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Overview

* Targeting for multi-channel marketing using
geodemographics can only get so personal

* Requires the application of consumer preferences and
personalisation

* Applications of the approach to create personalised
marketing campaigns

e (Case studies
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What do we mean by multi-channel?

il

€

Telephone

Web Pages | é -

Web Chat

Advertising: online, TV, outdoor, newspaper, magazine
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Geodemographics

 Geodemographics informative for multi channel
marketing

CAMEO FIMNOSAIC ‘iacorn  PersonicX

BN United Kingdom

* Development of market/situation specific products

« Channel Preference, ChannelChoice, e-Types, TrueTouch, Personicx Onliners
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Geodemographics - Example

e CAMEO UK - TGI Regular purchaser: food, drinks and
household goods online
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Geodemographics - Example

e CAMEO Personal Finance Channel Choice

* Classification describing: Credit Behaviour, Attitudes to

Personal Savings, Personal Investment Activity, Attitudes
to Personal Finance and....

 Channel Preference: Online Transactors, Branch Bankers,
Phone Bankers, Channel Indifference

— Classifications
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Geodemographics

 Geodemographics applicable but needs to.......
- be more personalised - understand the consumer as an individual
« recognise personal motivations
- measure and monitor behaviours

* Personalised marketing

- Messages tailored for the individual based on their profile and the selected
channel

- Offer multiple ways/channels to interact with your brand
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Multi-Channel — Getting Personal

* How do you get personalisation?

* Merging geodemographics, segmentation, and personal
preferences, individual consumer behaviour

 Why do we need to get more personalised?
 Consumer expectations for personalised content

* Multi-channel — personal choice and preferences .
]
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Personalisation

No personalisation...

sou have problems viewing this email please click here to open a new web browser

EROS

REWARD CARD

Fvening St: andard

WELCOME TO YOUR EROS REWARD CARD NEWSLETTER

Now everyone can save at least 20% on the cover price of the Evening Standard with
the Eros Reward Card - either with your card or with our new paper vouchers. And the
more credits you buy the greater the discount

Visit eroscard co uk to put credit on your card.

Where can | use my Eros Card?

There are over 150 locations where you can use your card. click here to see the full
list. If you regularly buy the Evening Standard outside of Zone 1. or your location is
not listed.click here to find out more

KNOW WHAT LONDON'S THINRING

Spurs v Portsmouth - 3 pairs
of tickets up for grabs

DINE OUT FROM ONLY £10 .
AT 20 TOP LONDON RESTAURANTS - 7

D@D i | =

Click here for details LoNDON

THIS WEEK'S
OFFERS

Buy one pizza, get another

Bl prics » ADD CREDIT TO YOUR CARD  » GET THE STANDARD FO

Personalisation introduced...

If you have problems viewing this email please click here to open a new web browser

2 for 1 tickets to 10 Off Wes}

End shows feactall

This week we have some fantastic offers to help kick start the

FREE WITH YOUR
VENING STANDARD access to five top London shows and one month's free
z I ] SHes membership with British Military Fitness.

E

E 4 QCProperty
g along
| TV R Wi I 2009

Plus - we have 3 free pairs of tickets up for grabs for
T pur v Port h this sunday.

new year, including 150 free tickets with exclusive backstagy

CREDIT
REMAINING
ON YOUR

EROS CARD

5

Additionally subject lines, imagery, copy and greetings can all be personalised

T
Callcredit

Information Group
Marketing Solutions



Email — Conditional Content

* Conditional Content is the generation of an individually-targeted email for
each recipient of an email campaign, based on the personal preferences
stated by the recipient when maintaining their profile

* Features * Benefits

* Relevance * Improved open and click rates
Improved engagement
Customer loyalty
F2F increases
* Deeper insight (behaviour)

Tailored 1 to 1 communications
Automated routines

Profile updates

Detailed content & segment tracking

* The benefits of Conditional Content must outweigh the resource investment
to be viable
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Email — Conditional Content

Boating Walking Cycling Book a holiday ~ Waterways guide i il

waterscape.com

» thiz week's special offers

» forward ta a friend

4 February 2005 / Issue 2

This Week's Top 5

walks

exploring one of our
top 5 watarside
attractions

1. Medway Valley
Enjoy a riverside cottage
break

If you'd to explore the countryside
snd enjoy a peaceful get-away, we've
chosen some great-value riverside
cottage braaks for the perfect rural
retreat.

