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“If marketing has one goal, it’s to reach
consumers at the moments that most
influence their decisions.”
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v Map the customer journey

1 v Develop the personas

! v Develop the framework

g v’ Set the KPls

v’ Develop a digital scorecard

' v Test, measure and refine
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Digital touch points™

The consumer decision journey
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they want.

3
The consumer considers Information gathering, shopping Ultimately, the consumer
an initial set of brands, selects a brand at

based on brand perceptions
and exposure to recent
touch points.

the moment of purchase.

Initial-
consideration of
set purchase

Google

oo “ AdWords
Y v = . 4 1 “LB |
D H,.@'& k] . After purchasing a product or service, Nyl i -

lectric | REWARDS the consumer builds expectations
= based on experience to inform the next
decision journey.
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Busy mom
Running around from job to

First jobbers : :
kids trying to keep everyone

Earning own money and happy. Likes to get advice from

begrudges her flatmate who the mummy sites (everyone is

stays in the shower for 25 mins friendly and it’s great for

a day. Wants the cheapest deal advice- we don’t always know

to save money for the fun stuff. what to do!) Likes to save
money but only if it's worth the
effort.
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Stage 1 — the initial consideration stage

Switch to the best electricity

deal in the market

..the best deal..
Hmmm I must
see what deal I'm
on with Airtricity

| Powering Rewards Balloon Release
by Electric Ireland 4

gl The New Electric Ireland Ad

by Electric Ireland

3 Powering Kind 2013 - Ani

N by Electric Ireland

Mr Motivator at Dancergy Electric
Ireland
by Electric Ireland

Barney - Animal ABC (better quality)

by Halloween .Party

- SFIVELITTLE Five Littl_e Monkeys Jumping on the
1 M/MQNKEYS Bed - Animated Nursery Rhyme by
<Y gy oY

by ThelLearningStation

Based persona driven behavioural
based targeting, Mary sees an ad
for Electric Ireland on You Tube
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Stage 1: The initial consideration set

Brand awareness matters:

Brands in the initial consideration set can be up to
three times more likely to be purchased eventually
| than brands that aren’t in it.

Touch points
« Social media
« Advertising

Metrics

 Brand awareness

» Social media share of voice
* Impression share
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Stage 2 — Active evaluation

Switch to Energia for
the Best Value Electricity
& Gas Bundie in Ireland.

> Switch to SSE Airtricity

IRELAND'S
LOWEST STANDARD

ELECTRICITY
PRICES*

FIND OUT MORE

Lowest, best deal,
best value- I’'m

confused. How do |
know what the

OUR HOTTEST *1%o
SUMMER A

ELECTRICITY e ]

gwitch
ontin®
d get

OFFER* s

xooff k\;’\?z—u\\ |

{ \_/ Jointhe party

A 0/.; OFF your
15 / O electricity bill

) The best electricity deal in the market

*TERMS & CONDITIONS APPLY
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Anyone know what the best
value Electricity Deal is at
the moment?

What's the best
value electricity at
the mo?

I think it’s Electric Ireland,
check Bonkers.ie. I'm with
them, they’re good

Cost per kWh/ Expected cost savings.
Tariff name Annualstanding charge  Features (year1) (year1)

Prices shown include VAT at 13.5%

electri ValueSaver (Direct Debit & ¥ Paperlesshiling  €1,058.12 €290.10
0 Securty Deposit ppvr—— see detail
@1 Year Contract =
sse 1 Year Electricity (Direct v Paperlessbiling  €1,070.50 €277.72 5]
Airtricity  Debit & eBill, 1 year + Direct Debit 21%
contract) @ Budget Plan )

@ Security Deposit
@1 Year Contract

enérgia SmartChoice Electricity v Paperlesshiling  €1,075.34 €272.88 e
 Direct Debit o
@ Security Deposit e detall

@1 Year Contract

AT €1,078.57 €269.65 5]
@ Security Deposit 20%
01 Year Contract

electri ValueSaver (Direct Debit)
reland

see detail

10% Discount (Paperless,

TAEaes €1,093.78 €254.44

o

¥ ¥ ¥ ¥
I 0008 DAl

,‘lﬁm‘i‘ Direct Debit & Level Pay) e e e
e i
Electric Ireland
is the best deal..
I'll go with the e
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Active evaluation

Touch points

* Online forums
* Blogs

« Social media

* Word of mouth.

Metrics:

« Advocacy (shares, retweets)
« Sentiment

« KOI engagement
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Stage 3 — The moment of purchase

electricireland.ie - Electric Ireland

5] www electricireland ie/The_Best _Deal ~

Save up to €153 on your Electricity Switch and Save Today

Electric Ireland has 138 followers on Google+

You've visited electricireland.ie 3 times. Last visit: yesterday
Switch Online & Save How to Switch
All Price Plans Switching FAQs

Done.. That was
relatively
painless...

electric
Ireland

Electricity

€153*

1YEAR OFFER DISCOUNT

15% Electricity

View Prices” Tarms and Conditions

The Best 1 Year Electricity Deal in Ireland

Conrtinue with this Offer

This plan (ValueSaver) includes
v Online Billing
¥ Direct Debit

v Early Exit Fee

gy
What You Need
To Switch

Have it your way

You can add or remove the
following options:

+ Online Biling

* 100% Green Electricity

oR Customise this offer



Stage 3 — The moment of purchase

Touch points

Paid search
SEM

Landing page
Sales funnel

Metrics

Organic search referrals
Conversion rate

Cost per lead

Cost per acquisition

ROl on advertising spend
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The journey from passive customer to raving fan

Metrics Finance metrics

* Engagement e Time to payback CPS

* Cost per engagement Ratio of CPS to lifetime
* Churn rate value of the customer
* Advocacy

* NPS

* Social care metrics
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Develop the measurement framework




Customer
journey

Initial
consideration

Active evaluation

Decision

Acquire

Educate

Engage/
Involve

Retain

Advocate /
Raving fan

Customer
interests/tasks

Discover, learn,

Education,
comparison, value,
authority

Trust, pricing,
ease

Ease,
validation

Learning

Liking,
wanting
more

Reasons
to stay

Telling
everyone,
getting involved
in forums,
testimonials

Digital Strategy

Get attention, get
found

Influence persuade,
Engage

Inform and
convert

Satisfy

Inform/
inspire

Retain

Energise

Measurement
objective

Maximise reach,
discoverability,
initial responses

Maximise/optimise
engagement

Optimise
conversions,
maximise sales

Maximise
customer
satisfaction

Maximise
engagement

Maximise
engagement

Upsell,
cross sell

Maximise
advocacy

Impressions share,

brand awareness,

social media share
of voice

Sentiment, advocacy,
koi engagement

Conversion rate,
cost per lead,
cost per sale, ROI
on advertising
spend

Engagement,
cost per
engagement

Engagement,
cost per
engagement

Churn rate

Advocacy, KOI
engagement,
NPS




Measurement tools

Elucidate — create the dashboard

Social media

* Social bakers — allows you to compare yourself with other brands-
engagement, response time

e Olytico
 Keyhole
* Hashtagreach.com

Zendesk
e Social care- response time, quality, sentiment

Analytics
* Optimisely- optimise the landing pages
* Click tale- analyse heat maps, user journey pain points

* — Google analytics - - electri
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Develop a learning and improvement culture

» Create control test groups

e Test one variable at a time

* Allocate budget to
‘ optimise mix
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