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Essential truths

! The internet reinvents business
! Advertising opportunities abound
! Building brand loyalty



Total

Ad Spend

$5.25
billion
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Essential truths

! The internet gives customers
unprecedented power
! Competition is global and multi-directional
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Essential truths

! Quality, price and convenience are mere
entry level requirements
! Quality across the shop experience
! Over 80% comparison shop
! Open for business 24/7
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Identify your target market

! Demographics & Technographics
! Are your shoppers online?



What proportion of your target is online?
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Identify your target market

! Demographics & Technographics
! Are your shoppers online?

! Media elites Vs Digital wanabe’s



Users Age 45 +



Teens Online



Women Online
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Identify your target market

! Internet customers
! Convenience-focused
! Value-focused
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Identify your target market

! Loyalty/Incentive programs
! Memberships

! Discounts
! Specials
! Shipping Upgrades

! Points programs
! Clubs
! Standing Orders for Consumables
! Coupons and Gift Certificates
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Identify your target market

! Consider connectivity issues
! 21 million AOL users

! Speak the customer’s language

! Design considerations
! Enslaved or empowered
! 8 second rule
! 3 click rule
! Open door policy



Browsers Not Welcome!
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Building knowledge through
technology
! For retailers, online shopping presents an

opportunity to gather more information
about your customers than was ever
available through retail channels.
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Building relationships through
knowledge
! A robust database is the engine that

drives effective relationship marketing
! Customer information is a key asset to

future success
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Building relationships through
knowledge
" Identify customer expectations
" Measure customer’s ongoing value
! Align strategies with customer value and

expectations
! Increase loyalty
! Increase retention & decrease acquisition

costs
! Increase average order & lifetime value
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Personalizing relationships
through knowledge
! “Treat different customers differently”

-Peppers and Rogers
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Personalizing relationships
through knowledge
! Customization

! Customer metrics/demographics determine campaign
! First time buyer special
! Frequent buyers receive free shipping and handling
! Revitalizing lapsed customers through special

promotions
! Tailoring site to customer preferences -

! Dog vs. Cat
! Country vs. Classical
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Personalizing relationships
through knowledge
! Value the customer

#Personalized customer service
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The WOW Factor
They know me



Personalized Recommendations
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Personalizing relationships
through knowledge
! Value the customer

# Personalized customer service
#Anticipate the customer’s needs
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Anticipating
the

customer’s
needs
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Personalizing relationships
through knowledge
! Value the customer

# Personalized customer service
# Anticipate the customer’s needs

# Recognize preferences



AMAZON.COM

Recognizing Preferences
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Enhancing relationships
through e-services
! Offer an array of services

! Gift certificates
! Gift finder
! Wish lists
! Gift Registry
! Personal shopper
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TIGERDIRECT
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HICKORY FARMS
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COLDWATER CREEK
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Enhancing relationships

! Build community and give shoppers a
reason to return
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CLASSROOMDIRECT.COM
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CLAIRE’S
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Content
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Empowering relationships

! Provide self-help information
! Product availability
! Shipping levels
! Shipping confirmation
! Order history
! Company policies
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Self Help

! Availability
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Customer
driven

Self Help
Shop ship
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Email Order Confirmation

Self Help
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Real-Time Order Status

Self Help
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Catalog

Web

Order History

Self Help
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FAQ’s

Self Help



7/7/00

Empowering relationships

! Give customers multiple channels to tell
you what they need
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Order
Comments
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Leave at front door

Instructions
can print
on label

or
packing slip
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Empowering relationships

! E-mail
! Automated responses
! Personally managed

! Chat
! Instant calling on the web
! 800 inbound
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Fulfilling relationships

! Deliver the goods
! Timely
! Upgrades
! Backorder alerts
! Cancellations
! Replacements/Exchanges

! Hassle-free process
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Enriching relationships

! E-mails
! Promote products driven from

recommendation engine
! Provide incentives to become repeat

purchasers
! Reminder services for consumables
! Personal reminders



REDENVELOPE/911GIFTS.CO
M

Strong incentive for providing information
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Hot Links to
suggested
gifts
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Respecting parameters of the
relationship
! Provide an Opt-in/Opt-out

! Levels

! Avoid avalanche e-mail
! Relevant (purchase history, interests, etc.)
! Value laden

! Privacy concerns
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One Billion

e-Mailboxes

By 2001





E-mail
based on
clickstream!
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Measuring the relationship

! Thorough analysis of click stream
! Consistency in fall outs or abandonment

provide clues
! Survey product information
! Question process
! Remap, Rewrite, Retest
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Measuring the relationship

! Transactional data
! What are customers buying?

! Price points
! Brands
! Product categories

! When are they buying?
! Seasonality
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Measuring the relationship

! Evaluate and segment customers based
on recency, frequency and monetary
value

! Examine trends and develop customized
campaigns
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Summary

! Only the context has changed
! Know your target market

! Customers are individuals
! Needs and values differ

! Customers still want
! Good value
! Good service
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Summary

! Good technology supports rather than
thwarts the customer

! Make it easy to do business with you
! 30% leave because they can’t find what they

want
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Summary

! Share information across business units
! One view of the customer
! Consistency across touchpoints

! Avoids mishandling opportunities
! Builds trust
! Increases loyalty
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Summary

! Customer care is crucial to success
! Acquisition is important—retention is  critical

! It costs 6 times more to find a new customer

! Leverage = Customer-centric practices
! The number 1 factor in repurchase is customer

support
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Thank You!

Contact

Smith-Gardner

Lshaver@smith-gardner.com

561-265-2700  ext. 4478


