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The Hype Cycle

Improving online customer experience is a top
priority

“Which of the following are major technology themes
for your marketing organization?”

All respondents

Improve the online customer experience |

Improve the multichannel customer experience L

Build or expand the customer information system |

Implement a marketing measurement system li—
Develop or unify a technology

strategy for marketing l
Deploy technology to support real-time or |
event-based marketing *

Ensure compliance with new regulations | |

0% 20% 40% 60% 80% 100%
Base: 178 marketers
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“What and How”

/ What are the top pages\

What pages have errors
What do people search for

How do people find us

“Who and Why’

@o looked at product xyz \

Why did customer 123 not complete

Who is interested in product xyz

Who is a real customer

Wat paths do people take/

Web Site Experience

WO reaches important goals/

Customer Experience




Customer Experience — (non-)Disruptive
Technology

= Customer experience insight @

Major European Bank
« 300% ROI after 3 months
¢ 10-15% reduction in online media spend

Major Global Bank
 Saved $30m of IT investment within a month

“You delivered insight in 4 weeks that others failed to
give us in 2 years.”

|- Global IT Director
Corporate and Investment Banking Sept 2007




The Customer Experience
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Product Interest Customer ID, Segment, Geographic, Demographic...............
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Are you collecting the right data?
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Here's how you solve the data collection issue...
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But...

What are they buying?
What terms do they want?
What else did they look at?

Have they looked at
alternatives?

What price will they pay?

10,000

1%

100

And...

Who are they?

Are they customers?

What have they bought before?
Are they window shopping?
How do we contact them?

Have they called us?



Many ways to one thing

FI I—ST BanK Qﬁcﬂﬁ{zcatinnl[ S ]

Home  Banking Insurance Investment Planning Wealth Management  Other Services

Online Banking Personal Finance Small Business Corporate

User ID Forgot User I1D7?

| | Checking Checking
S3vi S
Password  Forget Passwerd?
| MaTtgag Loans
[[Jremember my User 1D Loans Merchant services
Investments Payrall
Insurance More options =

Customer Service More options =

Account Services

Technical Support

No Annual Fee Credit Card

FAQ

0% interest
About Us on purchases
Community for 12 months
Careers
MNews

APPLY NOW

Privacy and Security
Histary

powered a

*conditions apply

Cash management
hoadkioo

Credit cards

Loans

Insurance

Leasing

International services

Maore options =

Low Interest Personal Loan

Fast approval

8-9* and no

application fee*
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Connecting Customer Experience and Marketing
Execution

4 \

Search | Credit Card @
\_ J
4 ) . - VW

[ ¥ ¥ ; i ] :~ -o.‘u“ —~
No Interest for 6 Months — o o -
N J ] = = =
Credit Calculator [_% %: &] m———

\_ Yy, \L - / S —
4 \ _—

To: Valued Customer

No Interest for 6 Months )

Marketing and sales

Customer Convert to
Campaigns for
Shows Customer Event
Credit Cards
Interest “Credit Card Interest”

Informed
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Real World Example Unique_Visitor

Holidays 0 000
= March 2006, holiday Section 48,613 40,0001 —ee

different visitors

o 30,000
= 8,162 revisited repeatedly
= Most visited 2-3 or three times a day 20,000
] ) 10,000 565355
= Many showed high degree of interest over — ..
.. -de o 0.57% 0.26%
several days as much as 10 visits per 0 : ———
1 Session 2or 3 4106 Bto 10 over 10
week Sessions Sessions Sessions Sessions

= Allinteracted with a variety of content

. : D Daterange
e.g. configurations, therefore... ;

304 S S
= \We know the breakdown of interest in opd do SRR SR
type, amount, length, extras sodd o
[ ] Several thousand Were knOWn Customers 15_': ......................... ; .......................... ;..i
_ odd
=  We knew how soon we would lose them if
they didn’t apply ST T S
O, : .......................... R

