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Introduction

Note

ActiveCampaign features mentioned in this guide are available to customers on all plan tiers (Lite, 
Plus, Professional, Enterprise) unless noted otherwise.

Need Additional Help?
As you progress through this playbook, there are most likely going to be areas where you have questions or 
specific use cases you need help with or would like to discuss. To provide additional educational support, 
we have an amazing Community where you can interact and get help from fellow business owners.

ActiveCampaign Community

Ask a question in the Community! Learn from other ActiveCampaign users, and get your questions 
answered by ActiveCampaign employees and other experts. 

Join our community

Welcome to ActiveCampaign! The purpose of this playbook is to provide you, as a customer, with 
action-oriented onboarding activities that are based on specific goals you have for your business. When it 
comes to generating repeat business with your current customers, it’s all about continuing to deliver 
engaging and personalized experiences that build upon the relationships you’ve already established. It’s 
important to utilize all of the information you’ve collected about your customers and create powerful 
segmentation to continue reaching out with exactly what they want to see. If you know their interests, you 
can easily recommend additional products and services as well, and create 1:1 experiences that will turn 
one-time shoppers into loyal repeat customers. 

https://www.activecampaign.com/community
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Are your contacts currently segmented?
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KEY ONBOARDING ACTIVITIES

Import Contacts
You can’t generate repeat business if you don’t have anyone to send communications to! Import your 
contacts into ActiveCampaign, and start building dynamic experiences for your existing customers. Here are 
some things to consider before you get started:

Yes

You should create your lists, tags and custom fields first so you can easily map your existing 
segmentation over to ActiveCampaign. For best practices, see the Segment Contacts section.

No

If your contacts are all in one master list…it’s important to learn about segmentation in order to 
truly personalize your communications. Check out the Segment Contacts section for more 
information.

Are you coming from another platform?

Yes

Export your existing contacts into a CSV file to import into ActiveCampaign. If you would like help 
migrating your contacts over, consider using our migration services by filling out this migration 
form.

No

If you currently keep track of your contacts in a spreadsheet, you’ll want to save as a CSV file to 
import into ActiveCampaign. Make sure to check out this article as well to format your CSV file 
correctly.

Bonus Content: Switching to a new marketing and sales platform is exciting. It’s also daunting. Check 
out this Migration Guide to help you get started. If this is your first time using Customer Experience 
Automation (CXA), visit this site to learn about the benefits of using CXA to grow your business.

https://help.activecampaign.com/hc/en-us/articles/360000030559-How-to-create-a-list-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001826784-Managing-Tags-with-the-Tag-Manager#managing-tags-with-the-tag-manager-0-0
https://help.activecampaign.com/hc/en-us/articles/221433307-Custom-contact-field-overview
https://help.activecampaign.com/hc/en-us/articles/360006760900-How-to-prepare-your-CSV-file-for-importing-contacts-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/221467787-How-to-import-contacts-into-ActiveCampaign-from-a-CSV-file
https://www.activecampaign.com/migrate
https://www.activecampaign.com/migrate
https://help.activecampaign.com/hc/en-us/articles/115001190344-How-do-I-save-my-spreadsheet-as-a-CSV-file-
https://help.activecampaign.com/hc/en-us/articles/221467787-How-to-import-contacts-into-ActiveCampaign-from-a-CSV-file
https://help.activecampaign.com/hc/en-us/articles/360006760900-How-to-prepare-your-CSV-file-for-importing-contacts-in-ActiveCampaign
https://www.activecampaign.com/learn/guides/migration-guide-from-importing-contacts-to-transferring-workflows
https://www.activecampaign.com/customer-experience-automation/vs-email-marketing
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Here are some additional best practices to help get you started:
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KEY ONBOARDING ACTIVITIES

Segment Contacts
Understanding your overall segmentation strategy is the single most important prerequisite to mastering 
customer experience automation (CXA). In order to create a segmentation strategy that works for you, it’s 
important to know the difference between lists, tags, and custom fields.

Once you’ve properly mapped out your strategy, create your lists, tags and custom fields so you can begin 
creating custom journeys that build stronger and more authentic relationships with your current customers.

Resources

● A Beginner’s Guide to Lists
● Best practices for using Tags in ActiveCampaign
● When to use custom fields and tags with contacts
● How to create segments in ActiveCampaign

Bonus Content: If you’re just learning about the power of segmentation in your marketing efforts, 
check out this great blog!

