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Why it matters

Let’s do a quick thought experiment. 

Imagine you’re a doctor. Would you suggest the same treatment to 

everyone coming to your o ce? Of course not.

It is an exaggerated metaphor but you get the idea. People have 

di erent needs, interests and are on di erent knowledge levels. The 

point of lead and visitor segmentation is to be able to adjust your 

communication so that it matched their profile and current situation.

Before you start wondering if it’s really a must in your business, I’ll show 

you the results of research conducted by Optimove.

They’ve studied 2,000 email campaigns that were sent to over 30M 

customers.

You say you don’t segment your leads, 
huh? 

Lucky you! It means there is an easy way 
to improve your conversions and sales. :)

You read it right. 
Easy - improve - conversion - sales.

It will require some work but it’s worth it. 
In a sec you’ll see why.

Andrzej Pacholik
Digital marketing specialist

Denis Kharchenko
UI Designer
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On charts below they’ve showed how segmentation impacts revenue.
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As you can see, there is a clear correlation between segmentation and 

revenue increase. The smaller and more precise segments, the higher 

returns.

If you need more examples of such studies, I encourage you to search 

the Internet. You’ll even find numbers like 7,000% increase in 

conversions!

Have I made a good job getting you excited? I hope so! 

But there’s one thing more you need to know. 

Segmentation can be done wrong.
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What do good segments 
look like?

To make your work e ective you need to keep few things in mind while 

creating your segments.

1. Make them relevant

While segmenting, you should think about what’s important to your 

business. Don’t group people by traits that have no reference to what 

you do.

2. Keep them di erent

Various segments should di er in terms of their approach or response to 

the content topics, type or strategy. Otherwise, there would be no point 

in separating them.

3. Think about future work

Will such division let you deliver content and strategy appropriate for 

this segment?

If no, don’t even bother to create it.

4. Focus on ROI

Creating content and tailoring communication for multiple segments 

takes time and therefore increases your costs. That’s why you shouldn’t 

get too granular with it. As P. Kotler, S. Burton and K. Deans state in their 

book, segments should rather be “the largest possible homogeneous 

group worth going after”.
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5. Value long over short term

Your segmentation should remain the same over time.

This way the content you create, tests you carry out and ideas you come 

up with won’t get old.
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Segmentation matrix

I like to think of segmentation as a 2D matrix. 

On the first axis you put di erent personas, whereas on the second 

previously mentioned awareness levels.

1st segment

Unaware Problem aware Solution aware Product aware Most aware

2nd segment

3rd segment

By awareness levels I mean the concept introduced by Eugene 

Schwartz in “Breakthrough Advertising” (1966).

He divided customer journey into 5 steps that vary in terms of a person’s 

knowledge:

unaware -  don’t know a problem exists,

problem aware - know they face a problem but have no idea about any 

solution,

solution aware - know how to cope with the problem but don’t know 

your product solves it,

product aware - know what your product is but aren’t sure it’s right for 

them,
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most aware -  have full information about your product and price but 

hasn’t bought it yet.

What it all means, is that even though two people match the same 

persona, you need to change your approach based on their awareness 

levels. 

One may need some education, whereas the second may be ready to 

buy.

To find out on which level a person is, you’ll need to track, e.g., sources 

they come from or content they consume. Will cover that in the next 

section.
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Segmentation cheatsheet

Now, as you know the basics, you can start your segmentation.

As you’ve seen in the previous paragraph, you need to divide visitors 

and leads based on their profile and awareness level. 

Firstly, you’ll focus on profiling. 

After that you’ll try to find out how to di erentiate those who are more 

likely to buy from those who need some educational content prior to 

receiving an o er.

Create profiles

Define what matters for your business 

You need to know what to look for while analyzing your current tra c, 

leads and customers. 

Go through the list below and choose the traits that you think are 

important for your business. 

