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Local Government Official Information and Meetings Act 1987 Section 7(2) 
 

Subject to sections 6, 8, and 17, this section applies if, and only if, the withholding of the 
information is necessary to— 
 
(a) protect the privacy of natural persons, including that of deceased natural persons; or 
 
(b)  protect information where the making available of the information— 

 
(i) would disclose a trade secret; or 

 
(ii) would be likely unreasonably to prejudice the commercial position of the person 

who supplied or who is the subject of the information; or 
 

(ba) in the case only of an application for a resource consent, or water conservation order, or 
a requirement for a designation or heritage order, under the Resource Management Act 
1991, to avoid serious offence to tikanga Maori, or to avoid the disclosure of the location 
of waahi tapu; or 

 
(c)  protect information which is subject to an obligation of confidence or which any person 

has been or could be compelled to provide under the authority of any enactment, where 
the making available of the information— 

 
(i) would be likely to prejudice the supply of similar information, or information from 

the same source, and it is in the public interest that such information should 
continue to be supplied; or 

 
(ii) would be likely otherwise to damage the public interest; or 

 
(d)  avoid prejudice to measures protecting the health or safety of members of the public; or 
 
(e)  avoid prejudice to measures that prevent or mitigate material loss to members of the 

public; or 
 
(f)  maintain the effective conduct of public affairs through— 

 
(i) the free and frank expression of opinions by or between or to members or 

officers or employees of any local authority, or any persons to whom section 2(5) 
applies, in the course of their duty; or 

 
(ii) the protection of such members, officers, employees, and persons from improper 

pressure or harassment; or 
 

(g)  maintain legal professional privilege; or 
 
(h)  enable any local authority holding the information to carry out, without prejudice or 

disadvantage, commercial activities; or 
 

(i)  enable any local authority holding the information to carry on, without prejudice or 
disadvantage, negotiations (including commercial and industrial negotiations); or 

 
(j)  prevent the disclosure or use of official information for improper gain or improper 

advantage. 





 

  

Jen Rolfe  Non-Executive Director ● Citycare Limited (Director) 
● Rainger & Rolfe (Director) 
● Barbara Andrew Family Trust (Trustee) 
● Thomas Family Trust (Trustee) 
● Thomas Number 2 Family Trust (Trustee) 

 

● New Zealand Marketing Association 
(Member) 
 

● Prior to Jen Rolfe’s appointment to the RFAL 
Board, Rainger & Rolfe provided some marketing 
services to RFA. 

● Rainger & Rolfe is providing marketing services to 
Watercare.  

● Rainger & Rolfe is providing marketing services to 
Martin Jenkins (occasional Auckland Unlimited 
consultant).  

Graeme Stephens  ● New Zealand Hotel Holdings (Director) 
● Kamari Consulting Limited (Director and 

Shareholder) 
● SkyCity Entertainment Group (Shareholder)) 

  

Dan Te Whenua Walker Non-Executive Director ● Tahu Hikuroa Foundation (Chair) 
● New Zealand Māori Tourism Society (Deputy 

Chair) 
● School of Indigenous Studies Limited (Director) 
● Whanau Mārama Parenting Limited (Director) 
● Korowai Hikuroa Consulting Limited (Director and 

Shareholder) 
● Pou Tuarā o Te Rūnanga o Ngāti Ruanui Trust 

(Shareholder)  
● Ngati Ruanui Tahua Limited (Shareholder) 
● Ngati Ruanui Fishing Limited (Shareholder) 
● Te Topuni Ngarahu General Partner Limited 

(Shareholder) 
● Ngā Whaotapu (Trustee) 
● Māori Creative Foundation (Trustee) 
● Meremere Marae Charitable Trust (Trustee) 
● Stanmore Bay Primary School (Trustee) 
● Indigenous Growth Limited (Advisory Board 

Chair) 
● Innovation Programme for Tourism Recovery 

(Advisory Panel Member) 
● Massey University Executive Education (Advisory 

Board Member) 
● Digital Advisory Board of MIT (Advisory Board 

Member) 
● University of Auckland Māori Alumni (Trustee and 

Chair of Executive Committee) 
● Sarcoma Foundation NZ (Board member) 
● Child Cancer Foundation (Board member) 
● Ronald McDonald House (Board member) 
● Innovation Programme for Tourism Recovery 

Advisory Panel (Member)  
● Tourism Innovation Hub Development Advisory 

Group (Member)  

 
 

 

 







BOARD MEETING (open)
HELD ON: Wednesday 29 March 2023 at 10.00 a.m. 

