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WHY DO WE NEED
ANALYTICS & PERSONALIZATION?

- AN EXEMPLARY CASE -



THIS IS LISA…

• Just a few weeks before christmas she

needs a gift for her parents

• Their old coffee machine is broken

and Lisa thinks about giving them a 

new one for christmas

• She likes the NESCAFÉ® Dolce 

Gusto® machines with their

extraordinary designs and forms

• At Google she searches for a 

NESCAFÉ® Dolce Gusto® machine

and visits the online shop to get

further information



THIS IS LISA



THIS IS LISA



THIS IS LISA



WITHOUT
ANALYTICS & 

PERSONALIZATION



THIS IS LISA

No retargeting ads

No information about

christmas promotion



FEW DAYS LATER…

• Lisa is online again and surfes the internet

• On the websites and social networks she visits there are no ads from 

NESCAFÉ® Dolce Gusto®

• For christmas NESCAFÉ® Dolce Gusto® has a gift promotion but 

unfortunately Lisa cannot find any external information

• Again some days later Lisa remembers that she still needs a present

for her parents – only one week until christmas

• Again she visits the NESCAFÉ® Dolce Gusto® online shop…



THIS IS LISA

No usability optimization

No personalization



BACK AT NESCAFÉ® DOLCE GUSTO®

• On the product overview page Lisa looks for the ECLIPSE machine that

she has viewed some days before – there are 24 different machines

• The usability is not optimized based on analytics data which leads to

difficulties concerning orientation and user experience

• After more time of search she finds the ECLIPSE product detail page

• Lisa checks the price – the machine is really expensive for a gift

• She looks for some information concerning the delivery but cannot

find any – could the ECLIPSE be delivered before christmas?



LISA IS UNHAPPY

• There is only little time left until

christmas and she still has no gift for

her parents

• She could not find any information

about the christmas promotion

• The usability of the NESCAFÉ® Dolce 

Gusto® Shop was really poor

• Due to the little information and the

bad user experience she looks for

alternatives by other brands



WITH
ANALYTICS & 

PERSONALIZATION



THIS IS LISA

NDG retargeting ad

information about

christmas promotion



ONCE AGAIN: FEW DAYS LATER…

• Lisa is online again and surfes the internet

• On a website she sees retargeting ads by NESCAFÉ® Dolce Gusto® 

that inform her about a christmas gift promotion with discounts for 

all NESCAFÉ® Dolce Gusto® machines

• Nice reminder by NESCAFÉ® Dolce Gusto®: 

Lisa knows that there is only little time left to get a present for her 

parents and clicks on the ad…



THIS IS LISA

Personalized landing

page with promo visual

Personalized content

Data driven

usability optimization



BACK AT NESCAFÉ® DOLCE GUSTO®

• Lisa is redirected to a personalized page with the christmas promotion

• The usability is optimized based on analytics data so that Lisa can

easily orientate and has a much better user experience

• She is welcomed with the visual she already knows from the ad and 

finds information to only those NESCAFÉ® Dolce Gusto® machines that

she clicked some days before when visiting the shop for the first time

• The machine that is displayed at the top is ‘ECLIPSE AUTOMATIC 

SILVER‘ – on its product detail page Lisa spent most time

• She finds a notice that all orders will be delivered before christmas

• She adds one ECLIPSE to her basket and completes the checkout



THIS IS LISA

Add to cart

Checkout completed



AFTER SALE

• Few hours later Lisa receives an e-mail on her smartphone by the

team of NESCAFÉ® Dolce Gusto®

• It is personalized with additional information to the ECLIPSE Lisa has

bought for her parents

• The e-mail contains

• Proposals for coffee drinks and the right capsules with order link

• Link to the user manual

• Information concerning user care and maintenance

• Links to machine accessoires

• Invitation to the NESCAFÉ® Dolce Gusto® community



LISA IS HAPPY

• She has a christmas gift for her 

parents

• With its retargeting ads NESCAFÉ® 

Dolce Gusto@ reminded her to buy it

in time and informed her about the

christmas promotion

• The usability optimization led to a 

much better user experience

• After buying the machine and saving

money she got useful additional 

information she can share with her 

parents


