Employed / 22% Unemployed Heaton . . °
Government and Public Services 10%
Student goals: Career Growth (35%), Professional Development (24%), New | Technology 3%
Career Path (20%) Natural Resources 1%

Learning goals: Certificate/Diploma (76%), Few Courses (9%), Undecided (8%)
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Implementation and Results
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Drip Campaign Strategy

Drive awareness, consideration and acquisition through targeted drip campaigns

General Drip Campaign Program-Specific Drip Persona Drip

Campaigns Campaigns

McMaster | CONTINUING

BRIGHTER WORLD e UﬂiVerSitY EDUCATION

&)



Drip Campaign Strategy Continued

Drive awareness, consideration and acquisition through targeted drip campaigns

General drip campaign

* Deployed for leads who did not specify a program of interest

«  Series of five emails in total (one email per week) that provide information about
McMaster Continuing Education, learning formats and the value of continuing
education; ultimately driving leads to identify a program of interest and enrol

Program-specific drip campaign
*  One full email campaign developed for each program

«  Series of five emails in total (one email per week) that will be deployed using

program-specific segments through a customer journey

Persona drip campaign

Primary messaging

Advance your career

Get ahead in your career

Future-proof your career

Work toward your designation (e.g. CHRP,
CPA, PMP)

Convenient and flexible online
programs/courses

Evidence supporting primary messaging:

*  Once a prospect has gone through a program-specific drip campaign, they will

be added to a persona campaign

*  This campaign features a series of 11 emails in total (one email per month) that
will be deployed using persona-based segments through the customer journey

Career outcomes

Learning outcomes
Certification/Professional designation
Industry experience

Convenient and flexible course formats

McMaster | CONTINUING
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CRM Customer Journey

A journey a prospective student goes through from their first interaction - Journey starts with the
with McMaster Continuing Education, nurturing them on their path to contactform. - matling
list form submission on
enrolment the mcmastercce.ca
website
"°'ﬁ§%ﬁiﬁ$§"&?$$ﬁ5ﬁ£§éﬂfmﬁ praErp e Yes e A genera| or program-
No — specific lead is created
——— - based on form
Customes soumay | submission details
General/Program General/Program Brand/Persona
P | = R i * Alead gets added to a
F'mznng“é&“i ) Comee s céﬂﬁ“ﬁﬁw ‘ general or program-
~ specific drip campaign
* Leadis then moved to a
. longer-term persona-
BT ) yes based drip campaign to
) G iy continue driving them
=l toward enrolment
v "" Tt - P o » Leads automatically exit
o ompe®\ — S - the journey upon
\ Costanar ooy, e enrolment
~— Note: Term campa':%’dklsml):cmc CUS‘:M: -:!‘I;meys‘hkﬁ[:l"ace ilmltanewsly[rme times/year and
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General Drip Campaign

Nurturing leads toward enrolment

Future-Proof
s Your Career

L]

Hi {{contact firstnama}} Choose from a wide variety of programs, including:

& Y . .

Hi {{cuntact.flrst name])’ = Business — Accounting, Human Resources Management, Project
Management and more

= Communication and Design — Web Design, Digital Marketing, Academic

Arn you looking o QoW In yoUr CaNsEr OF 0 Break o & nee ied?
The more we prepare for success, the better we are able to seize the opportunity.

You noed to arm yourself with axpaortiss to claim the career you Writing and mare
e Take the first steps to a better career. = Health and Social Services — Applied Clinical Ressarch, Health Informatics,
Whien yous ennol inoa MoMasier University CA:fﬂlUﬂn Education program, yoir M_and e N N
Whathar you want 8 brand-new career path or advancs in your cumrent profassion, a = Technology — Data Anahytics, Data Science, Open Source Inteligence and
o /Cosimrt e yietvn! rninieciipn S tiicnclui woe ar by oty ma ol McMaster Univarsity Continuing Education certificate or diploma can halp you: more
= Leam om o insTuciors wha alss work in hair field of sxpertiss
= Network with professicnals and colabonie wih peers *  Meet the requirements of today's evar-changing workplace Leam critical skills for success from instructors with intensive knowledge and
= Earnaciploma, certficaln or professional desigratian 1o bons: your canesr + Break into a new field, armad with the skils you need axparience in thair fislds.
Earning a Contnuing Education dipioma or cerificale aiso prosies you with carser = Show a cument or potential employer your commitment to professional
oorfidence, as i assures poiendal employors $at you have the skils they ar development Most courses are apen enralmeant with no admission application required.

seeking.