AT: Limelight Room, Te Pokapū Aotea Centre, Auckland 

PRESENT: Jennah Wootten Acting Chair 

Carol Cheng 
Alastair Carruthers 
Hinu Te Hau  
Graeme Stephens (remote) 
Dan Walker 

APOLOGIES: Jen Rolfe  

ATTENDED:  Jenny Solomon Board Intern 

Cr Shane Henderson TAU Lead Councillor 
Cr Wayne Walker CCO Oversight Committee Chair 
Sarah Johnson-Smith CCO Governance, Auckland Council 

Executive Team Nick Hill Chief Executive, Pam Ford Director 
Investment & Industry, Richard Clarke Director Arts, 
Entertainment & Events, Helen Te Hira Director Māori 
Outcomes, Mandy Kennedy Chief Digital Officer, 
Lynn Johnson Chief People Officer, Justine White 
Chief Financial & Corporate Services Officer  

James Parkinson Director, Auckland Stadiums  
Cameron George NZ Warriors 
Dave Curran NZ Warriors 
James Robinson Head of Strategy & Planning  
Melanya Burrows  External Relations Manager 
Tim Kingsley-Smith Company Secretary & Legal Counsel 

The Board, Councillors Henderson and Walker, the Executive Team, Sarah Johnson-Smith, and Tim 
Kingsley-Smith joined the meeting. 

1. AGENDA AND APOLOGIES

The Chair noted the apology of Jen Rolfe.

The Board noted that further to the direction of the Board at the 30 November 2022 Board meeting, the
Capital Projects Committee discussed the appointment of a new Committee chair at its recent meeting
and recommended that Alastair Carruthers be appointed to the role.

The Board approved the appointment of Alastair Carruthers as chair of the Capital Projects Committee.

The Board approved the appointment of Jen Rolfe as the second Tātaki Auckland Unlimited (TAU)
Board representative on the Single Operator Stadiums Auckland (SOSA) Project.

2. REGISTER OF DIRECTORS’ INTERESTS & ROLLING 12-MONTH BOARD WORK PROGRAMME

The Board noted the Interests Register and 12-Month Board Work Programme.

3. PUBLIC MINUTES 22 FEBRUARY 2023

The Board approved the 22 February 2023 Public Minutes as an accurate record of the meeting.



4. CE REPORT

Nick Hill spoke to the paper.

Weather Events Damage – Western Springs Stadium 

• Management updated the Board on the damage caused by the weather events earlier this year.
As previously discussed at the Board, the damage suffered at Western Springs Stadium was
broad and extensive.

• Management noted that it is working with the two long term Western Springs Stadium tenants,
Western Springs Speedway and Ponsonby Rugby Club and continuing to deepen its
understanding of the damage and potential remediation options. The precinct is a rain
catchment area with a natural waterway through it so all planned remediation and future
development will need to be cognisant of the need for weather resiliency.

• Councillor Henderson noted that he supports adopting a precinct-wide perspective that includes
all stakeholders and following a “dig once” approach. Councillor Watson noted that currently
there is no adequate Auckland stadium strategy and more analysis of the gaps in Auckland’s
stadium network is required.

Weather Events Damage – Other TAU Venues

• Management noted that most of the damage to the Aotea Centre has now been repaired.
However, the two pianos in the Town Hall basement remain in situ as the Town Hall service lift
is still awaiting repair. Damage at all other TAU sites is now negligible.

• The Board commended the TAU team and in particular, the Property, Security, Zoo, Stadiums
and Art Gallery teams who reacted quickly and professionally to the unprecedented weather
events. Staff across TAU have been focussed on remediating the weather-related damage as
well as continuing BAU activities during the events and summer visitation ‘high’ season.

