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LOYALTY OVER
VOLUME: BUILDING
AN ENGAGED
CUSTOMER BASE
FOR 2025 AND
BEYOND



THE SHIFT FROM MASS MARKETING

TO ENGAGEMENT-DRIVEN

STRATEGIES

Digital marketing has significantly
transformed over the last decade. For years,
success was often measured in
numbers—how many people saw your ads,
how far your campaigns reached, and how
many products you could sell. Traditional
marketing strategies prioritized volume, not

people.

However, this approach is becoming
increasingly ineffective in today's fast-paced,
oversaturated, and fragmented digital
landscape. Rising ad costs, declining organic
reach on social media, and consumer fatigue
are just a few of the many challenges brands
now face. This shift has led to a new paradigm:

engagement-driven marketing.
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This eBook will explore how businesses

can pivot from volume-based strategies
to engagement-driven marketing to build
a loyal customer base for 2025 and
beyond. To achieve sustainable success,
brands must create more profound,
personalized interactions that foster
long-term relationships rather than

reaching the largest possible audience.



WHY MASS MARKETING IS LOSING
EFFECTIVENESS

Rising Costs and Lower ROI Content Overload and Ad Fatigue

Over the past few years, digital advertising Modern consumers are exposed to an

costs have surged. In 2020, brands worldwide overwhelming amount of digital ads. Studies

paid $390 billion on digital ads. That number show that the average person sees between

has soared to over $667 billion in 2024. 4,000 and 10,000 ads daily. With so much content

bombarding them, it's no wonder customers tune

The once-lucrative “reach and frequency"” out generic, repetitive messages. They've

model is no longer as effective. Businesses now become adept at blocking out ads, opting for

face a stark reality: as competition for content they find meaningful, personalized, and

consumer attention increases, advertising relevant to their lives.

prices rise, and the return on investment (ROI)

declines. The result? Traditional mass marketing methods,

such as banner ads or email blasts, are
increasingly ignored in favor of brands that
engage customers in a more personalized and
relevant manner. Over

Declining Organic Social Reach
80% of consumers prefer companies that offer

) ) customized experiences.
Social media platforms have gradually

updated their algorithms to reduce the

visibility of business content in favor of posts Consumer Preference for

from users' family and friends. As a result, Engagement

brands have seen a significant decline in

organic reach. The new consumer mindset is clear: They want

value-driven interactions, not just one-size-fits-all

Businesses must now prioritize highly promotions. They increasingly seek brands that
targeted, customer-centric strategies rather offer personalized, relevant, and engaging
than relying on organic growth through content.

general posts. Social media’s shift away from

organic reach pushes brands to engage Building relationships rather than simply
directly with consumers in ways that go broadcasting messages will become the key to
beyond just posting and hoping for likes or success in 2025 and beyond as consumer

shares. demands continue to rise.



https://www.wpromote.com/blog/paid-media/paid-ads-trends
https://goadfuel.com/the-daily-ad-exposure-how-many-ads-does-the-average-person-see-each-day
https://www.forbes.com/sites/shephyken/2024/04/14/the-personalized-customer-experience-customers-want-you-to-know-them/
https://www.forbes.com/sites/shephyken/2024/04/14/the-personalized-customer-experience-customers-want-you-to-know-them/
https://www.forbes.com/sites/shephyken/2024/04/14/the-personalized-customer-experience-customers-want-you-to-know-them/

6 KEY TRENDS SHAPING THE FUTURE OF
ENGAGEMENT-DRIVEN MARKETING

1. Al and Human Balance

Artificial intelligence (Al) has revolutionized
consumer engagement. The increasing
adoption of Al has led to a greater demand
for humanized interactions. Businesses must
balance using Al and maintaining a human
touch, ensuring technology enhances
authentic human connections rather than
replacing them.

3. Emotional Connections Are Paramount
In the age of information overload,
customers crave emotional connections
with their favorite brands. Valuable
exchanges and storytelling let businesses
engage consumers on a deeper level,
fostering meaningful connections.

5. The Power of Micro-Influencers

As consumers grow weary of broad, generic
marketing, micro-influencers have become
powerful allies for brands looking to connect
with niche audiences. With smaller yet highly
engaged followings, these influencers offer

authentic, personalized recommendations that

feel more authentic than traditional celebrity
endorsements.

