
Most-asked questions from our Twilio 
Segment answered: the Unify webinar
The Unify webinar, hosted by McGaw, focused on using data to drive hyper-
personalization. Attendees asked questions about identity resolution, orchestration 
with existing tools, and secure activation of audiences to paid media. Below are the 
answers that will help you move from idea to implementation.

What is Unify?
Unify is a Twilio Segment product designed to create a holistic, identity-
resolved profile of each customer and keep those profiles up to date in real 
time across web, mobile, server, and third-party touchpoints.


Why it matters: A “360° view” isn’t valuable if it’s static or partial. Unify’s 
continuously updated profile graph gives every downstream tool a 
consistent, current understanding of a person or account—the foundation 
for meaningful personalization and measurement.

Does Journeys replace My 
CRM, MAP, or Ad Tools?
No, Journeys complements your downstream tools (CRMs, ad channels, live 
chat) by orchestrating multi-step interactions across them using the rich, 
real-time data Unify provides. Think of Journeys as the conductor, not a 
replacement for the instruments.


Practical takeaway: Keep the systems your teams rely on. Use Journeys to 
determine who receives what, when, and where, based on behaviors and 
attributes within Unify.

Can I securely activate 
warehouse audiences to Meta?
Yes. With Segment Reverse-ETL, you can extract unified customer  
profiles or audience segments from your data warehouse and deliver them 
directly to Meta’s Performance Platform — securely and without  
manual exports. Data is governed, encrypted, and only the required  
fields are shared.


Practical takeaway: Define audiences where your data already lives; let 
Segment handle the last-mile sync with strong controls and auditability.

Can I power up existing 
Marketing Cloud audiences?
Segment can be your secure audience activation layer for performance 
channels replacing or augmenting Audience studio while keeping Marketing 
cloud in the loop.


Practical takeaway: Keep your MC workflows for audience definition  
if they work well and supercharge activation with governed  
warehouse-to-destination pipelines.

How real-time is “real-time,” 
and what can I do with it?
Profiles in Unify update in real time as events stream in across channels.  
This enables responsive use cases (including scenarios discussed during the 
session, like detecting repeated cart abandonment), so you can adapt offers, 
suppress irrelevant ads, or trigger a higher-touch play.


Practical takeaway: Treat profiles as living objects. Use them to  
coordinate timely actions in Journeys and downstream tools, not just  
to enrich dashboards.

Where does Unify fit in my stack?
Unify is the identity and profile layer of Twilio Segment’s CDP. It doesn’t try  
to be your CRM or your warehouse. Instead, it connects them, stitching a 
clean, real-time profile that your CRM, ad platforms, analytics, and support 
tools can trust. It also activates data from the warehouse to those tools  
via Reverse-ETL.


Practical takeaway: Keep your system of record and system of  
insight. Use Unify as the profile truth that moves with the customer  
across channels.

Governance and privacy 
controls for activation
Reverse-ETL syncs are built to be secure and governed. They encrypt data in 
transit, eliminate risky manual exports, and allow you to limit each sync to 
the minimum necessary fields, while supporting privacy compliance and  
not slowing teams down.


Practical takeaway: Treat each destination like an allow-list.  
Mirror only what’s needed for the outcome you want; keep sensitive  
data in the warehouse.

Example plays to try next
Cart rescue with context 
Flag repeat abandoners in Unify, then run a Journey that blends a  
customer-first email, an on-site reminder, and, for high-value customers,  
a support nudge.


Paid media efficiency 
Build an LTV-qualified audience in your warehouse and sync it to Meta  
via Reverse-ETL; suppress recent purchasers and low-fit cohorts to  
reduce waste.


Sales-assist in product-led funnels  
When Unify sees usage milestones in target accounts, alert sales and open 
a tailored Journey across email and chat, rather than sending broad,  
batch outreach.

Make Your Data Work Where 
the Decisions Happen

Unify gives you a reliable, real-time profile for every customer, and 
Journeys turns those profiles into coordinated actions across your 
existing tools. Reverse-ETL activates governed, privacy-respecting 
data from your warehouse to the channels that move revenue.  
The result is connected experiences your customers feel and your 
teams can measure. Watch the webinar, share this Q&A with your 
team, and pick one play to pilot this week!

Watch Demo

https://webinars.segment.com/segment/move-beyond-data-collection-to-hyper-personalisation