• Management noted that TAU and the Council Group are likely facing a significant increase in
insurance costs next year. TAU and the Council Group are now working closely together to look
at the options to mitigate this risk.

Events and Attendance

• Management noted that event attendance across the sector continues to be inconsistent. The
recent Harry Styles concert and NZ Warriors games were well attended and venues like
Auckland Zoo, NZMM and the Art Gallery continue to be ahead of attendance forecasts.
However, attendance at Super Rugby games and the recent Auckland Arts Festival are down
on previous seasons. Factors driving the patchy attendance could be the cost-of-living
increases having a more pronounced impact and the large number of events currently on
splitting demand.

• The Board noted that TAU’s innovative approach to the Harry Styles concert including utilising
social media, live-streaming content, and providing entertainment and information to those
audience members who arrived early, was world-leading and extremely well received by the
concertgoers, stakeholders, and the promoter.

• The Board noted that it was very pleasing to see the successful return of the Pasifika Festival
and the highly acclaimed recent Te Matatini event.

Shared Services

• Management noted that in response to the Letter of Expectation TAU is continuing to work
closely with Council on expanding TAU’s use of Council shared services to improve efficiency.
Currently the work is focussed on ICT (to be discussed later in the meeting) and People and
Culture will be the next area of focus.



• Management noted that while TAU acknowledges the potential efficiency gains of making
greater use of Council shared services, and agrees with the direction of travel, it also cognisant
of several risks including:

o Ensuring that the point at which Council services start and TAU services finish is correct
and well understood;

o TAU and Council having significantly different requirements in some areas; and

o The negative operational impact of potentially making changes to the People and
Culture function at a time when TAU is going through a restructuring process.

• The Board noted that it is important for TAU to have clarity on the integrated shared services
model and there should be KPI’s or other measures associated with shared services in order
to help the Board discharge its duties in relation to monitoring and mitigating strategic and high-
level operational risks such as cybersecurity risk.

• Councillor Walker noted that there will be some areas, such as communications and marketing,
where the needs of TAU are different to those of Council. For instance, TAU’s communications
and marketing activities are focussed on generating revenue in a competitive commercial
environment, whereas Council’s focus is on communicating with the community. In these cases,
the shared services model may need to be adapted to recognise the differences. Broadly
speaking, process should never get in the way of outcomes.

Single Operator Stadiums Auckland

• The Chair updated the Board on the recent SOSA IAG meeting. It was an excellent hui that
was constructive and collaborative. TAU and the Eden Park Trust Board representatives have
agreed on some key principles and a pathway forward.

•

Statement of Intent

• Management noted that TAU continues to work through the options for achieving the prescribed
Letter of Expectation savings and the impact on the TAU activities and services.

• Councillor Walker noted that Councillors may not have all the required information at this point
and that he shared the Board’s concern regarding TAU potentially having to make budget
moves ahead of the Governing Body fully understanding the potential consequences.

• Councillor Henderson noted that Councillors should keep an open mind at this point and not
pre-empt the public consultation process, however, he personally is passionate about economic
development activities and its benefits. There are plenty of examples of Council and TAU
economic development activities that have produced great results for Auckland.

• The Board noted that TAU’s screen activities are an example of TAU providing high quality
services that are essential to the industry. A lot of the work in the sector in Auckland is built on
TAU’s relationships and trust with industry stakeholders, TAU facilitating engagement with
mana whenua, and TAU ably performing the required regulatory consenting functions.

The Board noted the CE Report. 

The Chair closed the TAU open Board meeting at 11.03 a.m. The Executive Team and Sarah Johnson-
Smith left the meeting.  

The Chair opened the confidential meeting at 11.05 a.m. Richard Jarrett, Nick Hill, Mandy Kennedy and 
Justine White joined the meeting.  
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•

James Parkinson, Cameron George, and Dave Curran left the meeting. 

