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H5P: POEM Categorization Exercise 
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3A>G�=>IEHR>=�MH@>MA>K��I:B=��HPG>=��:G=�>:KG>=�F>=B:�<:G�=>EBO>K�BFIK>LLBO>�K>LNEML��>
@
��F:KD>M>KL�
<:G�NL>��

W�Paid media to promote owned and earned media: 0ABL�:IIKH:<A�A>EIL�RHNK�:N=B>G<>�?BG=�
:GR�H?�RHNK�HPG>=�IKHI>KMB>L�:G=�HK�>:KG>=�<HGO>KL:MBHGL
�"HK�>Q:FIE>��HG�:�MK:GLBM�:=��I:B=�
F>=B:���RHN�FB@AM�=BLIE:R�:�<NLMHF>K�K>OB>P��>:KG>=�F>=B:��:G=�BG<EN=>�:�EBGD�MH�RHNK�HPG�
P>;LBM>��HPG>=�F>=B:�
�

W�Paid and owned media to generate and drive earned media: 0A>�@H:E�H?�MABL�:IIKH:<A�BL�
MH�IK>L>GM�<HGM>GM�MA:M�<:G�LI:KD�:�IN;EB<�<HGO>KL:MBHG
�"HK�>Q:FIE>��RHN�<HNE=�;HHLM�:�IHLM�
�I:B=���HPG>=�F>=B:��?KHF�RHNK�LH<B:E�F>=B:�I:@>��HPG>=�F>=B:��MH�@>M�RHNK�M:K@>M�:N=B>G<>�
M:EDBG@�HK�<HFF>GMBG@�:;HNM�BM��>:KG>=�F>=B:�
�

W�Owned media to host earned media conversations: 0ABL�:IIKH:<A�<:G�;>�:IIEB>=�MH�<HEE><M�
B=>:L�HK�?>>=;:<D�?KHF�RHNK�:N=B>G<>
�"HK�>Q:FIE>��>G:;E>�<HFF>GML��>:KG>=�F>=B:��HG�
RHNK�;EH@��HPG>=�F>=B:�
�+K��AHLM�:�<HGM>LM�HK�<HFI>MBMBHG��>:KG>=�F>=B:��HG�NLBG@�RHNK�
LH<B:E�F>=B:�:<<HNGM��HPG>=�F>=B:�
�
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W�Earned media to listen in on audience conversations: 0ABL�:IIKH:<A�<:G�IKHOB=>�BGLB@AML�
:;HNM�PA:M�RHNK�M:K@>M�:N=B>G<>�EBD>L��P:GML��HK�G>>=L
�"HK�>Q:FIE>��EBLM>G�MH�LH<B:E�F>=B:�
<HGO>KL:MBHGL��>:KG>=�F>=B:��MA:M�K>E:M>�MH�RHNK�;K:G=��RHNK�<HFI>MBMHKL��HK�RHNK�BG=NLMKR
�+K�
H??>K�K>:E�MBF>�<NLMHF>K�LNIIHKM�MH�NG=>KLM:G=�PA:M�BL�PHKDBG@�HK�GHM
�

�2;2KA@�.;1��5.992;42@�<3�A52�$#�!�!216.�( F=2@�

"HK�>:<A�H?�MA>�MAK>>�F>=B:�MRI>L�[�I:B=��HPG>=��:G=�>:KG>=�[�MA>K>�:K>�;>G>?BML�:G=�<A:EE>G@>L
��L�:�
F:KD>M>K��BM�BL�BFIHKM:GM�MH�<HGLB=>K�MA>L>�LMK>G@MAL�:G=�P>:DG>LL>L�LH�MA:M�RHN�<:G�=>EBO>K�MA>�FHLM�
>??><MBO>�K>LNEML�:G=�HNM<HF>L��
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Benefits and Challenges of the POEM Media Types 

Media 
Type Benefits Challenges 

Paid 
Media 

W�Immediacy: ):KD>M>KL�<:G�@>M�MA>BK�F>=B:�BG�
?KHGM�H?�M:K@>M�:N=B>G<>L�FN<A�FHK>�JNB<DER�
:G=�>??B<B>GMER
�

W�Control:��><:NL>�I:B=�F>=B:�BL�<K>:M>=�;R�MA>�
;K:G=�:G=�=BLMKB;NM>=�MAKHN@A�LI><B?B<�<A:GG>EL��
MA>�F>LL:@BG@�BL�<HGMKHEE>=�:G=�NLN:EER��<:GGHM�
;>�<A:G@>=�HK�>=BM>=
�

W�Wider Reach: ):KD>M>KL�<:G�:<<>LL�E:K@>K�
:N=B>G<>L�FN<A�FHK>�JNB<DER�:G=�>??><MBO>ER
�

W�Trackable: )HLM�I:B=�F>=B:�LRLM>FL�<:G�
F>:LNK>�MA>�;>A:OBHNKL�H?�MA>�:N=B>G<>�:G=�
K>IHKM�HG�MA>�F>=B:`L�I>K?HKF:G<>
�

W�Noise:�/BG<>�I>HIE>�:K>�
;HF;:K=>=�PBMA�LH�F:GR�:=L��
BM�<:G�;>�<A:EE>G@BG@�MH�@>M�
RHNK�:N=B>G<>`L�:MM>GMBHG
�

W�Low Response Rates:� N>�MH�
:=�;EH<D>KL�:G=�:=�L:MNK:MBHG��
K>LIHGL>�K:M>L�<HGMBGN>�MH�
=><EBG>
�

W�Less Credibility: �3ABE>�>:LR�
MH�IKHFHM>��I:B=�F>=B:�<:G�
LHF>MBF>L�;>�I>K<>BO>=�:L�
LI:F�HK�BG:IIKHIKB:M>
�

Owned 
Media 

W�Brand Control: /BG<>�MABL�F>=B:�BL�=>O>EHI>=�
:G=�=BLMKB;NM>=�;R�MA>�;K:G=��BM�K>IK>L>GML�MA>�
F>=B:�MA:M�;K:G=L�<HGMKHE�MA>�FHLM
�

W�Ability to Change: �K:G=L�<:G�JNB<DER�<K>:M>�
:G=�:=:IM�F>=B:�MH�F>>M�MA>�>O>K�<A:G@BG@�
G>>=L�:G=�BGM>K>LML�H?�MA>�:N=B>G<>
�

W�Efficient Processes: �K:G=L�<:G�>GLNK>�MA:M�
MA>L>�IKH<>LL>L�:K>�>??B<B>GM�:G=�F:M<A�MA>�
LMKN<MNK>�L��H?�MA>BK�HK@:GBS:MBHGL�:G=�
:N=B>G<>L
�

W�Longevity of Content: �K:G=L�<:G�F:D>�LNK>�
MA:M�MABL�F>=B:�BL�:O:BE:;E>���:<<>LLB;E>�?HK�
EHG@>K�I>KBH=L�H?�MBF>
�

W�Relevance:�%?�MA>�;K:G=�=H>L�
GHM�DGHP�BML�:N=B>G<>�P>EE��MA>�
F>=B:�F:R�;>�I>K<>BO>=�:L�
BKK>E>O:GM�HK�NGBGM>K>LMBG@
�

W�Mistrust: �):GR�I>HIE>�=H�GHM�
MKNLM�<HFFNGB<:MBHGL�MA:M�
<HF>�=BK><MER�?KHF�;K:G=L
�

W�Difficulty in Scaling: �%M�M:D>L�
MBF>�:G=�K>LHNK<>L�MH�
HK@:GB<:EER�;NBE=�:G=�@KHP�:�
E:K@>�:N=B>G<>
�

Earned 
Media 

W�Most Credible:�,HLML�PKBMM>G�:G=�LA:K>=�;R�
HMA>KL�<:KKR�MA>�FHLM�<K>=B;BEBMR
�0A>R�M>G=�MH�
;>�I>K<>BO>=�:L�MA>�FHLM�;>EB>O:;E>��:NMA>GMB<��
@>GNBG>��:G=�MKNMA?NE
�

W�Wider Reach:�#>MMBG@�HMA>KL�MH�LA:K>�<HGM>GM�
PBMA�MA>BK�HPG�G>MPHKDL�<:G�>QIHG>GMB:EER�
BG<K>:L>�:�;K:G=`L�K>:<A�:G=�>QIHLNK>
�

W�Lack of Control:��K:G=L�
<:GGHM�<HGMKHE�PA:M�HMA>KL�L:R�
:;HNM�MA>F
�

W�Negative Virality: �*>@:MBO>�
IHLML�LIK>:=�?:LM>K�MA:G�
IHLBMBO>�HG>L�:G=�A:O>�MA>�
IHM>GMB:E�MH�@H�OBK:E
�

W�Hard to Track: �3A>G�HMA>KL�
IHLM��BM�F:R�;>�=B??B<NEM�MH�
DGHP�PAH�BL�A>:KBG@�:;HNM�
RHNK�;K:G=
�

3ABE>�LHF>�:LI><ML�H?�I:B=��HPG>=��:G=�>:KG>=�F>=B:�<:G�;>�<A:EE>G@BG@��MA>R�:K>�LMBEE�>LL>GMB:E�
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>E>F>GML�BG�<K>:MBG@�:�;:E:G<>=��>G@:@BG@�=B@BM:E�F:KD>MBG@�LMK:M>@R�:G=�IE:G��K>@:K=E>LL�H?�<A:GG>E
�
3A>G�RHN�LM:KM�=>O>EHIBG@�RHNK�LI><B?B<�=B@BM:E�F:KD>MBG@�LMK:M>@B>L��<HGLB=>K�>:<A�F>=B:�<:M>@HKR�:G=�
E>O>K:@>�MA>�NGBJN>�;>G>?BML�H?�>:<A�HG>
�

'>R�0 :D>:P:RL�

W� B@BM:E�F:KD>MBG@�;NBE=L�F>:GBG@?NE�K>E:MBHGLABIL�PBMA�M:K@>M�:N=B>G<>L�NLBG@�=B@BM:E�<A:GG>EL�:G=�MHHEL
�

W�0:K@>M�:N=B>G<>L�F:R�GHM�:EP:RL�;>�<NLMHF>KL�HK�<EB>GML
�0A>R�<HNE=�K>IK>L>GM�>FIEHR>>L��?NG=>KL��LMK:M>@B<�I:KMG>KL��HK�
:GR�HMA>K�LM:D>AHE=>KL
�

W�0A>�,+!)�?K:F>PHKD�BL�F:=>�NI�H?�MAK>>�D>R�<HFIHG>GML�[�I:B=��HPG>=��:G=�>:KG>=�F>=B:
�

W�.>@:K=E>LL�H?�F:KD>MBG@�<A:GG>E��,+!)�<:G�A>EI�F:KD>M>KL�;NBE=�;:E:G<>=�:G=�>G@:@BG@�=B@BM:E�F:KD>MBG@�LMK:M>@B>L���
IE:GL
�

 B@BM:E�):KD>MBG@�[�!Q>K<BL>L����==BMBHG:E�.>LHNK<>L�

Exercises 

W�%?�=B@BM:E�F:KD>MBG@�BL�:;HNM�;NBE=BG@�K>E:MBHGLABIL��PA:M�:K>�LHF>�P:RL�RHN�;NBE=�F>:GBG@?NE�K>E:MBHGLABIL�BG�K>:E�EB?>��
$HP�FB@AM�MAHL>�LMK:M>@B>L�:ELH�:IIER�MH�=B@BM:E�F:KD>MBG@��

W�(HHDBG@�:M�:G�HK@:GBS:MBHG�MA:M�RHN�:K>�I:KM�H?��<K>:M>�:�EBLM�H?�MA>�F>=B:�:LL>ML�MA:M�FB@AM�?BM�BGMH�>:<A�H?�MA>L>�
<:M>@HKB>L�[�I:B=��HPG>=��:G=�>:KG>=
�

Additional Resources 

�M�MA>�>G=�H?�>:<A�<A:IM>K��MA>K>�PBEE�;>�:==BMBHG:E�K>LHNK<>L�EBLM>=�MA:M�>QIEHK>�MA>�<A:IM>K�MHIB<L�BG�FHK>�=>M:BE
�0A>L>�F:R�BG<EN=>�
:KMB<E>L��OB=>HL��:G=�HK�BG=NLMKR�<>KMB?B<:MBHGL
�"HK�>Q:FIE>��

W�#HH@E>�"NG=:F>GM:EL�H?� B@BM:E�):KD>MBG@��HNKL>
�
(Free Industry Certification Ð 26 modules for ~40 hours) 

�:.42��2@0?6=A6<;@�

POEM Venn Diagram: 

��2 >GG� B:@K:F�PBMA�MAK>>�HO>KE:IIBG@�<BK<E>L�LAHPBG@�>Q:FIE>L�H?�I:B=��HPG>=��:G=�>:KG>=�F>=B:�:L�
P>EE�:L�P>EE�:L�>Q:FIE>L�MA:M�HO>KE:I
�

W�,:B=�F>=B:��

e� ,:R�I>K�<EB<D��,,���:=L�

e�  BLIE:R��;:GG>K��:=L�

e� 02�F:@:SBG>�MK:GLBM�:=L�

W�+PG>=�F>=B:��

e� 3 >;LBM>�;EH@L�
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e� !O>GML�G>PLE>MM>KL�

e� /MHK>L�

e� 0:E>GM�>FIEHR>>L�

W�!:KG>=�F>=B:��

e� /A:K>=�<HGM>GM�

e� �HGM>GM�;R�HMA>KL�

e� .>OB>PL�

e� ,K>LL�<HO>K:@>�

W�+O>KE:I�

e� ,:B=�:G=�HPG>=�F>=B:��/IHGLHK>=�IHLML�

e� +PG>=�:G=�>:KG>=�F>=B:��/A:K>�K>JN>LML��?HKNFL�

e� !:KG>=�:G=�I:B=�F>=B:��/IHGLHK>=�BG?EN>G<>KL�

7.>MNKG�MH�,+!)�2>GG� B:@K:F�BF:@>8�

!216.��AA?6/BA6<;@�

W�%GMKH�MH�=B@BM:E�F:KD>MBG@�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�#EH;:E�I:G=>FB<�[�@K:IA�PBMA�<HKHG:OBKNL�:G=�;:K�<A:KM�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�
NG=>K�:�����5��
��EB<>G<> 
�

W�,:B=��HPG>=��:G=�>:KG>=�F>=B:�?K:F>PHKD�:G=�:N=B>G<>L�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�
NG=>K�:�����5��
��EB<>G<> 
�

W�,+!)�2 >GG�=B:@K:F�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�
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� ��

� B;1.:2;A.9@�<3�'A<?FA2996;4�

(>:KGBG@�+;C><MBO>L�

�R�MA>�>G=�H?�MABL�<A:IM>K��RHN�LAHNE=�;>�:;E>�MH��

W�Describe�MA>�BG?EN>G<>�%G=B@>GHNL�LMHKRM>EEBG@�A:L�A:=�HG�LMHKRM>EEBG@�

W�Explain�MA>�?NG=:F>GM:E�LMKN<MNK>�H?�M>EEBG@�LMHKB>L�

W�List �D>R�LMHKRM>EEBG@�M><AGBJN>L�:G=�JN>LMBHGL�MH�:GLP>K�

'A<?FA2996;4�

��<HK>�LDBEE�?HK�:GR�=B@BM:E�F:KD>M>K�BL�MA>�:;BEBMR�MH�M>EE�<HFI>EEBG@�LMHKB>L
��L�:�K>LNEM��LMHKRM>EEBG@�BL�:�
<KBMB<:E�>E>F>GM�H?�:GR�=B@BM:E�F:KD>MBG@�LMK:M>@R
�/H��E>M`L�>QIEHK>�LMHKRM>EEBG@
�3A>G�E>:KGBG@�
LHF>MABG@�G>P��P>�H?M>G�EHHD�MH�MA>�F:LM>KL�?HK�BGLB@AML��BGLIBK:MBHG��:G=�@NB=:G<>�:G=�PA>G�BM�<HF>L�
MH�LMHKRM>EEBG@��Indigenous Peoples across the world have been and continue to be master 
storytellers! 
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%G=B@>GHNL�,>HIE>L�:K>�=BLMBG<M�LH<B:E�:G=�<NEMNK:E�@KHNIL�MA:M�LA:K>�<HEE><MBO>�:G<>LMK:E�MB>L�MH�MA>�
E:G=L�:G=�G:MNK:E�K>LHNK<>L�PA>K>�MA>R�EBO>��H<<NIR��HK�?KHF�PAB<A�MA>R�A:O>�;>>G�=BLIE:<>=
�0A>�E:G=�
:G=�G:MNK:E�K>LHNK<>L�HG�PAB<A�MA>R�=>I>G=�:K>�BG>QMKB<:;ER�EBGD>=�MH�MA>BK�B=>GMBMB>L��<NEMNK>L��
EBO>EBAHH=L��:L�P>EE�:L�MA>BK�IARLB<:E�:G=�LIBKBMN:E�P>EE�;>BG@
�):GR�%G=B@>GHNL�I>HIE>L�LMBEE�F:BGM:BG�:�
E:G@N:@>�=BLMBG<M�?KHF�MA>�H??B<B:E�E:G@N:@>�HK�E:G@N:@>L�H?�MA>�<HNGMKR�HK�K>@BHG�BG�PAB<A�MA>R�K>LB=>
�
�<<HK=BG@�MH�3HKE=��:GD��MA>K>�:K>�<NKK>GMER�:IIKHQBF:M>ER�����FBEEBHG�%G=B@>GHNL�,>HIE>L�
PHKE=PB=>��BG�HO>K����<HNGMKB>L
��L�:�K>LNEM��%G=B@>GHNL�,>HIE>L�:G=�MA>BK�LMHKB>L�LI:G�MA>�>GMBK>�@EH;>�
:G=�FHLM�H?�NL�:K>�<HGG><M>=��:M�MA>�O>KR�E>:LM�:G<>LMK:EER��MH�MA>L>�IK><BHNL�LH<B>MB>L�:G=�<NEMNK>L
�

0AKHN@AHNM�ABLMHKR��%G=B@>GHNL�LH<B>MB>L�A:O>�K>EB>=�HG�LMHKB>L�MH�LA:K>�:G=�I:LL�=HPG�MA>BK�ABLMHKB>L��
E>LLHGL��ABLMHKB<:E�K><HK=L��:G=�HMA>K�DGHPE>=@>�MH�F:BGM:BG�:G=�LNLM:BG�MA>BK�<NEMNK>L�:G=�B=>GMBMB>L
�
0A>L>�%G=B@>GHNL�LMHKB>L�K>?E><M�MA>�I>K<>IMBHGL��K>E:MBHGLABIL��;>EB>?L�:G=�:MMBMN=>L�H?�MA>�%G=B@>GHNL�
,>HIE>L�:G=�?HKF�MA>�?HNG=:MBHG�H?�F:GR�%G=B@>GHNL�LH<B>MB>L
�3ABE>�LHF>�F:R�OB>P�MA>L>�LMHKB>L�:L�
I>KBIA>K:E��>O>G�BG�;NLBG>LL�MH=:R��P>�L>>�MA>�IHP>K?NE�BG?EN>G<>�H?�%G=B@>GHNL�LMHKRM>EEBG@�BG�AHP�
F:KD>M>KL�LA:K>�LMHKB>L�PBMA�M:K@>M�:N=B>G<>L��<HGO>R�ABLMHKB<:E�BG?HKF:MBHG�:;HNM�MA>BK�HK@:GBS:MBHGL��
AB@AEB@AM�]HK@:GBS:MBHG:E�B=>GMBMB>L�:G=�<NEMNK>L^��:G=�;NBE=�<HFFNG:E�>QI>KB>G<>L
�#BO>G�MABL�
>QM>GLBO>�ABLMHKR�:G=�>QI>KMBL>�BG�%G=B@>GHNL�LMHKRM>EEBG@��P>�<:G�E>:KG�:�EHM�?KHF�MA>L>�M:E>GM>=�
%G=B@>GHNL�LMHKRM>EE>KL�PAH�A:O>�;>>G�LA:KBG@�:G=�AHGBG@�MA>�:KM�H?�LMHKRM>EEBG@�?HK�FBEE>GGB:
�

"KHF�"BKLM�*:MBHGL�%G=B@>GHNL�LMHKRM>EE>KL��P>�E>:KG�MA:M�MA>BK�%G=B@>GHNL�LMHKRM>EEBG@�BGOHEO>L�
��

W�!QI>KM�NL>�H?�MA>�OHB<>�

W�2H<:E�:G=�;H=R�>QIK>LLBHG�

W�%GMHG:MBHG�

W�0A>�NL>�H?�O>K;:E�BF:@>KR�

W�":<B:E�:GBF:MBHG�

W��HGM>QM�

W�,EHM�:G=�<A:K:<M>K�=>O>EHIF>GM�

W�*:MNK:E�I:<BG@�H?�MA>�M>EEBG@��:G=�

W��:K>?NE�:NMA>GMB<�K><:EE�H?�MA>�LMHKR�

/H��AHP�<:G�P>�:IIER�MA>L>�BG=B@>GHNL�LMHKRM>EEBG@�M><AGBJN>L�MH�HNK�HPG�HK@:GBS:MBHG:E�LMHKB>L��

( <;2�.;1��? .;1�* <602�

3A:M�MHG>�:G=�OHB<>�K>LHG:M>L�;>LM�PBMA�RHNK�M:K@>M�:N=B>G<>���K>�RHN�NLBG@�MA>�E:G@N:@>�:G=�PHK=L�
MA:M�MA>R�NL>��3ABE>�F:GR�F:KD>M>KL�?H<NL�HG�MA>�F>LL:@>�:G=�what�MA>R�P:GM�MH�<HFFNGB<:M>��BM�BL�
>JN:EER�BFIHKM:GM�MH�LI>G=�MBF>�MABGDBG@�:;HNM�MA>�MHG>��E:G@N:@>��=B:EH@��:G=�OHB<>�;>BG@�NL>=�MH�
<HFFNGB<:M>
�

�
 �"BKLM�*:MBHGL�,>=:@H@R�+GEBG>�
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0HG>�!Q:FIE>�

�HGLB=>K�MA>�?HEEHPBG@�EBG>L�?KHF�;NLBG>LL�>F:BEL
�$HP�PHNE=�RHN�=>L<KB;>�MA>�MHG>�H?�>:<A�>GMKR��3A:M�PHK=L��IAK:L>L��HK�HMA>K�
>E>F>GML�LN@@>LM�MA:M�MHG>��

W�ÒMaybe if the project leader had set a reasonable schedule from the beginning, we wouldnÕt be in this mess now.Ó 

W�ÒWhatever theyÕre paying you, it isnÕt enough. Thanks for working so hard on this.Ó 

W�ÒIÕm not sure what else is on your plate right now, but I need these numbers by this afternoonÑactually in the next two 
hours.Ó 

W�ÒI cant remember when u said this was due.Ó 

W�ÒWhile I appreciate that your team is being pulled in a number of different directions right now, this project is my 
departmentÕs main priority for the semester. What can we do from our end to set your group up to complete this by June? 

3A>MA>K�BG�:�PHKDIE:<>�HK�BG�HNK�I>KLHG:E�EBO>L��FHLM�H?�NL�A:O>�K><>BO>=�<HFFNGB<:MBHGL�MA:M�P>`O>�?HNG=�H??�INMMBG@��
BG:IIKHIKB:M>��HK��:M�:�FBGBFNF��<NKM
�/MKBDBG@�MA>�KB@AM�MHG>�:G=�;>BG@�=BIEHF:MB<��I:KMB<NE:KER�BG�;NLBG>LL�<HFFNGB<:MBHG��<:G�F>:G�
MA>�=B??>K>G<>�;>MP>>G�H??>G=BG@�RHNK�K>:=>K�:G=�;NBE=BG@�BFIHKM:GM�K>E:MBHGLABIL
��G=�FHK>�BFF>=B:M>ER��BM�<:G�F>:G�MA>�
=B??>K>G<>�;>MP>>G�@>MMBG@�PA:M�RHN�P:GM�:G=�;>BG@�B@GHK>=
�

�L�PBMA�:GR�IB><>�H?�PKBMBG@��<HGLB=>KBG@�:N=B>G<>��INKIHL>��:G=�MRI>�H?�BG?HKF:MBHG�BL�D>R�MH�<HGLMKN<MBG@�RHNK�<HFFNGB<:MBHG
�
0KNER�?BG>LLBG@�RHNK�PKBMBG@�LH�MA:M�BM�PHKDL�for�RHN��K:MA>K�MA:G�:@:BGLM�RHN��BL�D>R�MH�?HKFBG@�LMKHG@�K>E:MBHGLABIL�:G=�;>BG@�
>??><MBO>
�

The above material is taken from Diplomacy, Tone, and Emphasis in Business Writing, in the Writing Commons and is used under a 
CC-BY-NC-ND 3.0 Unported license. 

�<;@612?�A52@2�>B2@A6<;@�?29.A21�A<�A<;2�.;1�C<602��

W�3A:M�BL�FR�BGM>GM���F�%�MKRBG@�MH�BG?HKF�HK�MH�I>KLN:=>��

W�3A:M�MHG>�:G=�OHB<>�BL�FHLM�:IIKHIKB:M>�?HK�MA>�M:K@>M�:N=B>G<>��

W��K>�MA>�MHG>�:G=�OHB<>�K>LI><M?NE��

W�$HP�<:G�MA>�<HGM>GM�;>�IK>L>GM>=�LH�BM�BL�BG?HKF:MBO>�:G=�I>KLN:LBO>�;NM�GHM�<HG=>L<>G=BG@��

W�3A:M�PHK=L�=>FHGLMK:M>�L>GLBMBOBMR�MH�MA>�:N=B>G<>`L�OB>PL�:G=�?>>EBG@L��

W�$:O>�:GR�BGL>GLBMBO>�PHK=L�HK�>Q:FIE>L�;>>G�IK>L>GM>=�MA:M�:K>�EBD>ER�MH�<:NL>�H??>G<>�MH�MA>�
K>:=>KL�HK�OB>P>KL��

�:.42?F�

%F:@>KR�BL�GHM�CNLM�OBLN:E
��NBE=BG@�HG�MA>�IK>OBHNL�IHBGM��MA>K>�BL�visual�BF:@>KR�:G=�verbal�BF:@>KR
�
Visual imagery�=>L<KB;>L�PA:M�P>�L>>�:G=�BL�PA:M�P>�MK:=BMBHG:E�MABGD�:;HNM�PA>G�P>�MABGD�H?�
BF:@>KR��>
@
��IAHMH@K:IAL��<A:KML��B<HGL��>M<
�Verbal imagery�K>IK>L>GML�MA>�words and sounds�HG>�
NL>L�MH�I:BGM�:�<E>:K�IB<MNK>�BG�RHNK�:N=B>G<>`L�FBG=L
�%G�F:GR�P:RL��O>K;:E�BF:@>KR�<:G�MKB@@>K�
LMKHG@>K�F>FHKB>L�HK�>FHMBHGL�;R�<HGG><MBG@�D>R�PHK=L�:G=�LHNG=L�MH�BFIHKM:GM�<HG<>IML��B=>:L��
?>>EBG@L��:G=�R>L��>O>G�;K:G=L
�0ABL�BL�PAR�CBG@E>L�<:G�;>�LH�>??><MBO>�BG�;K:G=BG@�:<MBOBMB>L
�
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2>K;:E�%F:@>KR�!Q:FIE>�

2>K;:E�BF:@>KR�H?M>G�K>JNBK>L�IKHOB=BG@�:==BMBHG:E�=>M:BEL�MH�LNIIHKM�MA>�LI><B?B<�LBMN:MBHG�;>BG@�LA:K>=
�3ABE>�F:GR�F:R�MABGD�
O>K;:E�BF:@>KR�=>L<KB;>L�MA>�OBLN:E�<HGM>QM�NLBG@�PHK=L��A>K>�BL�:�LBFIE>�>Q:FIE>��

W�First Pass:�]/:F�BL�:�C>KD
^�
3 >�:EE�DGHP�C>KDL��;NM�why�BL�/:F�:�C>KD��

W�Second Pass:�]/:F` L�:�C>KD�;><:NL>�MA>R�P>K>�F>:G�MH�MA>�;:KBLM:�IK>I:KBG@�MA>BK�<H??>>
^�
3 >�GHP�A:O>�:�<E>:K>K�IB<MNK>�BG�HNK�FBG=L
�/:F`L�LM:G=BG@�BG�:�<H??>>�LAHI�:G=�MA>R�:K>�<E>:KER�GHM�A:IIR
��NM�:@:BG��
PAR�BL�/:F�NGA:IIR��

W�Third Pass: ]/:F` L�:�C>KD�PAH�BL�@BOBG@�MABL�NGLNLI><MBG@�;:KBLM:�:�A:K=�MBF>�;><:NL>�MA>R�:K>�F:=�:M�MA>BK�I:KMG>K�?HK�
F:DBG@�MA>F�=KHI�MA>BK���R>:K�HE=�H??�:M�=:R<:K>�;>?HK>�A>:=BG@�MH�PHKD
^�
3 >�GHP�A:O>�:�FN<A�<E>:K>K�BFIK>LLBHG�H?�PA:M�/:F`L�FHKGBG@�A:L�;>>G�EBD>�:G=�PAR�/:F�BL�NGA:IIR
�

�.06.9��;6:.A6<;�

�L�FHK>�F:KD>M>KL�>QIEHK>�OB=>HL�:G=�BF:@>L��PA:M�?:<B:E�>QIK>LLBHGL�:G=�:GBF:MBHGL�:K>�RHN�
BG<EN=BG@��0A>�?:<B:E�>QIK>LLBHGL�LA:K>=�<:G�A:O>�:�LB@GB?B<:GM�BFI:<M�HG�RHNK�OB>P>KL
��K>�MA>�I>HIE>�
BG�RHNK�OB=>H�LFBEBG@�HK�?KHPGBG@���K>�MA>R�>Q<BM>=�HK�BG=B??>K>GM���K>�MA>R�INSSE>=�HK�>GEB@AM>G>=��
�G=�K>F>F;>K�MA:M�>O>G�PA>G�PKBMBG@�:�LMHKR��MABGD�:;HNM�MA>�PHK=L�RHN�:K>�NLBG@��O>K;:E�BF:@>KR��MH�
=>L<KB;>�MA:M�?:<B:E�>QIK>LLBHG�:G=�HK�:GBF:MBHG�BG�RHNK�LMHKR
�

":<B:E��GBF:MBHG�!Q:FIE>�

$:IIR�:G=�L:=�?:<B:E�>QIK>LLBHGL�F:R�;>�>:LR�MH�M>EE�BG�F:GR�BF:@>L
��NM�PA:M�:;HNM�FHK>�LN;ME>�>QIK>LLBHGL��3AB<A�>FHMBHG�BL�
;>BG@�LAHPG�BG�MA>�?HEEHPBG@�IAHMH��
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%L�MABL�RHNG@�PHF:G�L:=��=>IK>LL>=��K>?E><MBG@��MABGDBG@��HK�LHF>MABG@�>EL>�� >I>G=BG@�HG�AHP�MABL�IAHMH�BL�NL>=��BM�<HNE=�;>�
BGM>KIK>M>=�BG�F:GR�=B??>K>GM�P:RL
�3AB<A�;KBG@L�NL�MH�HNK�G>QM�IHBGM��MA>�BFIHKM:G<>�H?�<HGM>QM
�

�<;A2 EA��<?�'2AA6;4��

�EE�LMHKB>L�K>JNBK>�<HGM>QM
��HGM>QM�HKB>GML�NL�BG�IE:<>�:G=�MBF>
��HGM>QM�M>EEL�MA>�:N=B>G<>�PA:M�MA>�
IK>L>GM>=�BG?HKF:MBHG�F>:GL�MH�MA>F�:G=�PAR�MA>R�LAHNE=�<:K>
��NM�;>�<:K>?NE�:;HNM�CNLM�IKHOB=BG@�
?:<ML
�#K>:M�F:KD>M>KL�:G=�LMHKRM>EE>KL�IKHOB=>�KB<A�<HGM>QM
�.B<A�<HGM>QM�@H>L�;>RHG=�F>K>ER�LA:KBG@�
what�BL�MA>�<HGM>QM�:G=�>QIEHK>L�why�MABL�<HGM>QM�BL�BFIHKM:GM�HK�how�MABL�<HGM>QM�FB@AM�;>�:IIEB<:;E>�
MH�>O>G�?NKMA>K�K>:<ABG@�<BK<NFLM:G<>L
�.B<A�<HGM>QM�A:L�FNEMBIE>�E:R>KL�:EEHPBG@�BM�MH�K>LHG:M>�PBMA�:�
PB=>K�K:G@>�H?�:N=B>G<>L
��L�P>�L:P�BG�MA>�>:KEB>K�O>K;:E�BF:@>KR�>Q:FIE>�PBMA�]/:F^��:==BG@�FHK>�
<HGM>QM�:EEHPL�MA>�K>:=>K�HK�OB>P>K�MH�;>MM>K�K>E:M>�MH�PA:M�BL�;>BG@�LA:K>=
�

$9<A�.;1��5.? .0A2?��2C29<=:2;A�

!O>KR�LMHKR�FNLM�A:O>�:�;>@BGGBG@��FB==E>��:G=�>G=
�0A>�?HEEHPBG@�BF:@>��:ELH�DGHPG�:L�"K>RM:@`L�
,RK:FB=��BL�:�<HFFHGER�NL>=�?K:F>PHKD�PA>G�=>O>EHIBG@�LMHKB>L
�,E>:L>�GHM>�MA:M�MABL�:IIKH:<A�<:G�
;>�NL>=�?HK�:GR�E>G@MA�H?�LMHKR�[�LAHKM�HK�EHG@
�
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FreytagÕs Pyramid 

� ?2FA.4H�$F?.:61�

W�Exposition 
!QIHLBMBHG�BL�MA>�;>@BGGBG@�H?�RHNK�LMHKR�MA:M�BGMKH=N<>L�MA>����L��<HG?EB<M��D>R�BLLN>���
IKH;E>F���<A:K:<M>KL��<NLMHF>KL��I>KA:IL�����:G=�MA>�<HGM>QM
�

W�Rising Actions 
.BLBG@�:<MBHGL�IK>L>GM�MA>�>O>GML�;>?HK>�MA>�<EBF:Q��PA>K>�RHNK�<A:K:<M>KL�:MM>FIM�MH�LHEO>�
MA>�IKH;E>F��<HG?EB<M��;NM�?:BE
�

W�Climax 
0A>�<EBF:Q�K>IK>L>GML�MA>�MNKGBG@�IHBGM�HK�IHBGM�H?�@K>:M>LM�LNLI>GL>���:<MBHG�BG�RHNK�LMHKR
�

W�Falling Actions 
":EEBG@��<MBHGL�:K>�MA>�:<MBHGL�:G=�>O>GML�MA:M�A:II>G�:?M>K�MA>�<EBF:Q
�

W�Resolution 
!G=�H?�MA>�LMHKR�PA>K>�MA>�<HG?EB<ML�HK�IKH;E>FL�:K>�LHEO>=
�

3A>G�RHN�:K>�M>EEBG@�RHNK�HK@:GBS:MBHG:E�LMHKB>L��:K>�RHN�<E>:KER�BG<EN=BG@�:EE�H?�MA>L>�>E>F>GML���G=�
:K>�RHN�P:EDBG@�RHNK�:N=B>G<>L�MAKHN@A�MABL�>GMBK>�LMHKRM>EEBG@�CHNKG>R��

".AB?.9�$.06;4�<3�A52�(2996;4�

5HN�G>>=�MH�LI>G=�MBF>�;NBE=BG@�RHNK�LMHKR�;R�L>MMBG@�MA>�?HNG=:MBHG:E�IB><>L�BG�MA>�;>@BGGBG@�:G=�
FB==E>�H?�RHNK�LMHKR
�#>MMBG@�MH�RHNK�K>LHENMBHG�MHH�JNB<DER�<:G�NG=>KFBG>�MA>�CHNKG>R�:G=�LM>IL�
K>JNBK>=�MH�@>M�MH�MA:M�IHBGM
�0:D>�MA>�:IIKHIKB:M>�MBF>�MH�;NBE=�RHNK�LMHKR�LH�MA:M�RHNK�<EBF:Q�MKNER�
IK>L>GML�:�MNKGBG@�IHBGM�BG�MA>�:N=B>G<>L`�CHNKG>R
�
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�.?23B9��BA52;A60�&20.99�<3�A52�'A<?F�

0A>�;>LM�LMHKB>L�:K>�MAHL>�MA:M�:K>�:NMA>GMB<��MKNMA?NE��:G=�<E>:KER�IK>L>GM�MA>�BLLN>L��<HG?EB<M��:G=�
K>LHENMBHG
�3ABE>�F:GR�F:KD>M>KL�F:R�MKR�MH�>F;>EEBLA�MA>BK�LMHKB>L��LMB<D�MH�MA>�?:<ML�:G=�E>M�MA>�LMHKR�
M>EE�MA>�<HFI>EEBG@�G:KK:MBO>
�%?�RHN�?>>E�MA>�LMHKR�G>>=L�MH�;>�>F;>EEBLA>=�MH�F:D>�BM�FHK>�<:IMBO:MBG@��
RHN�F:R�GHM�A:O>�:�LMHKR�PHKMA�LA:KBG@
�

Reflect: 
)HLM�H?�NL�A>:K=�%G=B@>GHNL�LMHKB>L�:L�<ABE=K>G
�(Remember that Indigenous Peoples and their stories span the entire globe; 
there are Indigenous Peoples of Africa, North America, South America, Asia, Australia, Europe, etc.) 3A:M�F:=>�MAHL>�
%G=B@>GHNL�LMHKB>L�LH�BFI:<M?NE�:G=�AHP�=B=�MAHL>�LMHKB>L�>F;H=R�F:GR�H?�MA>�;>LM�IK:<MB<>L�EBLM>=�:;HO>��

�L�RHN�<:G�L>>��%G=B@>GHNL�LMHKRM>EEBG@`L�@NB=:G<>�:G=�<A:K:<M>KBLMB<L�LMBEE�:IIER�MH=:R
�%M�BL�PAR�MA>L>�
LMHKB>L�A:O>�LI:GG>=�FBEE>GGB:�:G=�<HGMBGN>=�MH�;>�LA:K>=
��L�F:KD>M>KL��P>�<:G�E>:KG�AHP�MH�;>LM�
LA:K>�<HFI>EEBG@�LMHKB>L��:L�P>EE�:L�AHP�MH�;NBE=�:G=�LNIIHKM�>G@:@>=�<HFFNGBMB>L�?KHF�MA>L>�
BFIK>LLBO>�%G=B@>GHNL�LMHKRM>EE>KL
��G=��:L�RHN�;>@BG�MH�<K>:M>�RHNK�HPG�HK@:GBS:MBHG:E�LMHKB>L��MABGD�
:;HNM�MA>�?HEEHPBG@�JN>LMBHGL��

W�What kind of story are you creating? 

e� >FIEHR>>�LMHKR�

e� <NLMHF>K�LMHKR�

e� HK@:GBS:MBHG:E�LMHKR�
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e� F:KD>M�HK�BG=NLMKR�LMHKR�

W�Who is your audience? 
(This should align with the kind of story you are creating.) 

e� >FIEHR>>L�

e� <NLMHF>KL��IHM>GMB:E�:G=�HK�>QBLMBG@��

e� BG=NLMKR�

e� F:KD>M�

W�What do you want your audience to: 

e� DGHP�

e� ?>>E�

e� L>>�

e� =H�

W�How will it r esonate with your audienceÕs: 
(This should align with what you want your target audienceÕs responses to be.) 

e� G>>=L�

e� BGM>K>LML�

e� @H:EL���?>:KL�

e� =HN;ML���FBL<HG<>IMBHGL�

�G=��=HGM̀�?HK@>M�MA:M�MA>�<HK>�H?�RHNK�LMHKR�LAHNE=�;>�;:L>=�HG�MA>�?HNG=:MBHG:E�IKBG<BIE>L�:G=�
LMKN<MNK>�AB@AEB@AM>=�BG�"K>RM:@`L�IRK:FB=
�

'>R�0 :D>:P:RL�

0>EEBG@�<HFI>EEBG@�LMHKB>L�BL�I:KM�:KM�:G=�I:KM�L<B>G<>
�3A>G�MHE=�P>EE��LMHKB>L�<:G�A:O>�:�MK>F>G=HNL�BFI:<M�:G=�BG?EN>G<>�HG�RHNK�
:N=B>G<>
�$>K>�:K>�LHF>�H?�MA>�D>R�M:D>:P:RL�BG�<K>:MBG@�>G@:@BG@�:G=�F>FHK:;E>�LMHKB>L��

W�%G=B@>GHNL�LMHKRM>EE>KL�:K>�MA>�F:LM>KL
�"KHF�MA>F��F:KD>M>KL�<:G�E>:KG�AHP�MH�M>EE�<HFI>EEBG@��>G@:@BG@��:G=�
F>FHK:;E>�LMHKB>L
�/HF>�H?�MA>�D>R�%G=B@>GHNL�LMHKRM>EEBG@�>E>F>GML�MH�BG<EN=>�:G=�<HGLB=>K�:K>��

e� !QI>KM�NL>�H?�MA>�OHB<>�

e� 2H<:E�:G=�;H=R�>QIK>LLBHG�

e� %GMHG:MBHG�

e� 0A>�NL>�H?�O>K;:E�BF:@>KR�

e� ":<B:E�:GBF:MBHG�

e� �HGM>QM�

e� ,EHM�:G=�<A:K:<M>K�=>O>EHIF>GM�

e� *:MNK:E�I:<BG@�H?�MA>�M>EEBG@��:G=�

22   Fundamentals of Digital Marketing



e� �:K>?NE�:NMA>GMB<�K><:EE�H?�MA>�LMHKR�

W�!O>KR�LMHKR�LAHNE=�A:O>�:�;>@BGGBG@��FB==E>��:G=�>G=
��G=��>:<A�LMHKR�LAHNE=�A:O>�<A:EE>G@>L��<HG?EB<M���@H:EL��<EBF:Q���
:G=�<HGM>QM
�

W�#K>:M�LMHKB>L�BG<HKIHK:M>�MHG>��OHB<>��BF:@>KR��?:<B:E�>QIK>LLBHGL��IEHM�:G=�<A:K:<M>K�=>O>EHIF>GM��I:<BG@��:G=�:NMA>GMB<�
K><:EE
�

W�3A>G�<K>:MBG@�LMHKB>L�MABGD�:;HNM��

e� MA>�DBG=�H?�LMHKR�RHN�:K>�<K>:MBG@��

e� PAH�BL�BG�RHNK�:N=B>G<>��

e� PA:M�RHN�P:GM�RHNK�:N=B>G<>�MH�DGHP��?>>E��L>>��:G=�=H��:G=�

e� AHP�RHNK�LMHKR�PBEE�K>LHG:M>�PBMA�RHNK�:N=B>G<>`L�G>>=L��BGM>K>LML��@H:EL��?>:KL��=HN;ML��:G=�FBL<HG<>IMBHGL
�

/MHKRM>EEBG@�!Q>K<BL>L�

�>EHP�:K>�:�?>P�>Q>K<BL>L�MH�:IIER�:G=�>QIEHK>�AHP�LMHKB>L�:K>�MHE=��

W�/A:K>�HG>�H?�RHNK�?:OHNKBM>�LMHKB>L��>
@
��:�;HHD��:KMB<E>��?:BKRM:E>��E>@>G=��OB=>H�@:F>��FHOB>��>M<
�

W� BL<NLL�MA>�=B??>K>G<>L�BG�AHP�LMHKB>L�:K>�MHE=�=>I>G=BG@�HG�MA>�F>=B:��>
@
��G>PLI:I>K��F:@:SBG>L��02��HGEBG>�:KMB<E>L��
IH=<:LML��LAHKM�OB=>HL��EBD>�%GLM:@K:F���FHOB>L��OB=>H�@:F>L��>M<
�

W�$HE=�:�LMHKR�PKBMBG@�<HGM>LM
�5HN�<:G�D>>I�MA>�<HFI>MBMBHG�HI>G�>G=>=�HK�LN@@>LM�:�LM:KMBG@�IHBGM
�"HK�>Q:FIE>��F:R;>�
LM:KM�H??�PBMA�:�IE:<>��:G�H;C><M��:�I>KLHG�HK�<K>:MNK>��:G=�:�R>:K
��ELH��:EEHP�MA>�LMHKB>L�MH�;>�MHE=�NLBG@�:�O:KB>MR�H?�
F>=B:�MRI>L
�

!216.��AA?6/BA6<;@�

W�#KHNI�H?�I>HIE>�G>:K�;HF;?BK>�;R�0>@:G�)B>KE>�BL�EB<>GL>=�NG=>K�:G�1GLIE:LA�(B<>GL>
�

W�5HNG@�PHF:G�LBMMBG@�:EHG>�HG�:�<HN<A�;R�C<HFI�BL�EB<>GL>=�NG=>K�:�"K>>�(B<>GL>
�

W�"K>RM:@`L�,RK:FB=�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W��K>:MBG@�RHNK�LMHKR�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�
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https://unsplash.com/photos/fDostElVhN8
https://unsplash.com/@tegan
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https://www.freepik.com/free-photo/close-up-face-unhappy-asian-pretty-young-woman-sitting-alone-couch_5392735.htm
https://www.freepik.com/jcomp
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ÒVisual storytelling (also visual narrative) is a story told primarily through the use of visual media. The story 
may be told using still photography, illustration, or video, and can be enhanced with graphics, music, voice 
and other audio.Ó 
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Sketchnoting elements 

/NKIKBLBG@ER��FHLM�>E>F>GML�<:G�;>�=K:PG�NLBG@���;:LB<�=K:PBG@�>E>F>GML��L>>�BF:@>�;>EHP���
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W��BK<E>�

W�/JN:K>�

W�0KB:G@E>�

W�(BG>�

W� HM�

%?�RHN�P:GM�LHF>�BGLIBK:MBHG�HG�AHP�MH�A:G=�=K:P�B<HGL�HK�LRF;HEL��RHN�<:G�>BMA>K�I>K?HKF�:�#HH@E>�
BF:@>�L>:K<A�HG�:GR�M>KF��<HG<>IM��IKH=N<M��>M<
��IENL�MA>�PHK=�]B<HG^��>
@
��]:=�BFIK>LLBHG�B<HG^��HK�
RHN�<:G�P:M<A�MA>�?HEEHPBG@����FBG�OB=>H��Bullet Journal / Planner Icon Doodles | Doodle with Me��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=41#oembed-2 

%G�HK=>K�MH�<K>:M>�;>MM>K�OBLN:E�LMHKB>L��RHN�PBEE�G>>=�MH�IK:<MB<>�NLBG@�OBLN:E�E:G@N:@>�RHNKL>E?
�2BLN:E�
GHM>M:DBG@�BL�:�@K>:M�P:R�MH�IK:<MB<>�?HK�RHNKL>E?�:G=�MH�;>@BG�MABGDBG@�FN<A�FHK>�OBLN:EER
��>RHG=�
thinking�OBLN:EER��BM�BL�>LL>GMB:E�MH�:ELH�NG=>KLM:G=�AHP�RHNK�OBLN:E�LMHKB>L�<:G�=>EBO>K�O:EN>�MH�RHNK�
M:K@>M�:N=B>G<>��PAB<A�;KBG@L�NL�MH�HNK�G>QM�MHIB<�[�M:K@>M�F:KD>ML�:G=�:N=B>G<>L
�

'>R�0 :D>:P:RL�

2BLN:E�LMHKRM>EEBG@�BL�:G�>G@:@BG@�P:R�MH�LA:K>�LMHKB>L��B=>:L��:G=�O:EN>L
�

W�%G�HK=>K�MH�M>EE�LMHKB>L�OBLN:EER��BM�BL�BFIHKM:GM�MH�A:O>�:�]OBLN:E�E:G@N:@>^
�

W�/D>M<AGHMBG@�BL�@K>:M�P:R�MH�MK:BG�RHNKL>E?�MH�LM:KM�MABGDBG@�FHK>�OBLN:EER�:G=�BG�OBLN:E�F>M:IAHKL
�

W�/D>M<AGHMBG@�F:R�HGER�;>�?HK�RHNK�HPG�<HGLNFIMBHG��;NM�<:G�;>�NL>=�MH�=K:?M�B=>:L�:G=�>QIEHK>�OBLN:E�P:RL�MH�IK>L>GM�
OBLN:E�LMHKB>L�:G=�B=>:L
�
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!Q>K<BL>L����==BMBHG:E�.>LHNK<>L�

(BD>�F:GR�G>P�MABG@L��LD>M<AGHMBG@�F:R�?>>E�<A:EE>G@BG@�:M�?BKLM�:G=�F:R�:ELH�M:D>�FHK>�MBF>�MA:G�LBFIER�PKBMBG@�=HPG�PHK=L
��NM��
PBMA�IK:<MB<>��BM�=H>L�@>M�>:LB>K�:G=�?:LM>K
�$>K>�:K>�LHF>�>Q>K<BL>L�MA:M�<:G�A>EI�RHN�IK:<MB<>��

W�3 :M<A�:G�>=N<:MBHG:E��MNMHKB:E��HK�IKH<>=NK:E�OB=>H�HG�:�MHIB<�RHN�?BG=�BGM>K>LMBG@
��L�RHN�:K>�P:M<ABG@�BM��=H<NF>GM�
PA:M�RHN�:K>�E>:KGBG@�;R�LD>M<AGHMBG@
�">>E�?K>>�MH�I:NL>�MA>�OB=>H�MH�MABGD�:;HNM�AHP�RHN�<:G�OBLN:EER�;>LM�K>IK>L>GM�
RHNK�E>:KGBG@L�:G=�D>R�M:D>:P:RL
�5HN�<:G�=H�MA>�L:F>�PBMA�:G�>=N<:MBHG:E��MNMHKB:E��HK�IKH<>=NK:E�IH=<:LM
�

W�(BLM�L>O>K:E�D>R�BG=NLMKR�<HG<>IML�HK�M>KFL�:G=�<HF>�NI�PBMA�L>O>K:E�IHLLB;E>�LRF;HEL��B<HGL��HK�LD>M<A>L�MA:M�<HNE=�
K>IK>L>GM�MA>L>�M>KFL
�

W�0:D>�:�PKBMM>G�L>GM>G<>�HK�I:K:@K:IA�:G=�]MK:GLE:M>^�BM�OBLN:EER�NLBG@�LD>M<AGHM>L
�

Additional V isual & Audio Storytelling Tools & Resources 

):GR�F:KD>M>KL�:K@N>�MA:M�MA>R�:K>�GHM�<K>:MBO>�HK�@K:IAB<�=>LB@G>KL
�$HP>O>K��MA>K>�:K>�F:GR�HGEBG>�K>LHNK<>L�MA:M�IKHOB=>�
;>:NMB?NE�M>FIE:M>L�:L�:�LM:KMBG@�IHBGM
��L�:�K>LNEM��F:KD>M>KL�<:G�?H<NL�HG�=>O>EHIBG@�MA>BK�LMHKR`L�G:KK:MBO>�:G=�D>R�F>LL:@>L�:G=�
NL>�MA>�?HEEHPBG@�free�MHHEL�MH�OBLN:E�MA>BK�B=>:L��
(Some of these tools offer paid premium versions.) 