Personalize Email Campaigns
Sending personalized emails is one of the most effective ways to continue building relationships with your 
current customers. The key to sending personalized email campaigns is using ActiveCampaign’s segment 
builder to not only select your target audience but include conditional content that speaks directly to your 
customers’ specific interests. Inserting personalization tags can also increase engagement and improve a 
customer's experience with your brand. And, if you need help with designing the look and feel of your email, 
we have free email design services available for Plus plan and above.

Resources

● Deliverability in your first 30 days with ActiveCampaign
● Deliverability tips for content

Bonus Content: Moving to ActiveCampaign is essentially moving to a new email provider, so if email 
deliverability is on your radar, here are some helpful resources:

https://www.activecampaign.com/learn/guides/how-to-segment-contacts-using-lists-tags-and-custom-fields
https://help.activecampaign.com/hc/en-us/articles/360000030559-How-to-create-a-list-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001826784-Managing-Tags-with-the-Tag-Manager#managing-tags-with-the-tag-manager-0-0
https://help.activecampaign.com/hc/en-us/articles/221433307-Custom-contact-field-overview
https://www.activecampaign.com/learn/guides/a-beginners-guide-to-lists
https://help.activecampaign.com/hc/en-us/articles/115001852844-Best-practices-for-using-Tags-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001852430-When-to-use-custom-fields-and-tags-with-contacts
https://help.activecampaign.com/hc/en-us/articles/221483407-How-to-create-segments-in-ActiveCampaign
https://www.activecampaign.com/blog/audience-segmentation
https://help.activecampaign.com/hc/en-us/articles/220341728-Walkthrough-of-creating-and-sending-an-email-campaign
https://help.activecampaign.com/hc/en-us/articles/221483407-How-to-create-segments-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/221483407-How-to-create-segments-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/220358207-How-to-use-Conditional-Content-in-emails
https://help.activecampaign.com/hc/en-us/articles/360000214360-How-do-I-insert-personalization-tags-into-my-campaigns-
https://help.activecampaign.com/hc/en-us/articles/115000286530-Free-email-design-services
https://help.activecampaign.com/hc/en-us/articles/115000045650-Deliverability-in-your-first-30-days
https://help.activecampaign.com/hc/en-us/articles/115001303224-Deliverability-tips-for-content#deliverability-tips-for-content-0-0
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Here are a few ideas to help get you started:
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KEY ONBOARDING ACTIVITIES

Use Automations to Collect Feedback / Encourage Advocacy
Any time a purchase is made is an opportunity to ask for feedback. With ActiveCampaign, you can use 
automations to easily collect customer feedback and then use this feedback to trigger marketing 
automation workflows that allow you to follow up accordingly depending on the type of feedback received.

Examples

● Send surveys to your customers using ActiveCampaign integrations. Here’s a great blog on 
how Delighted and ActiveCampaign work together to allow you to automatically trigger 
surveys and sync your real-time feedback data to find actionable insights. 

● Do you use case studies as part of your conversion process? Here’s a great example of how 
an integration with Bonjoro can be used to request case studies from your happiest 
customers.

● If you operate an e-commerce store and have a deep data integration, set up an automation 
that automatically asks for feedback after a purchase is made. You can also encourage 
advocacy and ask for a review with this similar automation recipe. 90% of customers say 
that online reviews influence their buying decisions. Social proof is an imperative part of 
continuing to grow your sales!

● Do you have a SaaS product? Use tags to trigger automations that ask for power user 
feedback. Power users are contacts who spend every day in your product or use its most 
advanced features. They are a great source for customer stories and platform reviews!

Bonus Content: NPS (Net Promoter Score) surveys can be leveraged to identify your “raving fans” and 
help spread the word about your business, as well as identify dissatisfied customers and deliver 
follow-up designed to overcome problems so you can prevent negative word of mouth preemptively 
while transforming them into more loyal customers.

