
Client Interaction and GDPR
6th ASECAP Marketing workshop
Zagreb, Croatia, 12th of April

Francisco Esteves



MOST OF YOU ALREADY KNOW BRISA, 
BUT IT IS ALWAYS WORTH RECAPPING 



The backbone of Portuguese road system
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Via Verde - electronic toll collection
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VV TAG



Via Verde payments with TAG, beyond motorways
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GAS STATIONS OFF-STREET PARKING DRIVE IN



VV ESTACIONAR

Via Verde APP based mobility services

| 6
VIA VERDE

VV PLANNER VV TRANSPORTES

MOBILITY 
PLANNER

ON-STREET 
PARKING

PUBLIC 
TRANSPORTS

CARSHARINGCARPOOLING

DRIVENOW 
POWER BY VIA VERDE

VV BOLEIAS

MAIN 
INTEGRATED APP



| 7

A mobility ecosystem under Via Verde brand

Corporations Products & Services Apps
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MORE THAN EVER
WE ARE ENGAGING WITH OUR CLIENTS
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100k Services - Road Assistance
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300k Interactions - Social Media
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700k Contacts - Store 
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4M Contacts - Contact Centre
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10M Transactions - Motorway Service Areas

+ 20 million 
cars 

+ 10 million 
costumers

+ 5 
million 
coffees

.. millions



10M Views - Newsletters
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60M Pageviews - Website
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Contacts with the Brand - Campaigns & Events



This higher marketing profile requires DB
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Key Assets:

Clients database

Relevant information

GDPR Consents



GDPR WAS A THREAT 
IT COULD LIMIT MARKETING EFFORT



Marketing perspective: 3 main areas to address
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Internal Communication
Align behaviors

Brand Reputation
Assure confidence

Client Consents
Ability to communicate



0,5M
Loyalty

Focus on clients engaged in the Loyalty Program
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2,5M 
Customers

1,5M
Digital 

Customers



Focus on clients engaged in the Loyalty Program
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2,5M 
Customers

1,5M
Digital 

Customers



Principals to get clients to sign GDPR consents
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Applied to 4 initiatives, mainly digital

Ongoing activity, 
rather than one-off initiatives

Taking advantage of the 
customer touch points, with seamless UX 

Being creative



1. In inbound contacts at Via Verde store
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Operator

Sees info in need to fill consents
Asks the client

Client

Fills consent directly on the pad



2. In Via Verde app and website usage
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Client

Redirected to GDPR consents 
menu after site/ app log-in



3. Consent box in regular email communications
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Has the ability to accept 
consents directly in the email, 
without being redirected to site

Client



4. And on the top of that, a very creative campaign
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Margarida, o problema não és tu, sou euFrancisco, não sei viver sem ti!

Filipa, …

Love letter to clients 
asking to 

“renew the vows” 
Luís eu não queria, mas… 



1st Email example



With good overall results 
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27 a 25%
Open Rate

28 a 51%
Click-through rate

Email campaign performance well above benchmark

18%
Consents



With good overall results 
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FACEBOOK TWITTER INSTAGRAM

Positive engagement & goodwill, in a difficult subject



With good overall results 
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Peers recognition, with a communication award

Campaign awarded by the 
Portuguese Association for 
Corporate Communications

Category “Surprise us”
March 28th



With good overall results 
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We are now GDPR compliant 
and able to continue engaging with our clients

75% 
positive consent 

for profiling and 
data sharing

93% 
positive consent 

for marketing 
communication

505k clients 470k clients



THANK YOU!