W�Canva��#>G>K:E�,NKIHL>�2BLN:E�)>=B:� >LB@GL���!=BMHK��

W�Piktochart ��%G?H@K:IAB<���2BLN:E� H<NF>GM��K>:MHK��

W�Visme��2 BLN:E� H<NF>GM��K>:MHK��

W�7 Elements Of A Great Product Video��PBMA�>Q:FIE>L��

W�Free Stock Photos�[�

e� Freepik 

e� Pexels 

e� Pixabay 

e� Unsplash 

e� Canva Free Photos 

W�Videvo��/MH<D�2B=>HL��

W�Vexteezy��2><MHK��KM��/MH<D�,AHMHL���2B=>HL��

W�Powtoon���GBF:M>=�2B=>HL���,K>L>GM:MBHG�):D>K��

W�Biteable���GBF:MBHG���2B=>H�):D>K��

W�Pixton���HFB<�/MKBI�):D>K��

W�Animaker ���GBF:M>=�2B=>HL��

W�Moovly��2 B=>H��

W�StoryBoardThat��/MHKR�H:K=����HFB<�/MKBI�):D>K��

W�iMovie���IIE>���2 B=>H�,KH=N<MBHG��

W�Micr osoft Photos��)B<KHLH?M���2B=>H�,KH=N<MBHG��

W�Adobe Spark���EHN=�;:L>=�2B=>H�,KH=N<MBHG��

W�Buzzsprout���N=BH�,H=<:LML��

W�Podbean���N=BH���2B=>H�,H=<:LML��

W�RedCircle���N=BH�,H=<:LML��

W�Anchor.fm���N=BH�,H=<:LML��

W�Bensound��"K>>��N=BH�(HHIL����EBIL��
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http://canva.com/
https://piktochart.com/
https://www.visme.co/
https://idearocketanimation.com/14293-animated-product-videos/
https://www.freepik.com/
https://www.pexels.com/
https://pixabay.com/
https://unsplash.com/
https://www.canva.com/photos/free/
https://www.videvo.net/
https://www.vecteezy.com/
https://www.powtoon.com/
https://biteable.com/
https://www.pixton.com/
https://www.animaker.com/
https://www.moovly.com/
https://www.storyboardthat.com/business/team-and-business-edition
https://www.apple.com/ca/imovie/
https://www.microsoft.com/en-ca/p/microsoft-photos/9wzdncrfjbh4?activetab=pivot:overviewtab
https://www.adobe.com/express/
https://www.buzzsprout.com/
https://www.podbean.com/
https://redcircle.com/
https://anchor.fm/
https://www.bensound.com/


W�Looperman��"K>>��N=BH�(HHIL��

W�Envato��.HR:EMR�"K>>��N=BH��EBIL��

!216.��AA?6/BA6<;@�

W�$HP�MH�/D>M<AGHM>�PBMAHNM� K:PBG@�;R� HN@�*>BEE�BL�EB<>GL>=�NG=>K�:�/M:G=:K=�5HN0N;>�
(B<>GL>
�

W�/D>M<AGHMBG@�=>?BGBMBHG�;R��FRM:G@@�BL�EB<>GL>=�NG=>K�:�����5 �/���
��EB<>G<>
�

W�/D>M<AGHMBG@�>E>F>GML�;R��FRM:G@@�BL�EB<>GL>=�NG=>K�:�����5 �/���
��EB<>G<>
�

W�+G>*HM>�LD>M<AGHM>�MBI���[���;:LB<�>E>F>GML�;R�)BD>�.AH=>�BL�EB<>GL>=�NG=>K�:�����5 �*��
* ��
��EB<>G<>
�

W��NEE>M�&HNKG:E���,E:GG>K�%<HG� HH=E>L�T� HH=E>�PBMA�)>�;R� HH=E>L�;R�/:K:A�BL�EB<>GL>=�
NG=>K�:�/M:G=:K=�5HN0N;>�(B<>GL>
�
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https://www.looperman.com/loops
https://elements.envato.com/audio
https://youtu.be/oNQJReku9Gw
https://www.youtube.com/channel/UCuFm4ARxn306lX_OWMnz0-w
https://commons.wikimedia.org/w/index.php?curid=76687385
https://creativecommons.org/licenses/by-sa/4.0/deed.en
https://commons.wikimedia.org/w/index.php?curid=76687386
https://creativecommons.org/licenses/by-sa/4.0/deed.en
https://www.flickr.com/photos/rohdesign/17029005032
https://www.flickr.com/photos/rohdesign/
https://creativecommons.org/licenses/by-nc-nd/2.0/
https://creativecommons.org/licenses/by-nc-nd/2.0/
https://youtu.be/o1zdgGGUtNo
https://www.youtube.com/c/sarazorel


� ��

( .?42A�!.?8 2A�.;1��B162;02@�

(>:KGBG@�+;C><MBO>L�

�R�MA>�>G=�H?�MABL�<A:IM>K��RHN�LAHNE=�;>�:;E>�MH��

W�Define�L>@F>GM:MBHG��M:K@>MBG@��:G=�IHLBMBHGBG@��/0,��

W�Explain�MA>�/0,�"K:F>PHKD�

�;A?<1B0A6<;�A<�A52�'($��?.:2D<?8�

+G>�H?�MA>�JNBGM>LL>GMB:E�JN>LMBHGL�K>I>:M>=ER�:LD>=�BG�F:KD>MBG@�BL��

W�What is your target market and more specifically, who is your target audience / 
customer? 

"HK�F:GR�H?�RHN��MA>L>�F:R�L>>F�EBD>�:�O>KR�>:LR�JN>LMBHGL�MH�:GLP>K
��NM��E>M`L�:LD�:�?>P�FHK>�
=>M:BE>=�JN>LMBHGL��

W��K>�MA>K>�:GR�=B??>K>G<>L�;>MP>>G�RHNK�potential�<NLMHF>KL�:G=�existing�<NLMHF>KL��

W� H�:EE�RHNK�>QBLMBG@�<NLMHF>KL�;>A:O>�MA>�same��

W�3A:M�I:MM>KGL�=H�RHN�L>>�PBMABG�RHNK�>QBLMBG@�<NLMHF>KL��>
@
��=H�RHN�A:O>�]<HFIE:BG>KL^��
]K>I>:M�NL>KL^��]EHR:EBLML^��]>:KER�:=HIM>KL^��>M<
��

W�3A:M�I:MM>KGL�=H�RHN�L>>�PBMA�potential�<NLMHF>KL��:ELH�K>?>KK>=�MH�:L�IKHLI><MBO>�<NLMHF>KL�
HK�IKHLI><ML���

�L�RHN�;>@BG�MH�EHHD�<EHL>ER�:M�RHNK�<NLMHF>KL��RHN�F:R�LM:KM�GHMB<BG@�MA:M�RHNK�<NLMHF>KL�O:KR�JNBM>�:�
;BM
�

0H�;>MM>K�NG=>KLM:G=�RHNK�<NLMHF>KL��E>M`L�K>OB>P�:�<HK>�F:KD>MBG@�FH=>E�MA:M�<:G�A>EI�RHN�=>?BG>�:G=�
L<HI>�HNM�RHNK�M:K@>M�F:KD>M�:G=�:N=B>G<>L��G:F>ER�MA>�/0,�?K:F>PHKD
�0A>�/0,�IKH<>LL�BL�:�
?K>JN>GMER�NL>=�?K:F>PHKD�?HK�MH=:R`L�=B@BM:E�F:KD>M>KL�;><:NL>�H?�BML�<NLMHF>K�<>GMKB<�:IIKH:<A
�0A>�
E>MM>KL�/0,�K>?>K�MH�<NLMHF>K�segmentation��targeting��:G=�positioning
�%G�MABL�<A:IM>K��P>`EE�K>OB>P�
>:<A�HG>�H?�MA>L>�:K>:L�BG�=>M:BE
�1LBG@�MABL�?K:F>PHKD��RHN�PBEE�;>�:;E>�MH�=>EBO>K�I>KLHG:EBS>=�:G=�
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K>E>O:GM�=B@BM:E�F:KD>MBG@�LMK:M>@B>L�MA:M�BFIKHO>�<NLMHF>KL`�>QI>KB>G<>L��:L�P>EE�:L�K>F:BG�
<HFI>MBMBO>
�

�2K;6A6<;@�<3�'24:2;A.A6<;��(.?42A6;4��.;1�$ <@6A6<;6;4�

Segmentation�<:G�;>�=>?BG>=�:L��/IEBMMBG@�NI�:�F:KD>M�HK�:N=B>G<>�BGMH�LF:EE>K�LBS>=�@KHNIL�
�L>@F>GML��MA:M�A:O>�LBFBE:K�:MMKB;NM>L��;>A:OBHNKL��HK�IKH=N<M���L>KOB<>�G>>=L
�

Targeting �HK�M:K@>M�:N=B>G<>�L>E><MBHG��K>?>KL�MH��%=>GMB?RBG@�:G�:IIKHIKB:M>�F:KD>M�HK�:N=B>G<>�
L>@F>GM��HK�L>@F>GML��MH�?H<NL�:G�HK@:GBS:MBHG`L�F:KD>MBG@�>??HKML�HG
�

Positioning �PAB<A�BL�H?M>G�=>L<KB;>=�:L�IKH=N<M�IHLBMBHGBG@��BL���HFFNGB<:MBG@�:G=�=B??>K>GMB:MBG@�:�
;K:G=L̀�D>R�;>G>?BML�:G=�?>:MNK>L��K>E:MBO>�MH�MA>�<HFI>MBMBHG��MH�BG?EN>G<>�MA>�M:K@>M�:N=B>G<>`L�
I>K<>IMBHG�H?�MA>�;K:G=
�

(52�'($�$?<02@@�

0A>�LM>IL�BG�/0,�:K>�<HFFHGER�=>L<KB;>=�:L�:�IKH<>LL��PBMA�L>@F>GM:MBHG�;>BG@�<:KKB>=�HNM�?BKLM��
?HEEHP>=�;R�=>?BGBG@�HG>�HK�FHK>�M:K@>M�:N=B>G<>�L���MA>G�IHLBMBHGBG@�RHNK�IKH=N<M�HK�L>KOB<>�
:IIKHIKB:M>ER��:G=�?BG:EER��B=>GMB?RBG@�MA>�HIMBF:E�F:KD>MBG@�FBQ�?HK�>:<A�L>@F>GM��L>>�BF:@>�;>EHP�
�
�� marketing mix�BL�MA>�L>M�H?�F:KD>MBG@�LMK:M>@B>L�HK�M:<MB<L�MA:M�:G�HK@:GBS:MBHG�NL>L�MH�L>EE�IKH=N<ML�
HK�L>KOB<>L�MH�BML�M:K@>M�:N=B>G<>
�
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3ABE>�MA>�E>MM>KL�]/0,^�K>IK>L>GM�MAK>>�BFIHKM:GM�<HG<>IML�BG�MABL�?K:F>PHKD��MA>R�:K>�>LL>GMB:EER�HG>�
BGM>@K:M>=�IKH<>LL
�0A>R�;NBE=�HG�>:<A�HMA>K�MH�=>EBO>K�:�AB@A�E>O>E�LMK:M>@R��PAB<A�=>M>KFBG>L�RHNK�
F:KD>MBG@�FBQ
�0A>�H;C><MBO>�H?�MA>�/0,�IKH<>LL�BL�MH�@NB=>�>:<A�HK@:GBS:MBHG�MH�=>EBO>K�MA>�;>LM�
>QI>KB>G<>�?HK�BML�M:K@>M>=�:N=B>G<>�L�
�

"HK�FHK>�BG?HKF:MBHG�HG�MA>�/0,�?K:F>PHKD�:G=�MA>�F:KD>MBG@�FBQ��IE>:L>�P:M<A�MA>�?HEEHPBG@�
OB=>HL��

3 :M<A��/>@F>GM:MBHG��0:K@>MBG@�:G=�,HLBMBHGBG@�[�(>:KG��NLMHF>K��G:ERMB<L����FBGL��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=52#oembed-1 

3 :M<A��):KD>MBG@�)BQ�[�(>:KG��NLMHF>K��G:ERMB<L�����FBGL��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=52#oembed-2 

0A>�=B:@K:F�;>EHP�LAHPL�AHP�IE:GL�<:G�?EHP�?KHF�F:KD>M�L>@F>GM:MBHG�MH�:N=B>G<>�L>E><MBHG�MH�
IKH=N<M�HK�L>KOB<>�IHLBMBHGBG@
�
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https://youtu.be/Fij1aBcl_Ts
https://youtu.be/p6OIJD3EB4Q


Flow of the STP Process Image Description 

%G�F:KD>MBG@��MA>�/0,�<HFIHG>GML�:G=�IKH<>LL>L�:GLP>K�L>O>K:E�>LL>GMB:E�HK@:GBS:MBHG:E�JN>LMBHGL��
LN<A�:L��

W�Where do we compete? 
0ABL�BL�:==K>LL>=�OB:�RHNK�F:KD>M�:G=�:N=B>G<>�L>@F>GM:MBHG�:G=�RHNK�<AHB<>�H?�MA>�M:K@>M�
:N=B>G<>�L�
�

W�How to we compete? 
0ABL�BL�:GLP>K>=�;R�RHNK�IHLBMBHGBG@�LMK:M>@R�:L�P>EE�:L�MA>�>Q><NMBHG�H?�:�LNIIHKMBO>�
F:KD>MBG@�:G=�:N=B>G<>�LMK:M>@R��B
>
��RHNK�F:KD>MBG@�FBQ
�

%G�>LL>G<>��/0,�?H<NL>L�HG�<HFF>K<B:E�>??><MBO>G>LL��L>E><MBG@�MA>�FHLM�O:EN:;E>�L>@F>GML�?HK�:G�
HK@:GBS:MBHG�:G=�MA>G�=>O>EHIBG@�:�F:KD>MBG@�LMK:M>@R�:G=�IKH=N<M�IHLBMBHGBG@�LMK:M>@R�?HK�>:<A�
L>@F>GM
�

'24:2;A.A6<;�

):GR�H?�RHN�A:O>�IKH;:;ER�A>:K=�:;HNM�MA>�,:K>MH�IKBG<BIE>��:ELH�<:EE>=�MA>�������KNE>�
�0A>�,:K>MH�
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IKBG<BIE>�LM:M>L�MA:M�?HK�F:GR�HNM<HF>L�KHN@AER�����H?�<HGL>JN>G<>L�<HF>�?KHF�����H?�MA>�<:NL>L
�
"HK�>Q:FIE>��F:R;>�����H?�RHNK�L:E>L�<HF>�?KHF�����H?�RHNK�<NLMHF>KL
�$HP>O>K��P>�:K>�?BG=BG@�
MA:M�F:KD>M>KL�MH=:R�?BG=�MA>FL>EO>L�BG�:�IHLM�,:K>MH�PHKE=��PA>K>�MA>�<:NL>L�:G=�>??><ML�H?�<HGLNF>K�
:<MBHGL�:K>�=KBO>G�;R�:G�>O>G�LF:EE>K��>EBM>�FBGHKBMR�[�F>:GBG@�����H?�RHNK�K>O>GN>L�F:R�<HF>�?KHF�
HGER����H?�RHNK�<NLMHF>KL
��L�:�K>LNEM��:N=B>G<>�L>@F>GM:MBHG�BL�<KBMB<:E�BG�B=>GMB?RBG@�MAHL>�L>@F>GML�
MA:M�:K>�MKNER�LNIIHKMBG@�RHNK�HK@:GBS:MBHG:E�@H:EL�:G=�H;C><MBO>L
�

3 BMA�L>@F>GM:MBHG��RHN�<:G�B=>GMB?R�LI><B?B<�<NLMHF>K�GB<A>L�MA:M�A:O>�I:KMB<NE:K�G>>=L��?BG=�G>P�
<NLMHF>KL�BG�F:MNK>�F:KD>ML��:G=�IKHOB=>�>O>G�FHK>�?H<NL>=�:G=�>??B<B>GM�F:KD>MBG@�>QI>KB>G<>L
�0A>�
K>JNBK>F>GML�?HK�>:<A�L>@F>GM�LAHNE=�;>�NGBJN>��:EEHPBG@�F:KD>M>KL�MH�=>EBO>K�I>KLHG:EBS>=�:G=�
K>E>O:GM�>QI>KB>G<>L�BGLM>:=�H?�HG>�LBS>�?BML�:EE�LHENMBHGL
�0ABL�M><AGBJN>�A:L�IKHO>G�MH�;>�:�EHM�FHK>�
>??><MBO>�:G=�<:G�IKHOB=>�:�M:BEHK>=�>QI>KB>G<>�?HK�RHNK�M:K@>M�:N=B>G<>
�

*HP��E>M`L�EHHD�:M�AHP�RHN�FB@AM�L>@F>GM�RHNK�>QBLMBG@�F:KD>ML�HK�:N=B>G<>��

�
� Demographics 
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Targeting Strategies 
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MRI>�H?�KBLD��HK@:GBS:MBHGL�LAHNE=�M:K@>M�FNEMBIE>�GB<A>�L>@F>GML��B?�IHLLB;E>
�

!60?<:.?8 2A6;4�

)B<KHF:KD>MBG@�BL�:�M:K@>MBG@�LMK:M>@R�MA:M�?H<NL>L�>O>G�FHK>�G:KKHPER�MA:G�GB<A>�M:K@>MBG@
�%M�<:M>KL�MH�
MA>�G>>=L�H?�BG=BOB=N:EL��]BG=BOB=N:E�F:KD>MBG@^��HK�O>KR�LF:EE�L>@F>GML�BG�:�M:K@>M>=�@>H@K:IAR�
�]EH<:E�F:KD>MBG@^�
�)B<KHF:D>MBG@�<:G�;>�O>KR�IHP>K?NE�;R�@BOBG@�<NLMHF>KL�>Q:<MER�PA:M�MA>R�P:GM��
PA>G�MA>R�P:GM�BM
�$HP>O>K��MH�:<AB>O>�E:K@>�L<:E>�LN<<>LL�PBMA�MABL�:IIKH:<A��HK@:GBS:MBHGL�FNLM�
?B@NK>�HNM�AHP�MH�F>>M�AB@AER�BG=BOB=N:EBS>=�G>>=L�>??B<B>GMER�:G=�IKH?BM:;ER
�

*HP��E>M`L�EHHD�:M�IHLBMBHGBG@
�

$<@6A6<;6;4�

+G<>�:@:BG��IHLBMBHGBG@�K>E:M>L�MH�MA>�M:K@>M�:N=B>G<>`L�I>K<>IMBHG�H?�MA>�IKH=N<M�HK�L>KOB<>`L�D>R�
;>G>?BML�:G=�?>:MNK>L��K>E:MBO>�MH�MA>�<HFI>MBMBHG
�0H�;>MM>K�NG=>KLM:G=�AHP�RHNK�M:K@>M�:N=B>G<>�L>>L�
RHN�K>E:MBO>�MH�RHNK�<HFI>MBMHKL��F:KD>M>KL�PBEE�H?M>G�NL>�:�IKH=N<M�IHLBMBHGBG@�F:I��LHF>MBF>L�:ELH�
<:EE>=�:�I>K<>IMN:E�F:I��MH�B=>GMB?R�F:KD>M�HIIHKMNGBMB>L��@:IL��:G=�>O>G�<KHP=>=�F:KD>ML�MH�:OHB=
���
product positioning map�BL�:�OBLN:E�<A:KM�PA>K>�HK@:GBS:MBHGL�OBLN:EER�=BLIE:R�MA>�IHLBMBHG�H?�MA>BK�
IKH=N<ML�HK�L>KOB<>L�:@:BGLM�MA>BK�<HFI>MBMBHG��L>>�<A:KM�;>EHP�
�
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0H�<K>:M>�:�IHLBMBHGBG@�F:I��F:KD>M>KL�G>>=�MH�=><B=>�PAB<A�IKH=N<M�HK�L>KOB<>�<A:K:<M>KBLMB<L�MH�
<HFI:K>��B
>
��MA>�MBME>L�H?�MA>�Q��:G=�R�:Q>L
�0A>K>�:K>�?BO>�<HFFHG�LMK:M>@B>L�NIHG�PAB<A�
HK@:GBS:MBHGL�H?M>G�;:L>�MA>BK�IHLBMBHGBG@��

W�Product / service characteristics and attributes 
1LBG@�IKH=N<M���L>KOB<>�?>:MNK>L�HK�;>G>?BML�:LLH<B:M>L�RHNK�;K:G=�PBMA�<>KM:BG�<A:K:<M>KBLMB<L�
MA:M�:K>�;>G>?B<B:E�MH�RHNK�M:K@>M�:N=B>G<>
�

W�Price 
1LN:EER��PBMA�:�IKB<BG@�IHLBMBHGBG@�LMK:M>@R��:�;K:G=�:BFL�MH�;>�MA>�<A>:I>LM�HK�HG>�H?�MA>�
<A>:I>LM�BG�MA>�F:KD>M��:G=�O:EN>�;><HF>L�MA>BK�IHLBMBHG
�

W�Quality or luxury 
,HLBMBHGBG@�:�IKH=N<M�;:L>=�HG�BML�AB@A�JN:EBMR�HK�_ENQNKR`�BL�=B??>K>GM�?KHF�IHLBMBHGBG@�;:L>=�
HG�IKB<>
�3ABE>�IKB<>L�F:R�LB@G:E�:�LI><B?B<�E>O>E�H?�JN:EBMR��F:GR�HK@:GBS:MBHGL�IKHFHMBG@�
ENQNKR�BM>FL�=H�GHM�IKHFHM>�MA>BK�IKB<>L
�.:MA>K��MA>R�?H<NL�HG�MA>�JN:EBMR�H?�MA>�<NLMHF>K�
>QI>KB>G<>
�/H��?HK�<E:KBMR��P>�A:O>�L>I:K:M>=�MA>�MPH
�

W�Product use or application 
�LLH<B:MBG@�RHNK�IKH=N<M�PBMA�:�I:KMB<NE:K�NL>�BL�:GHMA>K�P:R�MH�IHLBMBHG�RHNK�;K:G=�BG�MA>�
F:KD>M
�):GR�FH;BE>�:IIL�NL>�MABL�MRI>�H?�IHLBMBHGBG@�LMK:M>@R��>
@
��?BMG>LL�:IIL�M:K@>M�
BG=BOB=N:EL�PAH�P:GM�MH�FHGBMHK�:G=�BFIKHO>�MA>BK�?BMG>LL��PA>K>:L�@:F>�:IIL�?H<NL�HG�
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I>HIE>�EHHDBG@�?HK�>GM>KM:BGF>GM
�

W�Competition 
�HFI>MBMHK�;:L>=�IHLBMBHGBG@�?H<NL>L�HG�NLBG@�MA>�<HFI>MBMBHG�:L�:�K>?>K>G<>�IHBGM�?HK�
=B??>K>GMB:MBHG
�

0A>�?HEEHPBG@�I>K<>IMN:E�F:I�<HFI:K>L�;K:G=L�;:L>=�HG�M:LM>�:G=�GNMKBMBHG:E�O:EN>��

3ABE>�P>�<:G�L>>�:�F:KD>M�@:I�BG�MA>�]#K>:M�M:LM>���EHP�GNMKBMBHG:E�O:EN>^�:K>:��F:KD>M>KL�PBEE�LMBEE�G>>=�
MH�:LD�PA>MA>K�IHLBMBHGBG@�BG�:EE�:K>:L�F:D>L�L>GL>
�"HK�>Q:FIE>��PAR�PHNE=�<NLMHF>KL�;NR�LHF>MABG@�
MA:M�M:LM>L�@K>:M�PBMA�EHP�GNMKBMBHG:E�O:EN>��PA>G��K:G=���H??>KL�@K>:M�M:LM>��* �AB@A>K�GNMKBMBHG:E�
O:EN>
�%G�LHF>�<:L>L��F:KD>M�@:IL�F:R�>QBLM�;><:NL>�MA>R�=HG`M�F:D>�L>GL>�MH�INKLN>
�0A:M�L:B=��BG�MA>�
:;HO>�@K:IA��MA>K>�F:R�LMBEE�;>�:�IHLBMBHGBG@�HIIHKMNGBMR�MH�IKHOB=>�:�IKH=N<M�H??>KBG@�@K>:M�M:LM>�:G=�
>O>G�AB@A>K�GNMKBMBHG:E�O:EN>�MA:G��K:G=��
�

Note:�#K>:M�F:KD>M>KL�PBEE�H?M>G�<K>:M>�FNEMBIE>�I>K<>IMN:E�F:IL�MH�NG=>KLM:G=�:N=B>G<>�IK>?>K>G<>L�
:<KHLL�FNEMBIE>�O:KB:;E>L�:G=�MH�@>M�:�FHK>�PAHEBLMB<�OB>P�H?�MA>�F:KD>M�:G=�F:KD>M�@:IL
�

'>R�0 :D>:P:RL�

W�0A>�<HK>�>E>F>GML�H?�MA>�/0,�?K:F>PHKD�:K>�L>@F>GM:MBHG��M:K@>MBG@�:G=�IHLBMBHGBG@�

W�/0,�BL�:G�>Q<>EE>GM�?K:F>PHKD�MH�B=>GMB?R�:G=�=>?BG>�RHNK�M:K@>M�F:KD>M��:N=B>G<>L��:G=�AHP�RHN�IE:G�MH�=B??>K>GMB:M>�
RHNK�IKH=N<ML�HK�L>KOB<>L�?KHF�MA>�<HFI>MBMBHG
�

!Q>K<BL>L�

$>K>�BL�:�L>@F>GM:MBHG�>Q>K<BL>�?KHF�#K>:M�%=>:L�?HK�0>:<ABG@�):KD>MBG@���

�
 �$HP�3 HNE=�5HN�/>@F>GM�0A>L>��HGLNF>KL��
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Segmentation Rules 

�
� 5HN�G>>=�MH�<K>:M>�MAK>>�L>@F>GML�>:<A�MBF>�HGER
�

�
� 5HN�FNLM�A:O>�:M�E>:LM�MPH�<HGLNF>KL�BG�>:<A�L>@F>GM
�

�
� 0A>�<HGLNF>KL�BG�MA>�L>@F>GM�FNLM�A:O>�HG>�HK�FHK>�MABG@L�BG�<HFFHG��;:L>=�NIHG�MA>BK�<A:K:<M>KBLMB<L�
�

Create Three Segments for These Consumers 

Person Age Where They 
Live 

Marital 
Status Social Class Loyalty to 

Brands 
Price 
Sensitivity Lifestyle Benefit 

Sought 

1 ��� .NK:E� /BG@E>� (HP>K� (HP� )>=BNF� ":FBER� �>LM�O:EN>�

2 ��� /N;NK;L� ):KKB>=� (HP>K� (HP� $B@A� /H<B:E� �>LM�IKB<>�

3 ��� /N;NK;L� ):KKB>=� )B==E>� (HP� $B@A� /H<B:E� �>LM�IKB<>�

4 ��� .NK:E� ):KKB>=�
�
<ABE=K>G� )B==E>� (HP� $B@A� ":FBER� �>LM�IKB<>�

5 ��� .NK:E� ):KKB>=�
�
<ABE=K>G� (HP>K� )>=BNF� )>=BNF� ":FBER� �>LM�O:EN>�

6 ��� �BMR� /BG@E>� )B==E>� )>=BNF� )>=BNF� /IHKMR� �>LM�JN:EBMR�

7 ��� /N;NK;L� /BG@E>� )B==E>� )>=BNF� )>=BNF� 0K:O>E� �>LM�O:EN>�

8 ��� /N;NK;L� ):KKB>=�
�
<ABE=K>G� 1II>K� )>=BNF� $B@A� ":FBER� �>LM�IKB<>�

9 ��� /N;NK;L� ):KKB>=�
�
<ABE=K>G� )B==E>� $B@A� (HP� /IHKMR� �>LM�JN:EBMR�

10 ��� �BMR� ):KKB>=� )B==E>� $B@A� )>=BNF� 0K:O>E� �>LM�JN:EBMR�

11 ��� /N;NK;L� /BG@E>� 1II>K� $B@A� (HP� 0K:O>E� �>LM�JN:EBMR�

12 ��� �BMR� ):KKB>=� 1II>K� $B@A� (HP� /IHKMR� �>LM�O:EN>�

�6@0B@@6<;�%B2@A6<;@�

�
� 0A>K>�:K>�>B@AM�<A:K:<M>KBLMB<L�?HK�>:<A�<HGLNF>K
�0PH�:K>�ILR<AH@K:IAB<�EB?>LMRE>�O:KB:;E>L��MAK>>�:K>�;>A:OBHNK:E�
O:KB:;E>L��:G=�MAK>>�:K>�@>H@K:IAB<�=>FH@K:IAB<�O:KB:;E>L
�/M:KM�;R�B=>GMB?RBG@�PAB<A�O:KB:;E>L�:K>�BG�>:<A�H?�MA>L>�
<:M>@HKB>L
�

�
� %=>GMB?R�MAK>>�F:KD>M�L>@F>GML��NLBG@��

e� �
�,LR<AH@K:IAB<�EB?>LMRE>�O:KB:;E>L�:L�MA>�L>@F>GM:MBHG�;:L>�L�

e� �
��>A:OBHNK:E�O:KB:;E>L�:L�MA>�L>@F>GM:MBHG�;:L>�L�

e� �
�#>H@K:IAB<�:G=�HK�=>FH@K:IAB<�O:KB:;E>L�:L�MA>�L>@F>GM:MBHG�;:L>�L�

�
� "HK�>:<A�:IIKH:<A��AHP�PHNE=�RHN�=>?BG>�>:<A�H?�RHNK�L>@F>GML��0A:M�BL��<K>:M>�:�;KB>?�L>@F>GM�IKH?BE>�?HK�>:<A�
L>@F>GM
��*HM>��5HN�LAHNE=�A:O>�GBG>�L>@F>GML�[���4�MA>�MAK>>�:IIKH:<A>L
��

�
� �AHHL>�MA>�L>@F>GM:MBHG�:IIKH:<A�MA:M�RHN�MABGD�PHKDL�;>LM�?HK�MA>L>�<HGLNF>KL��MABL�F:KD>M�
�0A:M�BL��MA>�;>LM�
:IIKH:<A�BG�MABL�F:KD>M�BLZ�ILR<AH@K:IAB<��;>A:OBHNK:E��+.�@>H@K:IAB<�=>FH@K:IAB<��3AR��

�:.42��2@0?6=A6<;@�

Flow of the STP Process Image Description 

�
� Customer Segmentation:� >M>KFBG>�MA>�BFIHKM:GM�<A:K:<M>KBLMB<L�H?�>:<A�<NLMHF>K�
L>@F>GM
�
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�
� Customer Targeting: 

e� !O:EN:M>�IHM>GMB:E�:G=�<HFF>K<B:E�:MMK:<MBO>G>LL�H?�>:<A�<NLMHF>K�L>@F>GM
�

e� />E><M�HG>�HK�FHK>�L>@F>GML
�

�
� Positioning: 

e�  >O>EHI�=>M:BE�IKH=N<M�HK�L>KOB<>�IHLBMBHGBG@�?HK�>:<A�L>@F>GM
�

e�  >O>EHI�:�F:KD>MBG@�:G=�<NLMHF>K�LMK:M>@R�?HK�>:<A�L>@F>GM
�

.>MNKG�MH�MA>�"EHP�H?�MA>�/0,�,KH<>LL�%F:@>�

!216.��AA?6/BA6<;@�

W�/0,�?K:F>PHKD�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�/0,�IKH<>LL�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�/>@F>GM:MBHG��0:K@>MBG@�:G=�,HLBMBHGBG@�[�(>:KG��NLMHF>K��G:ERMB<L�;R����� :M:�/<B>G<>�
BL�NG=>K�:�/M:G=:K=�5HN0N;>�(B<>GL>
�

W�):KD>MBG@�)BQ�[�(>:KG��NLMHF>K��G:ERMB<L�;R����� :M:�/<B>G<>�BL�NG=>K�:�/M:G=:K=�
5HN0N;>�(B<>GL>
�

W�/0,��<NLMHF>K�I>KLI><MBO>�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W��NLMHF>K�HK�F:KD>M�L>@F>GM:MBHG�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��
EB<>G<>
�

W�0:K@>MBG@�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�,HLBMBHGBG@�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�,HLBMBHGBG@�I>K<>IMN:E�F:I�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�,HLBMBHGBG@�F:I�[�;K:G=L�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�
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� ��

�B@A<:2?�$2?@<;.@�

(>:KGBG@�+;C><MBO>L�

�R�MA>�>G=�H?�MABL�<A:IM>K��RHN�LAHNE=�;>�:;E>�MH��

W�Define�PA:M�:�<NLMHF>K���;NR>K�I>KLHG:�BL�

W�Explain�MA>�D>R�LM>IL�BG�=>O>EHIBG@�=:M:�=KBO>G�<NLMHF>K�I>KLHG:L�

W�Describe�BGM>KG:E�:G=�>QM>KG:E�=:M:�LHNK<>L�NL>=�MH�=>O>EHI�<NLMHF>K�I>KLHG:L�

W�Analyze�:�=:M:�=KBO>G�<NLMHF>K�I>KLHG:�

W�List �MA>�IKHL�:G=�<HGL�H?�<NLMHF>K�I>KLHG:L�

+5.A�6@�.��B@A<:2?����BF2?�$2?@<;.��

�L�P>�L:P�BG�MA>�IK>OBHNL�<A:IM>K��FHLM�F:KD>MBG@�LMK:M>@B>L�:G=�:<MBOBMB>L�;>@BG�;R�:LDBG@��3AH�:K>�
HNK�]<NLMHF>KL^�HK�]NL>KL^��,E>:L>�GHM>�MA:M�PA>G�P>�NL>�MA>�M>KF�]<NLMHF>K^�HK�]NL>K^��P>�:K>�
K>?>KKBG@�MH�RHNK�M:K@>M�:N=B>G<>
�"HK�>Q:FIE>��]<NLMHF>KL^�HK�]NL>KL^�<HNE=�;>��

W��NR>KL�H?�:G�HK@:GBS:MBHG`L�IKH=N<M�HK�L>KOB<>��HK�

W� HGHKL�?HK�:�?NG=K:BLBG@�GHG�IKH?BM�HK@:GBS:MBHG��HK�

W��IIEB<:GML�?HK�:G�>=N<:MBHG:E�BGLMBMNMBHG��HK�

W��HGLMBMN>GML�?HK�:�?>=>K:E�HK�FNGB<BI:E�@HO>KGF>GM
�
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%G�MABL�<A:IM>K��P>�PBEE�NL>�MA>�M>KFL�]<NLMHF>KL^��]NL>KL^��:G=�]M:K@>M�:N=B>G<>^�BGM>K<A:G@>:;ER
�
,E>:L>�?>>E�?K>>�MH�LN;LMBMNM>�:GR�LI><B?B<�=>?BGBMBHG�MA:M�:IIEB>L�MH�RHNK�HK@:GBS:MBHG
�

�LLNFBG@�RHN�A:O>�=>?BG>=�RHNK�M:K@>M�:N=B>G<>L��MA>�G>QM�BFIHKM:GM�LM>I�BG�=>O>EHIBG@�:G�
NG=>KLM:G=BG@�H?�RHNK�D>R�<NLMHF>KL�:G=�M:K@>M�:N=B>G<>L�BL�<K>:MBG@�]=:M:�=KBO>G�<NLMHF>K�I>KLHG:L^
�
/BFIER�=>?BG>=��data-driven customer or buyer personas�:K>�L>FB�?B<MBHG:E�K>IK>L>GM:MBHGL�MA:M�
LAHP<:L>�MA>�D>R�MK:BML�H?�:�L>@F>GM�H?�RHNK�M:K@>M�:N=B>G<>��;:L>=�HG�=:M:�RHN�A:O>�<HEE><M>=�?KHF�
<NLMHF>K�K>L>:K<A�:G=�HK�:GR�HMA>K�:G:ERMB<L�IE:M?HKFL
�

$>K>�BL�:���FBGNM>�OB=>H��How To Create A User Persona��MA:M�IKHOB=>L�:�GB<>�LNFF:KR�H?�PA:M�
<NLMHF>K�I>KLHG:L�:K>��:L�P>EE�:L�P:EDL�RHN�MAKHN@A�MA>�IKH<>LL�H?�;NBE=BG@�RHNK�HPG��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=58#oembed-1 

%?�RHN�:K>�?H<NL>=�FHK>�HG�M><AGB<:E�NL>K�=>LB@G��NL>K�BGM>K?:<>L��1%���:G=�NL>K�>QI>KB>G<>��14���MA>�
?HEEHPBG@�OB=>H��How to Create UX Personas��IKHOB=>L�R>M�:GHMA>K�BFIHKM:GM�I>KLI><MBO>��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=58#oembed-2 

*HP�MA:M�RHN�NG=>KLM:G=�PA:M�<NLMHF>K�I>KLHG:L�:K>��E>M`L�>QIEHK>�:�?>P�=B??>K>GM�MRI>L�H?�<NLMHF>K�
I>KLHG:L
�

( F=2@�<3��B@A<:2?�$2?@<;.@�

0A>K>�:K>�:�?>P�=B??>K>GM�:IIKH:<A>L�MH�=>O>EHIBG@�RHNK�<NLMHF>K�I>KLHG:L��

W� :M:�=KBO>G�:G=�,KHMH��=�AH<�(>:G��NLMHF>K�,>KLHG:L�

W�%GBMB:MBO>L�;:L>=�OL
��EHL>�NI��NLMHF>K�,>KLHG:L�

�.A.��?6C 2;�C@��$?<A<����15<0��� 2.;��B@A<:2?�$ 2?@<;.@�

0A>�F:BG�=B??>K>G<>�;>MP>>G�]=:M:�=KBO>G^�<NLMHF>K�I>KLHG:L�:G=�]IKHMH��:=AH<��HK�E>:G^�<NLMHF>K�
I>KLHG:L�A:L�MH�=H�PBMA�AHP�MA>�I>KLHG:L�:K>�<K>:M>=
�%G�:G�B=>:E�PHKE=��RHN�LM:KM�PBMA�:�;E:GD�LA>>M�H?�
I:I>K��F:D>�GH�:LLNFIMBHGL��:G=�<HG=N<M�>QM>GLBO>�:N=B>G<>�K>L>:K<A
�5HN�M:ED�MH�EHML�H?�K>:E�PHKE=�
I>HIE>�:G=�NL>�MA>�=:M:�<HEE><M>=�MH�<HGLMKN<M�I>KLHG:L
�0ABL�BL�MA>�=:M:�=KBO>G�:IIKH:<A��:G=�BM�BL�AHP�
I>KLHG:L�LAHNE=�[�ideally�[�;>�<K>:M>=
�

0A:M�L:B=��F:GR�HK@:GBS:MBHGL�=H�GHM�A:O>�MA>�MBF>��;N=@>M��HK�=>LBK>�MH�=H�MABL�E>O>E�H?�K>L>:K<A
�/H��
K:MA>K�MA:G�LM:EE�MA>�<NLMHF>K�I>KLHG:�IKH<>LL�HK�A:O>�GH�I>KLHG:L�:M�:EE��RHN�<:G�NL>�:�=B??>K>GM�
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:IIKH:<A��IKHMH�HK�:=�AH<�<NLMHF>K�I>KLHG:L
�0ABL�:IIKH:<A�BL�=>L<KB;>=�BG�=>M:BE�BG�MA>�;HHD�Lean UX 
;R�&>??�#HMA>E?�:G=�&HLA�/>B=>G��:G=�:L�:�K>LNEM��MA>L>�I>KLHG:L�:K>�LHF>MBF>L�:ELH�<:EE>=�E>:G�
I>KLHG:L


��

Proto, adhoc, or lean personas�GHKF:EER�:K>�GHM�<K>:M>=�;R�=HBG@�>QM>GLBO>�>QM>KG:E�:N=B>G<>�
K>L>:K<A��;NM�K:MA>K�;R�<HEE><MBG@�BG?HKF:MBHG�IKBF:KBER�?KHF�PBMABG�:G�HK@:GBS:MBHG
�"HK�>Q:FIE>��RHN�
FB@AM�AHE=�:�PHKDLAHI�HK�F>>MBG@�PBMA�O:KBHNL�LM:D>AHE=>KL�:G=�:LD�MA>F�MH�describe�RHNK�M:K@>M�
:N=B>G<>
��:L>=�HG�>O>KRHG>`L�BGINM�:G=�HK�>QI>KB>G<>��RHN�<:G�LM:KM�;NBE=BG@�LHF>�_KHN@A`�I>KLHG:L
�

0A>�<KBMB<:E�MABG@�MH�GHM>�BL�MA:M�MA>L>�KHN@A�I>KLHG:L�:K>�GHM�K>L>:K<A�E>=�:G=�MA>K>?HK>�<HGM:BG�
:LLNFIMBHGL�HK�;B:L>L�MA:M�F:R�HK�F:R�GHM�;>�MKN>
�3ABE>�IKHMH��:=AH<��HK�E>:G�I>KLHG:L�<:G�;>�NL>?NE�
MHHEL��MK>:M�MA>F�PBMA�<:NMBHG�:G=�O>KB?R�MA>F�PBMA�K>L>:K<A�[�>O>G�B?�MA:M�K>L>:K<A�A:II>GL�P>EE�:?M>K�
RHN�A:O>�<K>:M>=�RHNK�KHN@A�I>KLHG:L
���@HH=�:IIKH:<A�BL�MH�LM:KM�PBMA�:�?>P�IKHMH�I>KLHG:L�MH�@>M�MA>�
IKH<>LL�KHEEBG@�:G=�MH�@>M�LM:D>AHE=>K�;NR�BG
�0A>G��HO>K�MBF>��<HG=N<M�K>L>:K<A�MH�O>KB?R�:G=�O:EB=:M>�
MA>BK�:<<NK:<R�:G=�K>?BG>�MA>F�:L�RHN�@:BG�FHK>�:N=B>G<>�BGLB@AML�:G=�@:MA>K�FHK>�:N=B>G<>�=:M:
�

�645�92C29�'24:2;A.A6<;�C@���;6A6.A6C2@�/.@21�C@���9<@2�B=��B@A<:2?�$2?@<;.@�

�GHMA>K�P:R�MH�:IIKH:<A�RHNK�<NLMHF>K�I>KLHG:L�BL�;R�>QIEHKBG@�AHP�;KH:=�HK�G:KKHP�RHN�P:GM�RHNK�
<NLMHF>K�I>KLHG:L�MH�;>
��>EHP�P>�IK>L>GM�MAK>>�<HFFHG�HIMBHGL�:EHG@�MABL�LI><MKNF
�

W�High-level segmentation�IKHOB=>L�F:KD>M>KL�PBMA�:�;BK=`L�>R>�OB>P�H?�MA>BK�M:K@>M�:N=B>G<>
�
/BG<>�MA>K>�BL�EBFBM>=�L>@F>GM:MBHG��MA>�=:M:�=KBOBG@�MABL�MRI>�H?�I>KLHG:�BL�JNBM>�;KH:=�:G=�
MABL�<NLMHF>K�I>KLHG:�PBEE�K>IK>L>GM�MA>�E:K@>LM���;KH:=>LM�L>@F>GM�RHN�F:R�P:GM�MH�M:K@>M
�
"HK�HK@:GBS:MBHGL�MA:M�A:O>�GHM�<K>:M>=�I>KLHG:L��MABL�BL�:�LN@@>LM>=�?BKLM�LM>I
�$HP>O>K��MH�
>GLNK>�;>MM>K�M:K@>MBG@�:G=�F:QBFBS>�RHNK�F:KD>MBG@�>??><M��BM�BL�K><HFF>G=>=�MH�?NKMA>K�
L>@F>GM�RHNK�M:K@>M�:N=B>G<>�:G=�<K>:M>�FHK>�=>?BG>=�:G=�G:KKHP>K�<NLMHF>K�I>KLHG:L�:L�
MBF>�:G=�HMA>K�K>LHNK<>L�I>KFBM
�

W�Initiatives-based customer personas�B=>GMB?R�@KHNIL�H?�<NLMHF>KL��PAH�A:O>�:�FH=>K:M>�MH�
AB@A�BGM>K>LM�BG�:�LI><B?B<�BGBMB:MBO>
�0A>L>�:K>�H?M>G�L>>G�PBMA�<:NL>�;:L>=�GHG�IKH?BML��PA>K>�
MA>�M:K@>M�:N=B>G<>L�:K>�I:KMB<NE:KER�BGM>K>LM>=�BG�:�LI><B?B<��<:NL>�;:L>=�BGBMB:MBO>
�0A>L>�
<NLMHF>K�I>KLHG:L�H?M>G�K>IK>L>GM�:�LN;L>M�H?�MA>�AB@A�E>O>E�L>@F>GM:MBHG�M:K@>M�:N=B>G<>��
;NM�=H�GHM�K>IK>L>GM�MAHL>�:N=B>G<>�L>@F>GML�:M�MA>�EHP>LM�IHLLB;E>�E>O>E�L�
�

W�Close-up customer personas�AB@AEB@AM�<NLMHF>KL��PAH�:K>�@>G>K:EER�BGM>K>LM>=�BG�:�specific 
IKH=N<M��L>KOB<>��IKH@K:F��HK�:<MBHG�:<MBOBMR
�"HK�>Q:FIE>��<EHL>�NI�<NLMHF>K�I>KLHG:L�FB@AM�

�
 �(>:G�14�� >LB@GBG@�#K>:M�,KH=N<ML�PBMA��@BE>�0>:FL�$:K=<HO>K�
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K>IK>L>GM�]<NLMHF>KL�FHLM�EBD>ER�MH�E>:O>^
�0A>L>�<NLMHF>K�I>KLHG:L�M>G=�MH�;>�G:KKHP>K�:G=�
:L�:�K>LNEM��K>IK>L>GM�:�LF:EE>K�:N=B>G<>�L>@F>GM
�$HP>O>K��;><:NL>�H?�MA>�G:KKHP�?H<NL��
MA>L>�I>KLHG:L�:K>�>:LB>K�MH�M:K@>M�:G=�A:O>�FHK>�BG�<HFFHG�PBMA�HMA>K�F>F;>KL�H?�MA:M�
:N=B>G<>�L>@F>GM
�

*HP�MA:M�P>`O>�=BL<NLL>=�L>O>K:E�MRI>L�H?�<NLMHF>K�I>KLHG:L��E>M`L�>QIEHK>�AHP�MH�=>O>EHI�=:M:�=KBO>G�
<NLMHF>K�I>KLHG:L
�

�<D�A<��B691�.��.A.�1?6C 2;��B@A<:2?�$2?@<;.�

�>EHP�BL�:�?K:F>PHKD�MA:M�PBEE�<HO>K�:EE�MA>�?HNG=:MBHG:E�:LI><ML�H?�:�<NLMHF>K�I>KLHG:
�$HP>O>K��
IE>:L>�D>>I�BG�FBG=�MA:M�:EE�<NLMHF>K�I>KLHG:L�LAHNE=�BG<HKIHK:M>�FNEMBIE>�OB>PIHBGML��B
>
��B?�:�
<NLMHF>K�I>KLHG:�BL�;>BG@�=>O>EHI>=�;R�:�LBG@E>�I>KLHG��PBMA�HGER�HG>�OB>PIHBGM�BG�FBG=��?HK�HGER�HG>�
INKIHL>��:G=�HK�?HK�HGER�HG>�LM:@>�H?�RHNK�<NLMHF>K�CHNKG>R��FHK>�HG�MABL�BG�MA>�G>QM�<A:IM>K���RHNK�
I>KLHG:�F:R�GHM�LNIIHKM�RHNK�HK@:GBS:MBHG�:L�:�PAHE>
��L�F>GMBHG>=�;>?HK>��RHNK�<NLMHF>K�I>KLHG:�
LAHNE=�PHKD�?HK�RHNK�IKH=N<M��F:KD>MBG@��L:E>L��:G=�<NLMHF>K�LN<<>LL�M>:FL
�/H��MKR�MH�BG<EN=>�:�
O:KB>MR�H?�<NLMHF>K�OB>PIHBGML�BG�MA>�?HEEHPBG@�IKH<>LL�;><:NL>�BM�PBEE�F:D>�RHNK�<NLMHF>K�I>KLHG:L�
FN<A�LMKHG@>K�:G=�:IIEB<:;E>�MH�MA>�>GMBK>�HK@:GBS:MBHG
�

�
� Conduct Customer Research 
0H�@>M�:�=>>I>K�NG=>KLM:G=BG@�H?�RHNK�M:K@>M�:N=B>G<>��LM:KM�;R�L>>DBG@�HNM�MA>�:GLP>KL�MH�MA>�
?HEEHPBG@�JN>LMBHGL��

e� 3AH�:K>�RHNK�<NLMHF>KL��

e� $HP�=H�MA>R�;>A:O>��

e� 3A:M�:K>�MA>R�BGM>K>LM>=�BG��

e� 3A:M�DBG=�H?�<A:EE>G@>L�=H�MA>R�?:<>��

)HK>�LI><B?B<:EER��A>K>�:K>�L>O>K:E�<NLMHF>K�K>L>:K<A�=:M:�IHBGML�MA:M�RHN�F:R�P:GM�MH�<HEE><M�:G=�
=H<NF>GM��
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Customer Research Data Points 

Category Examples Sources 

Demographics/ 
Backstory 

*:F>��;BKMAIE:<>��?:FBER�ABLMHKR��
<ABE=AHH=�F>FHKB>L��?BKLM�CH;��EH<:MBHG��
>M<
�

�.)��,N;EB<�K><HK=L��LH<B:E�F>=B:�:G:ERMB<L�

Personal life ):KBM:E�LM:MNL��?:FBER�LBS>��I>ML��=B>M�:G=�
?BMG>LL�A:;BML��>M<
� ,N;EB<�K><HK=L��LH<B:E�F>=B:�

Career %G=NLMKR��CH;�MBME>��>QI>KB>G<>�E>O>E��
K>MBK>F>GM�IE:GL��>M<
� �.)��(BGD>=%G��HGEBG>�?HKNFL��#HH@E>�

Personality 
traits 

%GMKHO>KM�>QMKHO>KM��KB@AM�;K:BG�E>?M�;K:BG��
HIMBFBLMB<�I>LLBFBLMB<�>M<
�

/H<B:E�F>=B:��<NLMHF>K�LNKO>RL��BGM>KOB>PL��(BLM�
H?����?K>>�I>KLHG:EBMR�M>LML��HGEBG>�<HFF>GML��

Online 
behaviour 

":OHKBM>�LH<B:E�F>=B:�IE:M?HKFL��L>:K<A�
>G@BG>L��FH;BE>�=>OB<>L��>M<
�

/H<B:E�F>=B:�:<MBOBMB>L��HGEBG>�@KHNIL��?HKNFL��
<HFF>GML�

Purchasing 
behaviour 

":OHKBM>�HGEBG>�K>M:BE>KL��I:RF>GM�
F>MAH=L��LI>G=BG@�A:;BML��>M<
�

#HH@E>��G:ERMB<L��0:@�):G:@>K��K>F:KD>MBG@���
K>M:K@>MBG@�MHHEL��IK>OBHNL�<:FI:B@G�:G:ERMB<L�

Goals and 
challenges 

 K>:F�CH;��<NLMHF>K�L>KOB<>�
>QI>KB>G<>L��K>@K>MM:;E>�INK<A:L>L��>M<
�

�.)��<NLMHF>K�L>KOB<>�=:M:;:L>��<NLMHF>K�
LNKO>RL��?>>=;:<D��?H<NL�@KHNIL��HGEBG>�<HFF>GML�

Objections �HFFNGB<:MBHG�BLLN>L��IKH=N<M�?>:MNK>L��
INK<A:LBG@�F>MAH=L��>M<
�

�.)��<NLMHF>K�LNIIHKM�=:M:;:L>��<NLMHF>K�
LNKO>RL��BGM>KOB>PL��?H<NL�@KHNIL�

"HK�LHF>�FHK>�B=>:L��RHN�F:R�:ELH�P:GM�MH�<HGLB=>K�HubspotÕs list of what you should consider 
when defining buyer personas. 

��

�
� Identify Customer Pain Points 
!BMA>K�MAKHN@A�<NLMHF>K�LNKO>RL��BGM>KOB>PL��HK�LH<B:E�EBLM>GBG@��RHN�PBEE�P:GM�MH�B=>GMB?R�MA>�
D>R�I:BG�IHBGML�RHNK�<NLMHF>KL�A:O>��>
@���

e� 3A:M�IKH;E>FL�HK�A:LLE>L�:K>�MA>R�MKRBG@�MH�LHEO>��

e� 3A:ML̀�AHE=BG@�MA>F�;:<D�?KHF�LN<<>LL��

e� 3A:M�;:KKB>KL�=H�MA>R�?:<>�BG�K>:<ABG@�MA>BK�@H:EL��

�
 ����"K>>�,>KLHG:EBMR�0>LML�0A:M`EE�$>EI�5HN�"B@NK>�5HNKL>E?�+NM�
�
 ����-N>LMBHGL�MH��LD�3A>G��K>:MBG@��NR>K�,>KLHG:L�7"K>>�0>FIE:M>8�
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https://www.themuse.com/advice/14-free-personality-tests-thatll-help-you-figure-yourself-out
https://blog.hubspot.com/marketing/buyer-persona-questions


�
� Identify Customer Goals 
0ABL�BL�MA>�?EBI�LB=>�H?�I:BG�IHBGML
�,:BG�IHBGML�:K>�IKH;E>FL�RHNK�IHM>GMB:E�<NLMHF>KL�:K>�
MKRBG@�MH�LHEO>
�#H:EL�HK�:LIBK:MBHGL�:K>�IHLBMBO>�MABG@L�MA>R�P:GM�MH�:<AB>O>
� >I>G=BG@�HG�
MA>�DBG=L�H?�IKH=N<ML�:G=�L>KOB<>L�RHN�H??>K��MA>L>�@H:EL�FB@AM�;>�I>KLHG:E�HK�IKH?>LLBHG:E
�
/BFBE:K�MH�:;HO>��MABL�BG?HKF:MBHG�<:G�;>�:<JNBK>=�MAKHN@A�<NLMHF>K�LNKO>RL��BGM>KOB>PL��HK�
LH<B:E�EBLM>GBG@
�

�
� Understand How You Can Help 
*HP�MA:M�RHN�NG=>KLM:G=�RHNK�<NLMHF>KL`�I:BG�IHBGML�:G=�@H:EL��BM`L�MBF>�MH�<K>:M>�:�K>:EER�
<E>:K�IB<MNK>�H?�AHP�RHNK�IKH=N<ML�:G=�L>KOB<>L�<:G�A>EI
�/MHI�MABGDBG@�:;HNM�RHNK�;K:G=�BG�
M>KFL�H?�?>:MNK>L�:G=�=B@�=>>I�MH�:G:ERS>�MA>�;>G>?BML�RHN�H??>K�MH�<NLMHF>KL
��HGLB=>K�RHNK�
IKH=N<ML�:G=�L>KOB<>L�?KHF�:�<NLMHF>K`L�IHBGM�H?�OB>P
��G=��D>>I�BG�FBG=�MA>�?HEEHPBG@�MAK>>�
JN>LMBHGL��

e� $HP�<:G�P>�A>EI��

e� 3A:M�:K>�RHNK�:N=B>G<>`L�F:BG�INK<A:LBG@�;:KKB>KL��

e� $HP�<:G�RHN�A>EI�<NLMHF>KL�HO>K<HF>�:GR�;:KKB>KL���I:BG�IHBGML�:G=�:<AB>O>�MA>BK�
@H:EL��

�
� Define and Name Your Customer Personas 
 >?BG>�:G=�G:F>�MA>L>�<NLMHF>K�L>@F>GML
�/M:KM�EHHDBG@�?HK�<HFFHG�<A:K:<M>KBLMB<L�:G=�
I:MM>KGL
��L�RHN�@KHNI�MAHL>�<A:K:<M>KBLMB<L�MH@>MA>K��RHN`EE�A:O>�MA>�;:LBL�?HK�RHNK�NGBJN>�
<NLMHF>K�I>KLHG:L
�0:D>�RHNK�<HEE><MBHG�H?�<A:K:<M>KBLMB<L�:G=�MNKG�MA>F�BGMH�:�I>KLHG:�MA:M�
RHN�<:G�B=>GMB?R�PBMA�:G=�LI>:D�MH
�#BO>�RHNK�<NLMHF>K�I>KLHG:�:�G:F>��:�CH;�MBME>��:�AHF>��
:G=�HMA>K�=>?BGBG@�<A:K:<M>KBLMB<L
�5HN�P:GM�RHNK�I>KLHG:�MH�L>>F�EBD>�:�K>:E�I>KLHG
�

�NLMHF>K�,>KLHG:��G:ERLBL�!Q>K<BL>L�

(>ML̀�EHHD�:M�:�?>P�L:FIE>�<NLMHF>K�I>KLHG:L�Z�
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$>K>�P>�A:O>�):KD>MBG@�):G:@>K��0:GOB�':NK��:�;NLBG>LL�MH�;NLBG>LL�������I>KLHG:
�3>�<:G�L>>�A>K�@H:EL�:G=�:LIBK:MBHGL��:G=�
>O>G�MA>�>QI>KB>G<>�LA>`L�L>>DBG@�PA>G�EHHDBG@�?HK�IKH=N<ML�:G=�L>KOB<>L
�%M`L�BGM>K>LMBG@�MA:M�P>�:ELH�A:O>�:�FBQ�H?�;NEE>M>=�
LM:M>F>GML��:L�P>EE�:L�JNHM>L�?KHF�0:GOB�A>KL>E?
�%M`L�;>G>?B<B:E�MH�E>M�RHNK�I>KLHG:L�LI>:D�?HK�MA>FL>EO>L
�0ABL�EBMME>�MHN<A�@H>L�:�
EHG@�P:R�MHP:K=L�LAHPBG@�MA>�BG=BOB=N:E`L�I>KLHG:EBMR�:G=�<:G�:ELH�IKHOB=>�<N>L�MH�MA>�MRI>�H?�E:G@N:@>�MA>�I>KLHG:�NL>L�:G=�PA:M�
F>LL:@BG@�FB@AM�K>LHG:M>�PBMA�MA>F
�

(HHDBG@�:M�0:GOB`L�<NLMHF>K�I>KLHG:�:;HO>��AHP�PHNE=�RHN�:GLP>K�MA>�?HEEHPBG@�JN>LMBHGL��

�
� What additional details might be useful for this customer persona? 

�
� If you were a software company, how might you target Tanvi? 

$>K>�P>�A:O>�&HAG�,NEF:G��:�;NLBG>LL�MH�<HGLNF>K�������<NLMHF>K�I>KLHG:��
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3AH�DG>P�MA:M�:�PKBM>K�<HNE=�;>�LH�P>EE�=>?BG>=��0ABL�I>KLHG:�IKHOB=>L�:�@K>:M�>Q:FIE>�H?�=B@@BG@�=>>I�MH�?NEER�NG=>KLM:G=�RHNK�
<NLMHF>KL
�*HM�HGER�=H�P>�@>M�:�@EBFIL>�BGMH�&HAG`L�EB?>��;:<D@KHNG=�:G=�BGM>K>LML��P>�:ELH�@>M�MH�DGHP�ABF�BG�M>KFL�H?�I:BG�IHBGML�
:G=�<HG<>KGL
�$BL�BG?EN>G<>L�:G=�;K:G=�:??BGBMB>L�:K>�:G�BFIHKM:GM�BG<ENLBHG�:L�P>EE��:L�MA>L>�<:G�IKHOB=>�<KBMB<:E�<N>L�?HK�F>LL:@BG@�
:G=�BGM>K:<MBHGL
�

+G<>�:@:BG��A>K>�:K>�LHF>�JN>LMBHGL�K>E:M>=�MH�&HAG��

�
� What other information might you include in a B2C customer persona? 

�
� Besides dating apps, what types of companies might be interested in having John as their customer? 
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$?<@�.;1��<;@�<3��B@A<:2?�$2?@<;.@�

�NLMHF>K�I>KLHG:L�<:G�;>�:G�BFIHKM:GM�LMK:M>@B<�:G=�M:<MB<:E�MHHE
�$HP>O>K��BM�BL�A>EI?NE�MH�K>OB>P�
LHF>�H?�MA>�<HFFHG�IKHL�:G=�<HGL
�

�<;@�

W�Significant Time and Effort 
0H�;>�=HG>�P>EE��:G=�<HKK><MER����<NLMHF>K�I>KLHG:L�M:D>�MBF>�:G=�>??HKM
�+K@:GBS:MBHGL�F:R�
GHM�P:GM�MH��HK�;>�:;E>�MH��BGO>LM�MA>�G><>LL:KR�MBF>�MH�<K>:M>�MKNER�data-driven�<NLMHF>K�
I>KLHG:L
��L�:�K>LNEM��<NLMHF>K�I>KLHG:L�F:R�;>�;:L>=�HG�<NLMHF>K�]:LIBK:MBHGL^�HK�<NLMHF>K�
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Customer journey mapping is really a mixture of art and insight É But thatÕs just a visual aid. 
The real work in journey mapping is using all of the customer information and data available to 
you from across the business and delivering a process and structure to their experience. 

��@K>:M�<NLMHF>K�CHNKG>R�F:I�LAHNE=�AB@AEB@AM�AHP�RHNK�<NLMHF>KL�=BL<HO>K��K>L>:K<A��INK<A:L>��
BGM>K:<M��:G=�>O>G�IKHFHM>�RHNK�H??>KBG@L
�+G>�H?�MA>�>:LB>LM�IE:<>L�MH�LM:KM�BL�;R�HNMEBGBG@�:EE�MA>�MHN<A�
IHBGML�RHNK�HK@:GBS:MBHGL�A:L�PBMA�BML�M:K@>M�:N=B>G<>
�%G�MA>�@K:IAB<�;>EHP��MA>�MHN<A�IHBGML�:K>�EBLM>=�
BG�MA>�;HQ>L�:G=�K>IK>L>GM�<NLMHF>K�BGM>K:<MBHGL�:L�MA>R�FHO>�MAKHN@A�>:<A�H?�MA>�LM:@>L
��G=��:L�RHN�
<:G�L>>��MA>L>�MHN<A�IHBGML�<:G�;>�>BMA>K�HGEBG>�HK�H??EBG>
�
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Touch Points at Various Stages in the CustomerÕs Journey 

Stage Touch Points 

� P:K>G>LL�

W�,:B=�:=L��HGEBG>�:G=�H??EBG>��

W�.:=BH�02�IKBGM�HNM=HHK�:=L�

W�!F:BE�=BK><M�F:BE�

W�,KHFHMBHGL��L:E>L��<NIHGL�

W�3 HK=�H?�FHNMA�

W�!O>GML��HGEBG>�:G=�H??EBG>��

!G@:@>F>GM�

W�3 >;LBM>�

W��EH@�

W�/H<B:E�F>=B:�

W�.>M:BE�LMHK>�

W�/:E>L?HK<>�<:EE�<>GMK>�

W�!O>GML��HGEBG>�:G=�H??EBG>��

�HGO>KLBHG�

W�3 >;LBM>�>�HFF>K<>�LAHI�

W�/H<B:E��F>=B:��<HFF>K<>�

W�.>M:BE�LMHK>�

W� >FH�<:EE�L:E>LI>KLHG�

W�+GEBG>�<A:M�%)�

W��NLMHF>K�LN<<>LL�K>IL�

.>M>GMBHG�

W�0K:BGBG@�F:M>KB:EL�

W�/NIIHKM�IHKM:E�

W��NLMHF>K�LN<<>LL�K>IL�

W�0><A�LNIIHKM�K>IL�

W�+GEBG>�<A:M�%)�

W�/H<B:E�F>=B:�LNIIHKM�
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�=OH<:<R�

W�*>PLE>MM>KL��HGEBG>�:G=�H??EBG>��

W�(HR:EMR�:G=�BG<>GMBO>�IKH@K:FL�

W��HFFNGBMR�?HKNFL�

W�!O>GML��HGEBG>�:G=�H??EBG>��

W�!G=HKL>F>GML�

W�/H<B:E�F>=B:�LA:K>L�K>OB>PL�

/BFIER�LM:M>=��:�<NLMHF>K�CHNKG>R�NLN:EER�BG<EN=>L�MA>�?HEEHPBG@�?BO>�LM:@>L��

�
� Awareness 
��IKHLI><MBO>�<NLMHF>K�E>:KGL�:;HNM�:G�HK@:GBS:MBHG��IKH=N<M��HK�L>KOB<>
�%G�MABL�BGBMB:E�LM:@>��
F:KD>M>KL�<K>:M>�:P:K>G>LL�MAKHN@A�:=L��>O>GML��:KMB<E>L��HK�HMA>K�<HGM>GM�

�
� Engagement 
��K>E:MBHGLABI�=>O>EHIL�;>MP>>G�MA>�IKHLI><MBO>�<NLMHF>K�:G=�MA>�HK@:GBS:MBHG�OB:�L>O>K:E��
IHLBMBO>�BGM>K:<MBHGL
�0ABL�BL�:<AB>O>=�;R�GNKMNKBG@�E>:=L�PBMA�M:K@>M>=�<HGM>GM
��>
@
��HG�
LH<B:E�F>=B:��MAKHN@A�>F:BE�F:KD>MBG@L��HK�HMA>K�>O>GML���HPG>=�F>=B:
�

�
� Conversion 
0A>�IKHLI><MBO>�<NLMHF>K�=><B=>L�MH�;NR�:�IKH=N<M�HK�L>KOB<>�?KHF�MA>�HK@:GBS:MBHG
��R�
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IK>L>GMBG@�:�NGBJN>�O:EN>�IKHIHLBMBHG�:G=�<K>:MBG@�:�L>GL>�H?�NK@>G<R��>
@
��LI><B:E�H??>KL��
F:KD>M>KL�<:G�A>EI�IKHLI><MBO>�<NLMHF>KL�<HGO>KM
�

�
� Retention 
0A>�<NLMHF>K�A:L�:�LMKHG@�:G=�EHR:E�K>E:MBHGLABI�PBMA�MA>�HK@:GBS:MBHG�:G=�;><HF>L�:�K>@NE:K�
<NLMHF>K�HK�:<MBO>�NL>K
�3ABE>�H?M>G�MA>�=HF:BG�H?�<NLMHF>K�LNIIHKM�HK�<NLMHF>K�LN<<>LL��
F:KD>M>KL�<:G�:LLBLM�;R�IKHOB=BG@�MA>�:IIKHIKB:M>�MK:BGBG@�F:M>KB:EL��LNIIHKM��:G=�K>LHNK<>L�MH�
>GLNK>�<NLMHF>KL�:K>�L:MBL?B>=�:G=�LM:R
�

�
� Advocacy 
��K>@NE:K�<NLMHF>K�BL�L:MBL?B>=�PBMA�MA>�HK@:GBS:MBHG`L�IKH=N<ML�:G=�HK�L>KOB<>L�:G=�
K><HFF>G=L�MA>F�MH�HMA>KL
�0H�<K>:M>�:=OH<:M>L��HK@:GBS:MBHGL�FNLM�=>EBO>K�<HFI>EEBG@�
>QI>KB>G<>L�PHKMAR�H?�LA:KBG@
�0H�LNIIHKM�MA>L>�>QI>KB>G<>L��F:KD>M>KL�<:G�<:G�IKHOB=>�
K>:=R�MH�LA:K>�<HGM>GM
�

,E>:L>�GHM>�MA:M�=>I>G=BG@�HG�RHNK�HK@:GBS:MBHG��RHN�F:R�<AHHL>�MH�K>G:F>�LHF>�H?�MA>�LM:@>L�?KHF�
:;HO>�HK�I>KA:IL�>O>G�;K>:D�NI�:�LM:@>�BGMH�FNEMBIE>�LM:@>L
�"HK�>Q:FIE>��B?�RHN�:K>�BG�$.�:G=�
F:IIBG@�MA>�]<NLMHF>K�CHNKG>R^�?HK�K><KNBMBG@�G>P�>FIEHR>>L��]�HGO>KLBHG^�<HNE=�;>�<A:G@>=�MH�
]�IIEB<:MBHG�/N;FBMM>=^�:G=�]!G@:@>F>GM^�FB@AM�;>�;KHD>G�NI�BGMH�"BKLM�BGM>KOB>P��/><HG=�%GM>KOB>P��
>M<
�/H��?>>E�?K>>�MH�MP>:D�MA>�specific�G:F>L�:G=�GNF;>K�H?�LM:@>L�MH�;>LM�?BM�RHNK�HK@:GBS:MBHG:E�
IKH<>LL>L
��NM�=H�F:D>�LNK>�MA:M�RHN�:K>�<:IMNKBG@�:EE�MA>�LM>IL�BG�RHNK�M:K@>M�:N=B>G<>`L�CHNKG>R
�

%G�:==BMBHG�MH�LI><B?B<�LM:@>L�:G=�MHN<AIHBGML��:�@K>:M�<NLMHF>K�CHNKG>R�F:I�:ELH�BG<EN=>L�:==BMBHG:E�
BG?HKF:MBHG�:G=�=>M:BEL
�$>K>�:K>�LBQ�FHK>�:K>:L�MH�<HGLB=>K�PA>G�;NBE=BG@�:�<HFIK>A>GLBO>�<NLMHF>K�
CHNKG>R�F:I��

�
� CustomerÕs Perspective 
3A>G�RHN�;NBE=�RHNK�<NLMHF>K�CHNKG>R�F:I��>GLNK>�MA:M�RHN�:K>�F:IIBG@�:G=�IK>L>GMBG@�
>O>KRMABG@�MKNER�?KHF�MA>�<NLMHF>K`L�I>KLI><MBO>
�0ABL�BL�:�@K>:M�HIIHKMNGBMR�MH�NL>�MA>�
customer personas�MA:M�RHN�A:O>�<K>:M>=�MH�<EHL>ER�F:I�HNM�MA>BK�<NLMHF>K�CHNKG>RL
�
+K@:GBS>�MA>�LM:@>L�MH�K>?E><M�MA>�<HGO>KLBHG�IKH<>LL�?KHF�RHNK�<NLMHF>K`L��HK�<NLMHF>K�
I>KLHG:`L��I>KLI><MBO>��:L�HIIHL>=�MH�RHNK�HPG�BGM>KG:E�IKH<>LL>L
�0ABL�<:G�H?M>G�BG<EN=>�
:LI><ML�HNM�H?�RHNK�=BK><M�<HGMKHE��LN<A�:L�LH<B:E�F>=B:�BG?EN>G<>L��P>;�L>:K<A>L��:G=�LM>IL�
RHNK�<NLMHF>KL�M:D>�>O>G�;>?HK>�RHN�>GM>K�MA>�IB<MNK>
�

�
� CustomerÕs Thoughts, Emotions, Pain Points, and Goals 
"HK�>O>KR�LM:@>�H?�RHNK�<NLMHF>K�CHNKG>R�F:I��PKBM>�HNM�PA:M�RHNK�<NLMHF>KL�:K>�MABGDBG@��
<HGM>FIE:MBG@��?>>EBG@��>O>G�?>:KBG@���LMKN@@EBG@�PBMA��:G=�PA:M�MA>R�AHI>�MH�:<<HFIEBLA
�
0ABL�PBEE�A>EI�RHN��:L�:G�HK@:GBS:MBHG��F>>M�:G=�:==K>LL�MAHL>�LI><B?B<�G>>=L
�$>K>�:K>�:�?>P�
>Q:FIE>L��

�
� Customer Thoughts 
�NLMHF>K�MAHN@AML�K>IK>L>GM�PA:M�<NLMHF>KL�:K>�MABGDBG@�:M�:�LI><B?B<�LM:@>�H?�MA>BK�
<NLMHF>K�CHNKG>R
�!Q:FIE>L�BG<EN=>��

d� %�AHI>�%�<:G�?BG=�99999��

d� %L�MABL�HK@:GBS:MBHG�<K>=B;E>��

d� $HP�=H�%�NL>�99999��
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d� %L�MA>K>�LNIIHKM�IHLM�INK<A:L>��

d� $HP�=H>L�9999�<HFI:K>�MH�HMA>K�H??>KBG@L�BG�MA>�F:KD>M��

d� $HP�FN<A�=H>L�BM�<HLM��

d� $HP�EHG@�PBEE�BM�M:D>�MH�@>M�BM��

�
� Customer Feelings 
�NLMHF>K�?>>EBG@L�K>?E><M�PA:M�<NLMHF>KL�FB@AM�;>�?>>EBG@�:M�:�LI><B?B<�LM:@>�H?�
MA>BK�<NLMHF>K�CHNKG>R
�!Q:FIE>L�BG<EN=>��

d� !Q<BM>=�[�H?M>G�:M�MA>�;>@BGGBG@�PA>G�:�]LHENMBHG^�BL�:�IHLLB;BEBMR�

d� �NKBHNL�[�NLN:EER�:M�LHF>�IHBGM�PA>G�=HBG@�K>L>:K<A�HK�MKRBG@�MH�?BG=�HNM�
FHK>�BG?HKF:MBHG�

d� �HG?NL>=�[�?HK�<HFIE>Q�HK�<HFIEB<:M>=�IKH=N<ML���L>KOB<>L�

d� $HI>?NE�[�I>KA:IL�:?M>K�INK<A:L>��;NM�;>?HK>�NLBG@�MA>�IKH=N<M���L>KOB<>�

d� %FIK>LL>=�[�IHLM�INK<A:L>�

d� "KNLMK:M>=�[�PA>G�MABG@L�@H�PKHG@�

d� +O>KPA>EF>=�[�MHH�FN<A�BG?HKF:MBHG�

(For visualization purposes, emotions are sometimes represented by emojis.) 

�
� Customer Pain Points 
�NLMHF>K�I:BG�IHBGML�:K>�LI><B?B<�IKH;E>FL�MA:M�IKHLI><MBO>�HK�>QBLMBG@�<NLMHF>KL�
:K>�>QI>KB>G<BG@�:M�:�LI><B?B<�LM:@>�BG�MA>BK�<NLMHF>K�CHNKG>R
�!Q:FIE>L�BG<EN=>��

d� 9999�M:D>L�MHH�FN<A�MBF>
��IKH<>LL�I:BG�IHBGM��

d� 9999�BL�MHH�<HFIE>Q�:G=�%�=HG`M�NG=>KLM:G=�AHP�MH�NL>�BM
��IKH=N<M�
L>KOB<>�I:BG�IHBGM��

d� %�<:GM̀�?BG=�MA>�BG?HKF:MBHG�%�G>>=
��:<<>LLB;BEBMR�I:BG�IHBGM��

d� %�<:GM̀�<HGG><M�PBMA�MA>�:IIKHIKB:M>�I>KLHG
��LNIIHKM�I:BG�IHBGM��

d� %M`L�MHH�>QI>GLBO>
��?BG:G<B:E�I:BG�IHBGM��

�
� Customer Goals 
�NLMHF>K�@H:EL�AB@AEB@AM�PA:M�:�<NLMHF>K�BL�EHHDBG@�MH�:<<HFIEBLA�:M�:�LI><B?B<�
LM:@>�H?�MA>BK�<NLMHF>K�CHNKG>R
�!Q:FIE>L�BG<EN=>��

d� %�P:GM�MH�?BG=�HNM�AHP�FN<A�BM�<HLML
�

d� %�P:GM�MH�LHEO>�]MABL^�IKH;E>F
�

d� %�P:GM�MH�E>:KG�:;HNM�99999
�

d� %�P:GM�MH�;NR�9999�

�
� Customer Activities 
3A:M�=H>L�MA>�<NLMHF>K�:<MN:EER�=H�:M�>O>KR�LM>I�:EHG@�MA>�<NLMHF>K�CHNKG>R��
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�
� Content 
�L�RHN�K>OB>P�>:<A�LM:@>�H?�RHNK�<NLMHF>K�CHNKG>R��MABGD�:;HNM�PA:M�<HGM>GM��:KMB<E>L��"�-L��
OB=>H��PABM>�I:I>KL��OB=>HL��MK:BGBG@�F:M>KB:EL��>M<
��RHN�G>>=�MH�IKHOB=>�MH�:==K>LL�MA>�
<NLMHF>K`L�BLLN>L
�

�
� Time 
0A>�E>G@MA�H?�:�<NLMHF>K�>QI>KB>G<>�IKHOB=>L�BFIHKM:GM�<HGM>QM
� H>L�:�MRIB<:E�LM:@>�E:LM�
FBGNM>L��=:RL��P>>DL��HK�FHGMAL��$HP�EHG@�=H>L�RHNK�<NLMHF>K�K>F:BG�BG�:�LI><B?B<�LM:@>��
��@K>:M�CHNKG>R�F:I�K><H@GBS>L�MA:M�MABL�BG?HKF:MBHG�BL�>LL>GMB:E�:G=�M:D>L�MBF>�BGMH�
<HGLB=>K:MBHG
�

�
� Key Performance Indicators (KPIs) / Data Collected 
�M�>:<A�LM:@>��MA>�HK@:GBS:MBHG�LAHNE=�MABGD�:;HNM�PA:M�=:M:�BM�PBEE�<HEE><M��F>:LNK>��
>O:EN:M>
�3A:M�:K>�MA>�D>R�I>K?HKF:G<>�BG=B<:MHKL��',%L��MA:M�LAHP�MA>�HK@:GBS:MBHG�BL�
I>K?HKFBG@�P>EE��HK�GHM��BG�F>>MBG@�MA>�M:K@>M�:N=B>G<>`L�G>>=L�:M�MA:M�specific�LM:@>��+?M>G�
HK@:GBS:MBHGL�PBEE�?H<NL�HG�AB@A�E>O>E�',%L�:G=�HNM<HF>L��;NM�;R�<K>:MBG@�',%L�?HK�>:<A�
LM:@>��:G�HK@:GBS:MBHG�<:G�;>MM>K�B=>GMB?R�PA>K>�BG�MA>�<NLMHF>K�CHNKG>R�MABG@L�:K>�>BMA>K�
I>K?HKFBG@�P>EE�HK�GHM
�

�
� Opportunities 
+G<>�F:II>=�HNM��PA>K>�:K>�MA>�@:IL�:G=�MA>�IHLLB;BEBMB>L��0A>�F:BG�INKIHL>�H?�:GR�
<NLMHF>K�CHNKG>R�F:I�BL�MH�BFIKHO>�RHNK�<NLMHF>KL`�>QI>KB>G<>L�:G=�L:MBL?:<MBHG
�#BO>G�:EE�
H?�MA>�:;HO>�<HGLB=>K:MBHGL��PA>K>�BL�MA>K>�KHHF�?HK�BFIKHO>F>GM�HK�G>P�HIIHKMNGBMB>L��

%?�RHN�P:GM�MH�L>>�LHF>�O>KR�@HH=��OBLN:E�>Q:FIE>L��IE>:L>�K>:=�MA>�?HEEHPBG@�:KMB<E>L��Nine Sample 
Customer Journey Maps Ð And What We Can Learn from Them�:G=�144 Best Customer Journey 
Map Templates and Examples. 

$HI>?NEER��RHN�GHP�A:O>�:�;>MM>K�NG=>KLM:G=BG@�H?�<NLMHF>K�CHNKG>RL
�0H�;>MM>K�<HFIE>M>�RHNK�
<NLMHF>K�I>KLHG:L�:G=�<NLMHF>K�CHNKG>RL��RHN�PBEE�G>>=�MH�<HEE><M�:G=�:G:ERS>�EHML�H?�=:M:�:;HNM�RHNK�
<NLMHF>KL
�0ABL�<NLMHF>K�K>L>:K<A�BL�critical �MH�MA>�:<<NK:<R��IK><BLBHG��:G=�O:EB=BMR�H?�MA>L>�MHHEL
�
3ABE>�MA>�@H:E�H?�MA>L>�MHHEL�BL�MH�BFIKHO>�MA>�<NLMHF>K�>QI>KB>G<>�:G=�MH�F:D>�;>MM>K�<NLMHF>K�
?H<NL>=�=><BLBHGL��B?�MA>�NG=>KERBG@�=:M:�BL�GHM�:IIKHIKB:M>��K><>GM��:G=�HK�:<<NK:M>��RHNK�>GMBK>�:G:ERLBL�
F:R�;>�?E:P>=
�/H��B?�RHN�:K>�IE:GGBG@�MH�NL>�<NLMHF>K�I>KLHG:L�:G=�<NLMHF>K�CHNKG>R�F:IL�:L�:�
LMK:M>@B<��=><BLBHG�F:DBG@�MHHE��=H�F:D>�LNK>�RHN�A:O>�MA>�:IIKHIKB:M>�=:M:�MH�LNIIHKM�BM
�

$>K>�BL�:�5HN0N;>�OB=>H����FBGL���Customer Journey Map Workshop��MA:M�=H>L�:�GB<>�CH;�
>QIE:BGBG@�AHP�=:M:��<NLMHF>K�I>KLHG:L��:G=�<NLMHF>K�CHNKG>RL�PHKD�MH@>MA>K��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=64#oembed-1 

�2;2KA@�<3�.�!.==21��B@A<:2?��<B?;2 F�

*HP�MA:M�RHN�A:O>�:�FHK>�=>M:BE>=�NG=>KLM:G=BG@�H?�PA:M�:�<NLMHF>K�CHNKG>R�BL�:G=�AHP�MH�MK:<D�
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<NLMHF>KL�:L�MA>R�FHO>�MAKHN@A�MA>BK�<NLMHF>K�CHNKG>RL��E>M`L�M:ED�:;HNM�why�RHN�LAHNE=�F:I�MA>�
<NLMHF>K�CHNKG>R��

W�Consistency of touchpoints across the entire organization 
/BFBE:K�MH�MA>�<NLMHF>K�I>KLHG:��<NLMHF>K�CHNKG>RL�:K>�:�O:EN:;E>�MHHE�BG�NG=>KLM:G=BG@�RHNK�
<NLMHF>KL�:G=�MA>�O:KBHNL�MHN<A�IHBGML�:<KHLL�MA>�entire�HK@:GBS:MBHG
��NLMHF>K�CHNKG>RL�
IKHOB=>�:�AHEBLMB<�OB>P�H?�RHNK�<NLMHF>KL�:G=�:ELH�AB@AEB@AM�AHP�MA>�O:KBHNL�=>I:KMF>GML�:G=�
M>:FL�<:G�PHKD�MH@>MA>K�MH�<K>:M>�:�FHK>�L>:FE>LL�<NLMHF>K�>QI>KB>G<>
�"NKMA>KFHK>��
HK@:GBS:MBHGL�<:G�NL>�:�<NLMHF>K�CHNKG>R�MH�>GLNK>�<HGLBLM>G<R�:<KHLL�MA>�>GMBK>�<NLMHF>K�
CHNKG>R�:G=�:�FHK>�<HGLBLM>GM�<NLMHF>K�>QI>KB>G<>
�

W�Deeper understanding of customers 
�L�F>GMBHG>=�IK>OBHNLER��RHNK�<NLMHF>K�CHNKG>R�LAHNE=�BG<EN=>�RHNK�<NLMHF>K�G>>=L��P:GML��
I:BG�IHBGML��:G=�IK>?>K>G<>L�:M�>:<A�LI><B?B<�LM:@>�H?�MA>�CHNKG>R
��R�B=>GMB?RBG@�MA>L>�
<A:K:<M>KBLMB<L��HK@:GBS:MBHGL�<:G�;>MM>K�IKHOB=>�LNIIHKM��<HGM>GM��:G=�L>KOB<>L�MH�:==K>LL�
MA>L>�O>KR�G>>=L��P:GML��I:BG�IHBGML��:G=�IK>?>K>G<>L
�

W�Closer and stronger customer relationships 
+K@:GBS:MBHGL�PBMA�=>M:BE>=�<NLMHF>K�CHNKG>RL�M>G=�MH�=>O>EHI�<EHL>K�:G=�FHK>�F>:GBG@?NE�
<NLMHF>K�K>E:MBHGLABIL�;><:NL>�MA>R�DGHP�>Q:<MER�PA:M�<NLMHF>KL�G>>=��PA>G�MA>R�G>>=�BM��
:G=�PA>K>���AHP�MA>R�G>>=�BM
�0ABL�E>O>E�H?�I>KLHG:EBS:MBHG�:G=�<NLMHF>K�<:K>�MK:GLE:M>L�BGMH�
FHK>�EHR:E�<NLMHF>KL�:G=�HG>L�MA:M�H?M>G�MNKG�BGMH�;K:G=�:=OH<:M>L
�

W�Tailored and timely communications 
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W�Mor e targeted product development 
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W�Impr oved identification of cross and up-selling opportunities 
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W�"HK�each�LM:@>��:�<NLMHF>K�CHNKG>R�F:I�LAHNE=�BG<EN=>�MA>�?HEEHPBG@��

e� �NLMHF>K`L�,>KLI><MBO>�

e� �NLMHF>K`L�0AHN@AML��!FHMBHGL��,:BG�,HBGML��:G=�#H:EL�

e� �NLMHF>K��<MBOBMB>L�

e� �HGM>GM�

e� 0BF>�
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e� +IIHKMNGBMB>L�

W�*HM�HGER�<:G�F:IIBG@�MA>�<NLMHF>K�CHNKG>R�BFIKHO>�L:E>L��BM�LAHNE=�:ELH�BFIKHO>�MA>�HO>K:EE�<NLMHF>K�>QI>KB>G<>�
E>:=BG@�MH�A:IIB>K�:G=�FHK>�EHR:E�<NLMHF>KL
�

�NLMHF>K�&HNKG>R�+GEBG>�0HHEL����KMB<E>L�

$>K>�:K>�LHF>�:KMB<E>L�:G=�HGEBG>�MHHEL�?HK�=>O>EHIBG@�RHNK�<NLMHF>K�CHNKG>R��

W�Nine Sample Customer Journey Maps Ð And What We Can Learn from Them 

W�144 Best Customer Journey Map Templates and Examples 

W�25 Tools to Create Stunning Customer Journey Maps (Templates Included) 

 >I>G=BG@�HG�RHNK�G>>=L�:G=�<HFIE>QBMB>L�H?�RHNK�<NLMHF>K�CHNKG>RL��MA>K>�:K>�L>O>K:E�P:RL�MH�F:I�RHNK�<NLMHF>K�CHNKG>R
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:K>�:�?>P�>Q:FIE>L�:G=�HIMBHGL��

W�Whiteboards and Post-Its 
/HF>MBF>L�MA>�>:LB>LM�:G=�LBFIE>LM�HIMBHG�BL�MH�@>M�>O>KRHG>�MH@>MA>K�BG�:�KHHF�:G=�NL>�:�PABM>;H:K=�:G=�IHLM�BML�MH�
;K:BGLMHKF�:G=�F:I�HNK�:�<NLMHF>K�CHNKG>R
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O>KLBHG�FN<A�>:LB>K
�%?�RHN�P:GM�MH�=H�LHF>MABG@�HGEBG>���OBKMN:EER��MA>K>�:K>�F:GR�?K>>�HGEBG>�PABM>;H:K=�:G=�
<HEE:;HK:MBHG�MHHEL�LN<A�:L�Padlet��Mir o��Lucidspark ��:G=�Ayoa�MA:M�:EEHP�@KHNIL�MH�I>K?HKF�:<MBOBMB>L�EBD>�MA>L>�
HGEBG>
�

W�Excel or PowerPoint Templates 
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W�Online Customer Journey Mapping Tools & Technologies 
�L�F>GMBHG>=�BG�HNK�Customer Persona Chapter��MA>K>�:K>�:�L>O>K:E�HGEBG>�L>KOB<>L�EBD>�Smaply�:G=�Flow Mapp
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e� Mnemonic AI 
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e� Delve AI 
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W�Explain�O:KBHNL�MRI>L�H?�E>:=L�:G=�E>:=�@>G>K:MBHG�

W�Describe�MA>�D>R�>E>F>GML�H?�:���/M>I�(>:=�#>G>K:MBHG�"K:F>PHKD�

W�Provide�>Q:FIE>L�H?�AHP�MH�:IIER�:�E>:=�@>G>K:MBHG�LMK:M>@R�

*HP��MA:M�RHN�NG=>KLM:G=�:�O:KB>MR�H?�=B@BM:E�F:KD>MBG@�?NG=:F>GM:EL��E>M`L�;NBE=�HG�MA>L>�<HG<>IML�MH�
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W�Information Qualified Lead (IQL) 
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W�Marketing Qualified Lead (MQL) 
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W�Sales Qualified Lead (SQL) 
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W�Product Qualified Lead (PQL) 
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�%G�LHF>�<:L>L��MABL�NI@K:=>�FB@AM�BGOHEO>�:�L:E>L�M>:F
��NM�BM�<HNE=�:ELH�:IIER�PA>G�
:�MKB:E�<NLMHF>K�LBFIER�:LDL�:;HNM�I:B=�HGER�?>:MNK>L
�

W�Service Qualified Lead 
/HF>MBF>L�:G�NI@K:=>�FB@AM�A:II>G�:L�I:KM�H?�<HGO>KL:MBHG�PBMA�:�<NLMHF>K�L>KOB<>�
K>IK>L>GM:MBO>
�3A>G�MABL�A:II>GL��BM�<:G�;>�K>?>KK>=�MH�:L�:�/>KOB<>�-N:EB?B>=�(>:=��
>LI><B:EER�B?�BM�BL�GHM�IHLLB;E>�?HK�MA>�<NLMHF>K�L>KOB<>�K>IK>L>GM:MBO>�MH�NI@K:=>�MA>�<NLMHF>K�
:G=�K>JNBK>L�MA>�BGOHEO>F>GM�H?�MA>�L:E>L�M>:F
�

�L�RHN�<:G�L>>�?KHF�MA>�:;HO>�>Q:FIE>L��MA>K>�:K>�F:GR�MRI>L�H?�E>:=L�:G=�FHLM�HK@:GBS:MBHGL�PBEE�MKR�
MH�:MMK:<M�:L�F:GR�JN:EB?B>=�E>:=L�:L�IHLLB;E>��PAB<A�;KBG@L�NL�MH�E>:=�@>G>K:MBHG
�

Lead generation�BL�MA>�IKH<>LL�H?�@>MMBG@�E>:=L�HK�:MMK:<MBG@�:G=�<HGO>KMBG@�M:K@>M�:N=B>G<>L�PAH�A:O>�
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LAHPG�:G�BGM>K>LM�BG�RHNK�IKH=N<M�HK�L>KOB<>
�0A>�?HEEHPBG@�BL�:�E>:=�@>G>K:MBHG�?K:F>PHKD�MH�A>EI�RHN�
B=>GMB?R��:MMK:<M��GNKMNK>��:G=�<HGO>KM�E>:=L�BGMH�I:RBG@�<NLMHF>KL
�

0A>�?BO>�LM>IL�BG�MA>���/M>I�(>:=�#>G>K:MBHG�"K:F>PHKD�:K>��

�
�  >?BG>�5HNK�0:K@>M��N=B>G<>�

�
� />M�5HNK�+K@:GBS:MBHG:E�#H:EL���+;C><MBO>L�

�
�  >O>EHI��HGM>GM���(>:=�):@G>ML�

�
� *NKMNK>����EHL>�5HNK�(>:=L�

�
� #>M��NLMHF>K�.>?>KK:EL�

%G�MA>�?HEEHPBG@�<A:IM>KL��P>�PBEE�=BO>�=>>I>K�BGMH�D>R�=B@BM:E�F:KD>MBG@�M:<MB<L�:G=�:<MBOBMB>L�MA:M�
LNIIHKM�MABL�?K:F>PHKD
�$HP>O>K��BG�MABL�<A:IM>K��P>�PBEE�?BKLM�=>?BG>�:G=�>QIE:BG�>:<A�H?�MA>L>�D>R�
LM>IL
�

'A2=�
���2K;2�- <B?�(.?42A��B162;02�

�L�:EK>:=R�=BL<NLL>=�BG�MA>�Target Market and Audience��Customer Personas��:G=�Customer 
Journey Mapping�<A:IM>KL��:�D>R�<HFIHG>GM�MH�:GR�F:KD>MBG@�LMK:M>@R�BL�<E>:KER�=>?BGBG@�:G=�
B=>GMB?RBG@�RHNK�M:K@>M�:N=B>G<>�L�
��>?HK>�LM:KMBG@�:GR�E>:=�@>G>K:MBHG�:<MBOBMB>L��F:D>�LNK>�RHN�A:O>�
<:IMNK>=�:EE�MA>�LI><B?B<�=>M:BEL�:G=�=B??>K>GMB:MHKL�K>E:M>=�MH�RHNK�M:K@>M�:N=B>G<>L
�0ABL�PBEE�
LB@GB?B<:GMER�A>EI�BG�?H<NLBG@�RHNK�F:KD>MBG@�:<MBOBMB>L�:G=�DGHPBG@�>Q:<MER�PA>K>�MH�LI>G=�RHNK�MBF>��
;N=@>ML��:G=�HK@:GBS:MBHG:E�K>LHNK<>L
�
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(>ML̀�?BKLM�LM:KM�PBMA�F:KD>M�L>@F>GM:MBHG��PAB<A�P>�=BL<NLL>=�BG�HNK�Target Market and Audience 
<A:IM>K
�&NLM�MH�K>FBG=�RHN��F:KD>M�L>@F>GM:MBHG�K>?>KL�MH�L>@F>GMBG@�HK�@KHNIBG@�IKHLI><MBO>�;NR>KL�
BGMH�=B??>K>GM�L>@F>GML�;:L>=�HG�LA:K>=�<A:K:<M>KBLMB<L
�0A>L>�<A:K:<M>KBLMB<L�<:G�BG<EN=>�=>FH@K:IAB<��
ILR<AH@K:IAB<��@>H@K:IAB<��HK�;>A:OBHNK:E�:MMKB;NM>L
�

):GR�H?�MA>�:MMKB;NM>L�EBLM>=�BG�MA>�Target Market and Audience�<A:IM>K�<:G�;>�>:LBER�:IIEB>=�MH�
BG=BOB=N:E�<HGLNF>KL
��NM��BG�MA>�����LI:<>��F:KD>M�L>@F>GM:MBHG�<:G�EHHD�LHF>PA:M�=B??>K>GM
�"HK�
>Q:FIE>��L>@F>GMBG@�RHNK�M:K@>M�:N=B>G<>�FB@AM�LM:KM�;R�AB@AEB@AMBG@�MA>�?HEEHPBG@�:MMKB;NM>L�?HK�:�
M:K@>M�HK@:GBS:MBHG��

W�Industry 
3AB<A�LI><B?B<�BG=NLMKB>L�:K>�RHN�M:K@>MBG@��

W�Location 
�K>�RHN�M:K@>MBG@�:�LI><B?B<�@>H@K:IAB<�EH<:MBHG��

W�Organization Size 

e� /BS>�H?�K>O>GN>L�HK�G>M�IKH?BML�

e� *NF;>K�H?�>FIEHR>>L�

W�Transactions 

e� Number of transactions 
 H>L�MA>�M:K@>M�HK@:GBS:MBHG�A:O>�FBEEBHGL��ANG=K>=L��HK�M>GL�H?�MK:GL:<MBHGL�I>K�
R>:K��

e� Frequency of transactions 
 H�RHNK�M:K@>M�<NLMHF>KL�A:O>�MK:GL:<MBHGL�=:BER��P>>DER��>O>KR�LBQ�FHGMAL��>M<
��
3A:M�=H>L�their�L:E>L�<R<E>�EHHD�EBD>��B
>
��AHP�EHG@�=H>L�BM�M:D>�them��GHM�RHN���MH�
<EHL>�:�L:E>��

e� Value of transactions 
+G�:O>K:@>��AHP�FN<A�BL�>:<A�MK:GL:<MBHG��

W�Usage 
1L:@>�K>?>KL�MH�NL:@>�H?�RHNK�L>KOB<>�HK�RHNK�IKH=N<M�

e� Heavy, medium, light 
%L�RHNK�M:K@>M�<NLMHF>K`L�NL:@>�A>:OR��F>=BNF��HK�EB@AM�� H�MA>R�NL>�BM�HG<>�:�
FHGMA��>O>KR�P>>D��HK�>O>KR�=:R��

e� Complementary products / services 
�K>�MA>K>�:GR�<HFIE>F>GM:KR�IKH=N<ML�:G=�L>KOB<>L�HNK�<NLMHF>KL�M>G=�MH�;>�NLBG@��
>
@
��!., ��)., ��:<<HNGMBG@��I:RF>GM��IHBGM�H?�L:E>��,+/��L>KOB<>L�MA:M�P>�LAHNE=�
BGM>@K:M>�PBMA��

W�Time in Business 
$HP�EHG@�A:O>�MA>R�;>>G�BG�;NLBG>LL��
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����0 :K@>M��NLMHF>K�!Q:FIE>L�

$>K>�:K>�MPH�IHM>GMB:E�����M:K@>M�HK@:GBS:MBHG�=>L<KBIMBHGL��

W�5HNK�M:K@>M�HK@:GBS:MBHG�FB@AM�;>�:G�HK@:GBS:MBHG�PBMA��

e� ��
�R>:KL�BG�;NLBG>LL��

e� BG�MA>�M><AGHEH@R�BG=NLMKR��

e� BG��:G:=:��

e� PBMA�K>O>GN>L�HO>K����FBEEBHG��

e� PBMA�:O>K:@>�MK:GL:<MBHG�O:EN>L�;>MP>>G��������[����������E>LL�MA:G�����MK:GL:<MBHGL�I>K�R>:K��

e� NLBG@�3HKD=:R�HK�/�,��:G=�

e� PBMA�F>=BNF�MH�AB@A�NL:@>�H?�HNK�>GM>KIKBL>�LHENMBHGL�

W�+K�F:R;>��RHNK�M:K@>M�HK@:GBS:MBHG�BL�:G�HK@:GBS:MBHG�PBMA��

e� E>LL�MA:G���R>:KL�BG�;NLBG>LL��

e� EH<:M>=�BG�3BGG>I>@��

e� PBMA�E>LL�MA:G���>FIEHR>>L��

e� U��������BG�K>O>GN>L�I>K�R>:K��

e� PBMA�:O>K:@>�MK:GL:<MBHG�O:EN>L�;>MP>>G����[�����U������
�MK:GL:<MBHGL�I>K�R>:K��

e� NLBG@�-NB<D�HHDL��,:RI:E��:G=�HK�/JN:K>�?HK�:<<HNGMBG@�:G=�I:RF>GM�L>KOB<>L�

e� PBMA�AB@A�NL:@>�H?�HNK�LF:EE�MH�F>=BNF�LBS>=�;NLBG>LL��/)���LHENMBHGL�

,E>:L>�GHM>�MA:M�BM�BL�JNBM>�<HFFHG�MH�F:KD>M�MH�:G=�LNIIHKM�FNEMBIE>�M:K@>M�:N=B>G<>L
�"HK�>Q:FIE>��:G�
HK@:GBS:MBHG�FB@AM�DGHP�MA:M�����:K>�MA>�<A:K:<M>KBLMB<L�H?�MA>BK�>GM>KIKBL>�:G=�E:K@>K�<NLMHF>KL�:G=�
456�:K>�MA>�<A:K:<M>KBLMB<L�H?�MA>BK�LF:EE>K���/)��HG>L
�$HP>O>K��NG=>KLM:G=BG@�MA>L>�=B??>K>G<>L�
:EEHPL�:G�HK@:GBS:MBHG�MH�;>MM>K�LNIIHKM�:G=�=BK><M�IKHLI><MBO>�<NLMHF>KL�PA>G�MA>R�>QIK>LL�:G�BGM>K>LM
�
�><:NL>�=>I>G=BG@�HG�PAB<A�MRI>�H?�<NLMHF>K�MA>R�:K>��MA>K>�F:R�:ELH�;>�:�LB@GB?B<:GMER�=B??>K>GM�
customer journey
�"HK�>Q:FIE>��:G�HK@:GBS:MBHG�FB@AM�JN:EB?R��<F>��HFI:GR�:L�:G�]>GM>KIKBL>^�
<HFI:GR�:G=�PBEE�MK>:M�MA>F�BG�:G�]>GM>KIKBL>^�P:R
�3A>K>:L�&BMM>KL��H??>>�/AHI�PBEE�JN:EB?R�:L�:�
LF:EE�MH�F>=BNF�LBS>=�;NLBG>LL��LH�MA>R�:K>�MK>:M>=�BG�:�=B??>K>GM�F:GG>K
�

Reflection 
0ABGD�:;HNM�RHNK�IKBF:KR�M:K@>M�:N=B>G<>
�3AH�=H�RHN�K>:EER�P:GM�MH�M:K@>M��

%?�RHN�A:O>�FNEMBIE>�M:K@>M�:N=B>G<>L��MKR�MH�?H<NL�RHNK�>??HKML�HG�RHNK�IKBF:KR�M:K@>M�:N=B>G<>�:G=�D>>I�RHNK�M:K@>M�
:N=B>G<>L�MH�E>LL�MA:G��
�+MA>KPBL>��RHNK�F:KD>MBG@�M:<MB<L�:G=�:<MBOBMB>L�F:R�;><HF>�MHH�;KH:=��=BENM>=��:G=�BG>??><MBO>�BG�
F>>MBG@�MA>�LI><B?B<�G>>=L�H?�RHNK�M:K@>M�:N=B>G<>L
�
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'A2=����'2A�- <B?�#?4.;6G.A6<;.9��<.9@���#/720A6C2@�

�?M>K�<E>:KER�=>?BGBG@�RHNK�M:K@>M�:N=B>G<>��FHLM�F:KD>MBG@�LMK:M>@B>L�K>JNBK>�L>MMBG@�NI�LI><B?B<�@H:EL�
:G=�H;C><MBO>L
�What does your team / organization want to accomplish�� H�RHN�P:GM�MH��

W�%G<K>:L>�IKH=N<M�HK�L>KOB<>�:=HIMBHG��K>O>GN>L��

W�%=>GMB?R�G>P�<NLMHF>KL�

W��NBE=�;K:G=�:P:K>G>LL�

W�.>=N<>�MA>�GNF;>K�H?�<NLMHF>KL�E>:OBG@��<ANKG��

5HN�P:GM�MH�>GLNK>�MA:M�RHNK�M:K@>M>=�:N=B>G<>L�<:G�A>EI�:<AB>O>�MA>�@H:EL�:G=�H;C><MBO>L�?HK�RHNK�
HK@:GBS:MBHG
�3A>G�L>MMBG@�RHNK�@H:EL�:G=�H;C><MBO>L��<HGLB=>K��

W��GR�BGM>KG:E�MBF>EBG>L��

W�/I><B?B<�;>G<AF:KDL�HK�',%L�RHN�P:GM�MH�LNKI:LL��

W��A:EE>G@>L�RHN�A:O>�:EK>:=R�>G<HNGM>K>=��

W�,:K:F>M>KL�LN<A�:L�BG=NLMKR�K>@NE:MBHGL��BGM>KG:E�IKHMH<HEL��:G=�=:M:�IKBO:<R�I>KFBLLBHGL��

W�0A>�L<HI>�:G=�BG?K:LMKN<MNK>�H?�RHNK�BGM>KG:E�=:M:�:G=�=:M:;:L>L��:G=�

W�"BG:G<B:E�;N=@>ML�:G=�ANF:G�K>LHNK<>L�?HK�HG@HBG@�>QI>KBF>GM:MBHG�:G=�NI=:M>L�MH�RHNK�
<NLMHF>K�I>KLHG:L�

��D>R�<HGLB=>K:MBHG�BG�=>O>EHIBG@�RHNK�@H:EL�:G=�H;C><MBO>L�BL�MABGDBG@�:;HNM�PA:M�RHN�P:GM�RHNK�
IKHLI><MBO>�<NLMHF>KL�MH�=H��MKR�MH�;>�:L�LI><B?B<�:L�IHLLB;E>
�"HK�>Q:FIE>��RHN�FB@AM�A:O>�IKBF:KR�:G=�
L><HG=:KR�<HGO>KLBHG�@H:EL�:L�?HEEHPL��

W�Primary conversions 

e� ,NK<A:L>�

e�  HG:M>�

W�Secondary conversions 
0A>�@H:E�H?�FHLM�L><HG=:KR�<HGO>KLBHGL�BL�MH�@>M�IKHLI><MBO>�<NLMHF>KL`�<HGM:<M�BG?HKF:MBHG�
LH�F:KD>M>KL�<:G�<HGMBGN>�MH�<HFFNGB<:M>�PBMA�MA>F�:G=�AHI>?NEER��<HGO>KM�MA>F�E:M>K
�
3A>G�IKHLI><MBO>�<NLMHF>KL�LB@G�NI�:G=�IKHOB=>�<HGM:<M�BG?HKF:MBHG��GHM�HGER�=H�
HK@:GBS:MBHGL�@>M�IKHLI><M`L�<HGM:<M�BG?HKF:MBHG��HK@:GBS:MBHGL�:ELH�GHP�DGHP�PAB<A�MHIB<L�
BGM>K>LM�MA:M�IKHLI><MBO>�<NLMHF>K
�0ABL�:EEHPL�MA>�HK@:GBS:MBHG�MH�L>G=�M:K@>M>=�
<HFFNGB<:MBHGL��IKHFHMBHGL��:G=�>O>GML�MA:M�K>E:M>�MH�MA>L>�MHIB<L�:G=�MH�?NKMA>K�>G@:@>�
E>:=L�:KHNG=�MA>�MHIB<L�MA:M�MA>R�A:O>�>QIK>LL>=�BGM>K>LM�BG
�"HK�>Q:FIE>��B?�LHF>HG>�LB@GL�NI�
?HK�:�P>;BG:K��:�F:KD>M>K�FB@AM�L>G=�:�?HEEHP�NI�<:L>�LMN=R��IKH=N<M�HK�L>KOB<>�IKHFHMBHG��HK�
F:KD>M�K>L>:K<A�K>E:M>=�MH�MA:M�P>;BG:K�:M�:�E:M>K�=:M>
�$>K>�:K>�L>O>K:E�<HFFHG�>Q:FIE>L�H?�
L><HG=:KR�<HGO>KLBHGL��

e� /B@G�NI���IKHOB=>�<HGM:<M�BG?HKF:MBHG�?HK��

d� "K>>�HK�(BFBM>=�0KB:E�

80   Generating Customer Demand and Nurturing Leads & Prospects



d� 3 >;BG:K��� >FH�

d� *>PLE>MM>K�

d�  HPGEH:=:;E>�<HGM>GM��>
@
��PABM>I:I>KL��K>L>:K<A��>M<
�

W�Tertiary goal�(not a conversion!) 

e� �K:G=�:P:K>G>LL�:G=�>QIHLNK>�

W�Specific KPIs and Targets 
�ELH��;>�LNK>�MH�L>M�LI><B?B<�:G=�F>:LNK:;E>�D>R�I>K?HKF:G<>�BG=B<:MHKL��',%L��:G=�M:K@>ML�
?HK�RHNK�F:KD>MBG@�:<MBOBMB>L
�"HK�>Q:FIE>��AHP�F:GR�INK<A:L>L�=H�RHN�P:GM�MH�@>M��+K�AHP�
F:GR�I>HIE>�=H�RHN�P:GM�MH�LB@G�NI�?HK�RHNK�G>PLE>MM>K�HK�MH�:MM>G=�RHNK�P>;BG:K��

,E>:L>�GHM>�MA:M�RHN�<:G��:G=�LAHNE=��A:O>�FHK>�MA:G�HG>�@H:E
�.>F>F;>K�MA>�INKIHL>�H?�:GR�E>:=�
@>G>K:MBHG�LMK:M>@R�BL�MH�:<JNBK>�:L�F:GR�E>:=L�:L�IHLLB;E>��>GLNKBG@�MA:M�MAHL>�E>:=L�LNIIHKM�MA>�
HO>K:K<ABG@�@H:EL�:G=�H;C><MBO>L�H?�MA>�HK@:GBS:MBHG
� H�F:D>�LNK>�RHNK�@H:EL�LNIIHKM�HG>�:GHMA>K�:G=�
:K>�BG�:EB@GF>GM�PBMA�:GR�HK@:GBS:MBHG:E�@H:EL
�0A>�F:BG�INKIHL>�H?�L>MMBG@�RHNK�HK@:GBS:MBHG:E�@H:EL�
BL�MH�M>LM�:G=�O:EB=:M>�MA:M�RHNK�M:K@>M�:N=B>G<>�<:G�=>EBO>K�HG�MAHL>�HK@:GBS:MBHG:E�@H:EL�:G=�H;C><MBO>L
�
�G=�B?�RHN�=H�GHM�L>M�specific�@H:EL�:G=�H;C><MBO>L��AHP�PBEE�RHN�DGHP�B?�RHNK�:<MBHGL�A:O>�;>>G�
LN<<>LL?NE�HK�GHM��

'A2=�����2 C29<=��<;A2;A��� 2.1�!.4;2A@�

�?M>K�RHN�A:O>�=>?BG>=�RHNK�M:K@>M�:N=B>G<>�:G=�L>M�RHNK�HK@:GBS:MBHG:E�@H:EL��RHN�<:G�LM:KM�MABGDBG@�
:;HNM�<K>:MBG@�<HGM>GM�MH�:MMK:<M�RHNK�M:K@>M�:N=B>G<>�:G=�MH�:<AB>O>�RHNK�@H:EL�:G=�H;C><MBO>
���
<HFFHG�F:KD>MBG@�LMK:M>@R�MH�:<<HFIEBLA�MABL�BL�;R�NLBG@�E>:=�F:@G>ML
���lead magnet�BL�:�?K>>�BM>F�
HK�L>KOB<>�MA:M�BL�@BO>G�:P:R�?HK�MA>�INKIHL>�H?�@:MA>KBG@�<HGM:<M�=>M:BEL
�"HK�>Q:FIE>��F:R;>�RHNK�
HK@:GBS:MBHG�A:L�<K>:M>=�:�=HPGEH:=:;E>�IB><>�H?�<HGM>GM�EBD>�:�<A><DEBLM
�0H�:<<>LL�BM��I>HIE>�FNLM�?BEE�
HNM�:�?HKF�PBMA�MA>BK�<HGM:<M�BG?HKF:MBHG��>
@
��MA>BK�G:F>��>F:BE�:==K>LL��CH;�MBME>��HK@:GBS:MBHG��>M<
��
PAB<A�:L�F>GMBHG>=�>:KEB>K��<:G�;>�NL>=�MH�<HFFNGB<:M>�PBMA�:G=�F:KD>M�MH�MA>F�E:M>K
�

0A>K>�:K>�F:GR�=B??>K>GM�DBG=L�H?�E>:=�F:@G>ML�:G=�FHLM�HK@:GBS:MBHGL�PBEE�NL>�LHF>�<HF;BG:MBHG�H?�
MA>�?HEEHPBG@�MRI>L�H?�E>:=�F:@G>ML��

W�Educational lead magnets 
!=N<:MBHG:E�E>:=�F:@G>ML�M>:<A�RHNK�M:K@>M�:N=B>G<>�LHF>MABG@�MA>R�=H�GHM�:EK>:=R�DGHP
�
0ABL�<:G�;>�BG�MA>�?HKF�H?�:�G>PLE>MM>K��P>;BG:K��PABM>�I:I>K��HK�=HPGEH:=:;E>�, "
�

W�Useful lead magnets 
1L>?NE�E>:=�F:@G>ML�IKHOB=>�K>LHNK<>L�HK�MHHEL�MA:M�<:G�A>EI�RHNK�M:K@>M�:N=B>G<>�LHEO>�:�
LI><B?B<�IKH;E>F�HK�I:BG�IHBGM��>
@
��:�MNMHKB:E��<A><DEBLM��.+%�<:E<NE:MHK��HK�HMA>K�MHHE
�

W�Community-building lead magnets 
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W�Exceed Customer Expectations 
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0H�LM:KM�MA>�=BL<NLLBHG�H?�<HGM>GM�F:KD>MBG@��E>M`L�?BKLM�K>OB>P�LHF>�D>R�<HG<>IML�:G=�AHP�MA>R�MB>�BGMH�
:�<HGM>GM�F:KD>MBG@�LMK:M>@R
��L�F>GMBHG>=�BG�MA>�Customer Journey Mapping�<A:IM>K��P>�A:O>�
;KHD>G�=HPG�MA>�<NLMHF>K�CHNKG>R�BGMH�MA>�?HEEHPBG@�?BO>�LM:@>L��
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W�Awareness 
��IKHLI><MBO>�<NLMHF>K�E>:KGL�:;HNM�:G�HK@:GBS:MBHG��IKH=N<M��HK�L>KOB<>
�

W�Engagement 
��K>E:MBHGLABI�=>O>EHIL�;>MP>>G�MA>�IKHLI><MBO>�<NLMHF>K�:G=�MA>�HK@:GBS:MBHG�OB:�L>O>K:E��
IHLBMBO>�BGM>K:<MBHGL
�

W�Conversion 
0A>�IKHLI><MBO>�<NLMHF>K�=><B=>L�MH�;NR�:�IKH=N<M�HK�L>KOB<>�?KHF�MA>�HK@:GBS:MBHG
�

W�Retention 
0A>�<NLMHF>K�A:L�:�LMKHG@�:G=�EHR:E�K>E:MBHGLABI�PBMA�MA>�HK@:GBS:MBHG�:G=�;><HF>L�:�K>@NE:K�
<NLMHF>K�HK�:<MBO>�NL>K
�

W�Advocacy 
��K>@NE:K�<NLMHF>K�BL�L:MBL?B>=�PBMA�MA>�HK@:GBS:MBHG`L�IKH=N<ML�:G=�HK�L>KOB<>L�:G=�
K><HFF>G=L�MA>F�MH�HMA>KL
�

/BG<>�HK@:GBS:MBHGL�P:GM�MH�F:KD>M�MH�:G=�LNIIHKM�IKHLI><MBO>�<NLMHF>KL�:M�>O>KR�LM:@>�H?�MABL�CHNKG>R��
BM�BL�>LL>GMB:E�MH�IE:G�LI><B?B<�<HGM>GM�?HK�>:<A�LM:@>�:EHG@�MABL�CHNKG>R
�0A>�?HEEHPBG@�BF:@>�AB@AEB@AML�
=B??>K>GM�<HGM>GM�<:M>@HKB>L�:L�<NLMHF>KL�FHO>�MAKHN@A�MA>�<NLMHF>K�CHNKG>R
�
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Content Categories in the Customer Journey [Image Description] 

+G�MA>�E>?M�A:G=�LB=>��P>�L>>�MA>�?BO>�<NLMHF>K�CHNKG>R�LM:@>L�[�:P:K>G>LL��>G@:@>F>GM��<HGO>KLBHG��
K>M>GMBHG��:G=�:=OH<:<R
��G=�G>QM�MH�>:<A�H?�MA>L>�LM:@>L��MA>K>�:K>�:�?>P�<HGM>GM�<:M>@HKB>L�MA:M�FB@AM�
;>�A>EI?NE�MH�IKHLI><ML�:G=�HK�<NLMHF>KL
�"HK�>:<A�LM:@>��HK@:GBS:MBHGL�LAHNE=�:LD��

W�3A:M�BG?HKF:MBHG�BL�HNK�M:K@>M�:N=B>G<>�L>>DBG@��

W�$HP�<:G�P>�;>LM�LNIIHKM���A>EI�MA>F��

W�3AB<A�I:BG�IHBGML�:G=�JN>LMBHGL�<:G�P>�:==K>LL�IKH:<MBO>ER��

W��G=�AHP�<:G�P>�FHO>�MA>F�FHK>�JNB<DER�MH�MA>�G>QM�LM:@>��

/BFIER�LM:M>=��:L�RHNK�M:K@>M�<NLMHF>KL�FHO>�MAKHN@A�>:<A�H?�MA>L>�LM:@>L��F:KD>M>KL�G>>=�MH�B=>GMB?R�
MA>�LI><B?B<�<HGM>GM�MA:M�BL�FHLM�BFIHKM:GM�:M�MA:M�LM:@>
�,E>:L>�GHM>�MA:M�MA>�<HGM>GM�=>M:BEL�:G=�
K>JNBK>F>GML�PBEE�;>�LB@GB?B<:GMER�BG?EN>G<>=�;R�MA>�MRI>�H?�HK@:GBS:MBHG��MA>�<NLMHF>K�I>KLHG:��:G=�MA>�
LI><B?B<�<NLMHF>K�CHNKG>R
��NM�E>M`L�EHHD�:M�LHF>�<HFFHG�MRI>L�H?�<HGM>GM�:<KHLL�:�<NLMHF>K�CHNKG>R
�

( <=�<3��B;;29���D.?2;2@@���;6A6.9��;4.42:2;A��

�M�MA>�MHI�H?�MA>�?NGG>E��HK@:GBS:MBHGL�:K>�NLN:EER�MKRBG@�MH�=KBO>�:P:K>G>LL
��L�:�K>LNEM��F:GR�H?�MA>�
@H:EL�:LLH<B:M>=�PBMA�MABL�LM:@>�BG<EN=>��

W�BG<K>:L>�MK:??B<�

W�BG<K>:L>�HNK�LH<B:E�F>=B:�?:GL�:G=�?HEEHP>KL�

W�BG<K>:L>�F>=B:�<HO>K:@>�
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0H�:<AB>O>�MA>L>�@H:EL��HK@:GBS:MBHGL�G>>=�MH�<K>:M>�:G=�F:I�<HGM>GM�MA:M�F:M<A>L�MA>�G>>=L�H?�
<NLMHF>K�I>KLHG:L�BG�MA>�:P:K>G>LL�LM:@>�H?�:�<NLMHF>K�CHNKG>R
�0RIB<:EER��MABL�PHNE=�BG<EN=>�<HGM>GM�
MA:M�;KBG@L�:P:K>G>LL�H?�RHNK�HK@:GBS:MBHG��IKH=N<ML��L>KOB<>L��:G=�LHENMBHGL
�+?M>G�MABL�LM:@>�BG<EN=>L�
<HGM>GM�EBD>�OB=>HL��I:B=�:=L��LH<B:E�F>=B:�IHLML��>M<
�

!61192�<3��B;;29�� #;4<6;4��;4.42:2;A��'20<;1.?F��<; C2?@6<;@��

�M�MA>�FB==E>�H?�MA>�?NGG>E��IKHLI><MBO>�<NLMHF>KL�:K>�BGM>K>LM>=�:G=�<HGLB=>KBG@�MA>BK�HIMBHGL
�0A>R�
:K>�:P:K>�RHN�>QBLM�;NM�:K>�L>>DBG@�FHK>�BG?HKF:MBHG�:;HNM�RHNK�LHENMBHGL�:G=�HK�MKRBG@�MH�;>MM>K�
NG=>KLM:G=�PAH�RHN�:K>�:G=�PA:M�RHN�H??>K
�0A>L>�E>:=L�F:R�A:O>�<HF>�?KHF�:G�:=O>KMBL>F>GM��EBGD�BG�
:�IHLM��?HKP:K=>=�>F:BE��>M<
�%G�MABL�LM:@>��F:KD>M>KL�P:GM�MH�F:D>�LNK>�MH�H??>K�<HGM>GM�EBD>�;EH@�IHLML��
:KMB<E>L��<:L>�LMN=B>L��P>;BG:KL��OB=>HL��>M<
�MA:M�AB@AEB@AM�PAR�RHNK�HK@:GBS:MBHG�BL�MA>�FHLM�JN:EB?B>=�
:G=�PAR�RHN�H??>K�MA>�;>LM�LHENMBHGL�MH�F>>M�MA>�M:K@>M�<NLMHF>K`L�G>>=L
�

�<AA<:�<3�� B;;29��$?6:.?F��<; C2?@6<;��&2A2;A6<;���1C<0.0F��

�M�MA>�;HMMHF�H?�MA>�?NGG>E��RHN�PBEE�A:O>�JN:EB?B>=�F:KD>MBG@��L:E>L��IKH=N<M��HK�L>KOB<>L�E>:=L
�0A>L>�
E>:=L�A:O>�>QIK>LL>=�BGM>K>LM��A:O>�;>>G�>G@:@BG@�PBMA�RHNK�HK@:GBS:MBHG�HK�<HGM>GM��;NM�A:O>�GHM�R>M�
<HFFBMM>=�MH�RHNK�IKBF:KR�<HGO>KLBHG�[�NLN:EER�:�I:B=�INK<A:L>
��M�MABL�LM:@>��F:KD>M>KL�P:GM�MH�
<K>:M>�<HGM>GM�MA:M�PBEE�<K>:M>�:G�BG<>GMBO>�?HK�E>:=L�MH�<HGO>KM
�0ABL�<HGM>GM�FB@AM�BG<EN=>�M:K@>M>=�:=L��
LI><B?B<�>F:BE�H??>KL�:G=�F>LL:@>L��:G=�HMA>K�E>:=�F:@G>ML�MA:M�IKHOB=>�:G�HIIHKMNGBMR�MH�<HGO>KM
�

�ELH�BG<EN=>=�BG�MABL�LM:@>�:K>�G>P�:G=�K>I>:M�<NLMHF>KL�;><:NL>�K>F>F;>K�MA>�;HMMHF�H?�MA>�?NGG>E�
=H>L�GHM�>G=�:M�MA>�IHBGM�H?�INK<A:L>�;NM�<HGMBGN>L�IHLM�INK<A:L>�MH�>GLNK>�L:MBL?B>=�<NLMHF>KL�:G=�MH�
=>O>EHI�;K:G=�:=OH<:M>L
�.>F>F;>K�MA>�BFIHKM:G<>�H?�<NLMHF>K�K>?>KK:EL�?KHF�MA>�E:LM�<A:IM>K
�/H��
RHNK�<HGM>GM�F:KD>MBG@�LMK:M>@R�G>>=L�MH�<HGMBGN>�MH�LNIIHKM�RHNK�E>:=L�EHG@�:?M>K�MA>R�<HGO>KM
�!O>KR�
HK@:GBS:MBHG�LAHNE=�>G<HNK:@>�MA>BK�<NLMHF>KL�MH�;><HF>�;K:G=�BG?EN>G<>KL�:G=�:=OH<:M>L�[�BG�>LL>G<>��
MH�LM:KM�F:KD>MBG@�HG�MA>�HK@:GBS:MBHG`L�;>A:E?�:G=�MH�;><HF>�:G�NGH??B<B:E�L:E>�?HK<>
�0A>�>:LB>LM�P:R�
MH�L>>=�MA>L>�DBG=L�H?�<HGO>KL:MBHGL�BL�MH�IKHOB=>�<HGM>GM�MA:M�<NLMHF>KL�<:G�>:LBER�LA:K>�PBMA�MA>BK�HPG�
G>MPHKDL
�$HP>O>K��=H�F:D>�LNK>�MA:M�RHNK�<NLMHF>KL�:K>�L:MBL?B>=�PBMA�MA>BK�<NLMHF>K�>QI>KB>G<>��:G=�
?>>E�<HGG><M>=�MH�MA>�;K:G=�:G=�MA>�;K:G=`L�<HFFNGBMR
�0ABL�BL�;><:NL>�OBK:E�<HGM>GM�<:G�@H�;HMA�P:RL�
:G=�<HFIE:BGML�M>G=�MH�LIK>:=�FN<A�?:LM>K�MA:G�IK:BL>L
�

�<;A2;A�'A? .A24F�

0H�=>O>EHI�RHNK�<HGM>GM�LMK:M>@R��MA>K>�:K>�L>O>K:E�JN>LMBHGL�RHN�G>>=�MH�:==K>LL
�%G�:GLP>KBG@�MA>L>�
JN>LMBHGL��RHN�<:G�>GLNK>�RHNK�<HGM>GM�IE:G�:G=�:<MBOBMB>L�F>>M�MA>�G>>=L�H?�RHNK�M:K@>M�:N=B>G<>�:G=�
:K>�LNLM:BG:;E>�;R�RHNK�F:KD>MBG@�M>:F�:G=�MA>�HK@:GBS:MBHG:E�K>LHNK<>L�RHN�A:O>�:O:BE:;E>
�0A>�
?HEEHPBG@�D>R�JN>LMBHGL�:GLP>K�MA>�PA:M��PAR��AHP��PA>K>��PA>G��:G=�PAH�?HK�:GR�<HGM>GM�LMK:M>@R��

+5.A�

W�What are our content objectives? 
5HNK�<HGM>GM�H;C><MBO>L�LAHNE=�MB>�BG�:G=�LNIIHKM�RHNK�HO>K:K<ABG@�F:KD>MBG@�:G=�
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HK@:GBS:MBHG:E�H;C><MBO>L
�

W�What do our community and customers want to hear from us? 
��<HGM>GM�LMK:M>@R�BL�:;HNM�IKHFHMBG@�F>LL:@>L�MA:M�RHNK�<HFFNGBMR�:G=�<NLMHF>KL�P:GM�MH�
K>:=��L>>��HK�A>:K
�%M�BL�GH�EHG@>K�:;HNM�INLABG@�;K:G=�F>LL:@>L�NGE>LL�MAHL>�F>LL:@>L�:EB@G�
PBMA�PA:M�RHNK�M:K@>M�:N=B>G<>�?BG=L�BGM>K>LMBG@�:G=�P:GML�MH�>G@:@>�PBMA
�.>F>F;>K�BM�BL�
GHM�CNLM�:;HNM�RHNK�HK@:GBS:MBHG��BM�BL�:;HNM�RHNK�M:K@>M�:N=B>G<>�BG�K>E:MBHG�MH�RHNK�
HK@:GBS:MBHG
�

W�What topics are we going to cover? 
/I>G=�LHF>�MBF>�EBLM>GBG@�MH�RHNK�M:K@>M�:N=B>G<>�>
@
��HG�LH<B:E�F>=B:��MH�L>>�:G=�A>:K�
PAB<A�MHIB<L�MA>R�?BG=�FHLM�>G@:@BG@�HK�:K>�FHLM�I:LLBHG:M>�:;HNM
�5HNK�MHIB<L�LAHNE=�;>�
=KBO>G�;R�RHNK�M:K@>M�:N=B>G<>�:G=�MA>BK�IK>?>K>G<>L
�0A:M�L:B=��<HG=N<M�:�;K:BGLMHKFBG@�
L>LLBHG�PBMA�RHNK�HPG�M>:F�;><:NL>�MA>R�F:R�A:O>�B=>:L��:L�P>EE
�0A>G��<HFI:K>�RHNK�EBLM�MH�
PA:M�RHN�=BL<HO>K�PBMA�RHNK�M:K@>M�:N=B>G<>
�

W�What formats are we going to use, e.g., blogs, podcasts, videos, infographics, etc.? 
/BFBE:KER��?BG=�HNM�PAB<A�<HGM>GM�?HKF:ML�I>K?HKF�MA>�;>LM�HK�@>M�MA>�FHLM�K>:<MBHGL��EBD>L��
LA:K>L��<HFF>GML��>M<
��?KHF�RHNK�M:K@>M�:N=B>G<>
�+G<>�:@:BG��MABL�BL�GHM�:;HNM�RHNK�
HK@:GBS:MBHG`L�IK>?>K>G<>L��;NM�K:MA>K�MA>�<HGM>GM�IK>?>K>G<>L�H?�MA>�<HFFNGBMR
�

+5 F�

W�Why does anyone care about our content? 
):KD>M>KL�G>>=�MH�;>�<E>:K�:;HNM�PAR�MA>BK�M:K@>M�:N=B>G<>�<:K>L�:;HNM�MA>�<HGM>GM�;>BG@�
IKH=N<>=
��K>:MBG@�<HGM>GM�?HK�<HGM>GM`L�L:D>�F:D>L�GH�L>GL>
�/BG<>�MA>K>�BL�LH�FN<A�<HGM>GM�
;>BG@�IKH=N<>=�:G=�LA:K>=��F:KD>M>KL�G>>=�MH�IKH=N<>�<HGM>GM�MA:M�@>ML�:;HO>�MA>�GHBL>
�%G�
>LL>G<>��PA:M�BL�MA>�;>G>?BM�MH�RHNK�M:K@>M�:N=B>G<>��

W�Why are we creating this content? 
+G<>�RHN�DGHP�PAR�RHNK�M:K@>M�:N=B>G<>�P:GML�MABL�<HGM>GM��:LD�B?�MABL�<HGM>GM�F:D>L�L>GL>�
?HK�RHNK�HK@:GBS:MBHG��0A>�:GLP>K�MH�MABL�JN>LMBHG�LAHNE=�:EB@G�PBMA�RHNK�@H:EL�:G=�
H;C><MBO>L�:G=�PA:M�RHN�P:GM�RHNK�M:K@>M�:N=B>G<>�MH�=H
�

�<D�

W�How are we adding value to our customers / community? 
�@:BG��;>BG@�<E>:K�HG�MA>�;>G>?BML�RHNK�<HGM>GM�PBEE�IKHOB=>�MH�RHNK�M:K@>M�:N=B>G<>�BL�D>R
�
3A>G�MA>K>�BL�O:EN>�BG�MA>�<HGM>GM��I>HIE>�PBEE�I:R�:MM>GMBHG��LA:K>��:G=�=BL<NLL�MA:M�<HGM>GM
�
5HNK�HK@:GBS:MBHG�BL�:ELH�MA>G�L>>G�:L�:�O:EN:;E>�<HGMKB;NMHK�MA>�<HFFNGBMR
�/H��PA>G�RHN�
IHLM�HK�LA:K>�<HGM>GM�H?�O:EN>��MA>�<HFFNGBMR�PBEE�M:D>�GHMB<>
�

W�How are we going to deliver our message? 
0ABL�JN>LMBHG�BL�:�?HEEHP�NI�MH�MA>�<HGM>GM�?HKF:ML
�"HK�>O>KR�IB><>�H?�<HGM>GM��MA>K>�BL�MA>�
<HGM>GM�IKH=N<MBHG�LB=>�:G=�MA>�<HGM>GM�=>EBO>KR�LB=>
�):D>�LNK>�RHN�DGHP�AHP�MH�=>EBO>K�
RHNK�<HGM>GM�MH�MAHL>�IE:<>L�PA>K>�RHNK�M:K@>M�:N=B>G<>�BL�EH<:M>=
�

W�How should we say it (tone, language, imagery, etc.)? 
�GHMA>K�;>G>?BM�H?�EBLM>GBG@�MH�RHNK�M:K@>M�:N=B>G<>�BL�E>:KGBG@�:;HNM�MA>BK�E:G@N:@>��MHG>��:G=�
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BF:@>KR�IK>?>K>G<>L
�0H�;>�:�I:KM�H?�MA>BK�<HGO>KL:MBHG��NL>�LBFBE:K�OH<:;NE:KR��MHG>��>
@
��
<:LN:E�HK�?HKF:E��:G=�BF:@>KR�FHLM�<HFFHGER�NL>=
�

+52?2�

W�Where will we get the content��:LL>LL�RHNK�EBFBM:MBHGL���
):GR�HK@:GBS:MBHGL�<K>:M>�:F;BMBHNL�<HGM>GM�IE:GL
�$HP>O>K��IE:G�K>:EBLMB<:EER�D>>IBG@�RHNK�
<HGM>GM�IKH=N<MBHG�<:I:;BEBMB>L�BG�FBG=
�"HK�>Q:FIE>��B?�RHN�IE:G�MH�=BLMKB;NM>�EHML�H?�OB=>HL��
=H�RHN�A:O>�I>HIE>�PBMABG�RHNK�HK@:GBS:MBHG��PAH�A:O>�MA>�OB=>H�IKH=N<MBHG�:G=�>=BMBG@�
LDBEEL�MH�LNIIHKM�MABL��%?�GHM��=H�RHN�A:O>�:�LBS:;E>�OB=>H�IKH=N<MBHG�;N=@>M�MH�ABK>�HNMLB=>�
K>LHNK<>L�MH�<HFIE>M>�LHF>�H?�MA>L>�M:LDL��%?�MA:M�=H>L�GHM�L>>F�EBD>ER��RHN�F:R�P:GM�MH�
K>=N<>�RHNK�OB=>H�<HGM>GM�IE:GL�:G=�K>IE:<>�BM�PBMA�<HGM>GM�MA:M�RHNK�HK@:GBS:MBHG�<:G�FHK>�
>:LBER�IKH=N<>
�0A>K>�:K>�:EP:RL�MK:=>�H??L��;NM�BM�BL�K><HFF>G=>=�MH�IE:R�MH�RHNK�
HK@:GBS:MBHG:E�LMK>G@MAL
�

W�Where will we curate content? 
+G>�<HFIE:BGM�MA:M�?K>JN>GMER�<HF>L�NI�BL�MA>�:FHNGM�H?�MBF>�K>JNBK>=�MH�<K>:M>�HKB@BG:E�
<HGM>GM
�$HP>O>K��MA>�F:CHKBMR�H?�MA>�<HGM>GM�RHN�LA:K>�LAHNE=�GHM�;>�HKB@BG:E�<HGM>GM��;NM�
K:MA>K�<HGM>GM�<K>:M>=�;R�HMA>KL
�):KD>M>KL�LAHNE=�;>�?BG=BG@�K>E>O:GM�<HGM>GM�MA:M�BL�H?�
BGM>K>LM�MH�MA>BK�M:K@>M�:N=B>G<>
�3A>K>�=H>L�MA:M�<HGM>GM�EBO>��3A:M�HMA>K�P>;LBM>L��
<HFFNGBMB>L��HK�G>PL�LBM>L�<:G�P>�BGMKH=N<>�MH�HNK�<HFFNGBMR�MA:M�MA>R�PHNE=�?BG=�
BGM>K>LMBG@��

W�Where will our content be published? 
3ABE>�MA>K>�F:R�;>�F:GR�IE:<>L�MH�=BLMKB;NM>�RHNK�<HGM>GM��?H<NL�HG�MA>�MHI�����<A:GG>EL�:G=�
=H�MA>F�P>EE
�+G<>�RHN�A:O>�;NBEM�NI�:�EHR:E�?HEEHPBG@��<HGLB=>K�>QI:G=BG@�MH�HMA>K�<A:GG>EL�
HK�IE:M?HKFL
�1GE>LL�RHNK�HK@:GBS:MBHG�A:L�:�O>KR�E:K@>�M>:F�:G=�E:K@>�;N=@>M��F:G:@BG@�:�
F>:GBG@?NE�IK>L>G<>�:<KHLL�L>O>K:E�F:KD>MBG@�<A:GG>EL�<:G�;><HF>�JNBM>�<A:EE>G@BG@�MH�
F:BGM:BG�:G=�LNLM:BG
��G=�NLN:EER��MA>�JN:EBMR�H?�MA>�<HGM>GM�:G=�M:K@>M�:N=B>G<>�BGM>K:<MBHGL�
LN??>K�PA>G�F:G:@BG@�MHH�F:GR�<A:GG>EL
�

+52;�

W�When will our content be published? 
0:<MB<:EER��BM�BL�BFIHKM:GM�MH�DGHP�PA>G�MH�IN;EBLA�<HGM>GM�MH�@>M�MA>�FHLM�BGM>K:<MBHGL�:G=�
>G@:@>F>GM
��@:BG��EBLM>GBG@�MH�RHNK�M:K@>M�:N=B>G<>��K>OB>PBG@�RHNK�<NLMHF>K�I>KLHG:L��:L�
P>EE�:L�NG=>KLM:G=BG@�MA>�<:=>G<>�H?�RHNK�M:K@>M�:N=B>G<>`L�=:BER��P>>DER��FHGMAER��:G=�
L>:LHG:E�KARMAFL�<:G�;>�JNBM>�;>G>?B<B:E�BG�DGHPBG@�PA>G�MH�IN;EBLA�<HGM>GM
�"HK�>Q:FIE>��B?�
RHNK�M:K@>M�:N=B>G<>�BL�FHMA>KL�PBMA�RHNG@�<ABE=K>G��RHN�F:R�P:GM�MH�MABGD�:;HNM�IHLMBG@�
<HGM>GM�BG�MA>�>O>GBG@L�:?M>K�MA>�<ABE=K>G�A:O>�;>>G�INM�MH�;>=
��NM��B?�RHN�:K>�M:K@>MBG@�
PHKDBG@�IKH?>LLBHG:EL��RHN�FB@AM�P:GM�MH�IHLM�BG�MA>�FHKGBG@�IKBHK�MH�MA>�PHKD=:R`L�LM:KM�HK�
=NKBG@�ENG<A�MBF>�PA>G�MA>L>�PHKD>KL�FB@AM�M:D>�:�ENG<A�;K>:D
�

W�When will our content need to be updated? 
�GHMA>K�:K>:�F:KD>M>KL�H?M>G�?HK@>M�MH�MABGD�:;HNM�BL�NI=:MBG@�H?�<HGM>GM
�%G�MH=:R`L�>O>K�
<A:G@BG@�F:KD>ML��<HGM>GM�<:G�JNB<DER�;><HF>�HE=�:G=�LM:E>
�$HP>O>K��NI=:MBG@�<HGM>GM�<:G�
IKHOB=>�:G�HIIHKMNGBMR�MH�IK>L>GM�MA>�BG?HKF:MBHG�:@:BG�BG�:�G>P�<HGM>QM�HK�MH�:�G>P�
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:N=B>G<>
�0ABGD�:;HNM�=>O>EHIBG@�:�<HGM>GM�K>OB>P�IKH<>LL�:G=�NI=:MBG@�<HGM>GM�PBMA�?K>LA�
>R>L
�5HNK�<HGM>GM�BL�:G�:LL>M��:G=�RHN�LAHNE=�MKR�MH�E>O>K:@>�BM�:L�FN<A�:L�IHLLB;E>
�

+5<�

W�Who will be responsible for producing the content? 
�L�F>GMBHG>=��IKH=N<BG@�<HGM>GM�M:D>L�MBF>
�):D>�LNK>�RHN�A:O>�<E>:KER�HNMEBG>=�PAH�BL�
K>LIHGLB;E>�?HK�PAB<A�I:KM�H?�MA>�<HGM>GM�IKH=N<MBHG
�)HK>�BFIHKM:GMER��D>>I�BG�FBG=�MA:M�
PBMA�FNEMBIE>�I>HIE>�BGOHEO>=��MA>K>�F:R�;>�=>I>G=>G<B>L
�"HK�>Q:FIE>��B?�MA>�@K:IAB<L�
=>LB@G>KL�PBEE�;>�<K>:MBG@�:EE�MA>�@K:IAB<L�?HK�:G�:KMB<E>��;R�PA>G�=H�RHN�G>>=�MAHL>�@K:IAB<L�
LH�MA:M�RHN�<:G�?BGBLA�MA>�:KMB<E>�?HK�MA>�I:B=�:=O>KMBL>F>GM�=>:=EBG>��

W�Who will maintain the content over time? 
3A>G�IE:GGBG@�?HK�<HGM>GM�MH�;>�NI=:M>=��PAH�PBEE�;>�K>LIHGLB;E>�?HK�F:DBG@�LNK>�MA>�
<HGM>GM�BL�IKHI>KER�F:BGM:BG>=��>
@
��F:DBG@�LNK>�EBGDL�:K>�LMBEE�PHKDBG@��>M<
�

W�Who will monitor , interact, and support with the content? 
+?M>G�F:KD>M>KL�LI>G=�EHML�H?�MBF>�IE:GGBG@�MA>�E:NG<A�:G=�=BLMKB;NMBHG�H?�<HGM>GM��;NM�PAH�
PBEE�BGM>K:<M�PBMA�MA>�<HFFNGBMR�PA>G�I>HIE>�E>:O>�<HFF>GML�HK�:LD�JN>LMBHGL��0A>�@H:E�H?�
<HGM>GM�F:KD>MBG@�BL�MH�>G@:@>�:G=�BGM>K:<M�PBMA�RHNK�M:K@>M�<HFFNGBMR
�):D>�LNK>�MA>K>�BL�
LHF>HG>�K>LIHGLB;E>�?HK�>G@:@BG@�PBMA�MA>�<HFFNGBMR��;>BG@�K>LIHGLBO>��:G=�F:G:@BG@�MA>�
HI>G�=B:EH@�MA:M�<HGM>GM�F:KD>MBG@�LI:KDL
�

�<;A2;A��.92;1.?@�

Editorial Calendar (sample) 

*HP��MA:M�RHN�A:O>�:�LHEB=�<HGM>GM�LMK:M>@R��RHN�PBEE�G>>=�MH�<K>:M>�:�<HGM>GM�IE:G�MA:M�AB@AEB@AML�PA>G�
<HGM>GM�PBEE�;>�=BLMKB;NM>=��HG�PAB<A�IE:M?HKFL��<HO>KBG@�PAB<A�MHIB<L��?HK�PAB<A�M:K@>M�:N=B>G<>�L���
LAHPBG@�PAH`L�K>LIHGLB;E>��:G=�:EE�MA>�<HGM>GM�IKH=N<MBHG�=>M:BEL
�0RIB<:EER��:EE�H?�MABL�BG?HKF:MBHG�PBEE�
EBO>�PBMABG�:�<HGM>GM�<:E>G=:K
�Content calendars�F:I�HNM�:EE�MA>�=>M:BEL�K>E:M>=�MH�MA>�<HGM>GM�MA:M�
F:KD>M>KL�IE:G�MH�<K>:M>
�0A>R�:K>�NL>?NE�M:<MB<:E�MHHEL�;><:NL>�MA>R�<:G��

W�,KHOB=>�:�<HFIK>A>GLBO>�<HGM>GM�HO>KOB>P�

W�(BLM�PA:M�G>>=L�MH�;>�=HG>�

Content Marketing   93



W�$B@AEB@AM�FBLLBG@�HIIHKMNGBMB>L��>
@
��B?�MA>�<HGM>GM�BL�:EE�?H<NL>=�HG�MA>�L:F>�M:K@>M�:N=B>G<>�
HK�MA>�L:F>�?HKF:M�

0A>�:;HO>�BF:@>�IKHOB=>L�:�LBFIE>�>Q:FIE>�H?�:�<HGM>GM�<:E>G=:K
��L�RHN�<:G�L>>��!Q<>E�HK�#HH@E>�
/A>>ML�PHKD�P>EE�?HK�MABL�MRI>�H?�IE:G
�$HP>O>K��MA>K>�:K>�F:GR�<HGM>GM�<:E>G=:K�M>FIE:M>L�:G=�A>K>�
:K>�MPH�?KHF�$N;LIHM�:G=�$HHMLNBM>��

W�0A>�/H<B:E�)>=B:��HGM>GM��:E>G=:K�0>FIE:M>�!O>KR�):KD>M>K�*>>=L��"K>>�$N;LIHM�
0>FIE:M>��

W�$HP�MH��K>:M>�:�/H<B:E�)>=B:��HGM>GM��:E>G=:K��0BIL�:G=�0>FIE:M>L��$HHMLNBM>��

5HN�<:G�:ELH�<HG=N<M�:�L>:K<A�HG�#HH@E>�?HK�<HGM>GM�<:E>G=:K�:G=�M>FIE:M>L
�3ABE>�FHLM�M>FIE:M>L�
<HO>K�MA>�;:LB<�:MMKB;NM>L�?HK�F:G:@BG@�RHNK�<HGM>GM��MA>K>�:K>�:�?>P�:K>:L�RHN�F:R�P:GM�MH�F:D>�LNK>�
:K>�BG<EN=>=�BG�RHNK�<HGM>GM�<:E>G=:K��

W�Target Audience 
/BG<>�RHN�F:R�;>�M:K@>MBG@�=B??>K>GM�:N=B>G<>L��MABL�BL�:�GB<>�P:R�MH�L>>�:M�:�@E:G<>�MA:M�RHN�
A:O>�:�@HH=�FBQ�H?�<HGM>GM�M:K@>MBG@�:�O:KB>MR�H?�LM:D>AHE=>KL���:N=B>G<>L
�

W�Content / Media Type 
�>�LNK>�MH�:==�MA>�MRI>�H?�F>=B:�?HK�RHNK�IHLM��BG?H@K:IAB<��OB=>H��LMHKR��M>QM�IHLM��:N=BH��>M<
�
0ABL�>GLNK>L�RHN�A:O>�:�GB<>�FBQ�:G=�MA:M�:EE�IHLML�:K>�GHM�MA>�L:F>�MRI>�H?�<HGM>GM���F>=B:
�

W�Dependencies 
%G�LHF>�<:L>L��RHNK�IHLM�L��F:R�;>�=>I>G=>GM�HG�LHF>HG>�>EL>�<HFIE>MBG@�I:KM�H?�BM�HK�
<HFIE>MBG@�LHF>MABG@�>EL>�K>E:M>=�MH�BM
�%M`L�@HH=�MH�PKBM>�=HPG�MA>L>�=>I>G=>G<B>L�LH�MA:M�
RHN�DGHP�PAH�G>>=L�MH�@>M�PA:M�MH�RHN�:G=�;R�PA>G
�

W�Content Themes / Topics 
):GR�F:KD>M>KL�F:R�A:O>�<HFFHG�MA>F>L�HK�MHIB<L�MA:M�K>I>:M�HG�:�K>@NE:K�;:LBL��>
@
��
0KBOB:�0N>L=:RL��0AKHP;:<D�0ANKL=:RL��"NGGR�"KB=:RL��>M<
��:M>@HKBSBG@�RHNK�<HGM>GM�MABL�
P:R��F:D>L�BM�>:LB>K�MH�?BG=�:G=�<NK:M>�<HGM>GM�MA:M�?BML�BGMH�MA>�:IIKHIKB:M>�];N<D>M^
�"KHF�:�
?HEEHP>K`L�I>KLI><MBO>��BM�:ELH�<K>:M>L�:�I:MM>KG�MH�RHNK�IHLML�LH�MA:M�?HEEHP>KL�DGHP�PA:M�MH�
>QI><M�:G=�PA>G
�

W�Comments / Notes 
0A>K>�F:R�;>�LHF>�:==BMBHG:E�<HFF>GML�HK�GHM>L�RHN�P:GM�MH�BG<EN=>
�#BO>�RHNKL>E?�:�LI:<>�
MH�BG<EN=>�MA>L>
�

"HK�F:KD>M>KL�F:G:@BG@�FNEMBIE>�F:KD>MBG@�<A:GG>EL��RHN�<:G�>BMA>K�INM�:EE�RHNK�<HGM>GM�BGMH�HG>�
<:E>G=:K�HK�A:O>�FNEMBIE>�<HGM>GM�<:E>G=:KL��>
@
��:�LH<B:E�F>=B:�<HGM>GM�<:E>G=:K��>F:BE�<HGM>GM�
<:E>G=:K��;EH@�IHLM�<HGM>GM�<:E>G=:K��<HG?>K>G<>�<:E>G=:K��>M<
�0A>�<AHB<>�BL�NI�MH�RHN�MH�=><B=>�PAB<A�
LRLM>F�PBEE�PHKD�;>LM�?HK�RHNK�M>:F�:G=�HK@:GBS:MBHG
�
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https://blog.hubspot.com/blog/tabid/6307/bid/33415/the-social-media-publishing-schedule-every-marketer-needs-template.aspx
https://blog.hootsuite.com/how-to-create-a-social-media-content-calendar/


$?<:<A6<;.9�C@��#?646;.9�C@���B?.A21��<;A2;A�

+G>�?K>JN>GMER�:LD>=�JN>LMBHG�BL�AHP�=H�%�?BG=�MBF>�MH�<K>:M>�:G=�F:G:@>�:EE�MABL�<HGM>GM��0ABL�BL�
I>KA:IL�MA>�;B@@>LM�FBLNG=>KLM:G=BG@�:;HNM�<HGM>GM�F:KD>MBG@��MA>�I>K<>IMBHG�MA:M�:EE�<HGM>GM�FNLM�;>�
HKB@BG:E�<HGM>GM
��L�F>GMBHG>=�;>?HK>��MA>�F:CHKBMR�H?�<HGM>GM�LA:K>=��LAHNE=�:<MN:EER�;>�?KHF�HMA>K�
LHNK<>L
�0A>�:;HO>�IB>�<A:KM�IKHOB=>L�:�@NB=>EBG>�HG�<HGM>GM�LIEBML��

W�Promotional�������
,KHFHMBHG:E�<HGM>GM�K>?>KL�MH�<HGM>GM�MA:M�BL�MKRBG@�MH�L>EE�:G=�HK�A>:OBER�IKHFHM>�:G�H??>K�:G=�
LAHNE=�;>�U����H?�:EE�MA>�IHLML�=BLMKB;NM>=
�0ABL�BL�;><:NL>�FHLM�I>HIE>�=H�GHM�EBD>�;>BG@�
LHE=�MH�:EE�MA>�MBF>
�.>F>F;>K�<HGM>GM�F:KD>MBG@�BL�:;HNM�;NBE=BG@�K>E:MBHGLABIL�PBMA�RHNK�
<HFFNGBMR�:G=�MH�=H�MABL��F:KD>M>KL�<:GGHM�;>�L>EEBG@�:EE�MA>�MBF>
�%?�MA>K>�BL�MHH�FN<A�
L>EEBG@�<HGM>GM��RHNK�M:K@>M�:N=B>G<>�PBEE�LBFIER�LMHI�EBLM>GBG@
�

W�Original �������
+KB@BG:E�<HGM>GM�BL�<HGM>GM�MA:M�RHNK�HK@:GBS:MBHG�<K>:M>L
��L�F>GMBHG>=�BG�MA>�<HGM>GM�
LMK:M>@R��RHN�P:GM�MH�<K>:M>�HKB@BG:E�<HGM>GM�MA:M�IKHOB=>L�O:EN>�:G=�;>G>?BML�MH�RHNK�M:K@>M�
:N=B>G<>�:G=�MA:M�:EB@GL�PBMA�RHNK�HK@:GBS:MBHG:E�@H:EL�:G=�H;C><MBO>L
�$HP>O>K��HKB@BG:E�
<HGM>GM�M:D>L�MBF>�:G=�FHG>R
�%M�BL�:ELH�M>FIMBG@�MH�A:O>�HKB@BG:E�<HGM>GM�?H<NL�HG�MA>�
HK@:GBS:MBHG
�/H��MH�EBFBM�RHNK�<HGM>GM�F:KD>MBG@�?>>EBG@�MHH�FN<A�EBD>�L>E?�IKHFHMBHG��RHN�
PBEE�P:GM�MH�EBFBM�MA>�GNF;>K�H?�IHLML�MA:M�AB@AEB@AM�RHNK�HK@:GBS:MBHG
�#>G>K:EER�LI>:DBG@��
RHN�P:GM�U����H?�RHNK�IHLML�MH�;>�HKB@BG:E
�

W�Curated�������
0A>�;NED�H?�RHNK�<HGM>GM�LAHNE=�;>�<NK:M>=�<HGM>GM
��NK:M>=�<HGM>GM�BL�<HGM>GM�<K>:M>=�:G=�
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=BLMKB;NM>=�;R�HMA>KL�MA:M�BL�H?�BGM>K>LM�MH�RHNK�M:K@>M�:N=B>G<>
�0ABL�<HNE=�;>�:KMB<E>L��F:KD>M�
K>L>:K<A��<HFIE>F>GM:KR�IKH=N<ML�HK�L>KOB<>L�MH�RHNK�H??>KBG@L��HK�:GR�HMA>K�<HGM>GM�MA:M�
RHNK�M:K@>M�:N=B>G<>�FB@AM�?BG=�H?�BGM>K>LM
��R�LA:KBG@�<HGM>GM�?KHF�HMA>KL��RHN�LAHP�RHNK�
M:K@>M�:N=B>G<>�MA:M�RHN�:K>�PBEEBG@�MH�LA:K>�<HGM>GM�IKH=N<>=�;R�HMA>KL�:G=�MA:M�RHN�:K>�:ELH�
A:IIR�MH�LA:K>�:GR�<HGM>GM�H?�O:EN>�K>@:K=E>LL�H?�PAH�IKH=N<>=�BM�:G=�@BO>�LHF>HG>�>EL>�
<K>=BM�?HK�BM
��G�BFIHKM:GM�;>G>?BM�H?�MABL�LMK:M>@R�BL�MA:M�PA>G�RHN�=H�IHLM�RHNK�HPG�HKB@BG:E�
<HGM>GM��MA>�HMA>K�<HGM>GM�IKH=N<>KL��PAHL>�<HGM>GM�RHN�A:O>�IKHFHM>=��:K>�FHK>�EBD>ER�MH�
K><BIKH<:M>�:G=�LA:K>�RHNK�<HGM>GM�PBMA�MA>BK�G>MPHKDL
�)HLM�BFIHKM:GMER��MABL�LB@G:EL�MH�RHNK�
M:K@>M�:N=B>G<>�MA:M�RHN�:K>�LBFIER�EHHDBG@�?HK�MA>�;>LM�<HGM>GM�?HK�MA>F��K>@:K=E>LL�H?�MA>�
LHNK<>
�

�<;A2;A�!.?8 2A6;4��<H@�.;1��<;HA@�

/H�?:K��P>`O>�M:ED>=�:;HNM�=>O>EHIBG@�:�<HGM>GM�F:KD>MBG@�LMK:M>@R�:G=�IE:G
��NM�PA:M�:K>�MBIL�:G=�
MKB<DL�MH�LN<<>LL?NEER�E:NG<ABG@�:�<HGM>GM�F:KD>MBG@�LMK:M>@R��$>K>�:K>�?>P�=H`L�:G=�=HGM̀L�MA:M�;NBE=�
HG�F:GR�H?�MA>�<HG<>IML�:G=�JN>LMBHGL�:EK>:=R�=BL<NLL>=��

W� H` L�

e� Add Value 
.>OB>P�RHNK�<NLMHF>K�I>KLHG:L�:G=�<NLMHF>K�CHNKG>RL�MH�F:D>�LNK>�RHN�:K>�
:==K>LLBG@�MA>�I:BG�IHBGML��@H:EL��:G=�JN>LMBHGL�MA:M�RHNK�IKHLI><MBO>�:G=�>QBMBG@�
<NLMHF>KL�A:O>
�

e� Tell Stories 
�IIER�MA>�<HG<>IML�:G=�?K:F>PHKDL�?KHF�MA>�Fundamentals of Storytelling�:G=�
Visual Storytelling�<A:IM>KL
�

e� Encourage Conversations / Discussion 
.>F>F;>K�<HGM>GM�F:KD>MBG@�BL�F>K>ER�:�O>AB<E>�MH�E>:KG�FHK>�:;HNM�RHNK�M:K@>M�
:N=B>G<>��MH�>G@:@>�PBMA�MA>F��MH�?BG=�HNM�PA:M�MA>R�:K>�FHLM�BGM>K>LM>=�BG�:G=�
I:LLBHG:M>�:;HNM��:G=�MH�;NBE=�EHG@>K�M>KF�K>E:MBHGLABIL
�

e� Experiment 
0KR�:�O:KB>MR�H?�=B??>K>GM�<HGM>GM�?HKF:ML��MHIB<L��>M<
�):KD>M>KL�PBEEBG@�MH�
>QI>KBF>GM�<:G�LHF>MBF>L�LMNF;E>�:<KHLL�LHF>�@K>:M�=BL<NLLBHGL�MA:M�E>:=�MH�
O:EN:;E>�<NLMHF>K�BGLB@AML�:G=�>O>G�OBK:E�LA:KBG@
�

W� HG`ML�

e� Hard Sell 
�@:BG��GH�HG>�EBD>L�<HFFNGB<:MBHGL�MH�HGER�;>�:;HNM�L>EEBG@
�)BQ�NI�RHNK�
F>LL:@>L�MH�:ELH�BG<EN=>�<NK:M>=�<HGM>GM�:G=�<HGM>GM�MA:M�LBFIER�;>G>?BML�MA>�
<HFFNGBMR
�

e� Be Generic 
0A>�=>M:BEL�:K>�MA>�BGM>K>LMBG@�I:KML
�5HNK�@H:EL�BL�GHM�MH�;>�EBD>�>O>KRHG>�>EL>��;>�
NGBJN>�:G=�AB@AEB@AM�AHP�PA:M�RHN�:K>�H??>KBG@�:G=�PAH�RHN�:K>�BL�=B??>K>GM�?KHF�
HMA>KL�BG�RHNK�BG=NLMKR
�
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e� Ignore Your Community / Leads 
):D>�LNK>�MH�?HEEHP�NI�:G=�K>LIHG=�MH�F>LL:@>L�?KHF�RHNK�<HFFNGBMR
�,:R�
:MM>GMBHG�MH�RHNK�M:K@>M�:N=B>G<>�:G=�MA>R�PBEE�I:R�:MM>GMBHG�MH�RHN
�

�2 C29<=6;4��<;A2;A��� 2.1�!.4;2A@�

%G�MA>�E:LM�<A:IM>K��P>�BGMKH=N<>=�MA>�<HG<>IM�H?�E>:=�F:@G>ML
�.>F>F;>K�:�lead magnet�BL�:�?K>>�BM>F�
HK�L>KOB<>�MA:M�BL�@BO>G�:P:R�?HK�MA>�INKIHL>�H?�@:MA>KBG@�<HGM:<M�=>M:BEL
�*HP�MA:M�P>�A:O>�P:ED>=�
MAKHN@A�AHP�MH�;NBE=�:�<HGM>GM�LMK:M>@R�:G=�IE:G��RHN�F:R�P:GM�MH�MABGD�:;HNM�BG<HKIHK:MBG@�E>:=�
F:@G>ML�BGMH�RHNK�<HGM>GM�IE:GL
�/H��MA>�?HEEHPBG@�EBLML�IKHOB=>�L>O>K:E�>Q:FIE>L�H?�E>:=�F:@G>ML�BG�MA>�
O:KBHNL�<:M>@HKB>L��

W�Educational Lead Magnets 
!=N<:MBHG:E�E>:=�F:@G>ML�M>:<A�RHNK�M:K@>M�:N=B>G<>�LHF>MABG@�MA>R�=H�GHM�:EK>:=R�DGHP��

e� Training / Tutorials�(How-to) 
�K>:M>�:�O:KB>MR�H?�AHP�MH�MK:BGBG@���MNMHKB:E�<HGM>GM
�,E>:L>�GHM>�MA:M�MABL�<HGM>GM�
<:G�;>�IKH=N<>=�:L��

d� 2B=>H�

d� �N=BH�

d� 3 KBMM>G�HK�2B=>H�0K:GL<KBIM�

e� Short course 
+??>K�:�LAHKM�<HNKL>�HK�:�IHKMBHG�H?�:�EHG@>K�<HNKL>�?HK�?K>>
�

e� Sample Chapter / Video Clip / Audio Clip 
�K>:M>�:�MK:BE>K�HK�M>:L>K�H?�:�EHG@>K�IB><>�H?�<HGM>GM
�

e� Downloadable eBook / PDF / Report / Guide / Audiobook 
�K>:M>�:�=HPGEH:=�IB><>�H?�<HGM>GM�

e� Mind Map / Concept Map / Framework 
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e� Virtual Library / V ault 
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e� Coles / Cliff Notes / Content Summaries 
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https://joinmastodon.org/
https://pixelfed.org/
https://www.okuna.io/a/login
https://mahara.org/
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Content Strategy Questions 

WHAT 

W�3A:M�:K>�HNK�<HGM>GM�H;C><MBO>L��

W�3A:M�=H>L�HNK�<HFFNGBMR�<NLMHF>KL�P:GM�MH�A>:K�?KHF�NL��

W�3A:M�MHIB<L�:K>�P>�@HBG@�MH�<HO>K��

W�3A:M�?HKF:ML�:K>�P>�@HBG@�MH�NL>��>
@
��;EH@L��IH=<:LML��OB=>HL��
BG?H@K:IAB<L��>M<
��

WHY 
W�3AR�=H>L�:GRHG>�<:K>�:;HNM�HNK�<HGM>GM��

W�3AR�:K>�P>�<K>:MBG@�MABL�<HGM>GM��

HOW 

W�$HP�:K>�P>�:==BG@�O:EN>�MH�HNK�<NLMHF>KL�<HFFNGBMR��

W�$HP�:K>�P>�@HBG@�MH�=>EBO>K�HNK�F>LL:@>��

W�$HP�LAHNE=�P>�L:R�BM��MHG>��E:G@N:@>��BF:@>KR��>M<
���

WHERE 

W�3A>K>�PBEE�P>�@>M�MA>�<HGM>GM��:LL>LL�RHNK�EBFBM:MBHGL���

W�3A>K>�PBEE�P>�<NK:M>�<HGM>GM��

W�3A>K>�PBEE�HNK�<HGM>GM�G>>=�MH�;>�NI=:M>=��

WHEN 
W�3A>G�PBEE�HNK�<HGM>GM�;>�IN;EBLA>=��

W�3A>G�PBEE�HNK�<HGM>GM�G>>=�MH�;>�NI=:M>=��

WHO 

W�3AH�PBEE�;>�K>LIHGLB;E>�?HK�IKH=N<BG@�MA>�<HGM>GM��

W�3AH�PBEE�F:BGM:BG�MA>�<HGM>GM�HO>K�MBF>��

W�3AH�PBEE�FHGBMHK�:G=�BGM>K:<M�PBMA�MA>�<HGM>GM��

�G=�NLBG@�LHF>�H?�MA>�E>:=�F:@G>M�B=>:L�?KHF�MABL�<A:IM>K��F:I�RHNK�<HGM>GM�:@:BGLM�MA>�:IIKHIKB:M>�
LM:@>L�H?�RHNK�<NLMHF>K�CHNKG>R��
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�

�HGM>GM�):KD>MBG@�[��==BMBHG:E�.>LHNK<>L�

$>K>�:K>�LHF>�:==BMBHG:E�<HGM>GM�F:KD>MBG@�:KMB<E>L��

W����$B@AER�!??><MBO>�(>:=�):@G>M�%=>:L�

W�3A>K>�MH�?BG=����
�"K>>�(>:=�):@G>M�0>FIE:M>L�

W�����F:SBG@�"K>>;B>���HGM>GM��K>:MBHG��/BM>L�"HK�"HNG=>KL���):D>KL�

W����/MH<D�2B=>H��/MH<D�%F:@>��:G=�/MH<D��N=BH�.>LHNK<>L�?HK��K>:MHKL�:G=�):KD>M>KL�

W�0A>�0HI�����/H<B:E�*>MPHKD�+I>G�/HNK<>�,KHC><ML�
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https://optinmonster.com/9-lead-magnets-to-increase-subscribers/
https://copygoals.com/lead-magnet-templates/
https://logobly.com/blog/freebie-sites-for-founders-makers/
https://www.socialmediaexaminer.com/stock-video-stock-image-stock-audio-resources-creators-marketers/
https://awesomeopensource.com/projects/social-network
https://www.thepodcasthost.com/websites-hosting/best-podcast-hosting/
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�[�$N;LIHM��
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Content Categories in the Customer Journey Image Description: 
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Part of 
Funnel Stage Customer Type Types of Content 

0HI� � P:K>G>LL� 2BLBMHKL� +GEBG>�:=L��OB=>HL��IAHMHL�

0HI� !G@:@>F>GM�"HEEHP>KL� ,HLML��OB=>HL��;EH@L��<HGM>GM��>F:BEL��
K>LHNK<>L��MHHEL�

)B==E>� �HGO>KLBHG� �EB<D�MAKHN@AL��<HGM>GM�<HGLNF>KL��
LN;L<KB;>KL�

(>:=�F:@G>ML��M:K@>M>=�:=L��H??>KL�
IKHFHMBHGL�

�HMMHF� .>M>GMBHG� ,KHLI><ML��<NLMHF>KL��K>I>:M�
<NLMHF>KL�
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��EB<>G<> 
�

W��HGM>GM�F:KD>MBG@�<HGO>KLBHG�?NGG>E�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
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�
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��EB<>G<> 
�
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https://www.semrush.com/academy/courses/content-marketing-toolkit-course
https://www.semrush.com/academy/courses/content-marketing-fundamentals-course-with-ashley-segura
https://academy.hubspot.com/courses/content-marketing
https://creatoracademy.youtube.com/page/course/great-content?hl=en
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/



	 ��

'2.?05��;46;2�#=A6:6G.A6<;��'�# ��

(>:KGBG@�+;C><MBO>L�

�R�MA>�>G=�H?�MABL�<A:IM>K��RHN�LAHNE=�;>�:;E>�MH��

W�Explain�PA:M�L>:K<A�>G@BG>�HIMBFBS:MBHG��/!+��BL�

W�Describe�MA>�=B??>K>G<>L�;>MP>>G�HG�LBM>�:G=�H??�LBM>�/!+�

+5.A�6@�'2.?05��;46;2�#=A6:6G.A6<;��'�# ���

Search engine optimization�BL�MA>�IKH<>LL�H?�@>MMBG@�RHNK�P>;I:@>L�:G=�<HGM>GM�MH�K:GD�AB@A>K�BG�GHG�
I:B=��:ELH�DGHPG�:L�]HK@:GB<^��L>:K<A�>G@BG>�K>LNEML�LH�MA:M�RHN�BG<K>:L>�MA>�JN:EBMR�:G=�JN:GMBMR�H?�
MK:??B<�MH�RHNK�P>;LBM>�HK�<HGM>GM
�

,E>:L>�GHM>�MA:M�MA>�@H:E�H?�/!+�BL�GHM�LBFIER�MH�HIMBFBS>�?HK�MA>�L>:K<A�>G@BG>L��;NM�K:MA>K�MH�LMKN<MNK>�
RHNK�<HGM>GM�LH�MA:M�M:K@>M�:N=B>G<>L�<:G�>:LBER�?BG=�<HGM>GM�MA:M�IKHOB=>L�MA>�:GLP>KL�MA>R�L>>D
�
1G=>KLM:G=BG@�PA:M�I>HIE>�:K>�L>:K<ABG@�?HK�HGEBG>��MA>�DBG=L�H?�PHK=L�HK�M>KFBGHEH@R�MA>R�:K>�NLBG@��
:G=�MA>�MRI>L�H?�<HGM>GM�MA>R�P:GM�MH�<HGLNF>�:K>�<KBMB<:E�BG�:GR�L>:K<A�>G@BG>�HIMBFBS:MBHG�LMK:M>@R
�

103



3A>G�=HG>�<HKK><MER��/!+�:EEHPL�F:KD>M>KL�MH�;>MM>K�K>:<A�:G=�<HGG><M�PBMA�I>HIE>�L>:K<ABG@�?HK�MA>�
IKH=N<ML�:G=�L>KOB<>L�MA>BK�HK@:GBS:MBHG�H??>KL
�

"KHF�RHNK�<NLMHF>K�I>KLHG:L��RHN�LAHNE=�DGHP�PA:M�RHNK�M:K@>M�:N=B>G<>�P:GML�:G=�BL�BGM>K>LM>=�BG
�
/!+�LBFIER�A>EIL�F:KD>M>KL�LMKN<MNK>�MA>BK�<HGM>GM�LH�MA:M�L>:K<A�>G@BG>L�<:G�?BG=��NG=>KLM:G=��:G=�
BG=>Q�BM�:G=�NEMBF:M>ER��=>EBO>K�BM�PA>G�:�M:K@>M�<NLMHF>K�BL�EHHDBG@�?HK�BM
�

+5 F�6@�'�#��:=<?A.;A��

%G�=B@BM:E�F:KD>MBG@��MA>K>�BL�:�EHM�H?�=BL<NLLBHG�:;HNM�NLBG@�I:B=�:=O>KMBLBG@��LH<B:E�F>=B:��:G=�HMA>K�
HGEBG>�IE:M?HKFL�MH�@>G>K:M>�MK:??B<�:G=�BGM>K>LM
�$HP>O>K��MA>�F:CHKBMR�H?�HGEBG>�MK:??B<�BL�=KBO>G�;R�
L>:K<A�>G@BG>L
�"HK�>Q:FIE>��H?�:EE��:G:=B:G�L>:K<A>L��HGER�U�
���H?�I>HIE>�<EB<D�HG�I:B=�
:=O>KMBL>F>GML
�/!+�=>EBO>KL�U��4�FHK>�MK:??B<�HIIHKMNGBMB>L�MA:G�I:B=�:=O>KMBLBG@�HG�;HMA�FH;BE>�:G=�
=>LDMHI
�

/>:K<A�>G@BG>L�:ELH�IKH=N<>�LHF>�H?�MA>�AB@A>LM�JN:EB?B>=�E>:=L�;><:NL>�PA>G�LHF>HG>�BL�L>:K<ABG@��
F:KD>M>KL�DGHP�>Q:<MER�PA:M�MA:M�I>KLHG�BL�EHHDBG@�?HK
��:IMNKBG@�:�E>:=�PBMA�:�O>KR�LI><B?B<�L>:K<A�
BGM>GMBHG�:EEHPL�F:KD>M>KL�MH�=>EBO>K�:�LI><B?B<�LHENMBHG�;:L>=�HG�PA:M�MA:M�I>KLHG�G>>=L�:M�MA:M�O>KR�
FHF>GM
�#>G>K:EER��MA>L>�L>:K<A�BGM>GMBHGL�:K>�<:M>@HKBS>=�:L�?HEEHPL��

W�Informational 
0ABL�BL�PA>G�LHF>HG>�BL�L>:K<ABG@�?HK�BG?HKF:MBHG
�
"HK�>Q:FIE>��]3A:M�BL�MA>�;>LM�MRI>�H?�E:IMHI�?HK�IAHMH@K:IAR�^�

W�Navigational 
0ABL�BL�PA>G�LHF>HG>�BL�L>:K<ABG@�?HK�:�LI><B?B<�P>;LBM>
�
"HK�>Q:FIE>��]�>LM��NR^�

W�Transactional 
0ABL�BL�PA>G�LHF>HG>�BL�L>:K<ABG@�MH�;NR�LHF>MABG@
�
"HK�>Q:FIE>��]@HH=�=>:EL�HG�):<�HHD�,KHL^�

1G=>KLM:G=BG@�MA>�:;HO>�H;C><MBO>L�:EEHPL�F:KD>M>KL�MH�<K>:M>�<HGM>GM�MA:M�LI><B?B<:EER�:==K>LL>L�MA>L>�
=BLMBG<M�BGM>GMBHGL
�

+O>K�MBF>�:G=�B?�L>M�NI�IKHI>KER��/!+�<:G�:ELH�HK@:GB<:EER�@KHP�:G=�BG<K>:L>�RHNK�MK:??B<�PBMAHNM�
:==BMBHG:E�BGO>LMF>GML��>LI><B:EER�B?�RHNK�<HGM>GM�BL�MA>�;>LM�F:M<A�?HK�LI><B?B<�L>:K<A�M>KFL
�%G�>LL>G<>��
;R�LI>G=BG@�MBF>�MH�IKHI>KER�LMKN<MNK>�RHNK�<HGM>GM�?HK�L>:K<A�>G@BG>L��RHNK�HK@:GBS:MBHG�<HNE=�L>>�
BG<K>:L>=�MK:??B<��>G@:@>F>GML��:G=�<NLMHF>KL�HO>K�MBF>
�

#;�'6A2�'�#���� 2FD<?1@�

3 BMABG�L>:K<A�>G@BG>�HIMBFBS:MBHG��MA>K>�:K>�MPH�IKBF:KR�LMK:M>@B>L�MA:M�FHLM�F:KD>M>KL�PBEE�P:GM�MH�
>QIEHK>��HG�LBM>�:G=�H??�LBM>�/!+
�On-site SEO�?H<NL>L�HG�HIMBFBSBG@�MA>�<HGM>GM�:G=�LMKN<MNK>�H?�:�
P>;LBM>�LH�MA:M�BM�K:GDL�P>EE�(typically within the first 10 search results, or on the first page of search 
engine results)�?HK�LI><B?B<�L>:K<A�IAK:L>L��:ELH�DGHPG�:L�]D>RPHK=L^��MA:M�:K>�K>E>O:GM�MH�:G�
HK@:GBS:MBHG`L�P>;LBM>�HK�<HGM>GM
�
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��D>R�>E>F>GM�H?�HG�LBM>�/!+�BL�>GLNKBG@�MA:M�MA>�D>RPHK=L�HK�D>R�IAK:L>L�RHNK�M:K@>M�:N=B>G<>�
L>:K<A>L�?HK�:K>�<HGM:BG>=�BG�MA>�<HGM>GM�:G=�LMKN<MNK>�H?�RHNK�P>;I:@>L
�(>M`L�P:ED�MAKHN@A�:G�
>Q:FIE>
�Fable Ice Cream��:�/:LD:MHHG�;:L>=�B<>�<K>:F�LAHI��A:L�A>:K=�:;HNM�/!+�:G=�P:GML�MH�
BFIKHO>�AHP�H?M>G�MA>R�LAHP�NI�BG�HK@:GB<�L>:K<A�K>LNEML
�0H�=H�LH��MA>R�FB@AM�:LD�JN>LMBHGL�LN<A�:L�

��

W�3A:M�MRI>L�H?�B<>�<K>:F��=>LL>KML��LG:<DL��>M<
�:K>�I>HIE>�L>:K<ABG@�?HK��

W�3AH�BL�L>:K<ABG@�?HK�MA>L>�M>KFL��

W�3A>G�:K>�I>HIE>�L>:K<ABG@�?HK�B<>�<K>:F��LG:<DL��=>LL>KML��>M<
��

e� �K>�MA>K>�L>:LHG:EBMR�MK>G=L�MAKHN@AHNM�MA>�R>:K��

W�$HP�:K>�I>HIE>�L>:K<ABG@�?HK�B<>�<K>:F��

e� 3A:M�PHK=L�=H�MA>R�NL>��

e� 3A:M�JN>LMBHGL�=H�MA>R�:LD��

e� �K>�FHK>�L>:K<A>L�I>K?HKF>=�HG�FH;BE>�=>OB<>L��

W�3AR�:K>�I>HIE>�L>>DBG@�B<>�<K>:F��

e� �K>�BG=BOB=N:EL�EHHDBG@�?HK�A>:EMA�<HGL<BHNL�B<>�<K>:F�HK�CNLM�EHHDBG@�MH�L:MBL?R�:�
LP>>M�MHHMA��

W�3A>K>�:K>�IHM>GMB:E�<NLMHF>KL�EH<:M>=�\�EH<:EER��G:MBHG:EER��HK�BGM>KG:MBHG:EER��

�LDBG@�MA>L>�JN>LMBHGL�BL�:�<KN<B:E�IE:GGBG@�LM>I�MA:M�PBEE�@NB=>�":;E>�%<>��K>:F`L�D>RPHK=�K>L>:K<A�
:G=�A>EI�MA>F�<K:?M�;>MM>K�<HGM>GM
�1G=>KLM:G=BG@�AHP�:�M:K@>M�:N=B>G<>�L>:K<A>L�?HK�:�IKH=N<M��L>KOB<>��
HK�BG?HKF:MBHG�BL�:�<KN<B:E�?BKLM�LM>I��:G=�BG�:GLP>KBG@�MA>�:;HO>�JN>LMBHGL��F:KD>M>KL�<:G�<HF>�NI�PBMA�
L>O>K:E�D>RPHK=�:G=�D>R�IAK:L>�B=>:L
�

+?M>G�F:KD>M>KL�PBEE�GHP�LM:KM�MABGDBG@�:;HNM�<K>:MBG@�<HGM>GM�NLBG@�MA>L>�M>KFL
�$HP>O>K��MA>K>�:K>�
HMA>K�LMKN<MNK:E�:G=�AB==>G�:K>:L�H?�RHNK�P>;I:@>L�MA:M�LAHNE=�;>�<HGLB=>K>=��:L�P>EE
�

An interactive H5P element has been excluded from this version of the text. You can view it online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=80#h5p-3 

�
 �":;E>�%<>��K>:F�
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https://opentextbc.ca/foundationsdigitalmarketing/?p=80#h5p-3
https://www.fableicecream.com/


%G�MA>�:;HO>�BF:@>��RHN�<:G�L>>�MA>�:G:MHFR�H?�:�P>;I:@>�:G=�PA>G�RHN�:K>�BG<HKIHK:MBG@�RHNK�
D>RPHK=L��;>�LNK>�MH�BG<EN=>�MA>F�BG�MA>�?HEEHPBG@��

W�URLs and Paths 
3ABE>�GHM�:L�<K>:MBO>�:G=�;K:G=:;E>��=HF:BG�G:F>L�MA:M�:K>�=>L<KBIMBO>��>
@
��PBG>
<HF��PHKD�
P>EE�?HK�/!+
��G=�B?�RHN�A:O>�FNEMBIE>�P>;I:@>L�HG�RHNK�P>;LBM>��<HGLB=>K�BG<EN=BG@�
D>RPHK=L�BG�RHNK�I:MAL��B
>
��MA>�M>QM�:?M>K�MA>�LE:LA>L����
�"HK�>Q:FIE>��PBG>
<HF�K>=�PBG>L
�

W�Title Tag 
0A>�MBME>�M:@�BL�HG>�H?�MA>�FHLM�BFIHKM:GM�I:@>�?:<MHKL�;><:NL>�BM�M>EEL�MA>�L>:K<A�>G@BG>L�PA:M�
MA>�>GMBK>�I:@>�BL�:;HNM
�3ABE>�MABL�M:@�BL�AB==>G�PA>G�OB>PBG@�:�P>;I:@>��BM�BL�MA>�P>;�I:@>�
MBME>��BG�;EN>��MA:M�L>:K<A�>G@BG>L�LAHP�BG�MA>BK�K>LNEML�(see image below Ð ÒSearch Engine 
Land | Must Read News É)
�0H�L>>�MA>�MBME>�M:@�?HK�:�P>;I:@>��LBFIER�AHO>K�RHNK�FHNL>�HO>K�
MA>�MHI�H?�:GR�P>;�;KHPL>K�M:;
�

W�Meta Descriptions / Snippets 
��F>M:�=>L<KBIMBHG�BL�MA>�LAHKM�LNFF:KR�MA:M�:II>:KL�NG=>KG>:MA�RHNK�P>;LBM>�MBME>�HG�MA>�
L>:K<A�>G@BG>�K>LNEML�I:@>�:G=�BG<EN=>L�BG?HKF:MBHG�:;HNM�RHNK�P>;I:@>��L>>�K>=�;HQ�;>EHP�
�
�@:BG��MABL�BG?HKF:MBHG�BL�GHM�OBLB;E>�PA>G�OB>PBG@�MA>�:<MN:E�P>;I:@>��;NM�K:MA>K�BL�
BG?HKF:MBHG�<K>:M>=�?HK�L>:K<A�>G@BG>L�MH�=BLIE:R�BG�MA>BK�K>LNEML
�):GR�P>;LBM>�;NBE=>KL�EBD>�
3 HK=,K>LL��3BQ��3>>;ER��>M<
�PBEE�A:O>�L>MMBG@L�PA>K>�RHN�<:G�>GM>K�MABL�=>L<KBIMBHG�:G=�MA>�
MBME>�M:@�?HK�>:<A�P>;I:@>
�$HP>O>K��BG�LHF>�<:L>L��RHN�F:R�G>>=�MH�:LD�RHNK�P>;LBM>�
=>O>EHI>KL�AHP�MABL�BG?HKF:MBHG�<:G�;>�>GM>K>=
�
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W�Main Content / Body Copy 
0A>�F:BG�<HGM>GM��:ELH�<:EE>=��H=R��HIR��BL�MA>�OBLB;E>�<HGM>GM�RHN�L>>�PA>G�RHN�OBLBM�:�
P>;I:@>
�

W�Header Tags 
$>:=>K�M:@L��:ELH�DGHPG�:L�A>:=BG@�M:@L��:K>�NL>=�MH�L>I:K:M>�A>:=BG@L�:G=�LN;A>:=BG@L�HG�:�
P>;I:@>
�0A>R�K:GD�BG�HK=>K�H?�BFIHKM:G<>��?KHF�$��MH�$���PBMA�$�L�;>BG@�MA>�FHLM�
BFIHKM:GM
�$>:=>K�M:@L�BFIKHO>�MA>�K>:=:;BEBMR�:G=�/!+�H?�:�P>;I:@>�;R�<K>:MBG@�:�
AB>K:K<AR�LBFBE:K�MH�:�M:;E>�H?�<HGM>GML�HK�HNMEBG>
�"HK�>Q:FIE>��BG�MABL�<A:IM>K��]3A:M�BL�
/!+^��]3AR�BL�/!+�%FIHKM:GM^��:G=�]+G�LBM>�/!+���'>RPHK=L^�:K>�$�L��PAB<A�F>:GL�MA:M�
:EE�MA>L>�A>:=BG@L�A:O>�MA>�L:F>�BFIHKM:G<>
�

W�Image Alt Text 
/>:K<A�>G@BG>L�<:GGHM�]L>>^�BF:@>L
��L�:�K>LNEM��BF:@>L�LAHNE=�:EP:RL�A:O>��EM�M>QM�MH�
=>L<KB;>�PA:M�BL�BG�MA>�BF:@>
�/>:K<A�>G@BG>L�PBEE�MA>G�NL>�MABL��EM�M>QM�MH�F:M<A�L>:K<A>L
�
!O>G�MAHN@A��EM�M>QM�BL�GHM�OBLB;E>��BM�BL�:G�BFIHKM:GM�:==BMBHG�?HK�/!+�:G=�?HK�:GR�OBLBMHKL�
NLBG@�L<K>>G�K>:=>KL�MH�OB>P�:�P>;I:@>
�

W�File Names (including images) 
3A>G�L:OBG@�:G=�NIEH:=BG@�?BE>L��MKR�MH�BG<HKIHK:M>�MA>�:IIKHIKB:M>�D>RPHK=L�BGMH�MA>�?BE>�
G:F>
�"HK�>Q:FIE>��:G�BF:@>�?BE>�PBMA�MA>�G:F>��*90HP>K
CI>@�BL�FN<A�;>MM>K�MA:G�
%)#����
CI>@
�

W�Link T ext 
3A>G�<K>:MBG@�EBGDL�MH�BGM>KG:E�:G=�>QM>KG:E�P>;I:@>L��F:D>�LNK>�MA>�M>QM�NL>=�?HK�MA>�EBGD�BL�
=>L<KBIMBO>
�"HK�>Q:FIE>��BGLM>:=�H?�PKBMBG@�]<EB<D�A>K>�MH�K>:=�:G�:KMB<E>^��PKBM>�]K>:=�MABL�
:KMB<E>�?KHF�#HH@E>�HG�(BGD�0>QM̂
�

*HP��MA:M�RHN�A:O>�<HGLB=>K>=�BG<HKIHK:MBG@�D>RPHK=L�BGMH�MA>�LMKN<MNK:E�:K>:L�H?�RHNK�P>;I:@>L��RHN�
<:G�<K>:M>�OBLB;E>�<HGM>GM�MA:M�:GLP>KL�MA>�JN>LMBHGL�RHNK�M:K@>M�:N=B>G<>L�:LD
�

%?�RHN�P:GM�MH�?NKMA>K�K>L>:K<A�:G=�B=>GMB?R�K>E:M>=�HK�LBFBE:K�D>RPHK=L��MA>K>�:K>�F:GR�HGEBG>�MHHEL�
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https://developers.google.com/style/link-text
https://developers.google.com/style/link-text


MA:M�<:G�A>EI
�"BKLM��<K>:M>�:�EBLM�H?�IHM>GMB:E�D>RPHK=L��IAK:L>L��:G=�JN>LMBHGL�:G=�MA>G��>GM>K�MAHL>�
M>KFL�BGMH�:GR�H?�MA>�?HEEHPBG@�HGEBG>�L>KOB<>L��

W�#HH@E>�/>:K<A��HGLHE>�[�LAHPL�:�EHM�H?�=:M:�:;HNM�MA>�D>RPHK=L�MA:M�RHN�already�K:GD�?HK
�

W�#HH@E>�'>RPHK=�,E:GG>K�[�?BG=L�HMA>K�D>RPHK=L��;NM�HGER�EBLM�K:G@>L�?HK�L>:K<A�OHENF>L
�
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�
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�
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�
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L>:K<A>L
�

W�'>RPHK=�/NK?>K�[�BL�:�?K>>��AKHF>�>QM>GLBHG�MA:M�LAHPL�>LMBF:M>=�@EH;:E�:G=�EH<:E��?HK����
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�

W�'>RPHK==BM�[�INEEL�D>RPHK=�B=>:L�?KHF�.>==BM
�
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�
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�%M�@>G>K:M>L�D>RPHK=L�
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�

5HN�<:G�:ELH�<HG=N<M�:�#HH@E>�/>:K<A�NLBG@�RHNK�D>RPHK=L��IAK:L>L��:G=�JN>LMBHGL�:G=�EHHD�:M�MA>�
K>LNEML
�,:R�:MM>GMBHG�MH�MA>�],>HIE>�:ELH�:LD^�;HQ�?HK�L>:K<A�LN@@>LMBHGL
�*HP�MA:M�RHN�A:O>�:�;>MM>K�
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�

#33�'6A2�'�#�
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EBGD�?KHF�0PBMM>K�;:<D�MH�RHNK�P>;LBM>
�0A>�K>:LHG�MABL�BL�BFIHKM:GM�BL�;><:NL>�L>:K<A�>G@BG>L�PBEE�K:GD�
:�P>;LBM>�;:L>=�HG�MA>�K>INM:MBHGL�H?�MAHL>�P>;LBM>L�EBGDBG@�MH�BM
�/H��B?�RHN�A:O>�EBGDL�?KHF�BG=NLMKR�
:LLH<B:MBHGL��F>=B:�LBM>L��>=N<:MBHG:E�BGLMBMNMBHGL��>M<
�EBGDBG@�MH�RHNK�P>;LBM>��L>:K<A�>G@BG>L�PBEE�K:GD�
RHNK�P>;LBM>�FN<A�AB@A>K�MA:G�EBGDL�?KHF�LF:EE>K�HK�E>LL�K>INM:;E>�P>;LBM>L
�0A>L>�>QM>KG:E�P>;LBM>L�
;><HF>�I:KM�H?�RHNK�]HGEBG>�=B@BM:E�G>MPHKD���?:FBER^�:G=�=BK><MER�BG?EN>G<>�RHNK�P>;LBM>`L�
]K>INM:MBHG^
��L�:�K>LNEM��EBGD�;NBE=BG@�BL�H?M>G�<HGLB=>K>=�MA>�F:BG�H??�LBM>�M:<MB<�:G=�<:G�BG<EN=>�
M:<MB<L�LN<A�:L��

W�#N>LM�;EH@@BG@�

W��HGM>GM�F:KD>MBG@�

W�/H<B:E�F>=B:�F:KD>MBG@�
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https://search.google.com/search-console/about
https://ahrefs.com/blog/google-keyword-planner/
https://trends.google.com/trends/
https://ahrefs.com/keyword-generator
https://keywordsheeter.com/
https://answerthepublic.com/
https://chrome.google.com/webstore/detail/keyword-surfer/bafijghppfhdpldihckdcadbcobikaca?hl=en
https://www.highervisibility.com/free-seo-tools/keyworddit/
https://questiondb.io/
https://www.highervisibility.com/free-seo-tools/bulk-keyword-generator/


W� BK><MHKR�EBLMBG@L��>M<
�

/HF>�D>R�<HGLB=>K:MBHGL�:G=�<HG<>IML�?HK�H??�LBM>�/!+�BG<EN=>��

W�Outbound Links 
+NM;HNG=�EBGDL�:K>�EBGDL�?KHF�RHNK�P>;LBM>�MH�P>;LBM>L�PBMA�:�=B??>K>GM�=HF:BG�G:F>
�3A>G�
RHN�F:D>�MA>L>�<HGG><MBHGL��D>>I�BG�FBG=�MA:M�MA>�HMA>K�P>;LBM>�PBEE�;><HF>�I:KM�H?�RHNK�
P>;LBM>�G>MPHKD
�%G�HMA>K�PHK=L��RHNK�K>INM:MBHG�:G=�MA>BK�K>INM:MBHG�:K>�GHP�EBGD>=
�

W�Inbound Links / Backlinks 
0A>�HIIHLBM>�H?�HNM;HNG=�EBGDL��BG;HNG=�HK�;:<DEBGDL�<HF>�?KHF�HMA>K�P>;LBM>L�PBMA�:�
=B??>K>GM�=HF:BG�G:F>�:G=�IHBGM�MH�RHNK�P>;LBM>
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�'>>I�BG�FBG=�MA:M�K><>GM�EBGDL�
K:GD�AB@A>K�MA:G�HE=>K�EBGDL�:G=�BM�BL�LMBEE�BFIHKM:GM�MH�A:O>�D>RPHK=L�BG�:GR�EBGD�M>QM��:L�
F>GMBHG>=�:;HO>
�%?��?HK�LHF>�K>:LHG��RHN�=BL<HO>K�:�P>;LBM>�EBGDBG@�MH�RHNKL�:G=�P:GM�MH�
K>FHO>�MA:M�<HGG><MBHG��RHN�<:G�F:D>�NL>�H?�GoogleÕs Disavow Tool
�

W�Content 
�K>:MBG@�<HGM>GM�BL�:�LB@GB?B<:GM�I:KM�H?�:GR�H??�LBM>�/!+�LMK:M>@R
�$HP>O>K��GHM�:EE�<HGM>GM�BL�
>JN:E
�"HK�L>:K<A�>G@BG>�INKIHL>L��AB@A�JN:EBMR�<HGM>GM�BL�=>?BG>=�:L�HKB@BG:E��K><>GM��
:<<NK:M>��?>P�@K:FF:K�FBLM:D>L��:IIKHIKB:M>�E>G@MA��:G=�NGBJN>
�3>;LBM>L�MA:M�IKH=N<>�
AB@A>K�JN:EBMR�<HGM>GM�PBEE�K:GD�AB@A>K�BG�L>:K<A�>G@BG>�K>LNEML
�/H��:�KH;NLM�<HGM>GM�
F:KD>MBG@�LMK:M>@R�A>EIL�:G�HK@:GBS:MBHG`L�H??�LBM>�/!+��>LI><B:EER�?HK�G>P>K�P>;LBM>L�MA:M�
:K>�>LM:;EBLABG@�MA>BK�<K>=B;BEBMR�:G=�;NBE=BG@�:G�:N=B>G<>
�

W�Link diversity 
0H�BFIKHO>�RHNK�H??�LBM>�/!+��<K>:M>�:�O:KB>MR�H?�HNM;HNG=�:G=�BG;HNG=�EBGDL��B
>
��MH�:G=�
?KHF�:�O:KB>MR�H?�different�=HF:BGL
�(BGD�=BO>KLBMR�BG<K>:L>L�RHNK�H??�LBM>�/!+�K:GDBG@
�

W�Social signals 
�>�LNK>�MH�BG<EN=>�EBGDL�MH�RHNK�P>;LBM>�BG�RHNK�LH<B:E�F>=B:�IKH?BE>L�:G=�IHLML
��G=�
>G<HNK:@>�RHNK�?HEEHP>KL��>FIEHR>>L��LMK:M>@B<�I:KMG>KL��>M<
�MH�IHLM�:G=�EBGD�MH�RHNK�<HGM>GM�
LH�MA:M�RHN�;NBE=�RHNK�EBGD�G>MPHKD
�

"HK�FHK>�B=>:L�HG�EBGD�;NBE=BG@�LMK:M>@B>L��IE>:L>�K>:=�MABL�:KMB<E>��15x Incredible Link Building 
Strategies HK�P:M<A�MA>�?HEEHPBG@�5HN0N;>�OB=>H��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=80#oembed-1 

'>R�0 :D>:P:RL�

+G�LBM>�:G=�H??�LBM>�/!+�LB@GB?B<:GMER�BFI:<M�RHNK�L>:K<A�>G@BG>�K>LNEML��

W�0ABGD�:;HNM�MA>�M>KFL��PHK=L��IAK:L>L��:G=�JN>LMBHGL�MA:M�RHNK�M:K@>M�:N=B>G<>�PBEE�NL>�MH�L>:K<A�?HK�:GLP>KL�:G=�RHNK�
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W�Strategic Partners, Alliances, Vendors 
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W�Your Organization / Brand 
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Competitive Analysis Tools and Their Features 

Tool Rankings Advertising Authority Social Media Traffic Technology 

Ahr efs [� [� [� [�

Alexa [� [�

Builtwith [� [� [� [� [�

Buzzsumo [� [� [� [�

FollowerWonk [� [� [� [� [�

iSpionage [� [� [� [�

Majestic [� [� [�

Moat [� [� [� [� [�

MOZ / Link 
Explorer [� [� [� [� [�

Quantcast [� [� [� [� [�

SimilarWeb [� [� [�

Searchmetrics [� [� [�

SEMrush [� [�

Serpstat [� [�

SpyFu [� [� [�

!:<A�MHHE�>O:EN:M>L�=B??>K>GM�:LI><ML�H?�=B@BM:E�F:KD>MBG@�:G=�P>;LBM>�<KBM>KB:
�/H��E>M`L�EHHD�:M�>:<A�HG>�
H?�MA>L>�BG�FHK>�=>M:BE��
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https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#ahrefs
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#alexa
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#builtwith
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#buzzsumo
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#followerwonk
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#ispionage
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#majestic
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#moat
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#moz
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#moz
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#quantcast
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#similarweb
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#searchmetrics
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#semrush
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#serpstat
https://www.orbitmedia.com/blog/website-competitive-analysis-tools/#spyfu
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What do they rank for? 
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What phrases are they bidding on? Where are they investing their ad budgets? What do their ads 
look like? 
(BD>�HK@:GB<�K:GDBG@L��NG=>KLM:G=BG@�:�<HFI>MBMHK`L�:=�LI>G=BG@�PBEE�IKHOB=>�BGLB@AML�BGMH�PA:M�
FB@AM�;>�:�@HH=�BGO>LMF>GM�?HK�RHN
��LLNFBG@�MA>R�A:O>�P>EE�F:G:@>=��P>EE�HIMBFBS>=�:=�
<:FI:B@GL��RHN�<:G�L>>�PAB<A�PHK=L�:G=�IAK:L>L�:K>�@>MMBG@�MK:<MBHG�PBMA�RHNK�M:K@>M�:N=B>G<>L
�
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Do they have higher quality and more authoritative links than us? 
�L�=BL<NLL>=�BG�MA>�SEO�<A:IM>K��EBGDL�<:G�LB@G:E�:�P>;LBM>`L�O:EN>
�/BM>L�PBMA�F:GR�EBGDL�?KHF�
HMA>K�K>E>O:GM�:G=�K>E:M>=�P>;LBM>L�PBEE�EBD>ER�A:O>�AB@A>K�:NMAHKBMR��>LI><B:EER�B?�MA>�EBGDL�:K>�
?KHF�LBM>L�MA:M�A:O>�AB@A�:NMAHKBMR�MA>FL>EO>L
�
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�"HK�>Q:FIE>��
B?�:�F>=B:�LBM>�HK�;EH@�A:L�F>GMBHG>=�:G=�EBGD>=�MH�:�<HFI>MBMHK��BM�F:R�;>�:�@HH=�LBM>�MH�IKHFHM>�
HK�PKBM>�:;HNM�RHNK�LHENMBHGL
�

0A>K>�:K>�F:GR�MHHEL�MA:M�MK:<D�EBGDL�:G=�IKHOB=>�:NMAHKBMR�F>MKB<L
�!:<A�L>KOB<>�A:L�:�=BLMBG<M�
G:F>�?HK�MA>�GNF;>K��;NM�>LL>GMB:EER��MA>R�:EE�F>:LNK>�MA>�L:F>�MABG@��the likelihood of ranking 
on a scale from 1 Ð 100. 

e� )+6�� HF:BG��NMAHKBMR�

e� /!)KNLA�� HF:BG�/<HK>�

e� �E>Q:���HFI>MBMBO>�,HP>K�

e� �AK>?L�� HF:BG�.:MBG@�

e� />:K<AF>MKB<L��,:@>�/MK>G@MA�

'<06.9�!216.�

Which of their articles is getting shared the most? Who is sharing their content? 

/H<B:E�F>=B:�:<<HNGML�:K>�>:LR�MH�?HEEHP��;NM�A:K=�MH�:G:ERS>
�5HN�F:R�;>�:;E>�MH�L>>�PAB<A�LI><B?B<�
IHLML�:K>�@>MMBG@�>G@:@>F>GM��;NM�MA>�;B@@>K�IB<MNK>�BL�=B??B<NEMR�MH�L>>�PBMAHNM�MHHEL
�/H��NLBG@�MA>L>�
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�
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Are they getting more traffic? 

0A>K>�:K>�GH�MHHEL�MA:M�PBEE�IKHOB=>�:G�:<<NK:M>�EHHD�BGMH�RHNK�<HFI>MBMHK`L�:G:ERMB<L
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What technology is their site built on and what tools are they using? 

3 >;LBM>�M><AGHEH@R�BL�LNKIKBLBG@ER�OBLB;E>��:G=�MA>K>�:K>�L>KOB<>L�MA:M�<:G�?BG=�HNM�>Q:<MER�PA:M�BL�
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�0ABL�
<:G�IHM>GMB:EER�IKHOB=>�BG?HKF:MBHG�:;HNM�PA:M�M:<MB<L�RHNK�<HFI>MBMHKL�:K>�NLBG@�:G=�PA:M�FB@AM�PHKD�
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RHNK�P>;LBM>��E>M`L�M:D>�:�EHHD�:M�MA>�FHLM�<HFFHG�M><AGB<:E�>KKHKL�MA:M�FB@AM�>QBLM�HG�RHNK�HPG�
P>;LBM>��

W�HTTPs Status 
):D>�LNK>�MA:M�RHNK�P>;LBM>�A:L�:�0(/�//(�<>KMB?B<:M>
�3>;LBM>L�L><NK>=�PBMA�:�0(/�//(�
<>KMB?B<:M>�PBEE�=BLIE:R�$00,/�:G=�MA>�LF:EE�I:=EH<D�B<HG�BG�MA>�;KHPL>K�:==K>LL�;:K
��G�
$00,/�<HGG><MBHG�BG=B<:M>L�MA:M�RHNK�P>;LBM>�BL�L><NK>�:G=�MA:M�<HFFNGB<:MBHGL�;>MP>>G�
RHNK�P>;�;KHPL>K�:G=�MA>�P>;�:IIEB<:MBHG�:K>�>G<KRIM>=
�$:OBG@�:�L><NK>=�P>;LBM>�BFI:<ML�
RHNK�L>:K<A�>G@BG>�K:GDBG@�;><:NL>�P>;LBM>L�PBMA�0(/�//(�<>KMB?B<:M>L�K:GD�AB@A>K
�

W�Page Speed Test 
�<<HK=BG@�MH�K><>GM�K>L>:K<A��B?�RHNK�LBM>�M:D>L�FHK>�MA:G���L><HG=L�MH�EH:=��RHN�EHL>�����H?�
RHNK�IHM>GMB:E�K>:=>KL
�0A>K>?HK>��BM�BL�<KN<B:E�MH�F:D>�LNK>�RHNK�P>;I:@>L�EH:=�JNB<DER
���
K><HFF>G=>=�MHHE�MH�M>LM�?HK�P>;I:@>�EH:=�LI>>=L�BL�#HH@E>�,:@>/I>>=�%GLB@AML

�

�

W�Broken Images and Links 
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BF:@>L�:G=�EBGDL��B
>
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BFIKHO>�RHNK�L>:K<A�>G@BG>�K:GDBG@
�

W�Mobile Optimization 
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https://pagespeed.web.dev/?utm_source=psi&utm_medium=redirect


/BG<>�MA>L>�M><AGB<:E�>KKHKL�:K>�>:LR�MH�=>M><M��NLBG@�:�LBM>�:N=BMHK�MHHE�BL�AB@AER�K><HFF>G=>=
�+G<>�
:@:BG��A>K>�BL�:�EBLM�H?�P>;LBM>�:N=BM�MHHEL�MA:M�<:G�;>�NL>?NE��

Website Audit Tools 

Name Price Features 

Hubspot 
Website 
Grader ��

"K>>� W��:LB<�MHHE�MH�JNB<DER�<A><D�RHNK�P>;LBM>�

Hotjar ��

��� :R�
"K>>�0KB:E�
���
�I>K�
FHGMA�

W�+G>�=HF:BG�

W�2BLBMHK�.><HK=BG@L�[�A>EIL�NG=>KLM:G=�OBLBMHK�;>A:OBHNKL�

W�$>:M�):IL�[�A>EIL�MH�NG=>KLM:G=�PA:M�L><MBHGL�H?�MA>�I:@>�:K>�MA>�
FHLM�IHINE:K�

Google 
Search 
Console��

"K>>�
W�/AHPL�>KKHKL�HG�MA>�I:@>L�

W�$>EIL�MH�FHGBMHK�L>:K<A�I>K?HKF:G<>�

Serpstat�� ����[����� �
I>K�FHGMA�

W�1GEBFBM>=�GNF;>K�H?�=HF:BGL�

W��HFIE>Q�:N=BM�PBMA�:�P>;LBM>�:N=BM�K>IHKM�MA:M�EBLML�MA>�=>M><M>=�
BLLN>L�:G=�IKHOB=>L�K><HFF>G=:MBHGL�HG�AHP�MH�?BQ�MA>F�

RAVEN 
Site Auditor ��

����[������
I>K�FHGMA�

W�"KHF���MH�����=HF:BGL�

W��:G�:N=BM���������MH�����������I:@>L�

W��HFIE>Q�:N=BM�',%�MK:<DBG@�

SEMrush 
Site Auditor ��

���
���[�
����
���
I>K�FHGMA�

W�"KHF���MH����=HF:BGL�

W�1I�MH��������I:@>L�MH�:N=BM�

W��HFIE>Q�:G:ERLBL�

W��HFI:KBLHG�PBMA�<HFI>MBMHKL`�P>;LBM>L�

WebCEO 
Site Auditor ��

��� :R�"K>>�
0KB:E�
����[������
I>K�FHGMA�

W�"KHF���MH����=HF:BGL�

W��:G�:N=BM�����MH���������I:@>L�

W��HFIE>Q�:N=BM��BG<EN=BG@�F>=B:�:<MBOBMR�

�
 �$N;LIHM�3>;LBM>�#K:=>K�
�
 �$HMC:K�
�
 �3 >E<HF>�MH�#HH@E>�/>:K<A��HGLHE>�
�
 �/>KILM:M�
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https://www.webceo.com/website-audit.htm
https://website.grader.com/
https://www.hotjar.com/
https://search.google.com/search-console/welcome
https://serpstat.com/


'A2=����#;�'6A2���#33�'6A2�'�#�

+G�LBM>�:G=�H??�LBM>�/!+�K>IK>L>GM�MA>�G>QM�LM>I�BG�MA>�?K:F>PHKD
�/NFF:KBSBG@�MA>�=>M:BEL�<HO>K>=�BG�
MA>�SEO�<A:IM>K��RHN�PBEE�P:GM�MH�BFIKHO>�RHNK�HG�LBM>�:G=�H??�LBM>�/!+�;R�:==K>LLBG@�MA>�?HEEHPBG@�
D>R�:K>:L��

W�Keywords, Phrases, & Questions 
%=>GMB?R�:G=�;NBE=�:�<HFIK>A>GLBO>�EBLM�H?�:IIKHIKB:M>�D>RPHK=L��IAK:L>L��:G=�JN>LMBHGL�MA:M�
RHNK�M:K@>M�:N=B>G<>L�FB@AM�NL>
�):GR�H?�MA>�IK>OBHNL�LM>IL�BG�MABL���/M>I�3>;LBM>��N=BM�
IKH<>LL�LAHNE=�:LLBLM�BG�<HFIBEBG@�MABL�EBLM
�

W�Structural Elements of Webpages 
):D>�LNK>�MH�NI=:M>�:G=�BG<EN=>�RHNK�D>RPHK=L�BGMH�MA>�LMKN<MNK:E�>E>F>GML�H?�RHNK�
P>;I:@>L
�
(click on the pluses below for details) 

W�Link Building 
%FIE>F>GM�:�<HFIK>A>GLBO>�content marketing�:G=�EBGD�;NBE=BG@�LMK:M>@R�MH�BG<K>:L>�RHNK�
EBGD�G>MPHKD�:G=�NEMBF:M>ER��BFIKHO>�RHNK�EBGD�:NMAHKBMR
�!LI><B:EER�?HK�G>P>K�P>;LBM>L��
=>O>EHIBG@�<HGM>GM�NLBG@�D>RPHK=L�PBEE�NLN:EER�IKHOB=>�FHK>�/!+�;>G>?BML�MA:M�LBFIER�

�
 �.� 2!*�/BM>��N=BMHK�
�
 �/!)KNLA�/BM>��N=BMHK�
�
 �3 >;�!+�/BM>��N=BMHK�
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MKRBG@�MH�@>M�;:<DEBGDL
�/H��MABGD�:;HNM�@>MMBG@�;:<DEBGDL�based�RHNK�<HGM>GM��GHM�CNLM�EBGDL�HG�
MA>BK�HPG
�

'A2=�
���B@A<:2?���)@2?��E=2?62;02���,���),��

*HP�MA:M�RHN�A:O>�B=>GMB?B>=�RHNK�:N=B>G<>L�:G=�MA>�:IIKHIKB:M>�<HGM>GM��E>M`L�EHHD�:M�MA>�>QI>KB>G<>�H?�
:<<>LLBG@�:G=�=BL<HO>KBG@�MA:M�<HGM>GM
��<<HK=BG@�MH�3 BDBI>=B:��

The user experience is how a user interacts with and experiences a product, system, or service. It 
includes a personÕs perceptions of utility, ease of use, and efficiency. 

#BO>G�MA>�:;HO>�=>?BGBMBHG��E>M`L�EHHD�:M�AHP�RHNK�P>;LBM>�<HGMKB;NM>L�MH�RHNK�<NLMHF>K�>QI>KB>G<>�:G=�
PA:M�:K>:L�RHN�LAHNE=�>O:EN:M>��

W�Simple / easy-to-use navigation 
0ABL�F:R�L>>F�H;OBHNL��;NM�F:GR�P>;LBM>L�:K>�LH�<HFIEB<:M>=�:G=�A:O>�LH�FN<A�<HGM>GM�MA:M�
BM�<:G�;>�=B??B<NEM�MH�?BG=�MA>�<HGM>GM�RHN�P:GM
�3A>G�K>OB>PBG@�RHNK�P>;LBM>��MABGD�:;HNM�MA>�
?HEEHPBG@�JN>LMBHGL��

e� How many clicks / scrolls does it take to get to the relevant information? 
�>�<:K>?NE�:;HNM�:LLNFBG@�PA:M�OBLBMHKL�L>>
�0ABL�BL�I:KMB<NE:KER�BFIHKM:GM�PA>G�
MABGDBG@�:;HNM�MA>�FH;BE>�OL
�=>LDMHI�>QI>KB>G<>
�

e� Is the navigation ÒintuitiveÓ, i.e., does it follow ÒstandardÓ navigation practices? 
3A>G�P>�@H�MH�:�G>P�P>;LBM>��MA>K>�:K>�LM:G=:K=�G:OB@:MBHG�>QI><M:MBHGL�:G=�=H>L�
RHNK�P>;LBM>�?HEEHP�MA>F��"HK�>Q:FIE>��BL�MA>�:<<HNGM�EH@BG�EBGD�BG�MA>�MHI��KB@AM�
A:G=�<HKG>K�H?�MA>�P>;I:@>�HK�BL�MA>K>�:�G:OB@:MBHG�F>GN�:M�MA>�MHI��

e� Is there are search bar? 
0A>K>�:K>�@>G>K:EER�MPH�MRI>L�H?�OBLBMHKL��;KHPL>KL�:G=�L>:K<A>KL
��KHPL>KL�PBEE�
;KHPL>�MA>BK�P:R�MAKHN@A�:�P>;LBM>��<EB<DBG@�HG�EBGDL�MH�=BL<HO>K�:G=�>QIEHK>�PA:M�
MA>�P>;LBM>�H??>KL
�%G�<HGMK:LM��L>:K<A>KL�DGHP�>Q:<MER�PA:M�MA>R�P:GM�MH�?BG=�:G=�
:K>�EHHDBG@�?HK�LI><B?B<�BG?HKF:MBHG�HK�:GLP>KL
�$:OBG@�:�L>:K<A�;:K�:EEHPL�
L>:K<A>KL�MH�FHK>�>:LBER�?BG=�PA:M�MA>R�P:GM�PBMAHNM�A:O>�MH�NGG><>LL:KBER�<EB<D�
:KHNG=�MA>�P>;LBM>
�

W�ÒUnnecessaryÓ obstacles / hurdles 
):KD>M>KL�H?M>G�P:GM�MH�<HGO>KM�OBLBMHKL�:L�JNB<DER�:L�IHLLB;E>�PA>G�HG�MA>BK�P>;LBM>
�0ABL�
<:G�K>LNEM�BG�]BGM>KKNIMBHGL^�EBD>�IHI�NIL��PAB<A�F:KD>M>KL�F:R�NL>�MH�@>M�OBLBMHKL�MH�LB@G�NI�
?HK�LHF>MABG@�HK�MH�IKHFHM>�:G�H??>K
�3A>G�E:NG<ABG@�MABL�LMK:M>@R��MABGD�:;HNM�RHNK�@H:EL�
:G=�H;C><MBO>L�:G=�:LD��PBEE�MA>L>�M:<MB<L�:MMK:<M�HNK�M:K@>M�<NLMHF>KL�:G=�AHP�O:EN:;E>�HK�
EHG@�E:LMBG@�:K>�MA>L>�<HGO>KLBHGL���ELH��EHHD�:M�RHNK�;HNG<>�HK�>QBM�:G:ERMB<L�;><:NL>�RHN�
F:R�L>>�MA:M�MA>L>�M:<MB<L�:K>�FHK>�=BLKNIMBO>�MA:G�A>EI?NE��B
>
��RHN�:K>�INLABG@�E>:=L�:P:R
�
1L>�MA>�?HEEHPBG@�M:<MB<L�<:K>?NEER�:G=�GHM�MHH�?K>JN>GMER��

e� Pop-ups�(can be especially problematic on mobile) 

e� Automatic Live Chat pop-ups 

W�Relevant and credible content 
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�:L>=�HG�MA>�IK>OBHNL�LM>IL��IKBHKBMBS>�RHNK�<HGM>GM
�):D>�LNK>�MA>�<HGM>GM�RHN�:K>�IK>L>GMBG@�
BL�K>E>O:GM�:G=�<K>=B;E>�MH�RHNK�M:K@>M�:N=B>G<>L
�%M�LAHNE=�:GLP>K�:G=�IKHOB=>�LHENMBHGL�MH�
M:K@>M�<NLMHF>KL`�JN>LMBHGL��I:BG�IHBGML��:G=�<A:EE>G@>L
�):D>�LNK>�RHNK�<HGM>GM�BL�HK@:GBS>=�
:G=�:==K>LL>L�MA>�?HEEHPBG@��

e�  Hierar chy 
�HGM>GM�AB>K:K<AR�K>?>KL�MH�MA>�EH<:MBHG�H?�<HGM>GM�HG�RHNK�P>;LBM>�:G=�P>;I:@>L
�
"HK�>Q:FIE>��MA>�FHLM�BFIHKM:GM�<HGM>GM�LAHNE=�;>�:O:BE:;E>�HG�BGBMB:E�>GMKR�I:@>L�
:G=�IK>?>K:;ER��:M�MA>�MHI�H?�MAHL>�I:@>L
�3A>G�OBLBMHKL�<HF>�MH�RHNK�P>;LBM>�HK�
P>;I:@>��MA>�FHLM�BFIHKM:GM�BG?HKF:MBHG�LAHNE=�;>�>:LBER�OBLB;E>�:G=�:O:BE:;E>�
PBMAHNM�LB@GB?B<:GM�L<KHEEBG@�HK�<EB<DBG@�K>JNBK>=
�

e� Social proof 
�>�LNK>�MH�BG<EN=>�M>LMBFHGB:EL��<NLMHF>K�EH@HL��<>KMB?B<:MBHGL��>M<
�MH�AB@AEB@AM�RHNK�
<K>=B;BEBMR��BG=NLMKR�E>:=>KLABI��:G=�>QI>KMBL>
�

W�Clear calls-to-action���0 �L��
�G=��?BG:EER��?HK�:G�HIMBF:E�<NLMHF>K�>QI>KB>G<>��F:D>�LNK>�MA:M�:EE�EBGDL��;NMMHGL��:G=�:GR�
HMA>K�<:EEL�MH�:<MBHG�:K>�<E>:K��<HGLBLM>GM��:G=�LM:G=�HNM
�

��IHHK�<NLMHF>K�>QI>KB>G<>�G>@:MBO>ER�BFI:<ML�RHNK�>GMBK>�<NLMHF>K�CHNKG>R
�/H��K>OB>P�:G=�HIMBFBS>�
:EE�:N=B>G<>�>QI>KB>G<>L�MH�F:D>�MA>F�:L�>:LR�:G=�L>:FE>LL�:L�IHLLB;E>
�"HK�:�GB<>�HO>KOB>P�HG�
G:OB@:MBHG��AB>K:K<AR��:G=�<HEHNK��PAB<A�P>�PBEE�=BL<NLL�BG�MA>�G>QM�LM>I���RHN�<:G�P:M<A�MA>�?HEEHPBG@�
OB=>H��

3 :M<A��'>R�3 >;� >LB@G�,KBG<BIE>L��*:OB@:MBHG��$B>K:K<AR����HEHK��������FBGL��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=83#oembed-1 

'A2=�����2@64;�

%G�MABL�G>QM�LM>I��P>�PBEE�;KB>?ER�=BL<NLL�:�?>P�P>;LBM>�=>LB@G�:K>:L�MA:M�<:G�A>EI�HIMBFBS>�RHNK�P>;LBM>�
>QI>KB>G<>L
�$:OBG@�:�P>EE�=>LB@G>=��P>EE�E:B=�HNM�P>;LBM>�<:G�IHLBMBO>ER�BFI:<M�RHNK�OBLBMHKL`�
I>K<>IMBHGL�H?�RHNK�<HGM>GM�:G=�;K:G=
�$>K>�:K>�:�?>P�=>LB@G�:K>:L�RHN�F:R�P:GM�MH�K>OB>P�:L�I:KM�H?�
RHNK�P>;LBM>�:N=BM��

W�Design Consistency 
/BG<>�P>;LBM>L�:K>�EBM>K:EER�EBOBG@�=H<NF>GML��<HGLBLM>G<R�H?�=>LB@G�>E>F>GML�F:D>L�BM�>:LB>K�
?HK�OBLBMHKL�MH�NG=>KLM:G=�:G=�G:OB@:M>�MA>F
�%G<HGLBLM>G<B>L�:K>�NLN:EER�:�K>LNEM�H?�=>LB@G�
LM:G=:K=L�HK�IK>?>K>G<>L�<A:G@BG@�HO>K�MBF>�:G=�HK�:�O:KB>MR�H?�I>HIE>�<K>:MBG@�<HGM>GM�NLBG@�
=B??>K>GM�LM:G=:K=L
��L�:�K>LNEM��BM�BL�BFIHKM:GM�MH�:N=BM�RHNK�P>;LBM>�:G=�K>OB>P�MA>�?HEEHPBG@�
=>LB@G�>E>F>GML�MH�F:D>�LNK>�MA>R�:K>�<HGLBLM>GM��

e� Fonts 
):D>�LNK>�MA:M�RHNK�?HGML�:G=�?HGM�LBS>L�:K>�<HGLBLM>GM
�!LI><B:EER�EHHD�?HK�:GR�
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�+?M>G�PA:M�
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�

e� Imagery 
0KR�MH�LMB<D�MH�LBFBE:K�types�H?�BF:@>KR
�"HK�>Q:FIE>��FBQBG@�:GBF:M>=�BF:@>L�HK�
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�

e� Colours 
):D>�LNK>�MA:M�RHNK�P>;LBM>�<HEHNKL�:K>�HG�;K:G=
�%?�IHLLB;E>��PHKD�?KHF�:�=>?BG>=�
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�

e� Layouts 
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e� Calls-to-Action���0 �L��
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�

e� Brand voice 
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W�Whitespace 
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Average CPM Rates in 2021 

Platform Average CPM* 

Google Search Ads ���
���

Google Display (Banner) Ads ��
���

Facebook Ads ��
���

Instagram Ads ��
���

Twitter Ads ��
���

LinkedIn Ads ��
���

Pinterest Ads ����
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Average CPC 

Platform Average CPC* 

Google Search Ads ��
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Google Display (Banner) Ads ��
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���
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Ad Groups 

Ad Group 1: Desserts Ad Group 2: Beverages Ad Group 3: Snacks 
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 N>�MH�MA>�<HFIE>QBMB>L�H?�MA>�;B==BG@�LRLM>FL��MA>�actual�:FHNGM�I:B=�;R�F:KD>M>KL�ABG@>L�HG�
<HFI>MBMBO>�:<MBOBMR�:G=�:=�K:GDBG@��GHM�LBFIER�MA>�AB@A>LM�;B=
�5HNK�D>RPHK=�;B=�K>IK>L>GML�RHNK�
F:QBFNF�;B=�IKB<>
�0ABL�F>:GL�RHN�:K>�PBEEBG@�MH�I:R�up to�MABL�IKB<>
�$HP>O>K��PA:M�RHN�actually 
I:R�=>I>G=L�HG�PA:M�HMA>KL�;B=
�

"HK�>Q:FIE>��B?�RHN�;B=����?HK�]INFIDBG�IB>L^��;NM�MA>�G>QM�AB@A>LM�;B==>K�A:=�:�F:QBFNF�;B=�H?�
��
��
�0A>G��MH�PBG�MA>�:N<MBHG��RHN�HGER�G>>=�MH�I:R���
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An interactive H5P element has been excluded from this version of the text. You can view it online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=91#h5p-8 
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W�PPC 101: A Complete Guide to PPC Marketing Basics 

W�PPC Fundamentals Course with Joel Bondorowsky�(Free: 5 hrs. Ð SEMrush) 

W�Google Ads Certification FREE Courses (Search, Display, Video, App, Shopping) 

W�A BeginnerÕs Guide to Using Google Ads 

W�The Ultimate Guide to Google Ads 

W�How Do Keyword Match Types Work in Google? 

W�How To Write Text Ads For Google That Get Clicked On By Your Prospects 

W�Get Started with Microsoft Advertising�(formerly Bing Ads) 

W�The Essential Guide to Digital Marketing with Facebook & Instagram 

W�Complete Guide on LinkedIn Advertising 

W�The Complete LinkedIn Advertising Cheatsheet 
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https://www.searchenginejournal.com/ppc-guide/
https://www.semrush.com/academy/courses/ppc-fundamentals-course-with-joel-bondorowsky
https://skillshop.exceedlms.com/student/catalog/list?category_ids=2844-google-ads-certifications
https://skillshop.exceedlms.com/student/path/18128-google-ads-search-certification
https://skillshop.exceedlms.com/student/path/18061-google-ads-display-certification
https://skillshop.exceedlms.com/student/path/18216-google-ads-video-certification
https://skillshop.exceedlms.com/student/path/29785-google-ads-apps-certification
https://skillshop.exceedlms.com/student/path/18287-shopping-ads-certification
https://blog.hootsuite.com/google-ads/
https://blog.hubspot.com/marketing/google-adwords-ppc
https://www.wordstream.com/keyword-match-types
https://www.adhocmarketing.com/blog/how-to-write-expanded-text-ads-on-google-that-get-more-clicks-than-your-competition
https://help.ads.microsoft.com/apex/index/3/en/56873
https://www.facebook.com/business/learn/series/guide-to-digital-marketing-using-facebook
https://expandi.io/blog/linkedin-advertising/
https://www.wordstream.com/blog/ws/2019/03/05/linkedin-advertising
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://about.google/brand-resource-center/guidance/media/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
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W�Connecting with New Audiences 
�BEEBHGL�H?�I>HIE>�PHKE=PB=>�NL>�LH<B:E�G>MPHKDL�HG�:�=:BER�;:LBL
�0A>K>?HK>��BM�BL�BFIHKM:GM�
?HK�HK@:GBS:MBHGL�MH�;>�IK>L>GM�PA>K>�MA>L>�HGEBG>�<HGO>KL:MBHGL�:G=�=BL<NLLBHGL�:K>�
A:II>GBG@
�"HK�>Q:FIE>��U����H?�%GLM:@K:F�NL>KL�L:B=�MA>R�?BG=�G>P�IKH=N<ML�HG�MA>�
IE:M?HKF��F:DBG@�BM�PHKMAPABE>�MH�;>�MA>K>
�

W�Building Relationships 
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W�Incr easing Website Traffic 
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W�Distributing T argeted Messaging 
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W�Conducting Market Research 
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W�Sharing Expertise 
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W�Managing Reputation 
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W�Evaluating Analytics and Insights 
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W�General topics and trends 
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<KBLBL�F:G:@>F>GM�PA>K>�RHN�:K>�<HGLM:GMER�?B@AMBG@�?BK>L�BGLM>:=�H?�IE:GGBG@�:G=�;>BG@�IKH:<MBO>
�

%B608��<.9��964;:2;A�%B6G�

%?�):KD>MBG@� BK><MHK��/:F��A:L�;>>G�MHE=�;R�L>GBHK�F:G:@>F>GM�MA:M�MA>�HK@:GBS:MBHG:E�@H:EL�?HK�MABL�
R>:K�:K>�MH�BG<K>:L>�L:E>L�H?�IKH=N<M�4��PAB<A�H?�MA>�?HEEHPBG@�@H:EL�:K>�K>E>O:GM�?HK�MA>�LH<B:E�F>=B:�
F:KD>MBG@�M>:F���/>E><M�:EE�MA:M�:IIER
��

W�%G<K>:L>�IKH=N<M�:P:K>G>LL�H?�IKH=N<M�4�HG�":<>;HHD�

W� ><K>:L>�IKH=N<M�4�<NLMHF>K�L>KOB<>�<HLML�;R�NLBG@�0PBMM>K�

W�%G<K>:L>�MK:??B<�MH�IKH=N<M�4�P>;LBM>�

W�%G<K>:L>�L:E>L�H?�IKH=N<M�4�HG�0PBMM>K�

'A2=�����5<<@2��5.;;29@�

3ABE>�L>MMBG@�@H:EL�:G=�H;C><MBO>L�BL�:�<KBMB<:E�I:KM�H?�IE:GGBG@��AHP�RHN�:<AB>O>�MA>F�A:L�FHK>�MH�=H�
PBMA�RHNK�BFIE>F>GM:MBHG�IE:G
�0A>K>?HK>��BG�MABL�LM>I�P>�PBEE�?H<NL�HG�:<AB>OBG@�MAHL>�@H:EL�:G=�
H;C><MBO>L�;R�L>E><MBG@�MA>�:IIKHIKB:M>�=B@BM:E�F:KD>MBG@�<A:GG>EL�:G=�IE:M?HKFL
�

/BG<>�MA>K>�:K>�LH�F:GR�LH<B:E�F>=B:�HIMBHGL��F:KD>M>KL�H?M>G�LMKN@@E>�BG�L>E><MBG@�MA>�:IIKHIKB:M>�
LH<B:E�F>=B:�IE:M?HKF�MH�NL>
�%GLM>:=�H?�MKRBG@�MH�IB<D�LI><B?B<�LH<B:E�F>=B:�LBM>L��HK@:GBS:MBHGL�LAHNE=�
?H<NL�HG�MA>�MRI>�H?�LH<B:E�F>=B:�F:KD>MBG@�MA:M�PBEE�PHKD�;>LM�?HK�MA>BK�M:K@>M�:N=B>G<>L�:G=�;NBE=�:�
IK>L>G<>�HG���[���IE:M?HKFL�MA:M�LNIIHKM�MAHL>�:<MBOBMB>L�:G=�<:M>K�MH�MAHL>�:N=B>G<>L
�

( F=2@�<3�'<06.9�!216.�

0A>�?HEEHPBG@�:K>�MA>�FHLM�IKHFBG>GM�MRI>L�H?�LH<B:E�F>=B:�G>MPHKDL���IE:M?HKFL
�%G�>:<A�H?�MA>�
L><MBHGL�;>EHP��RHN�<:G�K>:=�MA>�<:M>@HKR�=>L<KBIMBHG��MA>�IKHL�:G=�<HGL��:G=�>Q:FIE>L�H?�LBM>L�MA:M�?:EE�
BGMH�MA:M�<:M>@HKR��

Social Networks 

�R�?:K�MA>�FHLM�IHINE:K��LH<B:E�G>MPHKDL�<HGG><M�I>HIE>�MH�>:<A�HMA>K�:G=�MH�HK@:GBS:MBHGL
�
+K@:GBS:MBHGL�<:G�NL>�MA>L>�G>MPHKDL�MH�IKHFHM>�IKH=N<ML��L>KOB<>L��:G=�<HGM>GM
�0A>R�<:G�:=O>KMBL>�MH�
=BO>KL>�:N=B>G<>L�:G=�PHKD�PBMA�BG?EN>G<>KL�MH�K>:<A�M:K@>M�:N=B>G<>L
�%G�:==BMBHG��F:KD>M>KL�<:G�EBLM>G�
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BG�HG�IN;EB<�<HGO>KL:MBHGL�:;HNM�MA>BK�HK@:GBS:MBHG��<HFI>MBMHKL��:G=�BG=NLMKR��:G=�NL>�MAHL>�BGLB@AML�MH�
BFIKHO>�<NLMHF>K�>QI>KB>G<>L�:G=�BG<K>:L>�;K:G=�:P:K>G>LL
�

Pros��

W�(:K@>��=BO>KL>�:N=B>G<>L��B
>
��FHLM�I>HIE>�:K>�:<MBO>�HG�HG>�H?�MA>L>�IE:M?HKFL�

W�(HML�H?�:<MBOBMR�

W�%GM>@K:M>=�BGMH�F:GR�F:KD>MBG@�:NMHF:MBHG�MHHEL�:G=�L>KOB<>L�

Cons��

W� B??B<NEM�MH�;>�L>>G���A>:K=�=N>�MH�MA>�OHENF>�H?�<HGM>GM�:G=�:<MBOBMR�

W��E@HKBMAFL�H?M>G�IKHFHM>�BG=BOB=N:E�IHLML�HO>K�;NLBG>LL�IHLML��PAB<A�F>:GL�HK@:GBS:MBHGL�
F:R�G>>=�MH�I:R�?HK�>QIHLNK>�

Examples of social networking platforms	��

W�":<>;HHD�

W�0PBMM>K�

W�%GLM:@K:F�

W�(BGD>=%G�

*Please note that some sites may be listed in multiple categories. 

Photo Sharing Networks 

2BLN:E�LMHKRM>EEBG@�A:L�;><HF>�:�LM:IE>�HG�LH<B:E�F>=B:
��L�:�K>LNEM��BF:@>�LA:KBG@�G>MPHKDL�:K>�JNBM>�
IHINE:K�:G=�LAHNE=�;>�I:KM�H?�FHLM�LH<B:E�F>=B:�LMK:M>@B>L
�0A>L>�LH<B:E�F>=B:�LBM>L�:EEHP�BG=BOB=N:EL�
MH�LA:K>�BF:@>L�:G=�OBLN:E�<HGM>GM
�0A>R�IKHOB=>�:�IE:M?HKF�MH�LI:KD�<HGO>KL:MBHGL��BGLIBK>�B=>:L��:G=�
IKHFHM>�IKH=N<ML��<HGM>LML��:G=�>QI>KB>G<>L�MA:M�@>M�I>HIE>�M:EDBG@�:;HNM�;K:G=L
�

Pros��

W�(:K@>�:N=B>G<>L�

W�(HML�H?�:<MBOBMR�

W�3 >EE�LNBM>=�?HK�IKH=N<ML�HK�>QI>KB>G<>L�MA:M�<:G�;>�IK>L>GM>=�BG�:�OBLN:E�?HKF�

W�#HH=�<A:GG>EL�MH�IKHFHM>�;K:G=�O:EN>L�:G=�;NBE=�;K:G=�:P:K>G>LL�

Cons��

W�2BLN:E�<HGM>GM�F:R�GHM�;>�:IIKHIKB:M>�?HK�:EE�HK@:GBS:MBHG:E�H??>KBG@L�

W�.>JNBK>L�OBLN:E�LMHKRM>EEBG@�>QI>KMBL>�

W�/HF>�?>:MNK>L�F:R�HGER�;>�:O:BE:;E>�HG�FH;BE>�=>OB<>L�
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https://facebook.com/
https://twitter.com/
https://instagram.com/
https://linkedin.com/


Examples of image-sharing networks��

W�%GLM:@K:F�

W�,BGM>K>LM�

W��>A:G<>�

W�"EB<DK�

W�%F@NK�

W�/BG:�3>B;H�

Video Sharing Networks 

2B=>H�LA:KBG@�G>MPHKDL�<:G�;>�LIEBM�BGMH�MPH�F:BG�<:M>@HKB>L��LAHKM�?HKF�:G=�EHG@�?HKF�OB=>H
�

'5<?A�3<?:�*612<�

/AHKM�?HKF�OB=>H�MRIB<:EER�BG<EN=>L�OB=>HL�MA:M�:K>�E>LL�MA:G�MPH�FBGNM>L�EHG@
�0A>�FHLM�IHINE:K�
IE:M?HKFL�:K>�0BD0HD���%GLM:@K:F�.>>EL
�

Pros��

W�#K>:M�?HK�;NBE=BG@�;K:G=�:P:K>G>LL��LA:KBG@�JNB<D�MBIL��:G=�K>INKIHLBG@�HMA>K�<HGM>GM�BGMH�
LAHKM>K�HK�FHK>�BGM>K:<MBO>�O>KLBHGL�[�EBD>�EHG@�?HKF�OB=>H�HK�:�L>KB>L�H?�BF:@>L�

Cons��

W�(BFBM>=�MBF>�MH�<HFFNGB<:M>�F>LL:@>L�

W�.>JNBK>L�LMKHG@�LMHKRM>EEBG@�>QI>KMBL>��:L�P>EE�:L�OB=>H�IKH=N<MBHG�:G=�>=BMBG@�LDBEEL�

Examples of short-form video networks��

W�0BD0HD�

W�%GLM:@K:F�.>>EL�

W�5HN0N;>�/AHKML�

W�0KBEE>K�

W�/G:I<A:M�/IHMEB@AM�

W�,BGM>K>LM�/MHKR�,BGL�

 <;4�3<?:�*612<�

(HG@�?HKF�OB=>H�K>?>KL�MH�OB=>HL�EHG@>K�MA:G�MPH�FBGNM>L
�5HN0N;>�:G=�2BF>H�:K>�MA>�E>:=BG@�
IE:M?HKFL
�5HN0N;>�A:L�;>MM>K�/!+��;NM�2BF>H�A:L�:�LMKHG@>K�<HFFNGBMR�:G=�GH�IK>�KHEE�:=L
�

Pros��
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https://instagram.com/
https://pinterest.com/
https://www.behance.net/
https://flickr.com/
https://imgur.com/
https://weibo.com/
https://www.tiktok.com/en/
https://instagram.com/
https://youtube.com/
https://triller.co/
https://www.snapchat.com/
https://pinterest.com/


W�#K>:M�?HK�HK@:GBS:MBHGL�EHHDBG@�MH�M>:<A�BG�=>IMA�<HNKL>L��LA:K>�EHG@�CHNKG>RL��HK�P:ED�
MAKHN@A�:�IKH<>LL
�

W�)HK>�MBF>�MH�;NBE=�:�G:KK:MBO>�

W�2B=>H�:G:ERMB<L�MH�:LL>LL�PA:M�BL�K>LHG:MBG@�

Cons��

W��N=B>G<>�F:R�GHM�P:M<A�EHG@�?HKF�<HGM>GM�MH�MA>�>G=�

W��HGM>GM�<K>:MBHG�NLN:EER�BL�FHK>�<HLMER�

W��HGM>GM�<:G�;><HF>�LM:E>�:G=�HNM=:M>=�

W�/!+�BL�FHK>�<HFIEB<:M>=�

Examples of long-form video networks��

W�5HN0N;>�

W�2BF>H�

W�0PBM<A�

W�%GLM:@K:F�02�

W�":<>;HHD�3:M<A�

Livestreaming Networks 

"HEEHPBG@�LAHKM�?HKF�OB=>H��HG>�H?�MA>�?:LM>LM�@KHPBG@�MRI>L�H?�LH<B:E�F>=B:�G>MPHKDL�BL�EBO>LMK>:FBG@
�
(BO>LMK>:FBG@�=>EBO>KL�EBO>�OB=>H�<HGM>GM�MA:M�MRIB<:EER�BGM>K:<ML�PBMA�:�EBO>�:N=B>G<>���OB>P>K
�
(BO>LMK>:FBG@�BL�:O:BE:;E>�HG�:EFHLM�:EE�IHINE:K�LH<B:E�F>=B:�IE:M?HKFL
�

Pros��

W�%FF>=B:<R�H?�:N=B>G<>�BGM>K:<MBHGL��?>>=;:<D��>G@:@>F>GM��>M<
�

W��;BEBMR�MH�LA:K>�>QI>KB>G<>L���>O>GML�BG�K>:E�MBF>�

Cons��

W�.>JNBK>L�:�<HGLBLM>GM�:G=�AB@A�JN:EBMR�BGM>KG>M�<HGG><MBHG��:L�P>EE�:L�EBO>�OB=>H�LMK>:FBG@�
IKH=N<MBHG�<:I:;BEBMB>L��>
@
��<:F>K:L��EB@AMBG@��FB<KHIAHG>L��>M<
�

Examples of livestreaming networks��

W�0PBM<A�

W�%GLM:@K:F�(BO>�

W�0BD0HD�

W�5HN0N;>�
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https://youtube.com/
https://vimeo.com/
https://www.twitch.tv/
https://instagram.com/
https://facebook.com/
https://www.twitch.tv/
https://instagram.com/
https://www.tiktok.com/en/
https://youtube.com/


