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Case study
Digital Relationship Marketing (RM) Academy
Extending the consumer journey with RM
LastMinute.com: Tonality and permission 
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LastMinute.com

Seasonal promotions that build brand

Å Simple messaging

Å Impactful creative

Å Clear call to action

Å Timed to be sent when 

bad weather broke in 

the UK summer (not an 

unusual situation)

Å Builds personality of 

LastMinute brand as 

well as discussion 

between customers 

From: lastminute.com 
[mailto:uk2@lastminute.com] 
Sent: 09 July 2007 13:51
To: Danny Meadows-Klue @ Digital
Subject: severe weather warning
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LastMinute.com

Magazine style promotions

ÅStriking offer

ÅStrong subject

ÅGood targeting

ÅGood tone of voice

ÅStrong at brand 
building

ÅEncourages forward to 
a friend implicitly

ÅGives a new reason to 
connect 

From: lastminute.com [mailto:uk@lastminute.com] 
Sent: 01 October 2008 01:18
To: Danny Meadows-Klue @ Digital
Subject: stitch up a mate for 45% off posh hotels
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LastMinute.com

Using the subject lines as calls to action

Å A neat example of a 

simple promotional 

mechanic within an 

email flyer

Å The subject line acts as 

a brand builder, offer 

and call to action

ÅThe ôweõre 10õ is a neat 

example of finding new 

reasons to create 

permission to re-contact 

customers 

From: lastminute.com 
[mailto:uk2@lastminute.com] 
Sent: 24 October 2008 12:02
To: Danny@Danny.co.uk
Subject: fly to Asia from £354 ðbook 
by sunday
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LastMinute.com

Time based offers

Å Using time based offers 

to sell perishable 

inventory is a tried-and-

tested retail technique, 

but one that can 

transfer to services, 

finance and many more 

sectors

Å Using the subject line 

and preview pane to 

make the sale gives 

double 

From: lastminute.com
[mailto:uk2@lastminute.com] 
Sent: 13 October 2008 12:02
To: Danny@Danny.co.uk
Subject: 48 hour theatre sale ðup 
to 50% off