Hillhouse Wood

3, Chepstow Riverside
walk

5. Angles Way

Riverside cottage, NMorfolk, from £8 pppn ++

Lottage with river views, Lake District, from £9 pppn #+
Thatched cottage, Cornmall, from £13 ppon »

thoose a cottage holiday »

where do you like to
hawe lunch when
you're aut and about
by the water?

In a waterside pub or
fé

Stay warm and dry
this weekend by

Back at home

what's on Competition

Erjoy some watery tales in Gloucester Register with Waterscape.com to win a

Read more » shaort boating break in the UK, worth up to
£500.

Dizcovar the wildlife cloze to the River
Mersey Read more #+
Read more &

Special offers
Unwind on a bosting holiday this Spring and take a mare
refreshing break, Choose your own holiday from the huge range
available on Waterscape.comn, or tske a look st our ideas below,
Worcester & Birmingham Canal, sleeps 4-6 5>

" - River Avon, sleeps -6 »*
Choose your own Dxford Canal, sleeps 2-4 »»
boating holiday »» River Nene, sleeps 2-6

This email was sent to richardshaffer@mac.com. If you'd prefer not to receive mailings from us
in future, please reply to this email with the word "unsubscribe” in the subject line, If this
rewsletter is not displaying properly on your screen, you may need to adiust the security s=ttings
of your ermail prograrm.

<
ca <
En-route - I take a
picnic

Hasn’t responded in last 3 months

,.F'g Win a boating holiday

Win a week's luxury boating holiday in
a France for up to four people, worth up
to £1,500, courtesy on Crown Blue
Line
Enter here #+

Uangollen Canal makes top 100 holiday list ++
Eritish Waterways engineer flies out to S+ Lanka **

Has responded in last 3 months

B Enjoy a scenic winter stroll
i with crisp fresh air and peaceful
footpaths, there’s nothing better than
following the winding trail of an
unexplored river. Discaver frosted
woodlands and meadaows that are
yours alone to enjoy.
Go walking »

Uangollen Canal makes top 100 holiday list »»
British Waterways engineer flies out to S+ Lanka #

Outside 20 miles of Birmingham

Eating and drinking in Birmingham

Fancy a relaxing pub lunch? A gourrnet meal with sweeping
views of the canal? ©r maybe a quick coffee mid-way though
yvour Sunday stroll* Mow you can get the lowdown on
Birminghar’s best bars, restaurants and watering holes with
W aterscape com’s comprehensive guide to eating and
drinking by the water,

Find out more

Within 20 miles of Birmingham

Eating and drinking in Birmingham

Fancy a relaxing pub lunch? A gourmet meal with sweeping
views of the canal? Or maybe a quick coffes mid-way though
wour Sunday stroll? Mow wou can get the lowdown on

Birrmingharm’s best bars, restaurants and watering haolas with
Waterscape.com’s comprehensive guide to eating and
drinking by the water,
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Email — Case Studies

e Times Newspapers wanted to engage customers and
encourage weekend newspaper purchase.

e Callcredit Marketing Solutions developed a complex
algorithm that uses a series of rules to assign content to
a subscriber based on their interests, segmentation
modelling, CAMEO and a priority ordering of the content,
in order for each recipient to receive an individually
personalised and specifically targeted email.