Of course, if you have some other ideas, do not limit yourself to this list.

a. Demographics

age

sex

income

occupation

education
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b. Geographic

c. Psychographic

d. Business

e. Skills

f. Intermediary vs final consumer

country

city size

social status

lifestyle

interests

behavior

1. content type preferences

2. usage of product

3. value you add to the person/company

industry

company size

company type

Review your customer base and 
website tra c

In this step you need to analyze data from your CRM and web analytics 

tool. If you haven’t collected much data in the past, it may turn out 

impossible to do it correctly.If that’s the case, I encourage you to to carry 

out your analysis quickly and move to the next part - collecting data. 
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Group your current customers

Using the traits you’ve identified in the previous step, group your 

customers into segments that will represent di erent people. 

Start with grouping by the most important factor you’ve come up with. 

For our company, User.com, it’s the occupation of the lead - Marketer, 

Sales rep, Support agent and CEO. We’ve also added the Student 

segment, as we know they’re unlikely to buy our product in a short time.

Then, divide these groups by the second most important factor. In our 

case, it was industry as, e.g., ecommerces will have far di erent needs 

than real estate agencies when it comes to Marketing Automation. 

Our third step is determining how proficient the lead is in Marketing 

Automation. 

It can go on and on. Just remember to keep in mind the 5 principles I’ve 

listed before.  

Analyze engagement in communication channels

Discovering e ective communication channels is the key to better 

performance. Try to find out who is likely to interact with your content in 

emails, push notifications and text messages. Look at message opens, 

clicks and unsubscribes.
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With Marketing Automation, it’s easy to set up messaging and content 

distribution in multiple channels at no additional cost. Once you have 

your texts created, you just add new automation paths and you’re ready 

to go.

Hint: 

Probably there are groups of people that doesn’t open or click your 

messages at all. If that’s the case, you should consider testing Facebook 

messenger or a Slack group.

See who your most valuable customers are

See which customers spend most. It will enable you to contact the 

potentially most valuable leads personally.

See who buys at discounts

Try to find out what kind of person is susceptible to discounts and who’s 

not. 

Create personas

For each segment create a persona. In the Internet you’ll find lots of 

templates to fill. 

Include the information you’ve gathered, the person’s problems and 

goals. Add some general knowledge insights as well. Thanks to 

personas, it’ll be easier for you to create proper communication.
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Determine awareness levels

See who converts on the first visit

If you use Google Analytics you can check it quickly. 

Just create a new segment for people using conditions: 

1. User type: New visitor,

2. Event category/action/label: [name of your conversion event].

Perhaps these people buy products from specific categories? 

Share some landing pages?

Or come from the same source?

Look thoroughly for such dependencies. 

It will let you act appropriately when new visitors want to leave your 

website.
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List the pages/topics that tell you person’s knowledge levels

For example, if someone visits the page entitled “What is marketing 

automation?”, we know that the person is new to Marketing Automation 

and is not ready to start a trial or schedule a demo. On the other hand, if 

someone lands on “Marketing Automation implementation checklist” 

landing page, they are probably a far more advanced leads. 
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Once you know what kind of data you need for your segmentation, it’s 

time to start collecting it. There are several ways of doing it.

Visitor tracking

Web analytics tools like Google Analytics let you analyze aggregate 

values. To segment your visitors and leads, you will need a system that 

tracks each visitor separately and saves these interactions in their own 

profiles.

Only then, you’ll be able to put each visitor in an appropriate segment 

and adjust your o ers and communication.
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    referrer/source,

    UTM tags,

    triggered events,

    visited product categories,

    visited blog categories,

    number of visits,

    checked values in a price calculator.

Forms

Conclusions drawn from visitors’ behaviour are better than no insights at 

all but they are not very reliable. 

If you use them to personalize your approach to new visitors, you’ll 

surely see increased conversion from visitor to lead. But to make sure 

what kind of person each lead is, you need to ask for it in a form.
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However, beware of putting too many inputs in your pop-ups or 

embedded forms. In general, the more fields to fill, the lower your 

conversion will be.

Hint:
If you use Marketing Automation system that lets you change your 

website content on-the-fly, there’s a great way to cope with that 

problem. Or at least improve your flow.

