


OTT plugs in marketing automation 
to speak to the right person, at the 
right time with the right message.

Louise Honan
Product Director at OTT



With Force24, we’ve 
grown our conversions 
year-on-year by 15%. 
Not only that, but we also 
consistently achieved a 
98% deliverability rate 
from each campaign sent.

“

“
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In the hot seat: 
Louise Honan,           
Product Director

Company: 
OTT

Focus: 
Adding value through 
hyper-personalised 
comms

Sector: 
Travel

Size: 
15 employees, located 
all over the world

Where 
were we?
Launched in 2008, OTT is the leading e-learning 
provider for the global travel trade. Its award-
winning platform, combined with data driven 
marketing, has created the industry’s largest 
e-learning library with over 200 free travel product 
courses on offer for over 200,000 travel agents.

It’s been well documented that the 

travel industry has been hit hard by 

the Covid-19 pandemic. Flights were 

grounded during the various lockdowns, 

resorts were forced to temporarily shut, 

and holidaymakers were required to 

follow specific safety guidelines during 

their getaways.

While the industry is recovering from 

the aftermath of a challenging climate, 

OTT has – throughout – had a pivotal 

role to play in ensuring travel agents 

had the training and learning tools 

they needed to deliver the best possible 

advice and information to customers.

Knowing how important it was to 

communicate effectively and alleviate 

any worries that our members might’ve 

been feeling during an unpredictable 

time, it was vital to provide value so 

that they not only felt confident and 

supported, but their consumers did too.

Previously, we were speaking to our 

travel agent customer base primarily via 

email campaigns. However, these were 

created and sent out manually, with 

multiple spreadsheets being used to 

manage and update our contacts which 

proved to be far too labour-intensive a 

process to withstand – and which the 

pandemic further highlighted.

We wanted a solution that was not only 

easy to use but which was flexible for 

all our workforce to tap into and ensure 

they were speaking to the right person, 

with the right message, at the right 

time. Requiring a tool that provided the 

marketing metrics that mattered to us 

in terms of client engagement, we also 

needed all-in-one technology that could 

help us to move away from manually 

intensive content creation for good.
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What did we 
go through?
We looked at several marketing automation products 

but when we came across Force24, this platform aligned 

with everything we needed. We especially loved that it 

specialised in email marketing because this has always 

been a powerful communication channel for OTT.

Having had the initial conversations to discover more 

about the tool’s features, the Force24 team held a detailed 

demonstration that focused on the pain-points we 

specifically needed answering. For us, the journey builder 

stood out because it seemed so easy to use and offered 

flexibility in email content creation.

It was clear that this platform was the one for us and so it 

was an easy choice to make to plug it in. That was further 

confirmed when we experienced the onboarding process 

– something that was so smooth and thorough. There 

was great care taken to address any key issues we had 

and the support has continued ever since via its training 

and support for life that is offered to customers.

“The level of insight and support 
you receive from the Force24 team 
is second-to-none. Plus, you always 
know that you’re being helped by a 
true expert in their field – we’ve learnt 
so much from the team about how 
to maximise our email marketing 
communications.”
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Where are 
we now?
Our marketing automation capabilities have soared thanks to 
Force24. With the success we’ve achieved, we were able to recruit a 
dedicated team member that specialises in our email marketing to 
further our results.

We can also deliver more complex marketing 

campaigns in minutes rather than hours, and it’s been 

incredibly easy to integrate into our other systems via 

APIs – enabling us to feed behavioural data into the 

platform and ultra-individualise our digital comms. 

Some further notable highlights include:

·   Targeted automated journeys

Speaking to the right people, at the right time is 

vital for us. In December 2021, we reviewed our 

performance and, via Force24, discovered that our 

automated campaign open rates were well above the 

industry average, at 12-15%, our click throughs had 

increased and we had a 98% deliverability rate.

·   Improved client relationships

We encourage partners to take advantage of our 

automated platform. Cruise company Hurtigruten 

has since told us that its email campaign open rates 

are averaging 35% and click throughs are 17-20% via 

Force24.

As well as adding value via the journey builder, we 

deliver consistent, hyper-personalised comms to our 

clients through the Genius Blocks functionality too. 

This has helped grow our conversion rate – members 

starting and completing courses – year-on-year by 

15%.

“Being part of a saturated market, 
it’s vital that we continue to offer 
valuable content to specific 
audience segments so that 
they receive ultra-individualised 
content, delivered in a timely 
fashion. Force24 helps us to do 
that and more – we’re now able to 
offer a whole new level of email 
marketing personalisation.”

CASE STUDY - OTT 06



CASE STUDY - OTT 07

Summary 

Key extracts

Marketers requiring a solution that combines their key strategic 
objectives and tactics seamlessly should plug in Force24 immediately. 
It’s a tool that’s intuitive, functionality-rich, and can integrate with 
existing systems easily. Additionally, the specialist support on offer is 
something that every marketer must lean on if they’re to effectively 
achieve their goals.

With so many channels to manage and data to distil, Force24 
liberates marketers so that they not only deliver engaging, 
personalised content in a timely fashion, but can save themselves up 
to 8 hours a week.



Get in touch
If you want to talk about your marketing 
call us 0845 272 5990 or email  
info@force24.co.uk

Force24 Ltd, Office 2, Indigo Blu, 14 Crown Point Road, Leeds, LS10 1EL
0845 272 5990 - info@force24.co.uk




