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From Browser To Customer

Welcome

[intergage@] @

Business
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Introduction

Paul Tansey
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Agenda

1. Introduction stuff

2. Getting On The Same Page

3. Word of Mouth (WoM) Marketing
1. Cust omer Deli ght & The Ve
2. Measuring Your Customer Delight

3. The Power of Testimonials

&
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Agenda

4, WoM Marketing with Facebook
5. Mobile & Local (MoLo) Marketing
6. Mobi |l e Payments & Googl eo:

&
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About You

AYou own or manage an SME

AYou are passionate about marketing your business

AYou have an understanding of Websites & Web Marketing
AFacebook, LinkedIn, YouTube, Twitter & Blogs are not mysteries
AYou suspect you could get much better results this stuff
AYoudd | i ke more enquiries or sal
AYou want to understand how things are changing

AYoudd | i ke a morning sSnooz n d

Business
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About This Presentation

AWhat it is
AWhat it isnot

Pal

AYour role (and ités not mal

&

O
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1.Getting on the Same Page

&
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Marketing Today

’/’r?«\;

-
/’l\ .'A Less new
; businesses @

o
] \ around
Slow
returns from economic @
traditional rowih
spend 9
So much e o oo
more to learn
e So much ® SEWARY
more to do competition
Every £ has e
{ to be

justified

intergage BUE’.'R ESS

The Complete Web Marketing Partner




The Flip Side

Easy to use
technology

AfLow cos
tools and
tactics

New
e opportunities

intergage
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Learning,
adopting,
testing, )

measuring,
refining

AT
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Once Upon A Time, Online Marketing Was Simple

More than just a
Web marketing agenl

BUSINESS
LINnK
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We Asked Ourselves SiI m)

SEO PPC

Google =,

Better
conversion /
rate?
Or better
More relationship?
traffic?
O
Business
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Then Came The Social Web

in

facebook

g = &

BUSINESS
LINnK


http://farmacia.ugr.es/BBM2/rss_logo.jpg

And Then, Before Wedd Eve
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Search vs Social

Google

ADemand vs. Discovery

Google Search | I'm Feeling Lucky

AFacebookds vi ew

Paul's Profile - Paul's Wall

Paul Tansey
This is a very cool thing indeed if you have two computers and need to keep important information synched

You're invited to join Dropbox! Online file sharing, file sync, and backup made easy.

Comment * Share

Mike Browne We use it all the time - it's fantastic!

18 hours ago - Like

Sam Grimes Yep - Mike and Jayne introduced me, its not just for
A work though -now we use it to share photos with family :-)
17 hours ago - Like

Will Noble We've been using this for a while, it rocks.
17 ho go * Like

Jo Siewruk Pretty handy, eh?
9 hours ago - Like

iniergage@ % Write a comment...
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The Evolution Of Search Engines

Maps Shopping

Localisation God=-

Scholar
*J Everyth
3logs
@ Images Blog
i Videos Realtime

Personalisation R v

Shoppin Calendar

v More Photos
Documer
Poole, UK
Change locati

A
ARealtime
A
A

Reader

Pages from tk
even more »

Any time
Latest
Past 24 hours

= O Past week

Past month
Past year
Custom range

More search tools

omething different
twitter

Recommendations e

flickr
friendfeed

intergage
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facebook

About 13,810,000,000 results (0.14 seconds)

Welcome to Facebook - Log In, Sign Up or Learn More
Facebook is a social utility that connects people with friends and others who ... People use
Facebook to keep up with friends, upload an unlimited number of ...
www._facebook.com/ - Cached - Similar
Login Create a Page
Find Friends Sign up for Facebook
Forgot your password?