2. Exclusive Content

Audiences are increasingly seeking exclusive content
that offers unique value. Subscription models,
paywalls, and membership communities are
emerging as viable options for monetizing exclusive
content. By focusing on quality, relevance, and
personalization, brands can create content that
resonates with their most engaged customers,
turning content into a valuable commodity for which
audiences are willing to pay.

4. Privacy and Transparency

Customers prioritize their privacy. With cybercrime
rising, consumers expect brands to have robust
security measures to protect their sensitive
information. Shoppers also want businesses to be
open about how they are using their data.

6. Omnichannel Communication

Omnichannel communication enables a seamless
experience across all digital channels. Businesses
can forge stronger connections and enhance the
customer journey by meeting customers where
they are. This integrated approach delivers
consistent messaging and personalized
interactions.

3 Top Benefits of Engagement-Driven Marketing

Enhanced Loyalty

Engagement-driven strategies
can increase customer loyalty.
When a brand consistently
delivers value, consumers feel
more connected, leading to
stronger loyalty. Engaged
customers are more likely to
return, purchase again, and even
recommend the brand to others.

Sustainable Revenue Growth

Loyal customers are the
cornerstone of sustainable revenue
growth. By prioritizing
engagement, brands are not just
making a one-time sale—they are
building a community of faithful
followers who return again and
again. This also drives profits, with
repeat customers spending 67%
more than new ones.

Better Customer Experience

Customer-centric engagement
delivers personalized,
value-driven experiences,
fostering loyalty and making
customers feel valued. As a
result, consumers are often
willing to pay more for brands

that provide a meaningful
experience, driving both loyalty
and premium pricing.


https://www.business.com/articles/returning-customers-spend-67-more-than-new-customers-keep-your-customers-coming-back-with-a-recurring-revenue-sales-model/
https://www.business.com/articles/returning-customers-spend-67-more-than-new-customers-keep-your-customers-coming-back-with-a-recurring-revenue-sales-model/
https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html#:~:text=Customers%20are%20willing%20to%20pay,more%20influential%20than%20great%20advertising.

6 TIPS FOR BUILDING AN ENGAGEMENT-DRIVEN
MARKETING STRATEGY THROUGH
COMMUNICATION CHANNELS

1. Choose the Right Communication Partner

The right communication partner is key to building an engagement strategy. A quality provider will ensure

your brand can effectively reach customers worldwide while maintaining security and compliance

Global Coverage: Choose a partner with international coverage to ensure your messages reach customers
wherever they are.
- Regulation and Compliance Expertise: A strong communications partner is well-versed in international

compliance regulations, protecting your brand and ensuring customer trust.

Secure, Reliable Delivery: Consistent and safe message delivery is essential to protecting customers’ data,

building trust, and delivering positive brand experiences.

2. Define Your Audience and Set Clear Goals

Brands should know what marketing goals they want to achieve. Well-defined objectives serve as guideposts
and benchmarks for measuring future success and progress. Businesses must also deeply understand their
target audience’s wants, needs, and pain points. This ensures they're sending the right messages to the right

people.

- Audience Segmentation: Use customer relationship management system (CRM) data to segment your

audience based on behavior and preferences.
- SMART Goals: Set specific, measurable, achievable, relevant, and time-bound goals for each campaign to

track success.

3. Set Up Automation for an Engaging Customer Journey

Automating certain parts of the customer journey ensures every opportunity for engagement is noticed.

- Opt-InJourney: Use automation to capture customer interest from the beginning, offering incentives such
as discounts or exclusive content to encourage opt-ins.
Automated Touchpoints: Automate customer journey touchpoints—from welcome messages to
abandoned cart reminders and follow-up offers.

- Lifecycle-Based Communication: Customize automated messages based on customer behavior and

lifecycle stages.

4. Implement an Omnichannel Strategy for Consistent Engagement
Consumers engage with brands across multiple channels. An omnichannel approach ensures your messaging is
consistent and relevant, no matter the platform. Companies implementing a mature omnichannel strategy are

four times more likely to report incredibly loyal customers and three times more likely to report that the

customer experience they deliver deserves an ‘A’

- Seamless Experience Across Channels: Integrate communication channels for a unified customer
experience.