* Key Objectives
« Understand readers and develop a workable dialogue with
them
« Achieve readership and circulation gains

- Generate additional revenue streams

* Benefits
- Grew open rates from 15-20% to 40-50%
« 71% of recipients always or usually open the email

« 50% of recipients agree that receiving the Your Weekend email
makes them more likely to purchase The newspaper

Coming up November 18 & 19

= Email to a friend | =) View email online | #4 More previews | & Choose your interests | & Print

FREE GUIDETO THE ASHES

Prepare for this year’s showdown
with our essential 68-page guide
to cricket’s greatest clash, with
exclusive features and analysis

from Hoggard, Warne and Gatting

Get your guide free with

The Times this Saturday ¢ SPORTS

Dear Chris,

DID YOU ENJOY THE ARTICLES PREVIEWED HERE? If you'd rather preview other kinds
of articles, CLICK HERE to tell us what you're interested in. We will then tailor your
emails around your preferences

Clint Eastwood goes to war ThoKnowledge Polaroid stars TheSundayTimesMagazine

Save £100 on an Olympus SLR camera

Go fishing in Bhutan Travet
Bh of day's

The perfect fish and chips style
If v f vine ses

g of gar raise

Top up your Cut and Run Airmiles HERE
and you could soon be flying to one of
19 destinations across Europe

WHO’S THE DIDDY?

Rapper, record-company mogul,
philanthropist, restaurateur, father,
activist - we look through the many
guises to find the soul of P Diddy

Only in The Sunday Times
Magazine this weekend



http://www.yahoo.co.uk/

Exploiting Multi-Channel Communication

Profiling existing customers to identify key characteristics of:
« High value customers

« Willing donors

- Responders

Apply this knowledge to create prospects list for multi
channel campaigns

Often see mass customer acquisition program with post
acquisition analysis

T
Callcredit

Information Group
Marketing Solutions



Customer Acquisition via Mobile Products

text4demail - SMS & Email Integration

Prospective supporter will text

Toybox plus their e-mail address
to 81222.

Text back — ‘Thanks for contacting Toybox. U
should receive an e-mail within 15 mins. If u
require more info, please contact Toybox on

0845 466 0010. Thank u for your support.’

Prospective supporters will receive an
html email that gives additional
information about the charity including
links to Toybox’s website. ®

]
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Customer Acquisition via Mobile Products

text4post - Brochure Request & Database Look Up [IVE SERVICE

...............

‘Thanks 4 contacting WorldVision.
| / Pls reply to this SMS with FAMINE,
-.-.*""‘-35. -

First and Last name, House Address
Number, Postcode & Date of Birth verification
MO regards Worldvision’ and Cleaning
 /
4
ZI Address Match ”
Text famine to 81222

Non Match —

web/postal referral

Multi media
‘Thanks for sending your Data feed | database -
g details. Worldvision will process EEEE -) CRM activity
your request and send out a ®
Famine pack as soon as possible C alf:r.e dit
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Email and SMS Integration

text4alert - Email to SMS Integration

X

Get your free Six Nations Handbook - Message (HTML)

Fle Edt View Insert Format Tooks Actions Help

From: & The Times & The Sunday Times [customerservices@timescircle2.co.uk] Sent: Fri 03/02/2006 10:47
To: studm@broadcircle.co.uk.

cct

Subject:  Get your free Six Nations Handbook

>

Click

Coming up February 4 & 5

a friend | [ View email online | #& More previews | @ Choose your interests|

\TIONS HANDBOOK
Your essential 68-page guide
to the tournament, featuring
Jonny Wilkinson, Gavin Henson,
Gerald Davies and Simon Barnes

Don’t miss yours - free inside

The Times this Saturday
REGISTER HERE for a free, one-off SMS reminder on Saturday

Dear Chris,

TAILOR-MADE EMAILS: You can decide what articles go into your Student email.
CLICK HERE to tell us what you are interested in, then we will tailor your email just for
you

English rugby's new poster boy MAGAzMe | Can't ski, won't ski? Travel

3

Don’t forget to pick
up your free 6 nations
handbook, free with
the Times today. We
hope you enjoy it and
find this one-off SMS
reminder useful.

Coming up February 11 & 12

Free SMS reminder: Woody allen's 'Take the Money and Run'. Get your DYD
free with The Times

This weekend The Times is giving away Waoody Allen's directorial debut Take the
Money and Run on DYD, absolutely free of charge.

Be sure not to forget to pick up your copy. Simply sign up to our one-off, free
SMS service and you will be sent 3 reminder on Saturday.