Mo ults from facebo

g In | Facebook
Facebook is a social utility that connects people with friends and others who
UpFacebook helps you connect and share with the people in your life. ...
www.facebook.com/login.php - Cached - Similar

Welcome to Facebook — Log in, sign up or learn more

Facebook is a social utility that connects people with friends and others who work, study and
live around them. People use Facebook to keep up with friends, ...

en-gb.facebook.com/ - Cached - Similar

Facebook

Sign UpFacebook helps you connect and share with the people in your life. Facebook - Wall
- Info - Resources - Stories; Father's Day; Facebook Live; Press
www.facebook.com/facebook?ref=pfir.php?locale=en... - hed - Similar

Facebook Developers
Facebook is a social utility that connects people with friends and others who ... People use
Facebook to keep up with friends, upload an unlimited number of ...

elopers_facebook com/ - Cached - Similar

Facebook - Wikipedia, the free encyclopedia

Facebook is a social networking senvice and website launched in February 2004, operated
and privately owned by Facebook, Inc. As of January 2011, Facebook ...

en.wikipedia.ot /Facebook - d - Similar

Twitter

Business
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The Evolution Of Search Engines

KEYWORD HYPERLINK _ . )
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The Evolution Of Search Engines

%
W\O

- ' IS ft MEMBER OF ‘
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D ¢ AN

intergage Buaqu ESS




Social Graph Objects

Groups People Organisations  Products and Entertainment
cause actor band album
sports league athlete government book
sports team author non profit drink

o director school {e]e]o

ACt'V'F'e.S musician university game
activity politician product
sport public figure song

Businesses Websites Places rTn\c/)we

: show
bar blog city
company website country
cafe article landmark
hotel state province
restaurant

o © Business
"“erguge http://developers.facebook.com/docs/opengraph/#types LINK
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http://developers.facebook.com/docs/opengraph/

Facebook & Bing Blending Search & Social

intergage

The Complete Web Marketing Partner

tore Sanity
Jon Stewart
Ramones Halfway to
Sanity
How to R
Furniture
How to Restore Credit
How to Restore a Car
How to Rastore iPod

How to R ra
Windows XP

rally to restore sanity

Rally to Restore Sanity Rai for National Mall

Jon Stewart may or may not “restore sanity,” but he's already raig
with his October 30th rally On 3 )

Rally To Restore Sanity’s .

Wil Rally To Restore Sanity R

B Facetook BT

Sep 30, 2010 - RICHMOND. Va. — "Daily Show™ host #n Stewart has won soma high-level backing
for his "Rally to Restore Sanity” next month ; Wasihgton: President Barack Obama
20 10/09/3( 3-ba stewars-_r

09 14849 html achad paqe

Dems Still Sweating The Impact Of The '
Oct 05, 2010 - It took mere minutes alter The D
holding 3 Rally To Restore Sanity {followed
Keep Fear Alve)

L

Rally To Restore Sanity

w rallytorestoresanity ¢

Liked by your Facebook friends: rally to restore sanity
Rally 1o Restore Sanity - rally

H - d Burck ! liked this

Rally to Restore Sanity < th

‘ Business
L <& Stay liked this
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Social SEO

AGetting Found on LinkedIn

AGetting Found on Facebook

facebook

intergage B“E’.'R ESS
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Optimising Social Media Objects

AProfiles in social network sites

AStatus updates in social sites

ABlog posts

ATweets

APictures on picture sharing sites like Flickr
ASocial bookmarks

AVideos on video sites

Aetc. @

e E— Business
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Summary of Section 1

Alt s crucial we continue
ASearch = Demand driven

ASocial = Discovery & Recommendation

ASearch and social are converging

AYou need both skill sets

&

e E— Business
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2. Word of Mouth Marketing, Customer
Delight & The Value of a Fan

&

- - n
intergage B”E’,'n e




4 Ways to Grow A Business

A Cold calling

A Advertising

A PR

A Word of mouth

&

5
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Old School Marketing

Awareness Consideration

&
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How Social Changes Marketing

Awareness Consideration

Di agram adapted from the b‘fAnkHﬁBOCAaDaMédihyM@aket@
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How WoM Sharing Happens

ASocial network posts E

This is a very cool thing indeed if you have two computers and need to keep important information synched

‘re invited to join Dropbox! Online file sharing, file sync, and backup made easy.
ropbox.com