" . Don't miss gut. Act today for 8 brighter tomarmow.
Don't walt. Ciasses are Aling up. W you'r il inberesind, you can leam at your own

pace with crine and wirtual classroom fommals. as weill as fexbin schoedule SI9ons,
rchuding evenings or weokends. m
ENROL NOW
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Results
General Drip Campaign

Conversions

Open Rate Website Sessions | Pages/Session | (Checkout Button
Clicks)
Email 1 36.6% 7.1% 519 4.64 12
Email 2 36.9% 4.2% 213 3.85 4
Email 3 27.4% 3.3% 183 5.58
Email 4 26.5% 2.7% 146 4.26 1
Email 5 34.4% 3.1% 147 7.29 6
Grand Total 32.36% 4.08% 1,208 5.12 25

Key Highlights:

» This drip campaign is deployed to individuals who did not select a program of interest on the website
form(s)

» Overall high engagement rates across the entire campaign

» Individuals who are unsure of their program of interest are finding value in these emails and are visiting
the website to learn more

» In Email 5, even with a lower click-through rate, conversions still occurred McMaster | CONTINUING
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Program-specific Email Drip campaigns

Nurturing leads toward enrolment

. .
CONTINUING . . g )
EDUCATION . Health

‘ ¥ ; Informatics
' < \

CONTINUING
E

DUCATION

Clinical
Research

Project

Managemem Hi {{contact.firstname}},

Are you a health care or an IT professional seeking a new career

path?
Hi {{contact.firstname}}, Opportunities are growing in tha rapidly expanding fisld of Haalth Informatics with
Hi {{contact.firstname}}, skilled health informatics professionals in great demand

The fleld of clinical research is rapidly expanding, creating exciting

for trained pr Secure your future with a Health Informatics diploma
Pursue a career that's always in demand - enrol in Project
Clinical research professionals make a signiicant difference in health care, from M at 1 y C i e
Designed for those looking to up-sidll or enter the fisld of healthcare technology and
devaloping new Medications 1 testing new treatmant methads and devices ' ;

Professional project managers ara in high demand across alindustries ~ from amalysle. s dilome program s sultsble for
Our online courses are your key to getting ahead: eats 10 Soven t, aducation to m: ch rs 1 .
¥ y to g 9 healthcare to govemment, aducation to manufacturing, and transportation to IT, . Health care professionals sesking a new career path

Ragist o Individuals with & background in computer science or IT

¢ for our Applled Clinical Retearch peograrm and start geting ahesd i the McMaster University Continuing Education is proud to offer you Canada's lsading

o Health informatics profossionals koking to upgrade their educa

online Project Management training program designed to fit your busy schedule.
our schedule "
al research fieid You decide how and when you want ta learn:

ek toward tha Appiied Clinical Resaacen conicate

nternational professionals sesking Canadian sducation in health

«  Simply log in and leam when

s Leam from instructors wha are experts in the ci

Courses are dellvered online and in virtual classrooms allowing you

*  Weekends/weekdays to:
McMaster University Continuing Education is afiliated with leading professional e Evenings .
Whateve P ' +  Learnand study from anywhere at any tme
associations in the clinical research fiekd - ACRPE (Association of Clinical = Whatever works for you! ¥ A Y

Rusoarch Professional

and SOCRA (Saciety of Clinical Research Associ «  Continue to work and still mes! your persanal and professianal cbligations

Classes are available Fall. Winter and Spring, and offer easy access with simple

ablo Fall

03 are
onfine regisir

and Sprng, and off online registration Don't miss out. Joun the fald where haalth and information tlechnology intersact for 8

rewarding new career. Regester today!
Why wait? Enrol today for & brighter future.

o Wﬂ- NOw m LEAHR MORE
McMaster | CONTINUING
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Results
Program-specific Drip Campaigns

Conversions

Campaign Open Rate Website Sessions| Pages/Session (Checkout Button
Clicks)

Accounting 27.46% 4.5% 1,180 3.43 13
Applied Clinical Research 30.44% 4% 848 SNES 30
Academic Writing 33.94% 6.38% 149 4.43 6
Professional Addiction Studies 22.4% 3.84% 992 3.19 8
Business Administration 26.56% 2.86% 611 4.27 11
Health Informatics 34.32% 5.42% 1,222 3.66 15
Human Resources Management 24.74% 3.28% 646 3.80 18
Project Management 31.5% 5.3% 797 3.56 17

Grand Total

Key Highlights:

» Health Informatics drip campaign resulted in the highest open rate of 34.32%, highest number of website sessions and a
high click-through rate of 5.42%

> Applied Clinical Research campaign has resulted in the highest number of conversions

» According to 2022 Email Marketing Benchmarks, McMaster Continuing Education’s drip campaign results are exceeding
averages with 27.88% open rate (21.5% benchmark) and 3.92% click-through rate (2.3% benchmark)
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Persona Email Drip Campaigns
Keeping the leads engaged with a persona-based approach

Hi {{contact.firstmame}},

Online learming can be the perfect choloe for you

Ewan fhaugh e gels busy. you can advanoe pour tarser goals and continue your
Hi {{contact.firstname}}, education with fexble online leaming options.

