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• MAC is a registered arts charity just 

outside of Birmingham’s city centre

About MAC

• MAC has an independent cinema, a 

range performance spaces, courses 

and workshops studios, exhibition 

spaces, commercial hires and a busy 

café, bar and express counter

• MAC programmes over 2,000 event 

instances per year and welcomes 

around 900,000 visitors



The challenge

Customers forget they 

have account credit and 

ask to use it after expiry

Our strategic aim:

To increase dwell time 

and for customers to 

try additional activities

How can we be 

consistent with 

messaging without 

impacting workload?



The set up



The set up
Setting the Weeks Since Last Visit field as 
“Must be equal to 8” limited the initial 
reach of the campaign

We adjusted this to be “greater than 4"
Enrolling more customers in the program

The shorter time period kept the credit 
fresh in bookers minds 

A second data field closed the last visit 
time period to be within 23 months



The results 

Over 6 months, with 139 recipients:

• UK industry standard is 2.46%
• Global standard is 1.3%

• No unsubscribes, no ISP complaints, one soft bounce 

• Email clickthrough rate: 26.8%

• Unique openers: 81.2%



• 5% used their credit within 24hrs 

• 19% of customers went on to use their credit

• Total donated: £22.49 (One person donated all of their £19.49 credit)

• Total credit spent: £664.04 

• Total spent on top of credit in the same transaction: £1,630.00
• Total spent: £2,294.04 

The results 

• ROI: 550,029%



The next steps

Available templates

• Improving Retention Program 

• Birthday Program

• Mailing List Re-engagement Program 

• Welcome Program

• Lapsed Booker Program

• Unused credit reminder program

How else can we use Programs?

• Course reservation reminders

• Encouraging accessible ticket 
bookers to self tag their 
accounts
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