.. . . . 2|:|Ir3 4t||:|I3 Etl:: 10 uve;ﬂ]
Turn this Intelllgence into actionable Sessions Sessions Sessions Sessions

communications



Campaign Effectiveness

[To: Valued Customer

e/
—)

No Interest for 6 Months

The Campaign Drove the Sale



Campaign Effectiveness

[ No Interest for 6 Months J ........................................................

v

[Search The Company @]

A= Tools  Help

Bookmark This Page.., Crrl+D ] The Ad initiated
l The eMail followed through

[To: Valued Customer

\—/
\ 4
—)

No Interest for 6 Months




Enterprise Intelligence
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Islands of Data — No Enterprise Intelligence

Behaviour “i Transactional

Customer

Web Design Brand Management| Product Marke_




Islands of Data — No Enterprise Intelligence

Behaviour “i Transactional

Customer
Ad to Goal Improved Segment Targeting Customer
N o Segment
Affiliate to Goal Improved Stickiness
Demographics
Searches Improved Channel / Brand
Integration Geographic

Product Interest
Sales




Islands of Data — No Enterprise Intelligence

Behaviour “i Transactional

Customer
Product Interest Increased Sales Contact Info
Product Improved lead qualification Segment
Configuration o _
Details More efficient sales force Demographics
“People who Earlier customer engagement Sales history
liked” Quicker reaction to trends Complaint History

‘ ™~ | ™ T T



Busmess Information — From day 1

-. EEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEENENC
| | ﬂ . |
g & & | i = Form
- Form Seguences Form Attempts Field Field -
u - - Changes | Attempts |®
: !‘m.....................i.l‘.‘l..l.‘r.l.l:................................I...-
- z ] .
:EJ%E’IL = Fields
- - .
:_. Form Sequences Form Attempts Ell"laill'lj'll]ES EEIIE[:I‘IDE ]
| |
:d FDrmFiEId :.hl:-\.llr.i.l.‘l.'l.\....................................._..
al® s B & & F | " Values
=| & FITI(AN Fields) . Field  |Field E
m Changes | Attempts
| | |
= Elcanc_elﬂtn.ualue 5 Form Field Yalue Form Outcome
" [i [+][3] continueBtn.value n
| | | . . . | | {n" F'hI'EISES:I ﬂhﬂl’ldﬂl’l Soa '
. : [+|3]loanDetails.intendToLiveInProped SUCCReSS 4.158 .
- B Success z
" u|[*|3]loanDetails.jointApplication - ] . ] abandon 4
:_. : capital raising for business purposes Success : T
x| [®| [*]3]loanDetails.loanAmount - abandon : 15E
= _: a| capital raising for other purposes Success : 76
® | [#FloanDetails.loanPurpose : Abandon ' >4
el [= 5 debt consolidation :
= . | Success . 132
[+|¥]loanDetails.loanSubPurpose n Abandon a
: 85| home fproperty improvements S : oo e
al FEloanDetails.over18 = uccess :
- = oth Abandon . 60
- m| Other SUCCess 366
8| [+[T]loanDetails.property¥alue m :
: Bl please select ... Abandon : 166 |
a| *FloanDetails.termPeriod.months ™ Success ' 510
- uf Abandon . 4
a| purchase of freehaold
: [+|F]loanDetails.termPeriod.years = i:m?:lﬁ : a4
n - - andon . 10
EEEESSEEEENEEEEEEEEEE purchase of interest in property SUCCESS . SEE
: purchase of land Abandon . 2 -
. Abandon . 10
| |
m transfer of equity Success ) SD:




“What and How”

/ What are the top pages\

What pages have errors
What do people search for

How do people find us

“Who and Why’

@o looked at product xyz \

Why did customer 123 not complete

Who is interested in product xyz

Who is a real customer

Wat paths do people take/

Web Site Experience

WO reaches important goals/

Customer Experience
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What can Customer Experience Tell us

= Cross Sell / Up sell

= Next Best offer

= Site design

= Campaign Effectiveness
= Campaign Design

= Banner Ad Effectiveness
= Fraud

= Product Design