EMTER MOBILE NUMBER HERE: 07714838 108
__SUEMIT 33

Terms and canditions

1. 5MS reminder will be dispatch to the recipient free of charge.

2. 5M5 reminder will be dizpatched after 11am on Saturdsy, February 11, 2006,

3, The Times Mewspapers won't use the recipient's mobile number for any other purposes, unless recipient
has given permission to do so elsewhere,
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Pollen Alert Service

Bespoke Pollen Alert SMS Service Solution

* Registration page built to capture i S
customer details e T o
Astiona Trgger Tps
e Customers register either online or it
via SMS e
e Data stored in a database and region

assigned according to postcode *

 SMS alerts are broadcast to specific
or multiple regions on a risk basis

s
SQL Database Serf

* Reports are automatically generated
on volumes sent

WARNING
High Pollen Count
in your area

take precuations

e

2
It
B,

]

I
]

{

iy

Online
reporting




Smoking Cessation Programme

sworeie
| SMOKEFREE |

DR Department Driving a ‘customer’ journey

of Health

* Service started with simple response handling and brochure fulfilment in 2000.
Evolved to what is now a multi-channel CRM solution

* Consumers offered range of options. Depending on what they sign up for,
receive a series of timed comms via phone, mobile, email and post.

* Now targeting high risk individuals, using real time
segmentation to create personal dialogue via
multi stage marketing and lead management
using specialist support centres.

* Better targeting and increased dialogue is having a
positive impact on quit rates.

* New level of closed-loop marketing just

introduced using outbound calling - driven by:
- Asophisticated and complex database

- Automated business rules

« Workflow management

... Resulting in a cost effective and reliable solution




Smoking Cessation Programme

Bespoke Products — Full Service CRM LIVE SERVICE

» 2. ‘Thank you, now please Text back \.
your Name, 15t line of Address and

Postcode’ Address Verification

1. Text DVD (one of 50 }
keywords) to 63818 SZI 3. Address Match g

4. ‘Thanks, your DVD will be sent t Non Match — 0800
y. Data feed referral

i you in 7 working days’
l
Y

—_——

6. CRM Database

8. Communications
tailored for relevance
7. Multi Stage & to measure ‘Quit
Response Channels Customer Journey Success’
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Microsite — Case Study

¢ CCMS manages BBC WS email programs, including
regular communications and customer profile
management via a micro site. The site was designed to
support the service and ensure that data was secure,
accurate & relevant. Part of the contact strategy
demanded profile update which has proved a
considerable success.

* Key Objectives
 Support the email marketing program by capturing relevant
data
- Driving traffic to the web site

« Add value through optimised personalisation & content
- Ensure content is as relevant and up to date as possible

*  Benefits
« CCMS micro site perfectly matched BBC web site
- The contactable universe has grown by 60% in Yr.1
- Regular preference updates enabled relevant communications
- Data integrity was maintained with 99% + Deliverability

Programmes
Radio Schedules

Languages
Learning English

RELATED SITES
WEATHER
SPORT

SERVICE

vice my homepage

Weekly Email Network

PERSONAL PROFILE
Only fields marked with an = are compulsory

Step 2 - Update your details

Email address™ [emarketing@broadsyst

S e Chis How to listen to BBC World Service
on your radio.
Family Name™ |Graham Enter your nearest city
New York |60
Where do you live?= ‘Ghana—z -
= » Short wave changes
Year of birth | 1300 v

Gender @ Male O Female

How do you listen to BBC World Service programmes?
[shotwave  [v

Is English your first language?
@© Yes O No
How did you hear about us?
Radio I
Check this box if you would like to receive invitations to

participate in user surveys

1 confirm that I would like to receive this e-mail

from the BBC World Service

Back to Email Network

LIVE SERVICE




Web chat is another channel to communicating with an online
audience, its immediate and personal which encourages loyalty
and engagement with the audience

Enables direct online dialogue with web browsers to provide customer
service support or as a sales conversion tool

Reactive Web chat — a button is located on a website that allows the
consumer to instigate a conversation by click and engage with a customer
services/sales agent

Proactive web chat — using cookie based technology allow a customer
service/sales agent to instigate a conversation when certain pages are
viewed on a website — see www.Orange.co.uk
O
N
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Web Chat Live Example

