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The relationship between brands and customers has fundamentally changed.
Whereas once there was equilibrium between customer expectations and
brand fulfilment, now the balance has tipped to the extent that customer
expectations goes way beyond what most businesses can deliver. Customers
now demand a seamless user experience regardless of the channel or device
they use to interact with the brand. Meanwhile, brands have struggled to keep
pace with the rate of change which has created a gulf between the ever
increasing demands of the customer and what brands are able to deliver.

The growth of mobile means that consumers are “always on” and they expect
brands to be the same. Smartphone penetration in the UK has now exceeded
51% of the population and data from Experian Hitwise showed that 25% of all
product searches driving traffic to retail websites over Christmas 2012 were
from tablet devices. The convenience of mobile allows consumers to text,
tweet, email, check in, research and shop at any time and any place — brands
need to be able to respond to the desires of the modern “always on” consumer.

On the marketing side, so many of the tools that we’ve used for years to
connect with consumers are focused on a channel — whether that’s email,
mobile, catalogue or the web. The big challenge for marketers is that message
delivery within channels almost always happens via disparate platforms, and, as
a result, outreach to consumers is uncoordinated. This disconnect is confusing
for consumers and expensive and cumbersome for brands.

These dynamics have brought brands to a crossroads because, quite simply,
consumers are way ahead of the systems we use to communicate with them.
The good news for marketers is that there’s an emerging solution to help solve
this problem: the Experian Cross-Channel Marketing Platform (ECCMP).

What is ECCMP?

ECCMP enables marketers to coordinate their campaigns across channels
delivering smarter marketing communications to customers. In a nutshell the
platform:

® |[ntegrates consumer information that comes in from multiple channels into a
single view

e Gives marketers the ability to understand how consumers interact with
different channels — and what their channel preferences are

e |dentifies how marketing efforts in various channels impact sales
e Groups customers together to enable “triggered” marketing outreach

e |nteracts with customers across multiple channels in both a batch-based and
real-time fashion

e Manages all marketing campaigns across channels through one system
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Marketing Sophistication Curve

Cross-channel marketing is something that has been talked about for years but
in reality is still out of reach for many brands. The emphasis on channels has led
to marketing teams working in silo and focusing exclusively on their deliverable
be that email, social, search, banner advertising, billboards, direct marketing —
the list goes on.

Most brands understand that they need to have a presence across multiple
channels, but very few have the sophistication to link these consistently and get
their channel experts to collaborate and execute effective cross-channel
campaigns. The various stages of sophistication are illustrated in the Marketing
Sophistication Curve that provides an intuitive guide for brands to evaluate their
level of cross-channel marketing sophistication, and a path with suggested
opportunities for improvement.
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There is a sharp distinction between multi-channel versus cross-channel
marketing. While multi-channel means being present and active in multiple
channels, cross-channel means being consistent and coordinated across these
channels.

Measuring progress in cross-channel sophistication provides strategic direction
about where to invest in technology and processes. Cross-channel optimisation
requires an integrated approach across the customer journey, company silos
and disparate systems. The empowerment of consumers and the advent of the
cross-channel integration platform are creating a massive shift in how
marketers think about both data management and campaign strategy. The
sophistication enabled by ECCMP means brands need fewer outside vendors,
resulting in cost savings to the business. However, the real strength of the
platform is not in saving money but in delivering a better customer experience
that helps to drive long term value, advocacy and brand loyalty.

Why is a cross-channel platform necessary?

Marketers need to restore the balance between customer expectations and
what their brands can deliver. An Experian Marketing Services survey conducted
in April 2012 found that 84% of consumers would walk away from a company
that doesn’t link up, understand and respond to their engagements across
channels. Nothing irritates customers more than being offered products they
have already refused or being contacted when they have specifically opted out
of communications. In the digital age there is a proliferation of data available to
marketers which means we can know more about our customers than ever
before.

The challenge is bringing together disparate data sets and tying everything back
to a single customer view. Managing all interactions through a single platform
allows for a new level of knowledge and insight around who your customers are
and how they interact with your brand across multiple channels. Using Experian
data sets it’s now possible to identify and profile what your best customers look
like, find more of those customers, and with ECCMP engage those customers
through the channel they are most likely to respond to.

Cross-channel marketing is a necessary
evolution if marketers want to keep their
customers happy, stay relevant, acquire new
customers, retain their current base of clients
and grow their business.
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Experian Intelligent use of data helps to influence the conversation you are
having with your customers. On the one hand, you have “Louise” who might be
a heavy mobile user when researching products, but her preferred channel for
purchase is online. “Laura” might be someone who likes to sit on the couch and
thumb through a catalogue, then head into the retail store to purchase. By
grouping these customers into personas by shopping habits, past purchase
behaviours and other layers of consumer data and insights, marketers can get
much more precise around messaging and targeting.