7. CONFIDENTIAL MINTUES 22 FEBRUARY 2023 AND ACTION TRACKER

Subject to one minor amendment to the wording of Item 8 bullet point 3, the Board approved the 22
February 2023 confidential minutes as an accurate record of the meeting.

The Board requested that the Risk Committee recommended Board training be added as an action to
the Board Action Tracker. (ACTION POINT)

James Robinson and Melanya Burrows joined the meeting.

8. STATEMENT OF INTENT

Nick Hill spoke to the paper.

• Management noted that TAU has sought and received a small extension to submit its draft
Statement of Intent (SOI) to Council.

• The Board directed Management to amend the draft SOI so that the $27.5m of savings noted
in the Letter of Expectation is made during the year beginning 1 July 2023. The balance of
savings sought from TAU will be addressed in due course but will not be included in the SOI at
this point pending completion of the public consultation process on the Mayor’s Proposal.

• The Board noted that if TAU proceeded with actions to make all the requested savings at this
time, irrevocable damage would be done to parts of the business (primarily in the economic
development area), that could not be undone should the final savings figure be less than the
currently requested savings.

• The Board noted that it will make the confirmed savings that Council directs it to but is keen to
avoid taking irreversible actions with significant consequences, particularly at a time when the
public consultation process has not been completed and Councillors may not be fully aware of
all of the consequences of those actions.

• The Chair requested that Directors provide any further feedback on the draft SOI directly to
Management. Management noted that it will prepare a new draft SOI incorporating the Board’s
directions (and any further feedback received), and will then circulate it to the Board for
approval.

The Board noted that Management will circulate a new draft SOI to the Board for approval shortly. 

James Robinson and Melanya Burrows left the meeting.  

9. DRAFT TAU CRD PROFORMA REPORT

Nick Hill spoke to the paper.

• The Chair of the Risk Committee noted that the draft CRD Proforma Report was discussed at
the recent Risk Committee meeting. The Committee provided feedback to the team who have
incorporated the feedback in the draft Report before the Board. The Committee recommended
that the Board approve the proposed CRD Proforma Report resolutions.

• The Board noted that TAU’s monitoring and reporting of its climate-related financial disclosures
is important not only given Council and TAU’s climate change policies, but also because
Council raises funding via the issuance of ‘green bonds’. Management and the Risk and Capital

S(2)(f)(i),(h),(j) LGOIMA 1987



Projects Committees plan to work closely together to understand TAU’s capital drawdown and 
potential compliance obligations associated with its green bond obligations.  

• The Board requested that Management prepare an information summary for the Board as pre-
reading ahead of the upcoming TFCD training at the 31 May Board meeting. (ACTION POINT)

The Board: 

1. Approved the proforma sign-off process; and

2. Approved the draft proforma.

Shelley Watson and Mandy Kennedy joined the meeting. 

10. CRM AND DIRECT MARKETING EXTENSION PROJECT

Shelley Watson and Mandy Kennedy spoke to the paper.

• Management noted that the project is about forming a central repository for TAU interactions
so the organisation can see what conversations are going on and what is being said.

•

1.

2.

Shelley Watson and Mandy Kennedy left the meeting. 

11. Q2 RISK REPORT TO AUCKLAND COUNCIL

The Board approved the TAU Q2 2023 Risk Dashboard to the Auckland Council Audit and Risk
Committee

12. DIGITIAL AUCKLAND UPDATE

The Board noted that due to time constraints, this Item will be postponed until the April Board meeting.

13. MĀORI COMPETENCY TRAINING

The Board undertook a Māori Competency training course.

The meeting ended at 3.48 p.m.

Confirmed as a true and correct record of the meeting of 29 March 2023:

      4/05/2023 
____________________ _______________________ 
Chair Date 
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4. Schedule of Appendices  
 

• Cybersecurity Dashboard    (Monthly) 

• Digital Auckland Update    (Monthly until completion) 

• Climate Change & Sustainability Dashboard  (Monthly) 

• Commercialisation of Media Assets Status Report  (Monthly until completion) 

 

5. CE sub-reports in Resource Centre 
• Finance Report      (Monthly) 

• Risk Report      (Monthly) 

• H&S Report      (Monthly) 

• ICT Infrastructure Project Report   (Monthly) 
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Report to the Board, Tātaki Auckland Unlimited Page 2 
 

 
Objectives of the Customer Strategy and Enterprise CRM & eDM system:  

• Enable a single view of a customer across the whole of TAU to support improved 
customer experiences, customer service and satisfaction.  