* Pay monthly mobile phones - the Orange shop - Windows Internet Explorer - |ﬁ' |5|

LI ‘f A IGoogle -

Fil=  Edit Wiew Fawvorites Tools  Help

(;D'OgIEHC' |G0 4r@ E‘ - | ﬁ Bookmarks+ @Dblockﬁd | ng?j'check w % Autolink - Kl’_, AutaFill GSend bow év @Setl:ingsv

'f:? g ggl - | @ SourceForge. net: Virtual Ma. . | ! Pay ronthly mobile phon... | | ﬁ - &l - déh - j Page -~ @ Tools -
£
getting from a to b just got easier —
- with great features on Orange Maps buy online or call
orange™ m (] 0800 079 2000
find out more =
u home
LIVE SERVICE
Orange shop news sport entertainment lifestyle email & communicate help & support your account

unwrap today's your selection

special offer
R all pay monthly phones and
= mobile phones & plans dEV|

» phones

- - _ ~ L
+ pay monthly phones [searc can we he|Df =

+ pay as you go phones

your selection is empty

+ upgrade phones scrtb’ Healla. clear
» reconditioned phones pay mol |f you've got any questions, we're here to help.
+ coming =oon phones alphabe sort

W'ould you like a chat?

» clearance phones

+ iPhone alternatives
» plans

yes piease |l not right now, thanks |

» 2pecial offers

» Orange Boutique

[previous] 1|23 ]4]|5]6] [next]

» phones best for...

A g - . -
» SIM only Nokia 5800 in black silver Samsung F420 Black
+ mobile broadband

» broadband & home phone

+ home & mobile broadband 3.2 Megapixel camera 5 Megapixel camera
» Orange recommends touch control FM Radio RD3
- mveliciven o Diran e TLT Trurcrheornoan LI

| [ [ B | [ mnterret ER
j!fstartl J B i~ & & J [(~) 12 Microso...-” & Pay month... Digi Pres. zip | [, Microsaft Pa... | EFI Job MDni...I £1] Documentz —I |jﬁ£%m5§a £4 1siz6




New Digital Channels

* Blogging (A corporate blog is a more personal way of communicating
with an audience. Regularly used by heads of industry and gurus Blogs facebook
are seen as a way to become your own journalist or spokesperson,
these can be incorporated on micro-sites)

* Social Networking/bookmarking (These sites allow you to store, tag
and share links across the internet. You can share these links both with
friends and people with similar interests. You can also access your links
from any computer you happen to be using) — Increasingly this is being
used in email

* Twitter (This allows organisations to have a voice, a personality
amongst all the corporate messaging. Increasingly ways of generating
returns are a gray area however not having a presence can be a
disadvantage)

* Mapping/Mash ups (Web sites, pages or widgets that combine the
content or functionality of one website or data source with another to
create something offering a different type of value to web users from
the separate types of content or functionality — generally in the form
of maps)




Email (and all online media) is an ideal testing ground, because it is incredibly
flexible and cost effective, enabling many different creative permutations to be
evaluated quickly and cheaply. Sample sizes must be big enough for statistical

relevance

A/B Testing

Banner ads, emails, landing pages,
offers, timing etc. can be tested. Be
imaginative!

Email copy text, layout, images and

colours can be tested, best results are
found when combining results from
different tests to identify those that
persistently generate uplift

Test A vs Control tells us what when
compared with Test B vs Control?

Multivariate Testing

e Used to understand which content
or creative variation produces the
optimum improvement in terms of
the web page’s objectives
(acquisition, conversion, sales etc.)

* Users effectively vote with their
clicks for which content they prefer
and which gets them to the
objective quickest

* Dynamic content can be used

nE
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 Geodemographics informative

e But multi channel marketing requires much greater
personalisation.

* However a lot of multi channel marketing is untargeted
and can be detrimental to your brand image.

* It needs to be personalised and targeted

)
« But it has to be applicable to the channel L
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andy.bell@callcreditgroup.com
0113 242 4747
www.callcreditmarketing.com

Thank You
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