It’s important to realise that ECCMP is not just about sending the right
messages in a targeted way; it’s also about knowing when not to send
messages. For example, a video rental company might want to highlight an offer
of the week to rent a particular movie at a discounted rate. However, for a
customer who has rented that movie in the last 14 days, they are likely to feel
cheated or short changed if the movie they paid full price for is now significantly
cheaper on an offer. A part of ECCMP is restricting who gets messages and who
doesn’t —and in this case excluding anyone who has seen the movie on offer
already and providing them with a better, more relevant service.
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The benefits of Cross-Channel Marketing

Data, analytics and insight are what enable a cross-channel marketing platform,
but what makes it sing is that the consumer information living on the platform
can be put into action via triggered marketing outreach. For example, typically a
marketer will send an email with links that direct a recipient to the brand’s
website. Often the recipient will reach a landing page that extends the email’s
call to action (i.e., 50 per cent off, free delivery, etc.). Usually, the marketer will
know what the individual has done in this chain of events — opened the email;
visited a landing page and; hopefully, made a purchase. However, what the
recipient also might be doing around the brand, say on their mobile device or in
the store, is unknown; it’s totally disconnected from the email process.

Imagine if all of these interactions and touch points could be managed on one
platform? The marketer would have invaluable insights that they could apply to
various interactions—maybe a visit to the landing page triggers a special hero
graphic, a mobile phone coupon or an online display ad. A variety of marketing
actions could occur in a coordinated fashion, all enabled by pre-set rules that
trigger real-time messages.

Taking it a step further, ECCMP can even connect with Twitter and Facebook
Application Programme Interface (APIs) so that brands can post to fan pages,
send emails through Facebook, respond to negatives tweets and posts, and
conduct sentiment analysis. Aside from the obvious operational efficiencies, we
know that the more relevant our marketing messages, offers and channels, the
greater a consumer’s brand loyalty and the more money we will make.

Additionally, without a cross-channel platform, it can take weeks or months to
set up campaign rules and apply them across platforms — plus, once in place,
they’re hard to change. ECCMP ensures highly flexible communications streams
that can be changed in real time based on consumer behaviour.

In practice, fewer than 10% of brands are
executing true cross-channel communications
informed by one view of the customer, but most
marketers recognise the need to get there.
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Conclusion

Marketing is evolving to meet the needs of increasingly demanding customers.
Having a presence on multiple marketing channels is no longer enough when
consumers demand a seamless user experience regardless of the channel they
interact with. Cross-channel marketing, the ability to link disparate data sets
and deliver messages consistently in a coordinated fashion is the paradigm
brands should aspire to. Being able to execute cross-channel marketing requires
two things: great data and a single integrated platform that is channel agnostic,
delivering messages through the channel which best suits the customer.
Experian has over 30 years’ experience as a dedicated data provider helping
brands to understand their customers to create a single customer view. ECCMP
now also allows you to push your messages through multiple channels in a
dynamic manner which responds to the needs of the customer — making true
cross-channel marketing a reality.

To find out more how we can help you realise
cross-channel marketing, please contact us
using the details below:

T (RO) +40 (0)269 210832

T (UK) +44 (0)1223 205080

E info@geo-strategies.com

W mosaic@geo-strategies.com
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About Experian Marketing Services & Geo Strategies

Geo Strategies and Experian Marketing Services have teamed up to provide
best-in-breed data and insight, digital marketing technologies and data
management services to organisations in Romania.

Combining their unique information tools and with an understanding of
individuals, markets and economies, our teams of consultants work with
organisations across industries to establish and strengthen customer
relationships and provide their businesses with competitive advantage.

Our services cover the full spectrum of modern marketing from contact
strategies, customer journey, CRM and data strategies, to Mosaic consumer
segmentation, Micromarketer area analysis and profiling, to the application of
customer analysis and profiling, customer driven insight and targeting, channel
mix.

By helping marketers more effectively target and engage their best customers
with meaningful communications across both traditional and digital media, our
joint team enables organisations to encourage brand advocacy while creating
measurable return on marketing investment.

For more information, visit
www.geo-strategies.com

www.experian.co.uk/marketingservices

Geo Strategies Ltd Geo Strategies SRL

St John’s Innovation Centre Bvd. G-ral V. Milea 10A
Cowley Road Sibiu 550325
Cambridge CB4 OWS Romania

www.geo-strategies.com www.geo-strategies.com




<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



