
We asked Rusty Warner
Principal Analyst at Forrester 
Research to give us his view on 
what defines effective audience 
engagement programmes.

If you’d like to hear more from Rusty 
watch our short video interview with 
him here.

8 SECRETS
OF EFFECTIVE 
AUDIENCE 
ENGAGEMENT 1

3

2

4

Provide non-disruptive 
engagement

Deliver real-time 
engagement

Connect at multiple 
touchpoints

Apply rich context 
to ensure relevancy

Create an experience that’s 
immersive. That fits seamlessly 
into the lives of the audience 
and creates a compelling 
invitation to engage with you.

Customers and employees
want to engage with you when 
it’s convenient for them. To
reach out in the precise moment 
they want to hear from you. 

Take advantage of new and 
emerging digital channels but 
it’s critical to invest in traditional 
and real-world channels too. 
Recognise that people want 
choices where to engage with 
you and that the experience has 
to be consistent.

Technology enables you to 
capture powerful data that 
means you can personalise an 
engagement and deliver it at the 
specific moment of need for
each person.
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Find out how you can use gaming science and mechanics
to be more effective in your audience engagement.

5 6Personalise at the
point of engagement

Design the experience 
to ensure it’s rewarding

You don’t have to limit your 
activity to a known customer 
profile. Take advantage of 
data and technology to widen 
your opportunity and deliver 
a personalised experience to 
anyone who interacts with you.

People have high expectations 
of a brand experience informed 
by what they get from retail and 
social media leaders. Ensure you 
make any experience with you 
fun, engaging and informative.

7 8Redefine loyalty
through a clear
value exchange

Enable self-determined 
journeys

When you ask for time give
back something valuable in
return. Valuable from the 
audience’s perspective not 
just yours. Appeal to their 
emotional or rational needs but 
make the value exchange clear.

When you invite a person to 
engage with you, allow them 
the opportunity to decide how 
this will develop over time. 
Show them the whole picture 
of what you have to offer so 
they can design a personalised 
engagement journey with you 
that is relevant to their own 
needs and timing.

Rusty’s research focuses on
marketing technologies, including 
customer analytics, cross-channel 
campaign management, enterprise 
marketing platforms, real-time 
interaction management, and digital 
customer experience delivery. Rusty 

helps organisations ensure that marketing technology 
investments are aligned with strategies to meet shifting 
customer expectations and support the business 
transformation agenda — technologies, systems, and 
processes to win, serve, and retain customers.

Forrester Research
Forrester Research (Nasdaq: FORR) is one of the most 
influential research and advisory firms in the world. It 
works with business and technology leaders to develop 
customer-obsessed strategies that drive growth. 
Forrester’s unique insights are grounded in annual
surveys of more than 675,000 consumers and 
business leaders worldwide, rigorous and objective 
methodologies, and the shared wisdom of its most 
innovative clients.

3radical
3radical is a software company that helps organisations 
engage more effectively with their consumer and 
employee audiences. Its solutions deliver immersive 
experiences that compel audiences to respond, connect 
and seek further participation. This results in stronger 
emotional connections, enhanced loyalty and better 
commercial performance.
Learn more at www.3radical.com

Rusty Warner
Principal Analyst Forrester Research
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