Note

You don’t always have to build automations from scratch. The ActiveCampaign platform already 
provides you with several automation recipes to save you time. You can also visit the 
ActiveCampaign Marketplace for additional recipes that you can import into your account.

https://help.activecampaign.com/hc/en-us/articles/218788657-What-are-automations-in-ActiveCampaign-An-overview#:~:text=%E2%80%9CAutomations%E2%80%9D%20is%20what%20we%20call,our%20Marketing%20%26%20Sales%20Automation%20feature.&text=Automations%20can%20save%20you%20time,your%20marketing%20and%20sales%20processes.
https://www.activecampaign.com/blog/customer-feedback-marketing-automation
https://www.activecampaign.com/blog/customer-feedback-marketing-automation
https://help.activecampaign.com/hc/en-us/articles/115000939064-Send-surveys-to-contacts-with-ActiveCampaign-integrations#send-surveys-to-contacts-with-activecampaign-integrations-0-0
https://help.activecampaign.com/hc/en-us/articles/360000168604-What-are-integrations-
https://www.activecampaign.com/blog/delighted-activecampaign
https://www.activecampaign.com/marketplace/recipe/bonjoro-video-get-case-studies-from-your-happiest-customers-by-sending-a-personal-video
https://www.activecampaign.com/apps/bonjoro
https://www.activecampaign.com/learn/guides/how-to-leverage-purchase-data-with-activecampaign
https://www.activecampaign.com/marketplace/recipe/gather-feedback-after-purchase
https://www.activecampaign.com/marketplace/recipe/gather-feedback-after-purchase
https://www.activecampaign.com/marketplace/recipe/request-for-review-after-purchase
https://www.activecampaign.com/marketplace/recipe/power-user-survey
https://www.activecampaign.com/marketplace/recipe/power-user-survey
https://www.activecampaign.com/blog/use-marketing-automation-to-gather-and-improve-your-net-promoter-score
https://help.activecampaign.com/hc/en-us/articles/360013630199-How-to-use-pre-built-automation-recipes-in-ActiveCampaign
https://www.activecampaign.com/marketplace/
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Here are a few ways to get started:
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KEY ONBOARDING ACTIVITIES

Use Automations to Upsell / Cross-Sell
The easiest way to increase sales is often to sell to current customers. If you have related products or 
services, you can easily sell upgrades or cross-sell by using automations to suggest products based on past 
interest, interactions, and behavior.

Examples

● If you operate an e-commerce store and have a deep data integration, set up an automation 
that sends a follow-up accessory upsell email after a purchase is made. Upselling/ 
cross-selling is a sales technique where a business entices a customer to buy more 
expensive items, upgrades or other related add-ons after an initial purchase to complete 
their experience with the purchased product.

● Offer coupons or discounts to incentivize current customers to purchase additional items. 
You can send your customers campaigns with coupon codes. You can also create 
automations such as this one to only send out coupons when your contacts are most 
engaged.

● Offer incentives to customers who forward your marketing emails to their friends and family. 
Not only do you get a higher likelihood of a repeat purchase (48% of consumers say they're 
more likely to make a purchase sooner than normal so that they can use a coupon) but you 
get potential referrals as well!

● Use the “Send to a Friend” link in campaigns as another way to incentivize sharing content 
with friends and family. Instead of a coupon, you can provide discounts on related 
products/services your customer may not be aware of — cross-sell!

Bonus Content: When people visit your site, use site messaging to help you follow up at the exact 
moment your audience is most engaged. Use this new channel of communication to share a company 
update; qualify your leads; add a human touch; or give visitors a strong call to action, such as asking 
them to buy.

Note

You don’t always have to build automations from scratch. The ActiveCampaign platform already 
provides you with several automation recipes to save you time. You can also visit the 
ActiveCampaign Marketplace for additional recipes that you can import into your account.

https://help.activecampaign.com/hc/en-us/articles/218788657-What-are-automations-in-ActiveCampaign-An-overview#:~:text=%E2%80%9CAutomations%E2%80%9D%20is%20what%20we%20call,our%20Marketing%20%26%20Sales%20Automation%20feature.&text=Automations%20can%20save%20you%20time,your%20marketing%20and%20sales%20processes.
https://www.activecampaign.com/learn/guides/how-to-leverage-purchase-data-with-activecampaign
https://www.activecampaign.com/marketplace/recipe/accessory-upsell-after-purchase
https://www.activecampaign.com/marketplace/recipe/accessory-upsell-after-purchase
https://help.activecampaign.com/hc/en-us/articles/115001388344-How-do-I-send-coupon-codes-to-my-contacts-#uploading-coupon-codes
https://www.activecampaign.com/marketplace/recipe/engagement-coupon-email-cycle
https://www.activecampaign.com/marketplace/recipe/forward-a-campaign-incentive
https://help.activecampaign.com/hc/en-us/articles/115001582244-Using-the-Send-to-a-Friend-link-in-your-campaigns#using-the-send-to-a-friend-link-in-your-campaigns-0-0
https://help.activecampaign.com/hc/en-us/articles/115000062250-Getting-started-with-Site-Messages
https://help.activecampaign.com/hc/en-us/articles/360013630199-How-to-use-pre-built-automation-recipes-in-ActiveCampaign
https://www.activecampaign.com/marketplace/
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Here are some ideas to help get you started:
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KEY ONBOARDING ACTIVITIES

