Best Triggered Personalized Email
Silver Consumer (tie)
British Airways — Passenger Trip Guide

Brand/Client Side Team:
Sam Goodenough

Vendors/Agencies:
e-Dialog

MarketingSherpa Summary — Why They Won:

This was an ambitious win/win effort by British Airways to provide recent flight bookers with
offers and info relevant to their destination and impending travel, while decreasing their own call
center volume through increased web usage, and increasing revenue through non-flight sales.
They succeeded admirably in both the execution, and in their results.

Sorry, the judges promised this winner that we would keep their results private. However, be
assured that we have seen all the data and were thoroughly impressed!

From Their Nomination Form:

This communication provides a truly personal communication with the passenger, providing a
cross-sell platform for British Airways and a genuinely useful reference for the customer.
Crucially, it also provides a conduit to the passenger’s Manage My Booking function on ba.com,
where they can check in online, chose their seat, meal preference and check the details of their
flight.
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