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How to win your 

customers' hearts 
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Achmea Brands
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https://www.youtube.com/watch?v=_CQA3X-qNgA
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Personal Insurance
Automated insurance check with conversational dialogue
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Usage based Insurance
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Hyperpersonalization is possible thanks to data



Customers of Centraal Beheer have the most 
personal and relevant customer engagement in 
the world
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Customer centricity in 

the customer dialogue
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Personalization journey of Centraal Beheer

2015

Start Project ‘Dynamic 

Customer Dialogue’

2017

Integration Inbound-

Outbound campaigning in 

PEGA Marketing

2016

Start of

Business Personalization

team

2018

Personalization in the
DNA of the organization

2019

Integration of BackOffice 
output 
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Traditional customer engagement in silo’s
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Building a new agile team and application
Prioritize high impact use cases to drive the goals of the multi disciplinaire agile team
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Business personalization team in place
Marketing Automation team as connector between business & IT
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Use case driven deployment



Tekst 100%

Personalization within the sales funnel
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Personalization within the sales funnel
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Personalization has significant impact

27% 
sales 

increase
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Cross-channel cases
Use of customer data across channels to serve the customer
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85% 
Customer

retention

Personalization has significant impact

41%
of customers

switch channel
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Integration Inbound-Outbound campaigning
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Omnichannel Customer 
Engagement
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Use cases drive your 
Personalization roadmap
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Personalization in the DNA of  
your organization
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Thank you!