• Better decision making and revenue optimisation through our ability to segment 
and target specific customer groups, improve sales and customer lifetime value. 

• Leverage our combined customer base to promote cross-sell and upsell tickets 
and products across TAU to grow revenue.  

• More personalisation so that we can better understand customer needs and meet 
customers unique and individual requirements. 

• Offer a differentiated experience to loyal customers so that we can reward 
engagement and encourage repeat visits and purchases. 
 

Approach to develop the Customer Strategy: 

The project team and Bower House Digital engaged TAU teams through a series of 
workshops in late 2022. These findings were captured in a current state document and 
used to define the future state Customer Strategy for TAU.  

The Customer Strategy provides a framework for: 

• Consistent categorisation of customers across the organisation to achieve a 
single view of the customer (SVOC). The customer categorisation framework may 
need to be refined subject to the future state of the organisation and is designed to 
cater for new customer relationships as required.  

• Customer data governance, a data privacy and security model complete with 
sharing rules to lockdown or open up groups of customer data. 

• Customer contact rules will set customer communications priorities across the 
organisation by message type and business unit to avoid conflicting messages and 
communications fatigue. The contact framework supplied provides principles but 
needs to be further developed with input from across the organisation to ensure it is 
fit for purpose.  

• To enhance the customer experience (CX), communications content will be 
planned against TAU customer journeys / lifecycles. Templates for customer 
journeys have been created against which business units will design their customer 
communication lifecycles.   

• Customer Management Operating model options have been proposed including 
the number and capability of technical and marketing resources to leverage the new 
single CRM / eDM solution and deliver the potential benefits of the system including 
revenue generation. This includes skills in customer data analytics, CX lifecycle 
development and delivery, segmentation and targeting of customers for marketing 
purposes. 

• A roadmap of deliverables required to support CRM and eDM implementation and 
achievement customer and business outcomes.  

• A KPI framework is recommended to measure the success of the implementation 
of the Customer Strategy. 

Refer attachment 1: Customer Strategy presentation for further detail on the Customer 
Strategy. 

 

















A standardised approach to customer categorisation is needed to allow for a single 
view of the customer

Who
Customer engages as a… 

B2B, B2C or B2G

Where 
Local, Domestic or International 

engagement 

What
TAU Offering & Industry are 

they engaging with
E.g Product/Experience and Arts & 

Culture 

How 
A customer engage with TAU  

E.g Donor or Consumer

Customer Categorisation
How we classify and group customers based on macro characteristics

7

Demographic, Psychographic, Behavioural overlays

Customer Segmentation
How we further segment via more nuanced characteristics

We can look at a customer from either a Organisation perspective or Enterprise perspective



Single View of Customer in Action 

Sally Fletcher has many different engagements with TAU:

● Sally owns a tech start -up in Wellington, and has recently moved 
to Auckland

● She is passionate about tech and likes to attend tech events held 
at GRIDAKL

● She is also thinking of upskilling her young Pasifika employees 
and engages with Skills & Workforce to understand her options

● Since moving to Auckland, Sally has r egularly visited the AAG 
● Her business has also donated to the Art Gallery for the first 

time last week 
● She visited the Zoo once over a year ago when she came to visit 

Auckland
● Sally engages with Tech Tāmaki Makaurau to gain access  to 

network connections , knowledge sharing and collaboration 
events

● Sally also feels  pass ionate about climate change and is  looking at 
partnering with Climate Connect Aeotorea to share her 
knowledge of tech and how it can solve climate challenges

