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Five Steps to a Journey Strategy
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1. Goal Setting

. Acquire new customers
ncrease subscriptions
Jecrease abandoned cart rates
Decrease attrition

Drive engagement

Ok A

. ‘ ‘ | ‘ salesforce



salesforce

2. Audience Definition




PROIJECT: Pilot DubaiSTore

salesforce

Background

Married, two children. Works as a senior technical architect. He lives a busy life as a
professional but he tries to find work life balance. He loves traveling and plans a trip or 2
every year with his family. He enjoys buying gadgets and is always up to date with new

technologies

Demographic

Q' Male Purchasing Behavior

@ United Arab Emirates
He Doesn't like to spend his time on shopping. prefers to buy everything online.

Has several credit cards issued by different banks.
His main information channel is the Internet.
IT He likes to view product rating prior to making a buying decision.

He compares several brands in terms of features and value for money before making his
50,000 AED decision
He spends wisely. no matter how attractive the product is, he always considers the level
of satisfaction this product is bringing prior to buying it

Married

Channels

Technology

Facebook
Linkedin
Online news
Email
Instagram
Twitter




PROJECT: Pilot DubaiSTore
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Background

Rebecca is 35, mother of 2. She works in digital marketing as a part time job. She loves
hanging out with her family and friends. Photography is her hobby, she loves taking portraits
and has her own instagram account with decent followers base.

Purchasing Behavior

- She prefers to see the actual products but doesn't mind online shopping from time to
time
- She spends wisely and always looks for good value for money products
- She waits for sales and promotions, like Black Friday to do her shopping
. - She prefers cash payments
Demosraphlc - She is influenced by word of mouth the most.

XQ Female

® uae Channels

Ma"ied— * Instagram

* Email

Digital Marketing Specialist
igital Marketing Specialis N ETeCyrnr

25000 AED

Technology




PROIJECT: Pilot DubaiSTore

NAME
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Sandra Nagy

Background

- Sandra is 25. single. She has 2 dogs. she loves spending time with her dogs and hanging
out with her friends in the evening. She works as a senior graphics designer. Playing the
guitar is her hobby.

Purchasing Behavior

- She is a spontaneous buyer. who usually buys what she likes regardless of the price

- She has 2 credit cards and uses them frequently for buying luxury items

- She likes both online shopping and visiting stores.

- She loves buying designer products

- She is influenced by peer pressure, social media influencers. instagram and facebook ads

Demographic

OFemale Channels

® uae

Single - Facebook
- Email

- Instagram

Senior Graphics Designer

30.000 AED

Technology

’




PROJECT: Pilot DubaiSTore

TYPE
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Guardian

Background

- Deepak is 38, married. He works as a Bl manager. He loves gaming. He usually spends
Thursday nights at his house with his friends playing video games. He loves going to the
movies as well. He is always up to date with the |atest gaming products and technologies.
and he likes attending technology conferences.

Purchasing Behavior

- Deepak prefers online shopping

- He is influenced by blogs, articles. and products ratings

- He looks for the newest products in the market

- He prefers credit card payments

- He is willing to spend on latest products regardless of their price

Demographic

O'Male Channels
® uae

- Blogs
Married - Twitter
—_—————— - Facebook
Bl Manager - Linkedin
. - Email
40,000 AED

Technology
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3. Customer Journeys
Design




Journeys Are Building Blocks of Customer Experience

With the customer in control of the journey, how do you guide them?

Awareness & Acquisition Onboarding & Engagement Retention & Advocacy

e Informational

e Welcome New
Subscribers
First Purchase
Refer a Friend

Product/Service Review
Abandoned Cart
Re-Engagement
Win-back
Birthday/Anniversary

Encourage Sign-ups
Influence Next Purchase
Download the Mobile App
Encourage Survey Completes
Profile Completion




High level Timeline
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Customer Journeys

. Prospect welcome

. Prospect on-boarding

. Referral

Prospect lead nurture
Birthday

. Abandoned Cart

. Wish List / Saved Basket
. Win back

. NPS
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1. Prospect On-boarding - The Nursery Program

0o & ¢

«— 000

1 Join

Welcome 1 1day Engagement Welcome 2 Welcome 3 1 day
Data Extension Split
Welcome 1a 1 day Engagement Join

@ Exit on day 3

Split
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Welcome 1b 1day




1b. Prospect On-boarding - The Nursery Program

ONBOARD
New Subscribers e First name, last name, - inspire and prompt your
email prospects to purchase
e Subscription date - Prospect into customer

- What will the individual
get from the product?
- CTA
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2. Refer a friend

50% . o @ @ Exit on day 1
: 1 Join =3 2
Random Split Offera Decision Split 1 day
API Event
Reminder 1 day

Offerb Join

salesforce




2. Refer a friend

pudience — Data Coment ol

Friends of current e Current subscriber first -Invitation sent to current - Acquire new subscriber
subscribers who have never  name, last name, email subscriber encouraging him - Track: Capture coupon
before visited Dubai Store e New subscriber first name, to refer a friend redemption
last name, email - Invitation sent to new
e Current subscriber subscriber with coupon
subscription date offer
e Unique referral code - reminder sent to new
subscriber

- Confirmation sent to
existing subscriber when
offer has been redeemed

salesforce




3. Lead Nurturing Program

®© 600606
Product ca... Decision Split

API Event content
product Decision Split 1 day
focused

Email 1: electronics category- TV’