ALikes

ke Browne We use it all the time - it's fantastic!
18 hours ago - Like

ARetweets

. Sam Grimes Yep - Mike and Jayne introduced me, its not just for

$ ] wol ow we use it to share photos with family :-)
17 Like
Il Noble We've been using this for a while, it rocks.

l 17 hours ago * Like

AS h ar e S Jo Siewruk Pretty handy, eh?

o * Like

AComments
AReviews

ATestimonials / Recommendations

intergage BUE’.'R ESS
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Where WoM Sharing Happens Online

AEmail still works
AMostly in Facebook

ATwitter

AB2B is largely on LinkedIn

ASocial Bookmarking sites

ARSS / Youtube / Flickr etc. @

BUSINESS
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Bookmark & Share

2 Twitter n Facebook

Making Sharing Easy o e

*8 Google
Share | 117

[ Diag
Bl stumbleUpon &% Mes

B Myspace B3 More_.. (341)

0 AddThis

Settings Privacy

o5 Like

-

|

(1] share Business
LINK
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The Importance of being Remarkable

AWhat 6s special about your |
AWhat 6s unique about what vy

AWho says so?

&

O

Business

® ®
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What Is a Fan?

AFans on Facebook

AFollowers or subscribers to social channels
(YouTube, Blogs etc.)

ARSS subscribers

ARegular (weekly) visitors to your Website

&

e —— Business

The Complete Web Marketing Partner




The Engagement Food Chain

& ﬁecommenaéd
Purchased
Interacted

Clicked

Commented ‘

Repeated
Rated
Saved

Saw

The Engagement Food Chain ranks the value of various engagements

intergage B“E’.'R ESS
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The Value of an Engaged Fan

AThey are NOT sad
AThey average 310 friends on Facebook rather 130
AThey are the fAiSneezer so

AA truly engaged Fan is one who comments, retweets,
or shares your content

Alf 15 engaged fans share vy

&

Business
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15 Engaged Fans Tell

4 650 New Potential Fans

Unl ess some of t hese share a

&
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The Value of an Engaged Fan i Case Study

AThomas Baekdal (www.baekdal.com) calculated that:

Alt took 106 Website visitors to create a fan

AMost fans are passive i only were active

AThis means it takes Web visitors to create an active fan
AHis active fans averaged 445 fans themselves

AHe had active fans of

AAn engaged and active fan generated 4 new fans every month
A179 x 4 = 716 New Fans a month

AQ. Were these new fans more likely to be engaged? @

From the book ASocial Media Metricso by Jim Stern

intergage B”E’.'.f,‘ ESS
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Fans & Testimonials

AA happy customer
AScale of testimonials
ASoliciting & using testimonials
ADoes your business have fans?

AWho are they?

intergage

The Complete Web Marketing Partner
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Nett Promoter Score (NPS)

nCustomers who are willing to
evangelise, based on direct
experience, are the only
sustainable source of long-term
profitso

m hm.—-‘

“UllIMAIH
QUESTION:

Driving Good Profits
and True Growth

E FHED REICHHELD

Fred Reichheld, from his 2006 book nThe\m

NUILSTNU JLVINRLIY= umes

(ORVINCIES

&
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Nett Promoter Score (NPS) Principles

AGood Profits Vs Bad Profits
ACreating a Growth Engine
AWhy customer surveys suck
AThe ultimate question

AThe other question

&
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Promoters, Passives & Detractors
&

A

0 1 p)

A0-6 Detractors

A7-8 Passives

A9-10 Promoters @

Business
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What They Mean To Your Business

intergage
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Promoters
Score 9or 10

Definition: Loyal
enthusiasts who keep
buying from the
company and urge their
friends to do the same

High retention rate
Less price sensitive
High repeat purchase
potential

Likely to upgrade /
cross buy

Unlikely to complain /
low maintenance
Produce 80-90% of your
referrals

Unlikely to produce
negative word of mouth
Energise staff through
appreciation

Enhance company
reputation

Passives

Score 7 or 8
Definition: Satisfied but
unenthusiastic customers
who can easily be wooed
by the competition.