11

Who Where How What

B2B Local Consumer GRIDAKL

B2B Domestic Consumer Skills & Workforce

B2B Local Consumer Tech Tāmaki Makaurau

B2C Local Consumer AAG & The Zoo

B2B Domestic Partner Climate Connect Aotearoa

Name: Sally Fletcher
Location: Auckland





Single View of  Customer in CRM 

Sally Fletcher
Location Tag Local
Ethnicity Non Māori/Pasifika

Explicit Interes ts
Stadiums : Fes tival, Rock
Live: Mus ical

Cultural Segments Express ion, Entertainment

Lifes tyle Category Independent Adult

Cus tomer Type B2B, B2C

Account Name Tech 4 NZ

Title CEO

Role Decis ion Maker

Customer RelationshipWho they are

Tech 4 NZ
Location Tag Domes tic
Bus iness  Size Medium
Sector Tech
Indus try Information Technology (IT)
Bus iness  Type Sole proprietorship
Māori Owned No
Māori Employees 2
P if k  E l 3

Org Type Relationship Lifecycle

AAG B2C Consumer Active

B2B Donor New

Zoo B2C Consumer Inactive
Tech Tāmaki Makaurau B2B Consumer Active
GRID AKL B2B Consumer
Skills  & Workforce B2B Consumer
Climate Connect Aeotorea B2B Partner Prospect

Digital Engagement
TAU Week Today

eDM 7 4

SMS 0 0

Calls 1 0

Zoo Last 7 days Today

eDM 1 0

SMS 0 0

Calls 1 0
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CRM would also have a standardised approach for how we classify accounts



Single View of  Customer in CRM – Account View 

B2B Account Fields
Account Name Tech 4 NZ
Location Tag Domestic
Business Size Medium
Sector Tech
Industry Information Technology (IT)
Business Type Sole proprietorship
Māori Owned No
Māori Employees 2
Pas ifika Employees 3
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Location Tag Local

Ethnicity Non Māori/Pas ifika

Explicit Interes ts
Stadiums : Fes tival, Rock
Live: Mus ical

Cultural Segments Express ion, Entertainment

Lifes tyle Category Independent Adult

Cus tomer Type B2B, B2C

Account Name Tech 4 NZ

Title CEO

Role Decis ion Maker

Who they are

Org Type Relationship Lifecycle

AAG B2C Consumer Active
B2B Donor New

Zoo B2C Consumer Inactive
Tech Tāmaki Makaurau B2B Consumer Active
GRID AKL B2B Consumer
Skills  & Workforce B2B Consumer
Climate Connect Aeotorea B2B Partner Prospect

B2C Contact Fields
Location Tag Domes tic
Bus iness  Size Medium
Sector Tech
Indus try Information Technology (IT)
Bus iness  Type Sole proprietorship
Māori Owned No
Māori Employees 2
Pas ifika Employees 3





Data Governance: A private security model with sharing rules to lockdown or open 
up  specific groups of data

● By keeping it private and opening the details allows the platform to open up the client records to business(es) (where needed )
● This will allow the platform to have a single client record with a view to open the client to certain businesses
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Sharing Customer Data Example – B2C
Organisations AAG Zoo Stadiums NZMM Live

Major 
Events

Skills & 
Workforce

Tech 
Tāmaki 

Makaurau

Partnership 
& Sector

Iconic Eats
Go with 
Tourism

Māori Visitor 
Economy

Create 
Auckland 

2030

Screen 
Auckland

Person
Contact Details Private Private Private Private Private Private Private Private Private Private Private Private Private Private

TAU Relationship 
eg. Donor for AAG

Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Demographic

Location Tag Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Ethnicity Tag Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Disability Tag Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Gender Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Lifestage Category Shareable Shareable Shareable Shareable Shareable Shareable N/A N/A N/A N/A N/A N/A N/A N/A

Explicit Interests Shareable Shareable Shareable Shareable Shareable Shareable N/A N/A N/A N/A N/A N/A N/A N/A

Psychographic
Culture Segments Shareable Shareable Shareable Shareable Shareable Shareable N/A N/A N/A N/A N/A N/A N/A N/A

Motivation/Outcome Shareable Shareable Shareable Shareable Shareable Shareable N/A N/A N/A N/A N/A N/A N/A N/A