Normally, you would ask for the same information in each form on your 

website. However, with, e.g., User.com you can ask only for the 

information you don’t have yet.

This way, with the first form submit we ask for a name, email address 

and occupation. 

When the lead wants to download another piece of content, we ask for 

their business type and whether the person has used Marketing 

Automation before.

There’s a similar trick to help you collect phone numbers.

If the system sees the visitor uses their smartphone, it can ask for their 

number instead of an email address. Then, the link to the content is sent 

via SMS. 

Personal contact

If you have a live chat on your website, you can tell your support agents 

to ask for some information at the end of each conversation. Or at least 

deduce visitor’s sex (if you need it) from their name. 
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Research

If you operate in the B2B sector and sell an expensive product you may 

want to do some research. Of course, it’s only possible if you have their 

business email address, business name or their website’s URL. 

Then, you can find out their business type or company size.
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As soon as data starts flowing to your CRM, you need to use it for 

segmentation. With Marketing Automation you don’t need to do 

anything yourself. Just set specific rules and let the system do it for you.

Create lists and dynamic segments 

 

For each of the segments/personas you’ve came up with before you 

now need to create a communication list. 

Then, for each awareness level create a separate dynamic segment. In 

User.com dynamic segments work like saved filters. They check if the 

lead or user meets specific criteria and on that basis, assign them to a 

certain segment.

Create automation paths

After creating your lists and segments, it’s time to set automations that 

will assign your visitors and leads. Go to your automation editor and 

choose what actions should define a customer profile. It can be a page 

visit, a certain content download event or anything you’ve identified in 

the previous steps.
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Hint:
It’s also a good idea to let leads choose a newsletter list themselves!
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Summary

Lead and visitor segmentation is the key to improving your marketing 

ROI and overall customer experience. 

Doing it right requires some tinkering and can take time. But I can’t 

stress enough how crucial it is. 

You should divide your audience by their profile (interests, age etc.) 

and awareness levels (what they know about the problem you solve 

and your service).

For thorough visitor and lead segmentation, you’ll need Marketing 

Automation software. It will assign people based on their actions to 

proper segments and trigger appropriate actions.

Summary 22

Think about your coworkers and friends. Share this free course.

https://www.addtoany.com/add_to/facebook_messenger?linkurl=http://bit.ly/2QPsFKt&amp;linkname=Turn%20Visitors%20into%20Customers
https://www.addtoany.com/add_to/whatsapp?linkurl=http://bit.ly/2Pyh26h&amp;linkname=Turn%20Visitors%20into%20Customers
https://mail.google.com/mail/u/0/?ui=2&view=cm&fs=1&tf=1&su=Marketing+automation+course&body=Hi,+I%27ve%20signed+up+for+a+free+MA+course.+I+thought+you+may+like+it+too.+Here%27s+the+link+http://bit.ly/2UC6fvz
http://www.facebook.com/sharer/sharer.php?u=http://bit.ly/2EhuHwy
https://www.linkedin.com/shareArticle?mini=true&url=http://bit.ly/2zXVdrz
https://twitter.com/login?redirect_after_login=%2Fhome%2F%3Fstatus%3DI%25E2%2580%2599ve%2Bfound%2Ba%2Bhelpful%2C%2Bfree%2BMarketing%2BAutomation%2Bcourse%2Bfrom%2B%40userengage_com.%2BYou%2Bcan%2Bgrab%2Bit%2Bhere%3A%2Bhttp%3A%2F%2Fbit.ly%2F2EgDnTT


About User.com

Right from the start it tracks every step of each website visitor and lets 

you automate segmentation, scoring, communication and other 

marketing, sales and support tasks. It makes your life easier providing 

one interface for all your communication. 

You’ll find there:

        email marketing,

        live chat,

        chatbot,

        push notifications,

        call center,

        SMS dispatch,

        pop-ups and

        dynamic page content.

With an automated CRM and full information about each lead sales team 

can focus on selling and forget repetitive tasks.

Analytics and reporting modules let managers have full control over 

their team’s performance.

Click below to learn more.
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