- Consistency in Messaging: Ensure your brand message is consistent across platforms, creating a cohesive
experience for the customer.

- Personalized Omnichannel Touchpoints: Use data insights to personalize interactions across multiple

platforms for a more satisfying experience


https://mitto.ch/how-mitto-simplifies-global-compliance/
https://mitto.ch/how-mitto-simplifies-global-compliance/
https://mitto.ch/craft-high-converting-conversations-with-data-you-already-have/
https://info.mitto.ch/customer-experience-report

5. Continue Building and Expanding Your Customer Lists

A robust, engaged customer list is vital to long-term success.

Optimize Every Touchpoint for List-Building: Encourage opt-ins across all customer touchpoints, offering
incentives such as early access or exclusive offers.
Focus on Value-Driven Communication: Engage your list with regular, meaningful communication that
builds trust and loyalty.

- Loyalty Programs: Create exclusive offers and loyalty programs to deepen engagement and boost

retention.

6. Analyze and Optimize Regularly

Vigilantly tracking campaign performance uncovers opportunities for improvement and content optimization.

- Track Key Metrics: Monitor open rates, click-through rates, and conversions to assess the performance of
your campaigns.

- Customer Feedback Loops: Gather insights from your audience to refine your messaging and improve
future campaigns.

- Continuous Improvement: Use data to refine segmentation, optimize automation, and improve customer

engagement over time.

HOW MITTO SUPPORTS YOUR
CUSTOMER ENGAGEMENT STRATEGY

Mitto's comprehensive suite of APls and We also provide the tools and expertise to
channels can optimize your customer help brands execute their engagement
engagement strategy: strategy efficiently and effectively:
SMS: Ideal for time-sensitive, high-impact Integrations: Easily integrate SMS, WhatsApp,
messages such as flash sales, reminders, or Viber, and Voice into your existing CRM,
urgent notifications. With 98% open rates, e-commerce, or marketing platforms to
SMS is perfect for immediate communication. create a seamless experience.
WhatsApp: Engage customers with media-rich Campaigns: Mitto's user-friendly tool allows
messages and two-way conversations. brands to segment subscribers, craft
WhatsApp enables real-time, personalized messages, schedule campaigns, and track
customer support. results in real-time.
Viber: Use Viber for visually engaging Verification: Build trust, secure accounts, and
messages, promotions, and interactive content protect consumer

that strengthens brand presence.

Voice: Our voice solutions add a personal
touch to customer support. Use Al voice
chatbots to assist with commmon inquiries,

reducing customer reps’ workload.


https://mitto.ch/increase-retention-with-an-sms-loyalty-program-customers-will-love/
https://mitto.ch/channel/sms/
https://mitto.ch/channel/whatsapp-business/
https://mitto.ch/channel/viber-business/
https://mitto.ch/channel/voice/
https://mitto.ch/integrations/
https://mitto.ch/campaigns/
https://mitto.ch/verification/

EMERGING TRENDS AND FUTURE OPPORTUNITIES

Al-Powered Personalization RCS (Rich Communication Services)
Generative Al will enable brands to personalize RCS is an emerging channel that combines the
their messages at scale. With Al, you can simplicity of SMS with the rich media capabilities
dynamically adapt messaging to match customer of apps. Brands can send interactive, dynamic
preferences, creating a highly personalized messages that enhance customer experience.

experience.

Engagement Is the New Reach

In today's digital age, engagement is far more important than reach. While mass marketing may still have a
place in specific contexts, building a loyal, engaged customer base offers far greater long-term value. By
focusing on personalized, meaningful interactions, brands can build relationships that foster loyalty, increase
revenue, and drive sustainable growth.

AT MITTO, WE'RE READY TO HELP YOU
IMPLEMENT THE STRATEGIES AND
SOLUTIONS TO MAXIMIZE YOUR
ENGAGEMENT EFFORTS AND BUILD

A MORE SUBSTANTIAL, LOYAL
CUSTOMER BASE.

Contact us today to learn how we can help you succeed in 2025 and beyond.
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https://mitto.ch/understanding-rcs-the-future-of-customer-communications/
https://mitto.ch/contact/