Hi {{contact.firstname}},

Heore's what Diane, a recent Business Administration graduate, had
The corporate world Is corstanty svabing. Employers are laoking for canddaies to say:

We undarstand that He is thed witn responsinBes. ¥You sant 1 connug yeur ket i M bmpen ot sk et oy e

Buzation o Afvance your canse. but how %o And he dma? - : ' "
¥ Get the knowledge relevant fo today’s markeiplace Taling a course ondive was cadinfefy a new axpanonce for me and | wasaT guife
T . . ST oW | WS Dng 10 Aaans... bu Moliastar LRiversity Contiivg Educanon
WUniversity i Ei prog are designaed .
T R McMaster University Continuing EcUCaion nsinitors are expers in hair nousiny. raaily kook care of that. Tha inschors werp exiremaly inkeractive, they gave
¥ ! Thoir passion 10 feach and sham HeT sxpenence movides you with: foedback ontve Muough the discussions, chakanged yau poket of wow and
With our oning and virual dassmeam ieaming fonmads, you can - Stmiegc understanding of e |atest business Innovations, ksues and trerds Mo Fou akng the wag "
- Insigrs and espestisa on the most Upn-dae busness adeancsmants and
= Fii classes info your scheduln; leam anywhere, anytme, af your own pace . 5 = "
= Dbiain in.demand skilis joday's employens ar sekin o Enjoy enling lsaming to:
i B Pocmn L] = Fracioal advice and guidance 10 SNSUM your CAMEET SUCDESS
*  Leam imm insiniciors who am indusiry axperts = Romdile case studes and business contacts = Leam tom he cormor of your home
= Gain practical reakword Taining and contacts i your fekd
+ Mot and ongage Wih peers Learning with McMaster Univarsity Continuing Education is = Aamn o B iy oo day
convenient = a porfect match for your busy lifestyle = Ghoose when and how yos want io keam

Cur diploma, cerdficaln or professional development courses can provide e skills
in help you get ahead in your profession and achiewe your career goals. Cur Busness programs are designed wih busy professicnals in mind. 'With sef- Futune-procd your career with an onfine certicaie or diploma. Get staried today!
paced oning isaming or virualy ught classmoms, work-Me balance has never

Why wak™ Enjoy quick and easy online registration. Enrol fodany been easier.
m Wy waai? Envol online today for a brighier future!
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Results
Persona Drip Campaigns — Business persona example

Email Open Rate CTR Website Sessions  Pages/Session
Email 1 18.4% 2% 312 3.84
Email 2 18.5% 2% 404 2.24
Email 3 16.7% 1.3% 275 2.38
Email 4 25.6% 1.8% 322 3.76
Email 5 15.6% 0.6% 88 3.89
Email 6 15.6% 0.5% 252 2.29
Email 7 25.8% 0.7% 227 2.09
Email 8 28.5% 1% 323 2.14
Email 9 21.4% 0.9% 283 2.69
Email 10 19.5% 0.4% 82 3.60

Grand Total 20.56% 1.12% 2.568 2.90

Key Highlights:

» The persona campaigns have proven to be a strong driver of website traffic, keeping our audience engaged and our
brand top-of-mind

» Email 8 has resulted in the highest open rate of 28.5% and a high number of website sessions

» Emails 1 and 2 have resulted in the highest click-through rates of 2%; Email 2 saw the highest number of website

' 404
sessions (404) McMaster | CONTINUING
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Impact
Key takeaways and learnings

» The general drip campaign helps individuals with their decision-making by providing an overview of all
available programs

» Program-specific drip campaigns have been a top performer so far and exceed average email open rate
and click-through rate benchmarks

» The persona campaigns have proven to be a strong driver of website traffic, keeping our audience
engaged and our brand top-of-mind

» Overall, creating segmented drip campaigns has allowed us the ability to reach potential students and
keep them engaged with our brand on an ongoing basis

» Test and learn opportunities to apply to future drip campaigns:
» A/B testing to determine optimal subject lines, CTAs, colours and email formats

» Continued copy optimization to keep content fresh and relevant for consumers
McMaster | CONTINUING
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