Email 2: Samsung TVs @ a 0 @ @anonaays

P‘Odutﬂ 'tﬁ Decision Split 1 day
Email 3: Home theatre
Email 4: TV sales or stock notification (back in stock- order now) . @ @mom,s
4 personal...

content
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3. Lead Nurturing Program

pudience ————pata " comtent ool

Subscribers who have shown e Current subscriber first 4 emails sequence - Making a purchase
interest in product/ category name, last name, email
based on website activity e Product information
® Product category
information
e Time of event
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4. Birthday Offer

il ©-

1 Join
Happy Birthday 3 days Decision Split Offer 1 day
Event Redemption
md . @ e a
Offer Reminder Decision Split Join

Offer Reminder
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4. Birthday Offer

Content

Existing subscribers who have e Customer birthday data to admit - Birthday greeting + offer -
upcoming birthdays contacts (using Date Based Event) celebration coupon including details
e Four emails about expiration
e Coupon codes - Thank you email for those who
e Data you'll need to personalize the redeemed offer
emails - Reminder for customers who didn’t

redeem offer
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5. Abandoned Cart

® o6 0o 9¢ O 0
g @ @ Exit on day 4 hour 1

Cart Offer

1hour Cart Reminder 1day Decision Split
API Event
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5. Abandoned Cart

Customers who abandon a purchase - First name, last name, email address, abandoned link,

Registered or un-registered customers abandoned product information
- Product file, product name, pricing, image, URL
- Transactional action (to check if a purchase has

occured)
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6. Wish List

® 60 « ¢ & o-

. 2 Joins . g
Random Split You saved ... Decision Split 1 day

API Event products
O 0 0O 0

1 day Reminder 1day

33%

Back in stock Join

Limited Stock Join

salesforce




6. Wish List

First name, last name, email address

Basket link, basket product info

Product name, pricing, image, URL
Transactional action (to check if a purchase has
occurred)

Customers who saved items in their wish list
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7. Win Back

@ Exit on day 2

® ¢ 0 60D

- . . 1 Join
Decision Split apology email 1 day Survey 1day
API Event
Apology email 1 day Survey 1 day Offer Join
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7. Win Back

Promised date

Delivery date

First name, last name, email
Transaction info

Customers who have a delivery delay by 1 day or more
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8. NPS

09 <+ 9066

. . . 1 Join
) Survey Email Decision Split Feedback +ve - Thank you 1day
Data Extension VE email
@ @ Exit on day 1
how can we 1 day
improve
3 days Join
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8. NPS

ADVOCATE

Customers who have purchased and have been

subscribed for 6 months - First name, last name, email
- subscription date
- Purchase history
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4. Implementation




Email Campaigns Designs

et’ DubaStore

DubalStore

CUSTOMER
SATISFACTION SURVEY

How likaly is that you would recommend DubaiStore to your friends and relatives?
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Would you mind taking 2 minutes to complete
a 4 question survey?

TAKE THE SURVEY
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g' Duba Store
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Marketing Automations

Overview
10 Automations

Search View by Status Al - = Summary
Day Wouk
Folders NAME & DESCRIPTION PROGRESS LASTRUN &
Test Newsietter May 27, 2019 4:00 PM 05/27/2019 &
* All Automations ® D Running
.~ I an v
v W My sutomations
Test On Bearding 1 May 27, 2019 4,02 PM
ﬁ Test Autemation ° Completed Update
Test NPS May 27, 2019 2:.01 PM
© cCompleted
Automation Status May 3, 2019 6:50 PM
© compieted
Test On Boarding 2 May 1, 2019 2:00 PM
° Completed
Test On Boarding 3 May 1, 2019 2:00 PM

Welcome Email Automation

@ Compieted

Apr 29,2019 10:32 PM
0 Completed

Tracking Data Apr 8, 2019 10:27 PM
° Compieted
NPS Automatian =0 =0 == Mar 14, 2019 349 PM

1-100f10Items 25a
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Reporting

Survey Count 212
NPS Score 1
. ler'actors Passives
7 S | e T Y o 7 8
Responses 1 1 1 1
Rating & 0% 1% "z 1y 0% 1% 0% 0%
DubaiStore Month [x] NPS
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Detractors Passives

NPS Score

1
1
2.25 2
1 1 1 1
0.75

Promoters

NPS Score

40
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0
Ji

an

Promoters TOTAL Detractors % 44%
9 10 Promoters % 56%
2 3 9
2% 3% 100%

DubaiStore NPS Rating Summary MoM

54
50
S
Website Insight & Feedback
Evaluation of Web Site Ratin

Chechoun Process Aciracy of detwgrsd ltams

wen sie seed (S 15

Eme uf Findng Product

web e tesgn Overnl | A Comrunication Dengh elivery procew

0% “n S0 75

1§
Packpng Gualny

Feb Mar Apr May Juy

Delovary Time

W Lecellen B Good Falr T Wk

Evaluation of Customer Service Rating
ey Anywored | Boscinde _
Speed of Answering Call — " ox
stomer Care Exgenisace _

n

)

1 R
L]

Evaluation of Delivery Rating

S 1
I
I
I 1

o pA TS 10 B

B Excodtent Good Fair B Woak B Pox

e
o an A

0




Thanks!