Use Automations to Foster Brand Loyalty
Brand loyalty is a trust-driven association between consumers and your brand. Loyal customers will 
develop an emotional connection with your brand and keep on opting for your products or services because 
they believe in what your brand stands for.

Using automations, you can foster brand loyalty by planning rewards and other special outreach moments 
that remind customers why they shop with you — and should continue to do so!

Examples

● Use this automation recipe to send a special day coupon that celebrates a customer’s 
birthday, anniversary, or other special moment. Here’s a great video to help you get started!

● If you operate an e-commerce store and have a deep data integration, set up an automation 
that sends post-purchase follow-up emails that go beyond a simple thank you and provide 
personalized resources and information to foster customer relationships.

● Create a loyalty program that rewards customers for repeat purchases or bookings. Use this 
automation and lead (contact) scoring as a starting point to create your program. If you’re on 
a Plus plan and above, you can also incorporate the ActiveCampaign CRM and create a tiered 
loyalty program.

● If you prefer to use a third party loyalty program, check out this integration with Gameball!

● Use automations with personalized video (e.g., Bonjoro integration) to add that extra human 
touch that customers will value in a personalized experience. Read this blog to learn more!

● If you’re using Conversations, you can integrate Facebook Messenger bots into your existing 
marketing to create loyal repeat buyers. Here’s a great blog to learn more!

Bonus Content: Check out this great customer story on how Beefy Marketing uses automations along 
with the ActiveCampaign CRM to plan pizza parties to celebrate clients who launch a new product. 
Events that celebrate customer accomplishments go a long way towards creating brand loyalty!

Note

You don’t always have to build automations from scratch. The ActiveCampaign platform already 
provides you with several automation recipes to save you time. You can also visit the 
ActiveCampaign Marketplace for additional recipes that you can import into your account.

https://help.activecampaign.com/hc/en-us/articles/218788657-What-are-automations-in-ActiveCampaign-An-overview#:~:text=%E2%80%9CAutomations%E2%80%9D%20is%20what%20we%20call,our%20Marketing%20%26%20Sales%20Automation%20feature.&text=Automations%20can%20save%20you%20time,your%20marketing%20and%20sales%20processes.
https://www.activecampaign.com/marketplace/recipe/birthday-anniversary-email
https://youtu.be/dnq8P-wAfQ4
https://www.activecampaign.com/learn/guides/how-to-leverage-purchase-data-with-activecampaign
https://www.activecampaign.com/marketplace/recipe/after-purchase-follow-up-of-purchases
https://www.activecampaign.com/marketplace/recipe/after-purchase-follow-up-of-purchases
https://www.activecampaign.com/marketplace/recipe/loyalty-program-after-purchase-scoring
https://help.activecampaign.com/hc/en-us/articles/221293927-Contact-Scoring-in-ActiveCampaign#creating-a-contact-score
https://www.youtube.com/watch?v=BYjHNTSQQvE
https://www.activecampaign.com/marketplace/recipe/loyalty-program-tier-segmentation
https://www.activecampaign.com/marketplace/recipe/loyalty-program-tier-segmentation
https://www.activecampaign.com/blog/gameball-integration-with-activecampaign
https://www.activecampaign.com/apps/bonjoro
https://www.activecampaign.com/blog/automation-personal-video
https://help.activecampaign.com/hc/en-us/articles/360003700720-Conversations-Overview
https://help.activecampaign.com/hc/en-us/articles/360017376379-Connect-Facebook-Messenger-to-your-Conversations-account
https://www.activecampaign.com/blog/facebook-messenger-bots-loyal-buyers
https://www.activecampaign.com/customers/beefy-marketing
https://help.activecampaign.com/hc/en-us/articles/360013630199-How-to-use-pre-built-automation-recipes-in-ActiveCampaign
https://www.activecampaign.com/marketplace/

