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Jill and her husband have 
been looking for their first 
home.  But to be honest, they 
aren’t sure where to begin.  
She’s heard good things 
about Luna Financial from 
her friends and as she is 
browsing the Washington 
Post sees an ad.  The interest 
rates are great!  



Later that day, she’s on her 
Facebook feed and she sees 
another ad for Luna 
Financial.  This time she 
browses through the 
comments - it has a lot of 
positive feedback.   She 
clicks to learn more. 



On the Luna site, she can 
gauge what her monthly 
payment might be and sign 
up to get regular updates on 
interest rates.  



She signs up and then looks 
around the rest of the site. 
There is a lot of great 
information and resources 
that feel very relevant to 
what she’s looking for.  



In her inbox, she receives the 
weekly rates.  The email also 
includes some 
recommendations for 
realtors in her area.  She 
decides to apply just to see… 



The website outlines the 
steps and services that Luna 
offers for mortgage loans.  
She clicks to complete the 
pre-approval for a new home. 



It’s a very straight-forward, 
step by step process. 









Although when she gets to 
the final questionnaire she’s 
not certain what type of rate 
is best.  She pauses to 
consider this question. 



Luckily, customer support 
starts a chat and answers her 
question, sending her some 
great resources. 



She completes her 
application with confidence.  



From the Luna Financial 
Mobile app, Jill is able to 
upload the documents, 
schedule an appointment to 
close and keep up with the 
overall status of her loan. 



And it’s not long til her and 
her husband are in their new 
home, thanks to the great 
customer experience at Luna 
Financial. 



Behind the scenes



Sonia is a marketer that cares 
about the performance of all her 
efforts.  Acoustic’s unified 
Analytics platform gives her one 
place to see analytics across all 
channels and alert her to things 
she need to pay attention to. 



Looking at this Sankey 
diagram, she can see how her 
customers are moving across 
key touch points of her 
marketing funnel.  Her goal is 
acquisitions and conversions. 
She clicks to drill into the 
journey map.



In Journeys, Sonia can select 
specific paths to further 
explore those audiences.



With built-in audience exploration 
Sonia can explore traits, such as 
demographic information, other 
audiences the users are a member 
of, shared by the users on the 
selected path. 



And she can follow inline 
recommended actions based 
on best practices and 
predicted revenue lift of 
each.  Sonia decides to seed 
a social campaign with a 
look-a-like audience



In one click, Sonia is building her 
campaign. Acoustic has a brand new, 
modern omni-channel campaign 
experience that makes it easy to 
create a single channel, multi-
channel or automated campaign 
from a single starting point.





She names the campaign, 
sets a goal, and defines KPIs 
to create her campaign.  The 
setup is exactly the same for 
any type of campaign.



The social ads composer is easy 
to use and consistent with how 
she sets up other channels, plus 
she can also easily reuse content 
from other channels.



Next, Sonia sets up a program with 
the entrance criteria set to the 
users that have clicked on her ads.  
Her goal for the program is to 
nurture the leads she gets from 
the ads through the application 
process.



The programs canvas is 
flexible and easy to use.  She 
just drags and drops the steps 
she needs to create the 
automation she wants. 



And from programs, Sonia can 
seamlessly navigate into the 
message composer to create her 
content. 



The new drag and drop message 
composer makes it easy to build 
responsive emails without technical 
skills.  Plus, it’s powered by 
Acoustic Content so she has direct 
access to all her content across 
channels



As she designs her email, she 
wants to use content that 
has been effective in 
previous campaigns.  She 
goes to search… 



… And before she can even 
start typing, there are AI-
based insights, as well as 
help articles that are 
relevant to what she is doing.



Without leaving where she is 
working, she can pull high 
performing content based on 
smart tagging, directly into her 
email.   This demonstrates the 
power of  AI working across across 
analytics + content + campaigns.



And if all she had was a 
question on how to do 
something - embedded how-
to articles can provide the 
answer directly inline.



She also saves a lot of time 
constructing her messages by 
reusing content across channels 
and campaigns.  





Plus, she can target her email 
with database personalization, 
dynamic content and relational 
table personalization. 



And just as important as it is 
that her content drives clicks, 
it’s critical that Sonia’s subject 
line encourages opens.



Built-in AI helps her choose 
the right subject line based 
on understanding the 
behaviors and characteristics 
of her target audience. 



She can easily preview the 
design across different 
devices, as well as see the 
personalization as a user in 
her audience would. 



Plus, when she builds her 
campaign with Acoustic 
Campaign, her emails are 
automatically mobile responsive. 
She can also modify her inbox 
design to optimize for mobile 
consumption.  



The campaign is going to leverage 
multiple channels, but because 
she can easily reuse content 
across channels and devices, 
creating mobile push notifications 
is a breeze. 



At the same time, Sonia wants to 
make sure the landing pages she’s 
directing users to are relevant and 
encourage engagement.   Using 
drag and drop, she can personalize 
content and create web forms. 



At the same time, Sonia wants to 
make sure the landing pages she’s 
directing users to are relevant and 
encourage engagement.   Using 
drag and drop, she can personalize 
content and create web forms. 



Her landing pages are tied 
automatically to her website 
that she built in Acoustic 
Content. 



It’s easy for her to modify content 
fragments - ads, images, articles 
and so on - without making any 
changes to her site.



….

But it also just as easy to make 
changes in the new drag and 
drop site composer. She doesn’t 
need to know HTML or CSS to 
rearrange pages, or build out 
new content





….

It’s also easy to add 
recommendations for related offers 
and personalize content to target 
her customers. This is Acoustic 
Personalization integrated directly 
into Acoustic Content. 



Now she returns to her 
program, reviews it and is 
confident it’s ready to go.  
She clicks start program. 



Work never stops, so as 
Sonia is analyzing traffic to 
her website, she sees the 
indicator for an insight in her 
notifications.



Turns out there are some 
anomalies in her program.  This 
prompts her to check it out. 



She can actually scroll through the 
metrics for every step in her 
program and see where expected 
results might differ from what’s 
actually happening. 



And she can drill in further to 
see a history of that activity 
to help determine root case 
and any actions she might 
want to take. 



It’s also easy to transition 
directly from the program to 
the full report for the 
campaign. 



In the campaign report, Sonia can 
analyze opens and clicks, a heat-
map of where users are clicking… 



Not only this, she can also pull in 
relevant analytics that 
demonstrate the conversion 
rates for the campaign to the 
mortgage application process.



In the campaign report, Sonia can 
analyze opens and clicks, a heat-
map of where users are clicking… 

PI rewrite - phase 1

Heat map (classic) - phase 2

She notices that overall 
abandonment rate is much 
higher than expected. 



The anomaly indicator 
confirms this.  The good 
news is that she can 
troubleshoot this right from 
the report.  She clicks to 
playback user sessions for 
the loan app on the site.



After watching a few session replays 
she realizes that many people are 
getting stuck at the interest rate 
question and sometimes even 
abandoning the application at this 
point 

Exp. Analytics rewrite - phase 2

Exp. Analytics integration - unplanned



But this is easy to correct, 
jumping back to the site 
composer she adds more 
information about interest 
rates, plus updates the program 
to trigger support if users spend 
more time than expected at any 
step



Several weeks later,  Sonia 
checks in and sees things are 
running smoothly now. The 
campaign is proving effective, 
leads are growing and overall 
revenue is up. 



This is a great win for the team 
and Sonia wants to share this 
report with her teammates and 
company executives.