Behavioural

Category Affinity Shareable Shareable Shareable Shareable Shareable Shareable N/A N/A N/A N/A N/A N/A N/A N/A

Customer Satisfaction Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Frequency/Recency Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Lifestage Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Customer 
Activity

E.g. Transactions Private Private Private Private Private Private Private Private Private Private Private Private Private Private

Digital Engagement Limited Limited Limited Limited Limited Limited Limited Limited Limited Limited Limited Limited Limited Limited

E.g. Donations Private Private Private Private Private Private N/A N/A N/A N/A N/A N/A N/A N/A

Membership Membership Status Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable Shareable

Private Private to orgLegend Shareable Shareable with others , 
different at org level N/A Doesn’t have this  dataLimited Limited info shareable, 

different at org level
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2.  Strategy The foundation layer to determine when customers should be contacted, what channels and what messages they get. 
Most brands will use a combination of rules

Customer Defined
Giving customers the choice of frequency, 
channel and the type of content they want

Preference Centre
A page on a website that allows customers to 
customise experience:

● Frequency
● Channel
● Content

Progressive Profiling 
Enables personalisation and driven by Explicit 
Declared data

1.  Content- Categorisation and stocktake of all types of messages a customer could receive

Business Defined
Set business governance rules. 
These might be defined by CX principals 
or to drive efficiency

Business Priority

● Messaging Priority Levels
● Competing Messaging Rules

Efficiency

● Cost to send:Many Platforms will 
have usage costs

● Cost to deliver:
Understanding the effort from your 
people to create and delivery the 
messages

Lifecycle
Rules to optimise experience at 
different stages of the customer 
lifecycle.

Engagement
Rules based on inferred data, e.g if 
customer is unengaged on certain 
channels.

Channels  
Which channels framework will extend 
to. E.g Email, Sms, App, Web, 
Direct,Paid, Social, Customer Service, 
Stores, Sales

Contact Framework









How We Get There 
Now Next After

People 

Strategy

● Platform Governance Framework defined
● Data Governance plan
● Change management plan
● Project team assembled 
● New roles defined for CRM team 

● Tailored training program defined 
● Release training
● Way-of-working training 

● Stand up BAU teams
● Training roll out and User adoption

● Implementation goals and KPI setting  
● Use case definition 
● Functional and technical use case stories
● Customer journey mapping and playbook

● Content playbook and strategy 
● Contact Framework requirements  
● Content Taxonomy requirements
● Use Case Design

● Optimisation Plan
● Personalisation framework 
● 1:1 Personalisation plan across 

channel

●
 

○ Detailed Requirements 
○ Platform solution design  & Architecture
○ Data model solution design 

● Platform Implementation
● Solution for Contact Framework
● Solution for Segmentation model 

● Go live platform
● Segmentation model build
● Contact Framework Build 
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Success Measurement – KPI Setting Framework

Business Objectives

The overarching goals of the project, 
tied to business outcomes

Customer Objectives

The overarching goals of the project, 
tied to customer outcomes

Macro Metrics

The high-level indicators of performance against business 
and customer objectives

Micro Metrics

The granular metrics used to measure success 

Objectives musts be SMART:

Specific, Measurable, Achievable, 
Relevant and Timely

Micro-metrics must support ongoing

How do we optimize towards top performing elements, 
and way from poor-performers?

Macro-metrics selected should be useful for 
performance diagnostics

At a high level, is the project delivering to its 
objectives?
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This customer strategy provides a framework for; 
• Moving from many ways of manging customers to one way for  all of TAU 
• Moving from many ways of categorising customers to one way for all of TAU
• How TAU will manage customer data sharing and security 
• How TAU will contact customers to ensure the right content in the right channels without 

conflicting messages or message fatigue 
• A high-level roadmap of key milestones and deliverables for customer strategy and CRM 

implementation
• A KPI setting framework. KPIs to be implemented at an enterprise and business unit level 
• Options for operating models to support the Customer Strategy and CRM / eDM ongoing 

With these things in place we are on our way to a more data driven, customer-centric way of 
operating and achieving our customer and business objectives.

Customer Strategy Summary












