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Rethink your KPIs and maximize your customers’ lifetime value Paola Scarpa, Google CPG, HC, Retail Sector Director Italy



What we discussed so far



connected Lives



Internet of me



Speed



The New decision Path



Display click



Awareness



Social



Paid Email Search



Consideration



Intent



Decision



Browsers have sessions. People have moments.



define: moments that matters Web



Videos



Images



Shopping



News



More



Search tools



About 44,800,000 results (0.37 seconds)



Moments that matter 1. A moment we reflexively turn to a device to act on a need we have that moment – to learn, discover, find or buy something. 2. Intent-rich moment when decisions are being made or preferences being shaped.



Meet Cathy Cathy breaks her milk frother while doing dishes. She quickly turns to her phone to find a replacement.



bodum milk frother



AUDIENCE Cathy, 46



INTENT To quickly replace her broken milk frother.



TIME-FOR-A-NEW-ONE MOMENTS



CONTEXT 8:36am, in her kitchen



MARKETING IMPLICATION Make it easy to ‘check the box’ and make a quick purchase – whether in-store or online.



Daily search moments: PC is still the leading device but smartphone is just 2 steps behind. Daily search moments per device % values How many search moments per device in a typical day that you REMEMBER*?



Pc



Smartphone



9,9



7,7



100% = (1949) Pc users



100% = (2037) Smartphone users *It’s based on memory recall, it’s underestimate (x3 real)



On a daily basis



Tablet



6,2 100% = (1231) Tablet users



Mobile search within the purchasing process % values Mobile search for info on purchasing during free time Smartphone



100% = activities done at least once during free time



Mobile has changed how we act and react in life



Immediacy of action



High expectations



Unscripted decisions



Acting on any stimulus, whenever we’re motivated to



for relevance and for frictionless experiences



People are more loyal to the need in the moment vs. a brand



Challenge for the Business



Moments occur throughout the consumer journey Compare two travel reward credit cards



At work, check out movie theater show times



Search for lawn mower reviews in the aisle



Research best running apps



Bought tickets to concert



CONSIDERATION



AWARENESS



Watch YT video for how to tie fly fishing knots



PURCHASE Purchase



Buy shoes online, pick-up in store



LOYALTY



On the bus, book dinner reservation



Visit insurance site to file a claim Use airline app to reschedule flight



Consumer Moments



Moments that matter to you



Moments Google can help you win



Your objectives You want



← Consumer Moments → They need



Calls



Our solutions We have Click to call ads



Footfalls



Store Visit tracking



Online Sales



Insurance



Mobile search ads



App downloads



A new suit



App Install ads



Loyal consumers



A milk frother A running app



Great service



Audience targeting ads



Beyond e-commerce



Value in $



Value in $



Full Value of e-commerce



Channels integration



Audience Active evaluation



Profiling Segmentation



Customers Acquisition



Fidelization Upsell



In store Traffic Offline sales



Full Value of Ecomm



Smart marketers allocate budgets based on looking at the total sales each dollar drives everywhere



Total Sales



Online sales



Offline sales



Sales via call-centers



The Macy's Experience



The bottom line is: we're indifferent to whether she converts in the store or online. We just want her to shop with Macy's. Jennifer Kasper, Group Vice President, Digital Media & Multi-cultural Marketing



“We’ve been able to show that for every dollar we invest in search, we’re able to drive $6 in in-store sales.” Serena Potter, GVP Marketing, Macy’s.com



Macy’s Macy’s Goes Omnichannel, Think With Google. October 2014



Profit Driven Marketers Are More Successful



Profit/CLV



ROI Fixed Budgets ~15% of advertisers ~10% of industry profits



~75% of advertisers ~60% of industry profits



~10% of advertisers ~30% of industry profits



Step 1: Make profit your main Kpi



$100



250K visits



AOV



✕



✕



10



2%



orders in 3 years



online CVR



✕



✕



33%



4X



gross margin



offline multiplier



1M



$9M



investment



total profit



✕



1.5 referral rate



20K



$500



$1M



$9M



new sales



margin per sale



investment



total profit



Step 2: Adopt a growth mindset Customers per week 1. 6x Revenue growth in 4 months 2. Profits went up 5x



Missing 4 in10 Average CPA per week



customers Don’t panic



“The way to grow is to think about growth first, efficiency second and be patient with tests to give them time to work.” RICHARD COHENE Director of Marketing| Beyond the Rack



Step 3: Test bids to maximize profits Revenues



$30,000 $25,000



$20,000 $15,000 $10,000



Profits



$5,000 $0



$0



$50



$100 CPA ($)



$150



$200



Step 4: Grow Profits by Growing Value of Customers Scale through automation Use automation to optimize online campaigns



Optimise and tailor your message Use segment knowledge to optimise your campaigns to speak to the high potential leads/customers



Capitalize on good leads Remarket wisely to reacquire prospective customers who didn’t convert on their first visit



Optimize the message retains your Customers



6x



19%



74%



higher transaction rates generated from personalized emails.



uplift in online sales or other key performance metrics due to personalization.



get frustrated with websites, when offers, ads, promotions, etc. appear that have nothing to do with their interests.



How to integrate on line & off line: Adwords Store Visits



10 to 18% of clicks on search ads lead to a store visit



PetSmart AdWords Store Visits Helps PetSmart Measure How Google Search Advertising Affects In-Store Traffic, January 2015



Mobile to answer to customer “moment”



Omnichannel is an imperative Consider the full value of e-commerce and move to Profit kpi



Thank You
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What we discussed so far connected. Lives. Internet of me. Speed ... A moment we reflexively turn to a device to act on a need we have that moment â€“ to learn, discover, find or buy ... Smartphone. Mobile search for info on purchasing during free time ... Research best running apps. On the bus, book ... App downloads. 
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