Detractors

Score 0-6

Definition: Unhappy
customers trapped in a
bad relationship

Low retention rate

More price sensitive

Low repeat purchase
potential

Unlikely to upgrade /
cross buy

Complain frequently / high
maintenance

Unlikely to refer

Produce 80-90% of
negative word of mouth
Demoralise staff with
complaints and demands
Damage company
reputation

Business
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Calculating Your NPS Score

nYour Net Promoter Score is the percentage of
Promoters minus the per.cent

Fred Reichheld, from his 2006 book AThe Ultimate Que

Rei chhel ddos research over a
that in most industries, companies with the highest
ratio of promoters to detractors in their sector

typically enjoy both strong profits and healthy

growth.

Business
LINK



Your Feedback Information

AWhat you learn
AEarned Growth Vs. f@ABought 0
AExceptions to the rule

ATo increase your score, simply:

Alncrease % Promoters
ADecrease % Detractors

&

O
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Banking

Car Insurance

Computer Hardware

Internet Service

Mobile Phone Carriers

Moblle Phone Handset / Smartphone

Television / DVD Electronics

NPS® Stars by Industry - United Kingdom

Source: Satmetrix 2010 Net Promoter Benchmark Study of Consumers in France, Germany, and the UX

Industry Company NPS
Banking First Direct 42%
Car Insurance Saga 17%
Computer Hardware Apple 52%
Internet Service Virgin Media, Sky 9-10%
Mobile Phone Carriers 02 24%
Mobile Phone Handset / Smartphone Apple / iPhone 67%
Television / DVD Electronics Sony 39%

NPS® by Industry - United Kingdom

Source: Satmetrix 2010 Net Fromoter Benchmark Study of Consumers In France, Germany, and the UK

€) SATMETRIX

FIE NET PROMOTER COMPANY

Average
NPS

Highe st
NPS

4%
-26% } % : { 42% Key
-9%
-29% | >— { 17% Lowest
| = NPS
%
17% } > { 52%
-11%
-46% | + 1 { 10%
3
-13% |} ! < { 24%
| 18%
-13% | | v { 67%
| 79% '_’t*_i 39%
L L L) Ll L) ‘: L L L L . . L) L) L .
-40% -20% 0% 20% 40% 60% 80% 100%

€Y SATMETRIX
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LinkedIn Recommendations Case Study

AWhy we did it

AWhy we like LinkedIn testimonials

Like or
relevant
to me

Trusted

Source

&
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LinkedIn Recommendations - Background

ARecommendations for the business more
Important than for individuals

AStaff need to be on LinkedIn and comfortable

AWor k together to Like and S
content

ABegin routinely harvesting testimonials

Alncentivise staff if necessary @

AAgree some ground rules Business
INnK



Linkedln Recommendations

November 201071 LinkedIn introduces new feature

|nked nt Type: Business
Home Profile Contacts Groups Inbox [E] Companies More Companies

mpanies * Intergage Ltd

Overview

Edit Promote my company

Intergage Ltd has 109 follow:

+ Following ~ Share

How you're connected to Intergage Ltd

23 (1st) Connections
Your Network (24)
Finance Manager

1 Employee in your network
Jo Cresswell, Southampton, Un on

24 Employees on Linkedin

Office Manager, Dorset

Joanna Finn, Bournemouth, United Kingdom

Linked (il Groups
HP Business Answers
Thi
Project Manager
Andy Galliers, Bournemouth, United Kingdom

Microsoft

Join Group

intergage Buaqu ESS




Linkedln Recommendations

Website Content Management System Intergage Ltd has 109 followers

commendations v Following ~

Contact U

Emma Barrow
Ma ng E

Product Overview

T ntrol of updating, managing and marketing your WV
Management S
T

Paul Tansey
Managing D

1 at your prem :
Contact Inter today for more

and content infarmation

. Charity & Trade

Prao ] mmend
Website Content Management System

ALL of the Intergage team are ex
nd highly nmended by me

1+ Like * FI Delete

intergage BUE’.'R ESS
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