W�":<>;HHD�(BO>�

W�,BGM>K>LM�02�

Inter active Media Networks 

%GM>K:<MBO>�)>=B:�*>MPHKDL�:EEHP�MA>BK�NL>KL�MH�<HGG><M��<K>:M>�:G=�LA:K>�<HGM>GM
�-NBM>�H?M>G��MA>R�
H??>K�:�O:KB>MR�H?�NGBJN>�BGM>K:<MBO>�:G=�AB@AER�>QI>KBF>GM:E�?>:MNK>L�LN<A�:L��.�2.�?BEM>KL��FNLB<:E�
HO>KE:RL��:G=�BGM>K:<MBO>�@:F>L
�0A>L>�G>MPHKDL�M>G=�MH�;>�FHLM�IHINE:K�:FHG@�#>G�6�:G=�
)BEE>GGB:EL
�

Pros��

W�,E:M?HKFL�:K>�O>KR�<K>:MBO>�:G=�>QI>KBF>GM:E
�

W�0A>�:N=B>G<>L�LD>P�RHNG@>K�:G=�:K>�:�@HH=�F:KD>M�?HK�;K:G=L�M:K@>MBG@�#>G�6�:G=�
)BEE>GGB:EL�

W�/MHKB>L�<:G�;>�NL>=�MH�IKHOB=>�:�;>ABG=�MA>�L<>G>L�EHHD�:M�RHNK�;K:G=�HK�MA>�IKH<>LL�H?�
;KBG@BG@�:�G>P�IKH=N<M���L>KOB<>�MH�F:KD>M�

Cons��

W�,HM>GMB:EER�>QI>GLBO>�:G=�MBF>�<HGLNFBG@�<HGM>GM�<K>:MBHG�

W�/HF>�?>:MNK>L�F:R�HGER�;>�:O:BE:;E>�HG�FH;BE>�=>OB<>L�

W�,KHFHMBHG�within�MA>L>�G>MPHKDL�<:G�;>�<A:EE>G@BG@��PAB<A�K>JNBK>L�IKHFHMBG@�OB:�RHNK�
P>;LBM>�HK�HMA>K�LH<B:E�IE:M?HKFL�

Examples of interactive media networks��

W�0BD0HD�

W�/G:I<A:M�

Community Forums 

�HFFNGBMR�?HKNFL�>G<HNK:@>�I>HIE>�MH�:GLP>K�JN>LMBHGL�IHL>=�;R�MA>�<HFFNGBMR�:G=�MH�LA:K>�
DGHPE>=@>��G>PL��:G=�B=>:L
�0A>L>�P>;LBM>L�=BL<HNK:@>�=BK><M�:=O>KMBLBG@�:G=�@>G>K:EER��=H�GHM�A:O>�
;K:G=�I:@>L
��GLP>KBG@�JN>LMBHGL�<HKK><MER�:G=�AHG>LMER�BG�MA>L>�?HKNFL�<:G�BG<K>:L>�:�F>F;>K`L�
<K>=B;BEBMR�:G=�MA:M�<K>=B;BEBMR�HK�MKNLM�<HNE=�E>:=�MH�BG<K>:L>=�P>;LBM>�OBLBML�:G=�L:E>L
�

Pros��

W�#K>:M�K>LHNK<>�?HK�<HG=N<MBG@�F:KD>M�K>L>:K<A�:G=�@>G>K:MBG@�E>:=L�?HK�RHNK�IKH=N<ML�HK�
;K:G=
�0ABL�<:G�A>EI�;NBE=�FHK>�?H<NL>=�F:KD>MBG@�<:FI:B@GL
�

W��;BEBMR�MH�@BO>�<HFFNGBMR�F>F;>KL�>:KER�:<<>LL�MH�H??>KL��MKR�HNM�?K>>;B>L��:G=�@:MA>K�
?>>=;:<D
�

W�0AHN@AM�E>:=>KLABI�:G=�>QI>KMBL>�<:G�;>�K>P:K=>=�MAKHN@A�NIOHMBG@�H?�<HGM>GM�
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https://facebook.com/
https://pinterest.com/
https://www.tiktok.com/en/
https://snapchat.com/


Cons��

W�)NLM�:=A>K>�MH�MA>�KNE>L�H?�>G@:@>F>GM�PBMABG�MA>�<HFFNGBMR�

W� BLMKNLM?NE�H?�HK@:GBS:MBHGL�

W�,HM>GMB:E�?HK�@KHNIMABGD��B
>
��>O>KRHG>�BG�MA>�<HFFNGBMR�MABGDL�MA>�L:F>�P:R�:G=�G>P�B=>:L�
��I>KLI><MBO>L�:K>�GHM�<HGLB=>K>=�HK�:<<>IM>=�

W�0H�;NBE=�F>:GBG@?NE�K>E:MBHGLABIL��<HFFNGBMR�F:G:@>F>GM�<:G�;>�MBF>�<HGLNFBG@�

Examples of community forums��

W�.>==BM�

W�-NHK:�

W��EN;AHNL>�

W� BL<HK=�

W�/E:<D�

W�":<>;HHD�#KHNIL�

Blogging & Publishing Networks 

0A>L>�G>MPHKDL�IKHOB=>�:�IE:<>�MH�IN;EBLA�PKBMM>G��EHG@�?HKF�<HGM>GM�:G=�<:G�;>�:G�BFIHKM:GM�
<HFIHG>GM�H?�RHNK�content marketing strategy
��HGLB=>K�PKBMBG@�:;HNM�AHP�MH�NL>�RHNK�IKH=N<ML�BG�
<K>:MBO>�P:RL��HK�IHLM�G>PL�:;HNM�RHNK�BG=NLMKR�MH�=KBO>�FHK>�MK:??B<�MH�RHNK�P>;LBM>�HK�HGEBG>�
:<<HNGML
�

Pros��

W��R�IN;EBLABG@�HG�:�LA:K>=�G>MPHKD��:L�HIIHL>=�MH�HG�RHNK�HK@:GBS:MBHG`L�P>;LBM>�HGER���
F:KD>M>KL�<:G�:MMK:<M�K>:=>KL�?KHF�MA>�>GMBK>�IHHE�H?�I>HIE>�PAH�OBLBM�MA:M�G>MPHKD�EHHDBG@�
?HK�BGM>K>LMBG@�<HGM>GM
�

W��:G�<K>:M>�;:<DEBGDL�:L�I:KM�H?�RHNK�EBGD�;NBE=BG@�LMK:M>@R�

Cons��

W�.>JNBK>L�PKBMBG@�LDBEEL�:G=�IKH=N<BG@�EHG@�?HKF��PKBMM>G�<HGM>GM�HG�:�K>@NE:K�;:LBL
�

W�)NLM�:=A>K>�MH�MA>�G>MPHKD`L�IN;EBLABG@�@NB=>EBG>L��PAB<A�FB@AM�EBFBM�MA>�K:G@>�H?�PKBMBG@�
MHIB<L�

Examples of blogging and publishing networks��

W�)>=BNF�

W�3 HK=,K>LL�

W�0NF;EK�

W�":<>;HHD�
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https://www.reddit.com/
https://www.quora.com/
https://www.joinclubhouse.com/
https://discord.com/
https://slack.com/
https://facebook.com/
https://pressbooks.bccampus.ca/foundationsindigitalmarketing/chapter/content-marketing/
https://medium.com/
https://wordpress.com/
https://www.tumblr.com/
https://facebook.com/


W�(BGD>=%G�

Podcast / Social Audio Networks 

Podcast Networks 

)HK>�:G=�FHK>�HK@:GBS:MBHGL�:K>�M:DBG@�:=O:GM:@>�H?�MA>�HIIHKMNGBMR�MH�F:KD>M�MA>BK�IKH=N<ML�:G=�
L>KOB<>L�NLBG@�:N=BH
��N=BH�IH=<:LML�:G=�LH<B:E�:N=BH�G>MPHKDL�:EEHP�EBLM>G>KL�MH�@:BG�DGHPE>=@>��
LA:K>�B=>:L��:G=�HK�CHBG�=BL<NLLBHGL�BG�:G�:N=BH�?HKF:M
�

"HK�F:GR�EBLM>G>KL��MA>L>�:N=BH�>QI>KB>G<>L�:K>�>:LB>K�MH�<HGLNF>
�,>HIE>�<:G�EBLM>G�PA>K>O>K�MA>R�:K>��
BG<EN=BG@�PABE>�<HFFNMBG@��H??EBG>��B?�=HPGEH:=>=���HK�LBFIER�:L�;:<D@KHNG=�GHBL>�=NKBG@�=:BER�
:<MBOBMB>L
�,H=<:LMBG@�BL�E>LL�K>LMKB<MBO>�MA:G�P:M<ABG@�:�OB=>H�HK�>O>G�L<KHEEBG@�MAKHN@A�:�?>>=
�

Pros��

W�$B@A�JN:EBMR�:N=BH�IH=<:LML�:K>�FHK>�:??HK=:;E>�MH�IKH=N<>�MA:G�AB@A�JN:EBMR�OB=>HL�

W��LRG<AKHGHNL�:G=�FNEMB�M:LDBG@�EBLM>GBG@�IHLLB;BEBMB>L�

Cons��

W�3A>G�FNEMB�M:LDBG@��EBLM>G>KL�F:R�GHM�?NEER�A>:K�PA:M�BL�;>BG@�=BL<NLL>=�

W�.>JNBK>L�:�KH;NLM�<HGM>GM�F:KD>MBG@�LMK:M>@R�:G=�<HGM>GM�<:E>G=:K�MH�F:BGM:BG�

Examples of podcasting networks��

W�/IHMB?R�

W��IIE>�,H=<:LML�

W�#HH@E>�,H=<:LML�

W�,:G=HK:�

W�0NG>%G�

W�/MBM<A>K�

Social Audio Networks 

/H<B:E�:N=BH�BL�R>M�:GHMA>K�LH<B:E�F>=B:�G>MPHKD�MRI>�MA:M�H??>KL�EBO>�=BL<NLLBHGL�PBMA�MA>�:N=B>G<>�
K:MA>K�MA:G�IK>�K><HK=>=�:N=BH�<HGO>KL:MBHGL
�(BD>�EBO>LMK>:FBG@��MA>L>�G>MPHKDL�:K>�@K>:M�?HK�
<HGG><MBG@�PBMA�:G�:N=B>G<>�BG�K>:E�MBF>�:G=�@>MMBG@�BFF>=B:M>�?>>=;:<D
�

Pros��

W�):KD>M>KL�<:G�AHLM�MA>BK�HPG�KHHFL�PAB<A�:EEHPL�MA>F�MH�LA:K>�DGHPE>=@>�:G=�>LM:;EBLA�
MA>FL>EO>L�:L�MAHN@AM���BG=NLMKR�E>:=>KL�

W�):GR�H?�MA>�L:F>�;>G>?BML�:L�EBO>LMK>:FBG@�PBMA�EHP>K�IKH=N<MBHG�<HLML�
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https://linkedin.com/
https://open.spotify.com/genre/podcasts-page
https://www.apple.com/ca/apple-podcasts/
https://podcasts.google.com/
https://www.pandora.com/browse/podcasts
https://tunein.com/podcasts/
https://www.stitcher.com/


Cons��

W�(BLM>G>KL�F:R�;>�=BLMK:<M>=�

W�(BLM>G>KL�G>>=�MH�EBLM>G�BG�K>:E�MBF>�HK�MA>R�FB@AM�FBLL�MA>�=BL<NLLBHG��B?�GHM�K><HK=>=��

Examples of social audio networks��

W�":<>;HHD�(BO>��N=BH�.HHFL�

W�/IHMB?R�#K>>GKHHF�

W�0PBMM>K�/I:<>L�

W��EN;AHNL>�

Messaging Apps 

)>LL:@BG@�:IIL�A:O>�>OHEO>=�MH�;>�FHK>�MA:G�CNLM�:�LBFIE>�P:R�MH�LA:K>�M>QM�F>LL:@>L
�3BMA�?>:MNK>L�
?HK�<:EEBG@��<K>:MBG@�@KHNIL��;KH:=<:LMBG@�F>LL:@>L�MH�FNEMBIE>�NL>KL��>Q<A:G@BG@�FHG>R��:G=�MA>�
HIMBHG�H?�<K>:MBG@�<A:M;HML��F>LL:@BG@�:IIL�<:G�A>EI�RHNK�HK@:GBS:MBHG�BG�F:GR�P:RL
�"HK�>Q:FIE>��
F:GR�LF:EE�;NLBG>LL>L�:K>�NLBG@�":<>;HHD�)>LL>G@>K�<A:M;HML�MH�BGM>K:<M��LNIIHKM��IKHOB=>�
LN@@>LMBHGL��:G=�LA:K>�G>PL�PBMA�MA>BK�<NLMHF>KL
�

Pros��

W��NBEM�BGMH�MA>�LH<B:E�G>MPHKDL�MA:M�BG=BOB=N:EL�:EK>:=R�NL>�

W�0><AGHEH@R�BG?K:LMKN<MNK>�F:G:@>=�;R�:�MABK=�I:KMR�

W��;BEBMR�MH�K>LHEO>�<NLMHF>K�<HFIE:BGML��<HG<>KGL��HK�BLLN>L�BG�:�FHK>�IKBO:M>�<A:GG>E�

W�-NB<D��=BK><M�<HFFNGB<:MBHG�<A:GG>E�MH�K>LIHG=�MH�JN>LMBHGL�

Cons��

W� >I>G=>GM�HG�MABK=�I:KMB>L��>
@
��PA>G�":<>;HHD�:G=�3A:ML�II�P>GM�H??EBG>��MA>L>�
HK@:GBS:MBHGL�<HNE=G`M�<HGG><M�PBMA�MA>BK�<NLMHF>KL�

W�):G:@BG@�R>M�:GHMA>K�<NLMHF>K�<HFFNGB<:MBHG�<A:GG>E�

Examples of messaging apps��

W�":<>;HHD�)>LL>G@>K�

W�3A:ML�II�

W�0>E>@K:F�

W�%GLM:@K:F�

W�2B;>K�

W�3 >�A:M�

W�(BG>�
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https://facebook.com/
https://www.spotify.com/us/greenroom/
https://help.twitter.com/en/using-twitter/spaces
https://www.joinclubhouse.com/
https://www.facebook.com/messenger/
https://www.whatsapp.com/
https://telegram.org/
https://instagram.com/
https://www.viber.com/
https://www.wechat.com/
https://line.me/


"HK�FHK>�B=>:L�HG�AHP�MH�NL>�MA>L>��<A><D�HNM�MABL�:KMB<E>��0A>��>LM�)>LL:@BG@��IIL�?HK��NLMHF>K�
/>KOB<>
�

Bookmarking & Content Curation Networks 

�HHDF:KDBG@�:G=�<HGM>GM�<NK:MBHG�G>MPHKDL�:K>�IE:M?HKFL�PA>K>�NL>KL�=BL<HO>K��L:O>��:G=�LA:K>�:�
O:KB>MR�H?�B=>:L��:KMB<E>L��IHLML��:G=�HMA>K�<HGM>GM�?HK�E:M>K�NL>
�0A>�INKIHL>�H?�MA>L>�P>;LBM>L�BL�MH�
=BL<HO>K�G>P�<HGM>GM�;:L>=�HG�LA:K>=�BGM>K>LML�:G=�MH�=BL<NLL�MK>G=L
��R�<K>:MBG@�:G=�<NK:MBG@�<HGM>GM�
MA:M�BL�<NKK>GM�:G=�K>E>O:GM�MH�RHNK�BG=NLMKR��F:KD>M>KL�<:G�NL>�MA>L>�G>MPHKDL�MH�=BK><M�I>HIE>�MH�MA>BK�
P>;LBM>�:G=�>G@:@>�PBMA�MA>�<HFFNGBMR�;R�LA:KBG@�<HGM>GM�MH�;HHDF:KD
�

Pros��

W�#K>:M�?HK�LI:KDBG@�G>P�B=>:L��:L�P>EE�:L�AB@AEB@AMBG@�G>PL��AHM�MHIB<L�:G=�MK>G=L�

W�/A:K>�DGHPE>=@>�:G=�>LM:;EBLA�RHNK�HK@:GBS:MBHG�:L�:�MAHN@AM���BG=NLMKR�E>:=>K�:G=�>QI>KM�

Cons��

W�.>JNBK>L�<HGLBLM>GM�<HGM>GM�<K>:MBHG��PAB<A�<HNE=�;>�MBF>�<HGLNFBG@�

W��HGM>GM�<NK:MBHG�<:G�:ELH�;>�MBF>�<HGLNFBG@�

Examples of bookmarking networks��

W�,BGM>K>LM�

W�"EBI;H:K=�

W�0NF;EK�

W� KB;;E>�

Review Networks 

.>OB>P�G>MPHKDL�:EEHP�I>HIE>�MH�?BG=��K>OB>P��:G=�LA:K>�BG?HKF:MBHG�:;HNM�;K:G=L�:G=�MA>BK�IKH=N<ML�
:G=�L>KOB<>L
�0A>L>�MRI>L�H?�G>MPHKDL�K>O>:E�MA>�<NLMHF>K�>QI>KB>G<>
�#HH=�HK�;:=��K>OB>PL�A>EI�
B=>GMB?R�PA:M�BL�PHKDBG@�:G=�PA:M�BL�GHM�:G=�IKHOB=>�:G�HIIHKMNGBMR�?HK�HK@:GBS:MBHGL�MH�F:D>�
BFIKHO>F>GML�:G=�HK�K>LHEO>�BLLN>L
�$HP�:G�HK@:GBS:MBHG�K>LIHG=L�MH�:�K>OB>P�PBEE�H?M>G�LAHP<:L>�:�
;K:G=L̀�O:EN>L�:G=�AHP�MA>R�A:G=E>�<NLMHF>K�?>>=;:<D
�3A>G�K>OB>PL�:K>�F:G:@>=�P>EE��HK@:GBS:MBHGL�
<:G�;NBE=�MKNLM�:G=�EHR:EMR�PBMA�MA>BK�<HFFNGBMR��PAB<A�<:G�;KBG@�IHLBMBO>�LH<B:E�IKHH?�MH�MA>�
HK@:GBS:MBHG�:G=�BML�<E:BFL
�

Pros��

W�,HLBMBO>�K>OB>PL�<:G�BG<K>:L>�MK:??B<�:G=�L:E>L�;><:NL>�MA>R�K>?E><M�MA>��NG?BEM>K>=��HIBGBHGL�H?�
<NLMHF>KL�

W��;BEBMR�MH�MNKG�:�G>@:MBO>�>QI>KB>G<>�BGMH�:�IHLBMBO>�HG>�JNB<DER�

Cons��
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https://www.revechat.com/blog/messaging-apps-for-customer-service/
https://www.revechat.com/blog/messaging-apps-for-customer-service/
https://pinterest.com/
https://flipboard.com/
https://www.tumblr.com/
https://dribbble.com/


W�):G:@BG@�K>OB>PL�<:G�;>�MBF>�<HGLNFBG@��>LI><B:EER�LBG<>�RHN�P:GM�MH�K>LIHG=�:L�JNB<DER�
:L�IHLLB;E>��?HK�;HMA�@HH=�:G=�;:=�K>OB>PL��

W�.>OB>PL�:K>�AB@AER�LN;C><MBO>�:G=�;:L>=�HG�MA>�K>OB>P>K`L�>QI><M:MBHGL�

Examples of review networks��

W�5>EI�

W�#HH@E>�)R��NLBG>LL�

W�#E:LL=HHK�

W�0KBI�=OBLHK�

W��F:SHG�

Social Shopping Networks 

/H<B:E�LAHIIBG@�G>MPHKDL�<K>:M>�:�<HFFNGBMR�H?�BG=BOB=N:EL�PAH�LA:K>�LBFBE:K�BGM>K>LML�:G=�HIBGBHGL��
:G=�BG?EN>G<>�>:<A�HMA>K`L�INK<A:LBG@�=><BLBHGL
�0A>L>�G>MPHKDL�A>EI�;NR>KL�LIHM�MK>G=L��LA:K>�@K>:M�
?BG=L��F:D>�INK<A:L>L��:G=�?HEEHP�MA>BK�?:OHKBM>�;K:G=L
�0A>R�?H<NL�HG�>�<HFF>K<>��:G=�MA>�LH<B:E�
>E>F>GM�F:D>L�BM�>G@:@BG@�:G=�>GM>KM:BGBG@
�0A>L>�LH<B:E�LAHIIBG@�LBM>L�:K>�B=>:E�?HK�;NBE=BG@�
:P:K>G>LL�:;HNM�RHNK�;K:G=�:G=�L>EEBG@�MH�:�PB=>K�:N=B>G<>
�

):GR�LH<B:E�G>MPHKDL�GHP�:ELH�BG<EN=>�LH<B:E�LAHIIBG@�>E>F>GML
�"HK�>Q:FIE>��":<>;HHD�):KD>MIE:<>�
:EEHPL�I>HIE>�MH�L>EE�BM>FL�MH�MA>BK�?KB>G=L��?HEEHP>KL��:G=�HMA>K�;NR>KL�G>:K;R��F:DBG@�BM�FN<A�>:LB>K�MH�
L>EE�NL>=�IKH=N<ML
�

Pros��

W�,NK<A:L>�=><BLBHGL�:K>�E:K@>ER�=KBO>G�;R�MA>�<HFFNGBMR��PAB<A�F>:GL�HK@:GBS:MBHGL�LAHNE=�
L>>=�<HGO>KL:MBHGL�PBMA�MA>�:IIKHIKB:M>�;>G>?BML�

W�/MKHG@�LH<B:E�IKHH?�

W�3 HK=�H?�FHNMA�<:G�LIK>:=�JNB<DER�

Cons��

W�*>@:MBO>�?>>=;:<D�<:G�LIK>:=�JNB<DER�

W�"BKLM�BFIK>LLBHGL�<:KKR�FHK>�P>B@AM�

W�0>G=�MH�;>�FHK>�GB<A>�F:KD>ML�LH�MA>�F:KD>M�NILB=>�F:R�;>�EBFBM>=�

Examples of social shopping networks��

W�!MLR�

W�":O>:;E>�

W�%GLM:@K:F��A><DHNM�

W�,HLAF:KD�
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https://www.yelp.com/
https://www.google.com/business/
https://www.glassdoor.ca/index.htm
https://www.tripadvisor.ca/
https://amazon.ca/
https://www.etsy.com/ca/
https://faveable.com/
https://instagram.com/
https://poshmark.ca/


W�":<>;HHD�):KD>MIE:<>�

Interest-Based Networks 

%G�<HGMK:LM�MH�MAHL>�LH<B:E�G>MPHKDL�MA:M�<HO>K�:�PB=>�K:G@>�H?�MHIB<L��BGM>K>LM�;:L>=�G>MPHKDL�?H<NL�
LHE>ER�HG�:�LBG@E>�:K>:�H?�BGM>K>LM��>
@
��;HHDL��<R<EBG@��IK>@G:G<R��HK�AHF>�=>LB@G
�"HK�HK@:GBS:MBHGL�
EHHDBG@�MH�<HGG><M�PBMA�GB<A>�M:K@>M�:N=B>G<>L��MA>L>�G>MPHKDL�<:G�=>EBO>K�AB@A�JN:EBMR�K>E:MBHGLABIL��
?H<NL>=�F:KD>M�BGLB@AML��:G=�<KBMB<:E�F:KD>M�MK>G=L
�

Pros��

W�/MKHG@�GB<A>�;:L>=�<HFFNGBMR�

W�#K>:M�?HK�;K:G=�:P:K>G>LL�:G=�PHK=�H?�FHNMA�K>?>KK:EL�

W�$B@AER�?H<NL>=�F>LL:@BG@�:G=�<HFFNGB<:MBHGL�F:R�K>JNBK>�E>LL�MBF>�

Cons��

W�*B<A>�F:KD>M��LH�BGLB@AML�FB@AM�HGER�:IIER�PBMABG�MA:M�<HFFNGBMR�:G=�GHM�;>�MK:GL?>K:;E>�

W�*>@:MBO>�?>>=;:<D�<:G�LIK>:=�JNB<DER��:G=�HK@:GBS:MBHGL�F:R�GHM�;>�@BO>G�:�L><HG=�<A:G<>�

Examples of interest-based networks��

W�#HH=K>:=L��;HHDL��

W�/MK:O:��<R<EBG@�:G=�KNGGBG@��

W�,>:GNM��IK>@G:G<R��

W�$HNSS��AHF>�=>LB@G��

"HK�FHK>�>Q:FIE>L��<A><D�MABL�EBLM�H?�LH<B:E�G>MPHKD�:IIL�?HK�BGM>K>LM�;:L>=�<HFFNGBMB>L
�

Sharing Economy Networks 

(BD>�BGM>K>LM�;:L>=�G>MPHKDL��LA:KBG@�><HGHFR�G>MPHKDL�:ELH�<:M>K�MH�LI><B?B<�GB<A>�:N=B>G<>L
�0A>L>�
G>MPHKDL�:K>�;NBEM�:KHNG=�MA>�LA:KBG@�H?�@HH=L�:G=�L>KOB<>L��PBMA�MA>�@H:E�H?�BFIKHOBG@�>??B<B>G<R��
LNLM:BG:;BEBMR��:G=�<HFFNGBMR
�!LL>GMB:EER��;R�<AHHLBG@�MH�LA:K>�BM>FL�LN<A�:L�O>AB<E>L��K><K>:MBHG�
>JNBIF>GM��HK�MHHEL��MA>K>�BL�E>LL�LMK:BG�INM�HG�MA>�F:KD>M�MH�IKH=N<>�@HH=L�LBG<>�INK<A:L>L�:K>�K>IE:<>=�
;R�;HKKHPBG@�:G=�E>G=BG@�:<KHLL�MA>�<HFFNGBMR
�"HK�>Q:FIE>��:�LA:KBG@�><HGHFR�LBM>�?H<NL>=�HG�I>ML�
<HNE=�A>EI�:�NL>K�?BG=�LHF>HG>�PBEEBG@�MH�M:D>�<:K>�H?�MA>BK�=H@�PABE>�HG�O:<:MBHG
�%M�PHNE=�;>�E>LL�
<HLMER�MA:G�:�D>GG>E�:G=�FHK>�<HF?HKM:;E>�?HK�MA>�I>M
�%?�RHNK�<HFI:GR�LHE=�I>M�MHRL�HK�?HH=��RHN�<HNE=�
IHM>GMB:EER�@:BG�G>P�<NLMHF>KL�;R�:=O>KMBLBG@�HK�H??>KBG@�IKH=N<M�HK�L>KOB<>�IKHFHMBHGL�?HK�NL>KL�MH�MKR
�

Pros��

W�3 >EE�<HGG><M>=�:G=�AB@AER�M:K@>M>=��GB<A>�<HFFNGBMB>L�

W�#K>:M�?HK�;K:G=�:P:K>G>LL�:G=�PHK=�H?�FHNMA�K>?>KK:EL�

W�"H<NL>=�F>LL:@BG@�:G=�<HFFNGB<:MBHGL�F:R�K>JNBK>�E>LL�MBF>�
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https://facebook.com/
https://www.goodreads.com/
https://www.strava.com/
https://www.peanut-app.io/
https://www.houzz.com/
https://unblnd.com/blog/best-social-network-apps-with-interest-based-communities


Cons��

W�*B<A>�F:KD>M��LH�BGLB@AML�FB@AM�HGER�:IIER�PBMABG�MA:M�<HFFNGBMR�:G=�GHM�;>�MK:GL?>K:;E>�

W�*>@:MBO>�?>>=;:<D�<:G�LIK>:=�JNB<DER��:G=�HK@:GBS:MBHGL�F:R�GHM�;>�@BO>G�:�L><HG=�<A:G<>�

Examples of sharing economy networks��

W��BK;G;�

W�(>G=BG@��EN;�

W��HN<A/NK?BG@�

W�!:MPBMA�

W�"BO>KK�

W�0:LD.:;;BM�

Anonymous Social Networks 

�GHGRFHNL�LH<B:E�G>MPHKDL�E>M�RHN�IHLM�:GHGRFHNLER
�/BG<>�MA>L>�LBM>L�:EEHP�NL>KL�MH�IHLM�
:GHGRFHNLER��MA>K>�BL�GH�:<<HNGM:;BEBMR�:G=�MA>L>�G>MPHKDL�<:G�>:LBER�;><HF>�LBM>L�?HK�<R;>K;NEERBG@��
MH�O>GM��@HLLBI��HK�LGHHI�[�GHG>�H?�PAB<A�A>EI�:�;NLBG>LL�HK�;K:G=
�

Pros��

W�1G?BEM>K>=�?>>=;:<D���HIBGBHGL��MKN>�HK�I>K<>BO>=��

W�%GLB@AML��?:<ML��:G=�HIBGBHGL�F:R�;>�LA:K>=�MA:M�HMA>KPBL>�PHNE=�K>F:BG�AB==>G�

Cons��

W��:G�;><HF>�JNBM>�MHQB<�:G=�G>@:MBO>�:G=�HK@:GBS:MBHGL�F:R�GHM�?:BK�P>EE�

Examples of anonymous social networks��

W��<A:G�

W�3ABLI>K�

Reflection 

*HP�MA:M�RHN�A:O>�K>OB>P>=�MA>�=B??>K>GM�MRI>L�H?�LH<B:E�F>=B:�G>MPHKDL�:G=�MA>�IKHL�:G=�<HGL�H?�>:<A��

W�3AB<A�HG>L�;>LM�F>>M�MA>�G>>=L�:G=�:<MBOBMB>L�H?�RHNK�<NLMHF>K�I>KLHG:L���M:K@>M�:N=B>G<>L��

W�3AB<A�HG>L�;>LM�LNBM�RHNK�;K:G=��

W�$HP�<:G�RHN�E>O>K:@>�MA>L>�<A:GG>EL�MH�:<AB>O>�RHNK�HK@:GBS:MBHG:E�@H:E�:G=�H;C><MBO>L��
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https://www.airbnb.ca/
https://www.lendingclub.com/
https://www.couchsurfing.com/
https://www.eatwith.com/
https://www.fiverr.com/
https://www.taskrabbit.com/
https://www.4chan.org/
http://whisper.sh/


'A2=�
���?2.A2��<;A2;A�

�?M>K�<AHHLBG@�RHNK�<A:GG>EL��MA>�G>QM�LM>I�BG�HNK���/M>I�/H<B:E�)>=B:�):KD>MBG@�"K:F>PHKD�BL�
<HGM>GM�<K>:MBHG
��?M>K�L>E><MBG@�MA>�:IIKHIKB:M>�LH<B:E�F>=B:�G>MPHKDL��F:KD>M>KL�<:G�?H<NL�HG�<K>:MBG@�
MA>�<HGM>GM�MA:M�PHKDL�;>LM�?HK�MA:M�LI><B?B<�<A:GG>E�:G=�MA>�M:K@>M�:N=B>G<>
�-N>LMBHGL�MH�<HGLB=>K�
BG<EN=>��

W�3A:M�=H�RHN�P:GM�RHNK�<HFFNGBMR�MH�=H��

W�3A:M�=H>L�RHNK�M:K@>M�:N=B>G<>�?BG=�FHLM�>G@:@BG@��

0ABL�BL�GHM�:;HNM�<K>:MBG@�<HGM>GM�?HK�MA>�L:D>�H?�BM
�0ABGD�LMK:M>@B<:EER�:;HNM�PA:M�RHN�:K>�MKRBG@�MH�
:<AB>O>��PAB<A�LAHNE=�;>�<E>:K�:?M>K�MA>�EBLM>GBG@�LM:@>��:G=�MA>G�=>EBO>K�<HGM>GM�;:L>=�HG�MA:M
��G=��
K>F>F;>K�MH�?HEEHP�MA>�<HGM>GM�LMK:M>@R��<HGM>GM�<:E>G=:K��:G=�E>:=�F:@G>M�K><HFF>G=:MBHGL�=BL<NLL>=�
BG�MA>�Content Marketing�<A:IM>K
�

'A2=�����;4.42�A52��<::B;6AF�

(BLM>GBG@�BL�CNLM�HG>�LB=>�H?�MA>�>JN:MBHG
�+G<>�RHN�A:O>�EBLM>G>=�MH�RHNK�<HFFNGBMR��RHN�PBEE�G>>=�MH�
@H�HNM�:G=�;NBE=�IHLBMBO>�K>E:MBHGLABIL�MA:M�E:LM
�0ABL�BL�=HG>�;R�>G@:@BG@�RHNK�<NLMHF>KL�PBMA�<HGM>GM�
MA>R�?BG=�O:EN:;E>
�$HP>O>K��LBFIER�INLABG@�HNM�<HGM>GM�:G=�AHIBG@�MA:M�RHNK�<HFFNGBMR�PBEE�EBD>��
<HFF>GM��:G=�LA:K>�MA>�<HGM>GM�BL�LHF>PA:M�NGK>:EBLMB<�:G=�NGIKH=N<MBO>
�0H�@>M�MA>�;>LM�HNM�H?�
<HGM>GM�:G=�MH�=>O>EHI�F>:GBG@?NE�K>E:MBHGLABIL�:G=�MKNLM��BM�BL�G><>LL:KR�MH�>G@:@>�PBMA�RHNK�
<HFFNGBMR
�

1LN:EER��MA>�D>R�MH�LN<<>LL?NE�>G@:@>F>GM�BL�<HGO>KL:MBHG
�!G@:@>F>GM�<:G�M:D>�HG�HMA>K�?HKFL�LN<A�
:L�LA:KBG@��EBDBG@�:G=�IHLMBG@�:G=�MH�:�<>KM:BG�>QM>GM��RHNK�<HFFNGBMR�PBEE�=>M>KFBG>�PAB<A�?HKF�BL�
FHLM�LNBM:;E>
�$HP>O>K��<HGO>KL:MBHGL�EB>�:M�MA>�A>:KM�H?�LH<B:E�F>=B:
�%M�BL�:�<>GMK:E�?:<>M��I>HIE>�P:GM�
MH�M:ED�MH�>:<A�HMA>K
�0ABL�MA>G�E>:=L�MH�MA>�?HEEHPBG@�JN>LMBHGL�:;HNM�<HGO>KL:MBHGL��

W�What is a conversation? 
/BFIER�=>?BG>=��BM�BL�:�=B:EH@N>�;>MP>>G�:M�E>:LM�MPH�I>HIE>��IHLLB;ER�FHK>
�

W�Why are conversations important? 
�HGO>KL:MBHGL�<HFFNGB<:M>�PAH�P>�:K>��PA:M�HNK�G>>=L�:K>��:G=�PA:M�P>�?>>E
�

W�How do conversations impact business? 
�HGO>KL:MBHGL�BG�;NLBG>LL�:K>�GHM�G>P��<HFF>K<>�A:L�K>OHEO>=�:KHNG=�<HGO>KL:MBHGL�?HK�
FBEE>GGB:
�0A>�KNE>L�MA:M�:IIEB>=�MH�@HH=�<HGO>KL:MBHG�;:<D�MA>G�:ELH�:IIER�MH�MH=:R`L�LH<B:E�
F>=B:�;NLBG>LL�<HGO>KL:MBHGL
�%G���������B<>KH�INM�?HKP:K=�MA>�?HEEHPBG@�KNE>L�?HK�@HH=�
<HGO>KL:MBHG��

�
� /I>:D�<E>:KER
�

�
� /I>:D�>:LBER��;NM�GHM�MHH�FN<A��@BO>�HMA>KL�MA>BK�MNKG
�

�
�  H�GHM�BGM>KKNIM
�

�
� �>�<HNKM>HNL
�
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�
�  >:E�L>KBHNLER�PBMA�L>KBHNL�F:MM>KL��@K:<>?NEER�PBMA�EB@AM>K�HG>L
�

�
� *>O>K�<KBMB<BS>�I>HIE>�;>ABG=�MA>BK�;:<DL
�

�
� /MB<D�MH�LN;C><ML�H?�@>G>K:E�BGM>K>LM
�

�
�  H�GHM�M:ED�:;HNM�RHNKL>E?
�

�
� *>O>K�EHL>�RHNK�M>FI>K
�

�EE�MA>L>�KNE>L�LMBEE�:IIER�MH�F:BGM:BGBG@�@HH=�<HGO>KL:MBHGL�BG�LH<B:E�F>=B:
�"HK�>Q:FIE>��:EMAHN@A�
RHN�HK�RHNK�HK@:GBS:MBHG�F:R�P:GM�MH�M:ED�:;HNM�RHNK�;K:G=��BM�BL�;>LM�MH�:OHB=�=BK><M�F:KD>MBG@�:G=�
L:E>L�OB:�LH<B:E�F>=B:�:L�I:KM�H?�:�<HGO>KL:MBHG�HK�=B:EH@N>
�%?�BM�F:D>L�L>GL>�MH�;KBG@�BM�NI�:L�I:KM�H?�:�
<HGO>KL:MBHG��?>>E�?K>>
��NM��K>F>F;>K��GH�A:K=�L>EEBG@��

%G�:==BMBHG��MH��B<>KH`L�KNE>L�?HK�<HGO>KL:MBHG��MA>K>�:K>�MAK>>�FHK>�I>KMBG>GM�LH<B:E�F>=B:�<HGO>KL:MBHG�
@NB=>EBG>L�MH�<HGLB=>K��

�
� #>M�MH�DGHP�PAH�RHN�:K>�M:EDBG@�MH
�(Remember your customer personas?) 

�
� (BLM>GBG@�BL�FHK>�BFIHKM:GM�MA:G�M:EDBG@
�

�
� %?�RHN`K>�@HBG@�MH�;>�M:EDBG@�A:O>�LHF>MABG@�BFIHKM:GM�MH�L:R
�

�@:BG��MA>�L><K>M�MH�LN<<>LL?NE�<HGO>KL:MBHG�:G=�>G@:@>F>GM�PBEE�;>�MH�EBLM>G�MH�RHNK�<HFFNGBMR�:G=�
?BG=�HNM�PA:M�BM�BL�MA>R�EBD>�MH�M:ED�:;HNM�:G=�BG�PA:M�F:GG>K
�'GHPBG@�MABL��RHN�<:G�A:O>�FHK>�BFI:<M�
PA>G�BM�BL�MBF>�MH�L:R�LHF>MABG@�LBG<>�RHN�:EK>:=R�LI>:D�MA>BK�E:G@N:@>�:G=�:K>�I:KM�H?�MA>�<HFFNGBMR
�
�L�I:KM�H?�RHNK�<HGM>GM�LMK:M>@R��PKBM>�=HPG�PA:M�MHG>�H?�<HGO>KL:MBHG�BL�K>E>O:GM�MH�RHNK�<HFFNGBMR
�
"HK�>Q:FIE>��=H�RHN�P:GM�MH�;>�EB@AM�:G=�BG?HKF:E�HK�:K>�RHN�K>JNBK>=�MH�;>�FHK>�L>KBHNL�:G=�?HKF:E��
 >O>EHI�RHNK�<HGO>KL:MBHG:E�LMRE>�:<<HK=BG@�MH�RHNK�<HFFNGBMR
�
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[Image description] 

):KD>M>KL�LAHNE=�:ELH�;>�:P:K>�H?�MA>�>G@:@>F>GM�IRK:FB=�:G=�MA>�I:LLBO>�F:CHKBMR
�*HM�>O>KRHG>�HG�
LH<B:E�F>=B:�PBEE�>G@:@>
��<<HK=BG@�MH�MA>�>G@:@>F>GM�IRK:FB=��MA>�O:LM�F:CHKBMR�H?�:�<HFFNGBMR�PBEE�
;>�I:LLBO>
�0ABL�F>:GL�MA:M�MAHL>�BG=BOB=N:EL�=HBG@�MA>�M:EDBG@�K>IK>L>GM�:�LF:EE�I>K<>GM:@>�H?�RHNK�
M:K@>M�:N=B>G<>
�0A>�=B@BM:E�F:KD>MBG@�M>:F�G>>=L�MH�;>�:P:K>�H?�MABL�:L�BM�PBEE�:??><M�K>LIHGL>L�MH�RHNK�
<HGM>GM�:L�P>EE�:L�>G@:@>F>GM�:KHNG=�RHNK�IHLML
�

W�,:LLBO>�;>A:OBHNKL�PHNE=�K>IK>L>GM�MA>�F:CHKBMR�H?�I>HIE>�PAH�L>>��OB>P��:G=�>O>G�K>:=��
P:M<A��HK�EBLM>G�MH�<HGM>GM�;NM�<AHHL>�GHM�MH�<HFF>GM�HK�LA:K>�BM
�%G�?:<M��BG�F:GR�H?�MA>�
E:K@>K�LH<B:E�G>MPHKDL��:�@HH=�>G@:@>F>GM�E>O>E��":<>;HHD�NL>L�MA>�M>KF�_I>HIE>�M:EDBG@�
:;HNM�MABL`��BL�NLN:EER�:GRMABG@�:;HO>����
�$>K>�>G@:@>F>GM�K>?>KL�MH�EBDBG@��LA:KBG@��:G=�
<HFF>GMBG@�HG�IHLML
�

W��<MBO>�;>A:OBHNKL�K>?>K�MH�MA>�MRI>L�H?�:<MBHG�FHLM�=B@BM:E�F:KD>M>KL�L>>D��>
@
��EBDBG@��
<HFF>GMBG@��:G=�LA:KBG@
�0ABL�IKBF:KBER�K>?>KL�MH�MA>�>G=HKL>KL��<HGMKB;NMHKL��:G=�LNI>K�?:GL�
BG�MA>�IRK:FB=
��=OH<:M>L�:K>�MA>�HG>L�PAH�M:D>�>G@:@>F>GM�MH�:GHMA>K�E>O>E
�0A>R�:K>�MA>�
HG>L�<K>:MBG@�MA>BK�HPG�IHLML�:;HNM�RHNK�;K:G=�:G=�IKHFHMBG@�RHNK�;K:G=�MH�MA>BK�HPG�LH<B:E�
G>MPHKDL
�
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0A>�D>R�M:D>:P:R�A>K>�BL�MA:M�����F:R�;>�:�KHN@A�@NB=>�:L�MH�MA>�E>O>E�H?�>G@:@>F>GM�MH�>QI><M�?HK�
RHNK�<HGM>GM
��E>:KER��MABL�PBEE�=B??>K�=>I>G=BG@�HG�BG=NLMKR�:G=�AHP�BGA>K>GMER�LH<B:E�RHNK�IKH=N<M�BL
�
"HK�>Q:FIE>��:�LH<B:E�F>=B:�IHLM�:;HNM�:<G>�IKH=N<ML�FB@AM�GHM�@>M�MHH�FN<A�LA:KBG@
�

�ELH�F:D>�LNK>�MA:M�RHN�:EEHP�MA>�FHLM�>G@:@>=�F>F;>KL�H?�RHNK�M:K@>M�:N=B>G<>�MH�?EHNKBLA
�+??>K�
MA>F�K>P:K=L�:G=�BG<>GMBO>L�?HK�MA>BK�A:K=�PHKD
�0>EE�MA>F�RHN�:IIK><B:M>�MA>BK�>??HKML�:G=�@BO>�MA>F�
LHF>MABG@�;:<D�BG�K>MNKG
�0ABL�<HNE=�>O>G�=KBO>�NL>K�@>G>K:M>=�<HGM>GM�:G=�HK�<HFI>MBMBHGL
�0:D>��?HK�
>Q:FIE>��:�,BGM>K>LM�<HFI>MBMBHG�<K>:M>=�;R�,>N@>HM�<:KL
�%G�MABL�<HFI>MBMBHG��,>N@>HM�IHLM>=�IB<MNK>L�
H?�<:KL�MH�MA>BK�,BGM>K>LM�;H:K=�LAHPBG@�MBGR�L><MBHGL�H?�<:KL
�"HEEHP>KL�MA>G�A:=�MH�@H�MH�,>N@>HM`L�
":<>;HHD�I:@>�MH�?BG=�HNM�PAB<A�<:K�MA>�IB<MNK>�P:L�M:D>G�?KHF�?HK�:�<A:G<>�MH�PBG�LHF>MABG@
�

�L�P>EE�:L�<HGO>KL:MBHGL��:GHMA>K�D>R�@H:E�H?�LH<B:E�F>=B:�BL�OBK:EBMR
�)HLM�HK@:GBS:MBHGL�P:GM�MA>BK�
<HGM>GM�MH�@H�OBK:E
�):GR�F:KD>M>KL�A:O>�LMN=B>=�PAR�:�IB><>�H?�LH<B:E�F>=B:�<HGM>GM�@H>L�OBK:E�:G=�
MA>K>�=H>L�GHM�L>>F�MH�;>�HG>�=>?BGBMBO>�:GLP>K
�$HP>O>K��MA>K>�:K>�LHF>�<HFFHG:EBMB>L
��II:K>GMER��
FHLM�OBK:E�<HGM>GM�IB><>L�M>G=�MH�;>�BG�HG>�HK�FHK>�H?�MA>�?HEEHPBG@�?HNK�<:M>@HKB>L��

W�2>KR�A>EI?NE���IK:<MB<:E�

W�1GBJN>���:F:SBG@���LI><M:<NE:K�

W�"NGGR�

W��HGMKHO>KLB:E�

2BK:E�<HGM>GM�<:G�;>�:�<HF;BG:MBHG�H?�:GR�H?�MA>�:;HO>�<:M>@HKB>L�;NM�@>G>K:EER�:M�E>:LM�HG>�BL�BGOHEO>=
�
$HP>O>K��?KHF�:�;NLBG>LL�I>KLI><MBO>��;>?HK>�MKRBG@�MH�F:D>�>G@:@BG@�<HGM>GM��=>M>KFBG>�PA:M�BL�
:IIKHIKB:M>�?HK�RHNK�M:K@>M�:N=B>G<>
�"HK�>Q:FIE>��PABE>�>=@R�:G=�<:NLBG@�FHK>�;NSS�:G=�K>:<A��=H>L�:�
<HGMKHO>KLB:E�OB=>H�?BM�PBMA�RHNK�<HFFNGBMR`L�L>GLB;BEBMB>L�I>KLHG:EBMB>L��RHNK�<HGM>GM�LMK:M>@R��:G=�
RHNK�HO>K:EE�;K:G=�BF:@>�:G=�I>KLHG:EBMR��

 NKBG@�MA>�>G@:@>F>GM�LM:@>��F:KD>M>KL�G>>=�MH�;>�:P:K>�H?�AHP�MH�;NBE=�:G=�?HLM>K�MKNLM�BG�MA>BK�
HGEBG>�K>E:MBHGLABIL
�0H�M:I�BGMH�OBK:EBMR�:G=�:<AB>O>�F:LLBO>�K>:<A��F:KD>M>KL�PBEE�G>>=�MH�NG=>KLM:G=�
PAB<A�<HGM>GM�MRI>L�:K>�FHLM�EBD>ER�MH�MKNER�>G@:@>�MA>BK�M:K@>M�:N=B>G<>L
�

'A2=����!2.@B?2���;.9FG2��.;1�#=A6:6G2�

)>:LNKBG@�BL�<KN<B:E�MH�LH<B:E�F>=B:`L�BFI:<M�HG�:G�HK@:GBS:MBHG
�3BMAHNM�F>:LNK>F>GM��F:KD>M>KL�
A:O>�GH�R:K=LMB<D�:G=�GH�F>:GL�H?�NG=>KLM:G=BG@�PA>MA>K�MA>BK�:<MBOBMB>L�:K>�LN<<>>=BG@�HK�GHM
�
0AKHN@A�:G:ERMB<L��LNKO>RL��:G=�<HGM>GM�:G:ERLBL��BM�BL�GHP�IHLLB;E>�MH�F>:LNK>�MA>�LN<<>LL�H?�RHNK�
LH<B:E�F>=B:�:<MBOBMB>L
��HEE:M>�:G=�<HEE><M�:EE�RHNK�=:M:�LH�MA:M�RHN�<:G�:G:ERS>�AHP�MABG@L�P>GM�=NKBG@�
MA>�<NKK>GM�<R<E>�H?�MA>�?K:F>PHKD
�%G�:==BMBHG�MH�RHNK�LH<B:E�F>=B:�:G:ERMB<L�:G=�BGLB@AML��RHN�PBEE�
IHM>GMB:EER�G>>=�HMA>K�BG?HKF:MBHG��LN<A�:L��

W�HGEBG>�P>;�:G:ERMB<L�

W�:�MBF>EBG>�H?�BFIHKM:GM�>O>GML�HK�:<MBOBMB>L�MA:M�F:R�A:O>�:??><M>=�MA>�HK@:GBS:MBHG�BG�MA>�
HGEBG>��LH<B:E��:G=�H??EBG>�PHKE=L�

W�?BG:G<B:E�=:M:�K>@:K=BG@�L:E>L�
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+G<>�RHN�A:O>�:EE�MA>�=:M:��:LL>LL�MA>�LN<<>LL�H?�RHNK�LH<B:E�F>=B:�F:KD>MBG@�<:FI:B@GL�:G=�HG@HBG@�
:<MBOBMB>L�;R�>Q:FBGBG@�AHP�BM�:EE�?BML�MH@>MA>K
�.>OB>P�:GR�E>LLHGL�E>:KG>=�:G=�HIMBFBS>�RHNK�LMK:M>@R�
?HK�MA>�G>QM�BM>K:MBHG�H?�MA>�<R<E>
�+G<>�:@:BG��LM:KM�PBMA�:�EBLM>GBG@�IA:L>�MH�?BG=�HNM�B?�MA>K>�BL�:GRMABG@�
G>P�:G=�HK�PA:M`L�<A:G@>=�?HK�RHNK�M:K@>M�:N=B>G<>L
�"HK�>Q:FIE>��B?�RHN�?HNG=�HNM�MA:M�HG>�IKH=N<M�
P:L�E>LL�IHINE:K�BG�M>KFL�H?�>G@:@>F>GM�:G=�LA:KBG@��RHN�F:R�P:GM�MH�?H<NL�RHNK�:MM>GMBHG�HG�
FHGBMHKBG@�D>RPHK=L�:LLH<B:M>=�PBMA�MA:M�IKH=N<M�BG�MA>�G>QM�EBLM>GBG@�IA:L>
�)>:LNK>��:G:ERS>��:G=�
HIMBFBS>�RHNK�:<MBOBMB>L�LH�MA:M�RHN�<:G�IKHI>KER�>O:EN:M>�PA:M�PHKD>=�:G=�PA:M�=B=G`M
�0ABL�BL�<KN<B:E�
?HK�?NMNK>�IE:GGBG@�H?�RHNK�LH<B:E�F>=B:�:<MBOBMB>L
�%G�MA>�Digital Marketing Analytics �<A:IM>K��P>�PBEE�
=BO>�BGMH�LI><B?B<�F>MKB<L�:G=�:G:ERMB<L�FHK>
�

'>R�0 :D>:P:RL�

0A>�LBQ�LM>IL�BG�MA>�LH<B:E�F>=B:�F:KD>MBG@�?K:F>PHKD�:K>��

�
� (BLM>G�MH�:G=�E>:KG�?KHF�MA>�<HFFNGBMR�

�
�  >?BG>�RHNK�@H:EL��H;C><MBO>L��:G=�M:K@>M�:N=B>G<>L�

�
� �AHHL>�MA>�:IIKHIKB:M>�LH<B:E�F>=B:�<A:GG>EL�

�
� �K>:M>�<HGM>GM�MA:M�RHNK�M:K@>M�:N=B>G<>L�PBEE�?BG=�<HFI>EEBG@�

�
� !G@:@>�PBMA�MA>�<HFFNGBMR�OB:�F>:GBG@?NE�<HGO>KL:MBHGL�

�
� )>:LNK>��:G:ERS>��:G=�HIMBFBS>�RHNK�K>LNEML�

�G=��MA>K>�:K>�F:GR�MRI>L�H?�LH<B:E�F>=B:�G>MPHKDL��>:<A�PBMA�MA>BK�HPG�IKHL�:G=�<HGL��

W�/H<B:E�*>MPHKDL�

W�,AHMH�/A:KBG@�*>MPHKDL�

W�2B=>H�/A:KBG@�*>MPHKDL�

W�(BO>LMK>:FBG@�*>MPHKDL�

W�%GM>K:<MBO>�)>=B:�*>MPHKDL�

W��HFFNGBMR�"HKNFL�

W��EH@@BG@���,N;EBLABG@�*>MPHKDL�

W�,H=<:LM���/H<B:E��N=BH�*>MPHKDL�

W�)>LL:@BG@��IIL�

W��HHDF:KDBG@����HGM>GM��NK:MBHG�*>MPHKDL�

W�.>OB>P�*>MPHKDL�

W�/H<B:E�/AHIIBG@�*>MPHKDL�

W�%GM>K>LM��:L>=�*>MPHKDL�

W�/A:KBG@�!<HGHFR�*>MPHKDL�

W��GHGRFHNL�/H<B:E�*>MPHKDL�

/H<B:E�)>=B:�):KD>MBG@�[��==BMBHG:E�.>LHNK<>L�

$>K>�:K>�L>O>K:E�:KMB<E>L�:G=�?K>>�BG=NLMKR�<>KMB?B<:MBHGL�MA:M�IKHOB=>�FHK>�LH<B:E�F>=B:�F:KD>MBG@�=>M:BEL��
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W�/H<B:E�)>=B:�):KD>MBG@�.>LHNK<>L�?HK��>@BGG>KL��;EH@L��IH=<:LML��;HHDL��>M<
��

W�/!)KNLA�/H<B:E�)>=B:�):KD>MBG@�"NG=:F>GM:EL��HNKL>�PBMA�*>:E�/<A:??>K����AKL
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W�$N;LIHM�/H<B:E�)>=B:�):KD>MBG@��>KMB?B<:MBHG���
��AKL
��

W�0PBMM>K�"EB@AM�/<AHHE�[� B@BM:E���/H<B:E����AKL
��

W�$N;LIHM�%G;HNG=�):KD>MBG@��>KMB?B<:MBHG����AKL
��

!216.��AA?6/BA6<;@�

W�3 HK=�<EHN=�?KHF�):Q,BQ>E�BL�EB<>GL>=�NG=>K�:�����,N;EB<� HF:BG 
�

W���LM>I�LH<B:E�F>=B:�F:KD>MBG@�?K:F>PHKD�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5�
�
��EB<>G<>
�

W�!G@:@>F>GM�IRK:FB=�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

�:.42��2@0?6=A6<;@�

Engagement Pyramid 

��IRK:FB=�LA:I>�=B:@K:F�=>FHGLMK:MBG@�MA>�>G@:@>F>GM�E>O>E�H?�LH<B:E�F>=B:�NL>KL�PBMA�MA>�;K:G=
�
"KHF�MHI�MH�;HMMHF��

W��=OH<:M>L�[�;K:G=�IKHFHM>KL�

W�/NI>K�?:GL�[�O>KR�:<MBO>���K>LIHGLBO>�MH�;K:G=�<HGM>GM�

W��HGMKB;NMHKL�[�>G@:@>=�:G=�:==BG@�MH�MA>�<HGO>KL:MBHGL�

W�!G=HKL>KL�[�EBD>�PA:M�MA>R�L>>�:G=�PBEEBG@�MH�IN;EB<ER�]EBD>^�:G=�IHLLB;ER�LA:K>�<HGM>GM�

W�"HEEHP>KL�[�BGM>K>LM>=��;NM�F:R�GHM�;>�<HGOBG<>=�

W�+;L>KO>KL�[�EHHDBG@�MH�L>>�PA:M�RHNK�;K:G=�BL�:;HNM�

7.>MNKG�MH�!G@:@>F>GM�,RK:FB=8�
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(>:KGBG@�+;C><MBO>L�
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W�Identify �D>R�?:<MHKL�MA:M�:K>�NGBJN>�BG�FH;BE>�>QI>KB>G<>L�

W�Determine�NGBJN>�HIIHKMNGBMB>L�?HK�M:K@>MBG@�FH;BE>�NL>KL�

!</692�!.?8 2A6;4�'A?.A24F�

Mobile marketing�K>?>KL�MH�MAHL>�:<MBOBMB>L�MA:M�NL>�:G=�E>O>K:@>�FH;BE>�=>OB<>L��>
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W�Where is our mobile strategy today? 
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W�Where do we want our mobile strategy to be in the future? 
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W�How do we get there? 
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W�Website 
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W�Email 
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W�Social Media 
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Responsive web design�BL�:;HNM�<K>:MBG@�P>;LBM>L�:G=�P>;I:@>L�MA:M�=>EBO>K�:G�HIMBF:E�<NLMHF>K�
>QI>KB>G<>�K>@:K=E>LL�H?�L<K>>G�LBS>
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H5P: Responsive Landing Page 
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P>;I:@>L�MA:M�EH:=�LB@GB?B<:GMER�?:LM>K�HG�FH;BE>�=>OB<>L
��),�>G:;E>=�I:@>L�H?M>G�K>FHO>�>E>F>GML�
EBD>�OB=>HL��:=L��:G=�:GBF:MBHGL�:G=�D>>I�MA>�FHLM�K>E>O:GM�<HGM>GM�:G=�BF:@>L
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W�AMP HTML 
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W�AMP JavaScript (JS) 
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W�AMP Cache 
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W�Difficult to Implement 
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W�Lack of Analytics 
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W�Decreased Ad Revenue 
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W�Fewer Leads 
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W�Less Social Sharing 
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W�Cir culation and Navigation Features 
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W�Subscriptions 
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W�Call-to-Action Buttons 
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�0A>�
:G:ERMB<L�K>E:M>=�MH�MA>L>�<EB<DL�<:G�;>�FHGBMHK>=�OB:�RHNK�":<>;HHD�%GLB@AML�:G:ERMB<L
�

W�Page-Like Option 
0ABL�?>:MNK>�:EEHPL�OB>P>KL�MH�EBD>�:�":<>;HHD�I:@>��B
>
��MA>�":<>;HHD�I:@>�F:G:@>=�;R�MA>�
IN;EBLA>K�H?�MA>�:KMB<E>��=BK><MER�?KHF�PBMABG�MA>�:KMB<E>
�

W�No Code Instant Articles Builder 
":<>;HHD�H??>KL�:G�%GLM:GM��KMB<E>L�;NBE=>K�MA:M�=H>L�GHM�K>JNBK>�<H=BG@
�/BFIER�=HPGEH:=�
:G=�BGLM:EE�MA>�;NBE=>K�:G=�?HEEHP�MA>�@NB=>�MH�@>M�LM:KM>=


��

�
 �":<>;HHD�%GLM:GM��KMB<E>L�
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W�Third-Party Analytics T racking 
%GLM:GM��KMB<E>L�BGM>@K:M>PBMA�F:GR�IHINE:K�:G:ERMB<L�MHHEL��EBD>�#HH@E>��G:ERMB<L��>M<


��

3ABE>�":<>;HHD�A:L�=HG>�JNBM>�:�;BM�MH�:==K>LL�F:GR�H?�MA>�BLLN>L�AB@AEB@AM>=�PBMA��),�>G:;E>=�
I:@>L��MA>K>�:K>�LMBEE�LHF>�=K:P;:<DL��

W�Reliance on Facebook 
3ABE>�":<>;HHD�=H>L�A:O>�;BEEBHGL�H?�:<MBO>�NL>KL��F:KD>M>KL�:K>�=>I>G=BG@�HG�":<>;HHD��
:G=�MA>BK�<HGLM:GMER�<A:G@BG@�:E@HKBMAFL��MH�K>:<A�MA>BK�M:K@>M�:N=B>G<>L
�

W�Limited Analytics Functionality 
3ABE>�RHN�<:G�BGM>@K:M>�MABK=�I:KMR�:G:ERMB<L�M:@L��MA>�BGM>@K:MBHG�F>MAH=��B?K:F>L��=H>L�GHM�
<:IMNK>�;>A:OBHNK:E�:G:ERMB<L
�3 BMAHNM�MA>L>�BGLB@AML��RHN�<:GGHM�MK:<D�OB>P>KL`�;>A:OBHNKL�
:G=�RHNK�NG=>KLM:G=BG@�H?�RHNK�:N=B>G<>`L�:<MBOBMB>L�BL�GHM�<HFIE>M>
�0K:<DBG@�OB>P>K�
;>A:OBHNK�BL�:�IHP>K?NE�P:R�MH�=>?BG>�:K>:L�?HK�BFIKHO>F>GM�:G=�MH�:=CNLM�RHNK�content 
strategy�MH�:<AB>O>�HK@:GBS:MBHG:E�@H:EL�:G=�H;C><MBO>L
�

W�Brand Identity Issues 
!O>G�MAHN@A�RHNK�%GLM:GM��KMB<E>L�<:G�;>�AHNL>=�BG�RHNK�HPG�<HGM>GM�F:G:@>F>GM�LRLM>F��
:EE�RHNK�<HGM>GM�BL�<HGO>KM>=�MH�:�LBG@E>�":<>;HHD�M>FIE:M>���=>LB@G
�3ABE>�MA>K>�BL�:�EH@H�;:K�
:M�MA>�MHI�:G=�LHF>�<HEHNK�:G=�?HGM�<AHB<>L��RHNK�:KMB<E>L�;><HF>�FHK>�]":<>;HHD�EBD>^�:G=�
PBEE�GHM�<HFIE>M>ER�K>?E><M�RHNK�;K:G=�B=>GMBMR�HK�=>LB@G
�"KHF�:�F:KD>MBG@�IHBGM�H?�OB>P��
MA>K>�BL�:�KBLD�H?�EHLBG@�:�OBLN:E�<HGG><MBHG�PBMA�RHNK�M:K@>M�:N=B>G<>�PAH�PBEE�GHM�>QI>KB>G<>�
MA>�]EHHD^�:G=�]?>>E^�H?�RHNK�;K:G=
�

W�Ad Restrictions 
0A>K>�:K>�LMBEE�LHF>�EBFBM:MBHGL�PA>G�BM�<HF>L�MH�:=L�PBMABG�%GLM:GM��KMB<E>L
�"HK�>Q:FIE>��
:=L�<:GGHM�>Q<>>=�����H?�MA>�<HGM>GM�:G=�GH�:NMHIE:R�OB=>HL


��

+O>K:EE��":<>;HHD�%GLM:GM��KMB<E>L�<:G�;>�:�<HFI>EEBG@�=BLMKB;NMBHG�<A:GG>E�?HK�RHNK�<HGM>GM
�0A:M�L:B=��
F:D>�LNK>�BM�BL�I:KM�H?�RHNK�;KH:=>K�FH;BE>�F:KD>MBG@�LMK:M>@R
�

�
 �%GLM:GM��KMB<E>L��NBE=>K�
�
 ��G:ERMB<L�?HK�%GLM:GM��KMB<E>L�
�
 ��=O>KMBLBG@�HO>KOB>P�
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!</692��1@�

)HLM�:=O>KMBLBG@�G>MPHKDL�EBD>�#HH@E>��=L��":<>;HHD��=L��0PBMM>K��=L��(BGD>=%G��=L��>M<
�:EEHP�
F:KD>M>KL�MH�M:K@>M�MA>BK�:=L�MH�FH;BE>�=>OB<>L
�)H;BE>�:=�LI>G=BG@�GHP�>Q<>>=L�=>LDMHI��PAB<A�
AB@AEB@AML�MA>�BFIHKM:G<>�H?�MABL�:=O>KMBLBG@�<A:GG>E


�
��G=�:<<HK=BG@�MH�>):KD>M>K`L������#EH;:E�

 B@BM:E��=�0K>G=L���:G:=:�BL�HG>�H?�MA>�?:LM>LM�@KHPBG@�:=O>KMBLBG@�F:KD>ML�PBMA�:=�LI>G=BG@�@KHPBG@�
:M����


���

 B@BM:E�F:KD>MBG@�:@>G<R��):KD>MH��:ELH�LM:M>=�MA:M�":<>;HHD�FH;BE>�:=L�P>K>�?BO>�MBF>L���c��FHK>�
>??><MBO>�MA:G�MA>BK�=>LDMHI�O>KLBHGL
�/H��FH;BE>�:=O>KMBLBG@�<:G�<E>:KER�;>�:G�>??><MBO>�:EM>KG:MBO>�MH�
=>LDMHI�:=O>KMBLBG@
�

#BO>G�MA:M�MA>L>�:=L�:K>�=BLIE:R>=�HG�FH;BE>�=>OB<>L��BM�F:R�IK>L>GM�FHK>�<HGO>GB>GM�:G=�=BK><M�P:RL�
?HK�IHM>GMB:E�<NLMHF>KL�MH�<HGG><M�PBMA�RHN��>
@
��MH�<:EE�RHN
�0H�=H�MABL��LBFIER�NL>�MA>�]<:EE�>QM>GLBHG^�
HIMBHG��>
@
��BG�#HH@E>��=L��PAB<A�:EEHPL�MA>�I>KLHG�MH�<:EE�RHNK�HK@:GBS:MBHG�=BK><MER�;R�LBFIER�
<EB<DBG@�HG�RHNK�<:EE�MH�:<MBHG�;NMMHG�HK�EBGD
�

�
 �)H;BE>�):KD>MBG@�/M:MBLMB<L�
��
 �":LM>LM�@KHPBG@�FH;BE>�:=O>KMBLBG@�F:KD>ML�PHKE=PB=>�BG������
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https://99firms.com/blog/mobile-marketing-statistics/
https://www.statista.com/statistics/994000/mobile-ad-markets-growth-worldwide/


( F=2@�<3�!</692��1@�

(BD>�HMA>K�=B@BM:E�F:KD>MBG@�:=L��MA>K>�:K>�:�O:KB>MR�H?�FH;BE>�:=�MRI>L
� >I>G=BG@�HG�RHNK�@H:EL��M:K@>M�
:N=B>G<>��:G=�MA>�IE:M?HKF��RHN�PBEE�G>>=�MH�L>E><M�MA>�:IIKHIKB:M>�MRI>
�0A:M�L:B=��MA>�?HEEHPBG@�BL�:�EBLM�
H?�MA>�FHLM�<HFFHGER�NL>=�FH;BE>�:=O>KMBLBG@�?HKF:ML��

W�Display (Banner) Ads 
 BLIE:R��;:GG>K��:=L�:K>�MA>�HE=>LM�O>KLBHG�H?�FH;BE>�:=L
� BLIE:R�:=L�:K>�NLN:EER�>F;>==>=�
=BK><MER�HG�:�P>;I:@>�HK�BG�:G�:II
�%G�FHLM�<:L>L��MA>R�NL>�BF:@>L��HK�@K:IAB<L�PBMA�M>QM��MA:M�
:K>�=>LB@G>=�MH�@K:;�MA>�:N=B>G<>`L�:MM>GMBHG
�):GR�H?�MA>�L:F>�<HGLB=>K:MBHGL�?HK�P>;LBM>�
=BLIE:R�:=L�:IIER�MH�FH;BE>�=BLIE:R�:=L
�!O>G�MAHN@A�=BLIE:R�:=L�:K>�<HLM�>??B<B>GM�:G=�
PB=>ER�NL>=��F:KD>M>KL�:K>�JNB<DER�>QIEHKBG@�HMA>K�HIMBHGL�EBD>�BGM>K:<MBO>�:=L�:G=�OB=>H�:=L�
�=>L<KB;>=�;>EHP�
�

W�Video Ads 
2B=>H�:=O>KMBLBG@�BL�:�IHP>K?NE�P:R�MH�<HGO>KM�RHNK�M:K@>M�:N=B>G<>
�,KH=N<M�OB=>HL�<:G�;>�
I:KMB<NE:KER�A>EI?NE�=NKBG@�MA>�INK<A:L>�=><BLBHG�F:DBG@�IKH<>LL
�2B=>HL�<:G�>??><MBO>ER�
=>EBO>K�:�?NEE�OBLN:E�>QI>KB>G<>��PAB<A�A>EIL�IKHLI><MBO>�<NLMHF>KL�;>MM>K�NG=>KLM:G=�MA>�
IKH=N<ML�HK�L>KOB<>L
��G=�LBG<>�FHK>�I>HIE>�:K>�P:M<ABG@�OB=>HL�HG�MA>BK�IAHG>L��HIMBFBSBG@�
5HN0N;>�:=L�:G=�IK>�KHEE�OB=>H�:=L�<:G�IHM>GMB:EER�K>:<A�:�O>KR�E:K@>�:N=B>G<>���OB>P>KLABI
�
3A>G�<K>:MBG@�FH;BE>�OB=>H�:=L��A>K>�:K>�LHF>�MBIL�?HK�;>MM>K�.+%��

e� '>>I�BM�LBFIE>�

e� 1L>�RHNK�<K>:MBOBMR�

e� '>>I�BM�LAHKM�:G=�?H<NL>=�

e� ):D>�LNK>�MA>�:N=BH�BL�GHM�MHH�EHN=�

e�  BLIE:R�:�<:EE�MH�:<MBHG�

W�Full-screen or Interstitial Mobile Advertising 
%GM>KLMBMB:E�:=L�:K>�MA>�?NEE�L<K>>G�OB=>HL�HK�@K:IAB<L�MA:M�:K>�NLN:EER�IE:<>=�:M�:II�MK:GLBMBHG�
IHBGML
�0H�K>FHO>�HK�<EHL>�MA>F��NL>KL�<:G�NLN:EER�<EB<D�MA>�4�;NMMHG��H?M>G�BG�MA>�MHI�KB@AM�
A:G=�<HKG>K�
�/:R��?HK�>Q:FIE>��RHN�:K>�IE:RBG@�:�OB=>H�@:F>
�5HN�A:O>�CNLM�F:G:@>=�MH�
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<E>:K�(>O>E���:G=�:K>�K>:=R�MH�@H�MH�MA>�G>QM�E>O>E
��NM��;>?HK>�FHOBG@�HG��RHN�L>>�:G�:=�HK�:�
LAHKM�OB=>H�:=�IHI�NI
�0A>L>�:K>�BGM>KLMBMB:E�FH;BE>�:=L
�
%GM>KLMBMB:E�:=L�@>M�AB@A>K�<EB<D�MAKHN@A�K:M>L�<HFI:K>=�MH�=BLIE:R�:=L
�$HP>O>K��LAHP�MA>L>�
:=L�HGER�:M�MK:GLBMBHG�IHBGML��LH�MA:M�RHN�=H�GHM�BGM>KKNIM�MA>�<HGM>GM�?EHP
��=�MRI>L�F:R�
BG<EN=>�M>QM��@K:IAB<L��HK�KB<A�F>=B:
�/BG<>�MA>L>�:=L�?BEE�NI�MA>�>GMBK>�HK�F:CHKBMR�H?�MA>�
L<K>>G��MA>R�:K>�A:K=�MH�B@GHK>�:G=�M>G=�MH�@>M�GHMB<>=
�

W�Native App-based Ads 
*:MBO>�:=L�:K>�LBFBE:K�MH�=BLIE:R�:=L�;NM�:K>�<K>:M>=�MH�FHK>�<EHL>ER�F:M<A�MA>�LMRE>��=>LB@G��
:G=�MHG>�H?�MA>�<HGM>GM�BG�PAB<A�MA>R�:K>�>F;>==>=
�/BG<>�MA>�:=L�F:M<A�MA>�<HGM>GM�:G=�
HMA>K�>E>F>GML�H?�MA>�:II��MA>R�;E>G=�BG�FN<A�FHK>�L>:FE>LLER�:G=�FHK>�BFIHKM:GMER��<:GGHM�
;>�;EH<D>=
��L�:�K>LNEM��MA>L>�:=L�@>M�=BLIE:R>=�MH�M:K@>M>=�:N=B>G<>L�PBMAHNM�<:NLBG@�
LB@GB?B<:GM�BGM>KKNIMBHGL�BG�MA>�?EHP�H?�<HGM>GM
���IHINE:K�>Q:FIE>�H?�G:MBO>�FH;BE>�
:=O>KMBLBG@�BL�":<>;HHD�:=L
�1L>KL�L<KHEE�MAKHN@A�MA>BK�I:@>�G>PL�?>>=L�:G=�L>>�:=L�
�LIHGLHK>=�IHLML��BGL>KM>=�;>MP>>G�GHG�I:B=���HK@:GB<�IHLML
�0H�<K>:M>�AB@A�JN:EBMR�G:MBO>�
FH;BE>�:=L�MA:M�AB@AEB@AM�RHNK�;K:G=��;>�LNK>�MH�BG<EN=>�MA>�?HEEHPBG@�D>R�>E>F>GML��

e� $>:=EBG>�

e�  >M:BE>=�=>L<KBIMBHG�

e� �K:G=�EH@H�HK�G:F>�

e� 1.(�

W�Interactive / Playable Mobile Ads 
%GM>K:<MBO>�:=L�:K>�:�MRI>�H?�@:FB?B>=�OB=>H�HK�FNEMBF>=B:�:=
�0A>L>�:K>�IK>?>KK>=�;R�L:OOR�
F:KD>M>KL�PAH�P:GM�MH�<K>:M>�BGM>K:<MBO>�:=O>KMBLBG@�>QI>KB>G<>L
�#:F>L�:K>�:�G:MNK:E�P:R�MH�
@>G>K:M>�<NLMHF>KL`�BGM>K>LM
�,E:R:;E>�FH;BE>�:=L�PHKD�>LI><B:EER�P>EE�PA>G�F:KD>MBG@�HMA>K�
:IIL
�"HK�>Q:FIE>��B?�RHNK�:II�BL�:;HNM�?BG=BG@�=BK><MBHGL�HG�:�F:I��:�IE:R:;E>�FH;BE>�:=�
<HNE=�IKHOB=>�:�LAHKM�:G=�JNB<D�=>FH�MA:M�E>ML�NL>KL�MKR�:�LBFIEB?B>=�O>KLBHG�;>?HK>�
=HPGEH:=BG@�MA>�:II
�0A>L>�LAHKM�BGM>K:<MBO>�=>FHL�=>EBO>K�:�IHP>K?NE�:=�>QI>KB>G<>��MA:M�
NEMBF:M>ER�@>ML�IKHLI><MBO>�<NLMHF>KL�MH�LI>G=�FHK>�MBF>�BGM>K:<MBG@�PBMA�MA>�:=��>G@:@BG@�
PBMA�MA>�;K:G=��:G=�<HGO>KMBG@
�

'!'���!!'�

/)/�LM:G=L�?HK�LAHKM�F>LL:@>�L>KOB<>�:G=�BL�H?M>G�:ELH�K>?>KK>=�MH�:L�:�M>QM�F>LL:@>
�))/�LM:G=L�?HK�
FNEMBF>=B:�F>LL:@>�L>KOB<>�:G=�BG<EN=>L�M>QM�F>LL:@>L�PBMA�:N=BH��OB=>H��HK�BF:@>L
�):GR�;K:G=L��
LN<A�:L�/M:K;N<DL��A:O>�;>>G�NLBG@�/)/�LN<<>LL?NEER�MH�:=O>KMBL>�MA>BK�IKH=N<ML�:G=�IKHFHMBHGL�:G=�
=KBO>�K>:E�K>LNEML
�/I><B?B<:EER��/M:K;N<DL�A:L�NL>=�:G�/)/�AHEB=:R�<:FI:B@G�MH�H??>K�AHEB=:R�LI><B:EL��
P>>DER�=>:EL��:G=�<A>>K?NE�AHEB=:R�F>LL:@>L
�):GR�/)/�<:FI:B@GL�A:O>�;>>G�JNBM>�LN<<>LL?NE��;NM�B?�
IHLLB;E>�=H�<HGLB=>K�))/�<:FI:B@GL
�(BD>�HMA>K�F:KD>MBG@�:<MBOBMB>L��IKHOB=BG@�FHK>�BGM>K:<MBO>�:G=�
OBLN:E�<HGM>GM�<:G�A>EI�@>M�RHNK�:N=B>G<>`L�:MM>GMBHG�:G=�;>�FHK>�F>FHK:;E>
�/>M�:LB=>�:G�:IIKHIKB:M>�
;N=@>M�:G=�>QIEHK>�;HMA�H?�MA>L>�NG=>KNMBEBS>=�HIMBHGL�;><:NL>�MA>R�F:R�=>EBO>K�LNKIKBLBG@�K>LNEML
�

 <0.A6<;�/.@21��1@�

(H<:MBHG�;:L>=�(also called geofencing or geo-targeting)�:=L�K>?>K�MH�FH;BE>�F:KD>MBG@�F>LL:@>L�L>GM�
MH�:�M:K@>M�:N=B>G<>�;:L>=�HG�MA>BK�EH<:MBHG
��R�MK:<DBG@�MA>�EH<:MBHG�H?�MA>�FH;BE>�=>OB<>��F:KD>M>KL�
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<:G�L>G=�M:K@>M>=�F>LL:@>L�MH�BG=BOB=N:EL�PA>G�MA>R�:K>�PBMABG�:�LI><B?B<�@>H@K:IAB<�:K>:
�):GR�:=�
IE:M?HKFL�EBD>�#HH@E>��=L�:G=�":<>;HHD��=L�:EEHP�F:KD>M>KL�MH�LI><B?R�EH<:MBHGL�HK�@>H@K:IAB<�:K>:L�
PA>K>�MA>BK�:=L�PBEE�;>�LAHPG
�

!</692��==@���$B@5�"<A6K0.A6<;@�

)H;BE>�:IIL�:K>�IKH@K:FL�MA:M�@>M�=HPGEH:=>=�HGMH�RHNK�LF:KMIAHG>��LF:KMP:M<A��HK�M:;E>M
�0A>L>�
:IIL�NLN:EER�L>KO>�:�O>KR�LI><B?B<�INKIHL>��>
@
��>F:BE�:IIL��LH<B:E�G>MPHKDBG@�:IIL��HK�@:F>�:IIL
�
�II�;:L>=�F:KD>MBG@�A:L�KBL>G�JNB<DER�=N>�MH�MA>�BG<K>:L>�BG�LF:KMIAHG>��LF:KMP:M<A��:G=�M:;E>M�=:BER�
NL:@>
�

+G<>�:G�:II�A:L�;>>G�=HPGEH:=>=��MA>�:II�=>O>EHI>K�<:G�<HFFNGB<:M>�PBMA�MA>�NL>K�OB:�INLA�
GHMB?B<:MBHGL
�,NLA�GHMB?B<:MBHGL�:K>�F>LL:@>L�HK�GHMB?B<:MBHGL�MA:M�IHI�NI�HG�MA>L>�FH;BE>�=>OB<>L�
PBMAHNM�MA>�G>>=�MH�HI>G�MA>�:II
�3ABE>�MA>L>�GHMB?B<:MBHGL�HGER�K>:<A�:G�:N=B>G<>�H?�HG>��B
>
��MA>�
LF:KMIAHG>�NL>K��MA>R�LAHNE=�INLA�O:EN:;E>�BG?HKF:MBHG�HK�BGLB@AML�=BK><MER�MH�MA>�NL>K
�0H�F:D>�LNK>�
MA:M�RHNK�INLA�GHMB?B<:MBHGL�:K>�;>G>?B<B:E�:G=�GHM�:GGHRBG@��F:KD>M>KL�LAHNE=�F:D>�LNK>�MA>BK�
GHMB?B<:MBHGL�?HEEHP�MA>L>�MAK>>�MBIL��

W�Relevant and Timely 
�><:NL>�GHMB?B<:MBHGL�:K>�=BLKNIMBO>��F:D>�LNK>�RHNK�GHMB?B<:MBHGL�:K>�MKB@@>K>=�;R�MA>�NL>K`L�
;>A:OBHNK��EH<:MBHG��HK�IK>?>K>G<>L
�
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W�Personalized 
/BG<>�RHN�A:O>�:<<>LL�MH�MA>�BG=BOB=N:E`L�;>A:OBHNK`L��EH<:MBHGL��:G=�IK>?>K>G<>L��F:D>�LNK>�
MA>�<HGM>GM�H?�MA>�GHMB?B<:MBHG�:II>:EL�MH�MA>F�I>KLHG:EER
�

W�Actionable 
0A>�GHMB?B<:MBHGL�LAHNE=�F:D>�BM�<E>:K�PA:M�RHN�P:GM�MA>�NL>K�MH�=H�G>QM
�3BMAHNM�:�LI><B?B<�
:<MBHG�HK�K>JN>LM��BM�;><HF>L�>:LR�?HK�NL>KL�MH�=BLFBLL�:G=�NEMBF:M>ER��B@GHK>�RHNK�
GHMB?B<:MBHGL
�

0A>�?HEEHPBG@�MRI>L�H?�INLA�GHMB?B<:MBHGL�@>G>K:EER�I>K?HKF�P>EE��

W�+??>K�:�IKHFHMBHG��>
@
��:�MBF>�EBFBM>=�=BL<HNGM�HK�LHF>MABG@�>EL>�MA:M�<K>:M>L�NK@>G<R�

W�,BJN>�MA>�NL>K`L�<NKBHLBMR�
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One or more interactive elements has been excluded from this version of the text. You can view them online here: 
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�%G�E:M>�������"K:G<>�?BG>=��F:SHG�b���FBEEBHG�
BM�:EE>@>=ER�?:BE>=�MH�@>M�<HHDB>�<HGL>GM�HG�BML�P>;LBM>
�3ABE>�BM�BL�M>FIMBG@�MH�?HK<>�NL>KL�MH�]:@K>>^�
MH�<HHDB>L\HK�F:D>�HIMBG@�HNM�H?�<HHDB>L�=B??B<NEM\MH�<HEE><M�:L�FN<A�I>KLHG:E�=:M:�:L�IHLLB;E>��
!NKHI>:G�K>@NE:MHKL�:K>�L>KBHNLER�>G?HK<BG@�MA>�!1`L�<HHDB>�K>JNBK>F>GML
�%?��F:SHG�A:=�H;M:BG>=�
]?K>>ER�@BO>G^��BG?HKF>=��:G=�NG:F;B@NHNL�HIM�BG�<HGL>GM�;>?HK>�L>MMBG@�<HHDB>L�HG�BML�NL>KL`�
=>OB<>L��MA>�<HFI:GR�IKH;:;ER�<HNE=�A:O>�:OHB=>=�MABL�AN@>�# ,.�?BG>
�

e� Canadian Anti-Spam Legislation (CASL Ð Canada)��

,:LL>=�BG������:G=�>G?HK<>=�LM:KMBG@�BG���������/(�:IIEB>L�MH�;HMA�BG=BOB=N:EL�:G=�;NLBG>LL>L
�%M�
K>JNBK>L�F:KD>M>KL�MH�A:O>�LN;L<KB;>KL�HIM�BG�PBMA�O>K;:E�HK�PKBMM>G�<HGL>GM�;>?HK>�K><>BOBG@�:GR�
<HFF>K<B:E�>E><MKHGB<�F>LL:@>L���!)���PAB<A�BG<EN=>L�>F:BE��/)/��:N=BH�:G=�OB=>H��L>GM�PBMABG�
�:G:=:
�0ABL�:ELH�:IIEB>L�MH�:GR�F>LL:@>L�KHNM>=�MAKHN@A��:G:=B:G�L>KO>KL�:G=�IKHAB;BML�BGMKNLBO>�
LH?MP:K>�EBD>�LIRP:K>�:G=�F:EP:K>
�0A>K>�:K>�MPH�MRI>L�H?�<HGL>GM�NG=>K���/(�[�>QIK>LL�:G=�
BFIEB>=
�!QIK>LL�<HGL>GM�=H>L�GHM�>QIBK>��AHP>O>K��MA>�K><BIB>GM�A:L�MA>�KB@AM�MH�PBMA=K:P�MA>BK�
<HGL>GM�:M�:GR�MBF>
��G=��MA>�HGNL�BL�HG�MA>�I>KLHG�L>G=BG@�MA>�F>LL:@>�MH�IKHO>�MA>R�A:O>�H;M:BG>=�
<HGL>GM�MH�L>G=�MA>�F>LL:@>
�2BHE:MBHGL�H?�MABL�IHEB<R�<:G�K>LNEM�BG�NI�MH����FBEEBHG�BG�?BG>L�?HK�
BG=BOB=N:EL�:G=�����FBEEBHG�I>K�;NLBG>LL
�$>K>�BL�:�EBLM�H?�MA>�E:M>LM���/(�OBHE:MBHGL�:G=�MA>�?BG>L�
:LLH<B:M>=�PBMA�MA>F
�

e� Controlling the Assault of Non-Solicited Pornography and Marketing Act (CAN-SPAM Ð 

�
 � :M:�IKHM><MBHG�.NE>L�?HK�MA>�IKHM><MBHG�H?�I>KLHG:E�=:M:�BGLB=>�:G=�HNMLB=>�MA>�!1
�
�
 �3AR��F:SHG`L�V���F�# ,.�?BG>�K>:EER�F:MM>KL�
�
 ��:G:=:` L��GMB�/I:F�(>@BLE:MBHG����/(��
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US)��

,:LL>=�BG�MA>�1/�BG������:G=�>G?HK<>=�LM:KMBG@�BG���������*�/,�)�:IIEB>L�MH�:GR�<HFF>K<B:E�
>E><MKHGB<�F:BE�F>LL:@>L��>F:BEL��:G=�K>JNBK>L�F:KD>M>KL�MH�H??>K�:EE�LN;L<KB;>KL�:G�HIM�HNM�HIMBHG�
HG�:EE�<HFFNGB<:MBHGL
��G=��B?�:G�HK@:GBS:MBHG�BL�?HNG=�OBHE:MBG@�MABL�IHEB<R��BM�<:G�;>�?BG>=�NI�MH�
���������:=CNLM>=�?HK�BG?E:MBHG��?HK�>:<A�L>I:K:M>�>F:BE�BG�OBHE:MBHG
�

�

�
� �List Management 
):GR�F:KD>M>KL�MABGD�MA:M�A:OBG@�:G�>F:BE�EBLM�PBMA�:L�F:GR�>F:BE�:==K>LL>L�:L�IHLLB;E>�BL�
MA>�@H:E
�%G�?:<M��BM�BL�FN<A�FHK>�BFIHKM:GM�MH�D>>I�RHNK�>F:BE�EBLML�NI�MH�=:M>�:G=�]<E>:G^
�
$:OBG@�:G�>F:BE�EBLM�PBMA�EHML�H?�LN;L<KB;>KL�PAH�=H�GHM�HI>G�HK�BGM>K:<M�PBMA�BM�<:G�BFI:<M�
RHNK�=>EBO>KR�K:M>L�:G=�NEMBF:M>ER��F:R�E>:=�MH�RHNK�F>LL:@>L�MH�;>�OB>P>=�:L�LI:F
�
0H�>GLNK>�MA:M�RHNK�LN;L<KB;>KL�P:GM�MH�K><>BO>�RHNK�>F:BE�F>LL:@>L��H??>K�=HN;E>�HIM�BG��
>
@
��<HG?BKF�<HGL>GM�;R�L>G=BG@�:�?HEEHP�NI�>F:BE�PBMA�:�<HG?BKF:MBHG�EBGD�MH�MA>�
LN;L<KB;>K`L�>F:BE�:==K>LL
�5HN�:ELH�P:GM�MH�IKHOB=>�<E>:K�NGLN;L<KB;>�=BK><MBHGL�BG�>O>KR�
<HFFNGB<:MBHG
��G=��B?�RHN�=H�A:O>�LN;L<KB;>KL�PAH�:K>�GHM�>G@:@BG@�PBMA�RHNK�<HGM>GM��
FHO>�MA>F�MH�:�L>I:K:M>�>F:BE�EBLM��B
>
��L>@F>GM�MA>F�HNM��:G=�M:K@>M�MA>F�NLBG@�:�K>�
>G@:@>F>GM�<:FI:B@G��FHK>�:;HNM�MABL�E:M>K�BG�MA>�G>QM�L><MBHG�
�%?�:IIKHIKB:M>��RHN�F:R�:ELH�
P:GM�MH�L>@F>GM�RHNK�>F:BE�EBLM�;:L>=�HG�BGM>K>LML��EH<:MBHG��INK<A:L>�;>A:OBHNKL��>M<
�!F:BE�
EBLM�L>@F>GM:MBHG�BL�O:EN:;E>�;><:NL>�BM�>GLNK>L�RHNK�F:KD>MBG@�F>LL:@>L�:K>�F>>MBG@�MA>�
LI><B?B<�G>>=L�H?�MA:M�L>@F>GM>=�:N=B>G<>
�

�
� Decide on the Type of Email 
*HP�MA:M�RHN�A:O>�;NBEM�RHNK�>F:BE�EBLM�L��:G=�DGHP�MA>�BGM>K>LML�:G=�G>>=L�H?�>:<A�EBLM��RHN�
LAHNE=�=><B=>�HG�MA>�MRI>�H?�>F:BE�RHN�P:GM�MH�L>G=
�)HLM�>F:BEL�?:EE�BGMH�MPH�IKBF:KR�
<:M>@HKB>L��

e� Triggered Emails 
0KB@@>K>=��HK�MK:GL:<MBHG:E�HK�;>A:OBHNK:E��>F:BEL�:K>�>F:BEL�L>GM�:NMHF:MB<:EER�
;:L>=�HG�IK>�=>?BG>=�>O>GML�HK�<HG=BMBHGL�F>M�;R�:G�BG=BOB=N:E�MAKHN@A�<>KM:BG�
;>A:OBHNKL��:<MBHGL��HK�HMA>K�LB@G:EL
�0A>�FHLM�<HFFHG�MKB@@>K>=�>F:BEL�:K>�
P>E<HF>�>F:BEL
�0A>L>�>F:BEL�:K>�L>GM�BFF>=B:M>ER�:?M>K�LHF>HG>�LB@GL�NI�:G=�
P>E<HF>L�MA>F�PBMA�MBIL��EBGDL��BG?HKF:MBHG�:;HNM�MA>BK�EH@BG�BG?HKF:MBHG��>M<
�
0KB@@>K>=�>F:BEL�M>G=�MH�A:O>�LB@GB?B<:GMER�AB@A>K�HI>G�K:M>L�;><:NL>�MA>R�:K>�MB>=�
MH�:�K><>GM�:<MBOBMR�:G=�MA>�K><BIB>GM�BL�NLN:EER�BGM>K>LM>=�BG�MA>�BG?HKF:MBHG�
IKHOB=>=
�"HK�>Q:FIE>��HI>G�K:M>L�?HK�MKB@@>K>=�>F:BEL�:K>�:KHNG=�����OL�����?HK�
G>PLE>MM>KL


��
�0H�>Q><NM>�MA>L>�;>LM��RHN�PBEE�G>>=�MH�L>MNI�:G�:NMHF:M>=�>F:BE�

<:FI:B@G��LHF>MBF>L�<:EE>=�:�=KBI�<:FI:B@G��LH�MA:M�RHNK�!/,�DGHPL�PA>G�MH�
L>G=�MA>�:IIKHIKB:M>�>F:BE
�3A>G�L>MMBG@�NI�:�MKB@@>K>=�>F:BE�<:FI:B@G�<HGLB=>K��

d� Which Triggered Emails to Include 
�G�:NMHF:M>=�=KBI�<:FI:B@G�MRIB<:EER�BG<EN=>L���[���L>I:K:M>�>F:BEL
�

�
 �!G?HK<>F>GM�:<MBHGL�
��
 �0:<MB<L
��O>K:@>�.>LNEML�;R�)>LL:@>�0RI>
�
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 >I>G=BG@�HG�MA>�G:MNK>�H?�MA>�<:FI:B@G�HK�HK@:GBS:MBHG��LHF>�>F:BE�
MRI>L�F:R�;>�E>LL�:IIKHIKB:M>
�

d� Timing for Each Email 
��P>E<HF>�>F:BE�LAHNE=�<HF>�O>KR�JNB<DER��;NM�MBFBG@�H?�MA>�K>F:BGBG@�
>F:BEL�<HNE=�;>����������HK����=:RL�:I:KM�:G=�>:KEB>K�MKB@@>K>=�>F:BEL�F:R�
<HF>�BG�JNB<D>K�LN<<>LLBHG�MA:G�E:M>K�>F:BEL
�

d� Content Dependencies 
��G>P�LN;L<KB;>K�PAH�HI>GL�:G=�<EB<DL�HG�>O>KR�G>P�>F:BE�LAHNE=�;>�
MK>:M>=�=B??>K>GMER�MA:G�:�G>P�LN;L<KB;>K�PAH�?:BEL�MH�HI>G�MA>�
HG;H:K=BG@�>F:BEL
�/BFBE:KER��:G�]>QBM�LNKO>R^�PHNE=�HGER�@H�MH�MAHL>�
PAH�=B=�GHM�NI@K:=>�HK�K>LIHG=�MH�IKBHK�>F:BEL
�0A>L>�:K>�>Q:FIE>L�H?�:�
=>I>G=>G<R�MA:M�PHNE=�G>>=�MH�;>�;NBEM�BGMH�MA>�>F:BE�:NMHF:MBHG
�

d� Content within Each Email 
%G�/M>I����P>�PBEE�@H�BGMH�FHK>�=>M:BE�:;HNM�AHP�MH�=>LB@G�:G=�<K:?M�RHNK�
>F:BE�<HGM>GM
�

d� �>EHP�:K>�L>O>K:E�>Q:FIE>L�H?�<HFFHG�MKB@@>K>=�>F:BEL��

d� 3 >E<HF>�>F:BEL�

d� �<<HNGM�<K>:MBHG�>F:BEL�

d� ,:LLPHK=�K>L>M�>F:BEL�

d� �;:G=HG>=�<:KM�>F:BEL�

d� +K=>K�<HG?BKF:MBHG�>F:BEL�

d� 0A:GD�RHN�>F:BEL�

d� �HFIE>F>GM:KR� IKH=N<M� �<KHLL�� HK�

NI�L>EEBG@��>F:BEL�

d� +K=>K�LM:MNL�>F:BEL�

d� .>HK=>K�>F:BEL�

d� ,NK<A:L>�K><>BIM�>F:BEL�

d� �<<HNGM�;:E:G<>�NI=:M>L�

d� .>OB>P� K>JN>LM� >F:BEL�� B
>
�� :LDBG@�
G>P�<NLMHF>KL�MH�E>:O>�:�K>OB>P�

e� Informational Emails 
%G?HKF:MBHG:E�>F:BEL�K>IK>L>GM�MA>�L><HG=�<:M>@HKR�H?�>F:BEL
�0A>L>�>F:BEL�BG?HKF��
>=N<:M>��HK�>GM>KM:BG�:G=�A>K>�BL�:�EBLM�H?�<HGM>GM�NLN:EER�BG<EN=>=�BG�BG?HKF:MBHG:E�
>F:BEL��

d� %G=NLMKR�:KMB<E>L�

d� ,KH=N<M�M>LMBFHGB:EL�

d� �NLMHF>K� LN<<>LL� LMHKB>L� HK� LIHMEB@AML�
�<:L>�LMN=B>L��

d� !=N<:MBHG:E�:KMB<E>L�

d� (BGDL�MH�NL>?NE�L><MBHGL�H?�RHNK�P>;LBM>�

d� -N>LMBHGL�:G=�:GLP>KL�

d� /I><B:E�H??>KL�HK�<HNIHGL�

d� !QI>KM�HIBGBHGL�

d� 0BIL�:G=�:=OB<>�

d� ,KH=N<M� K>OB>PL� :G=� :GGHNG<>F>GML� H?�
G>P�IKH=N<ML�

d� 1I<HFBG@�>O>GML�<:E>G=:KL�

d� �HGM>LM�:GGHNG<>F>GML�

d� ">:MNK>=�JNHM>L�

d� /NKO>RL��IHEEL��:G=�?>>=;:<D�
"HK� LHF>� OBLN:E� >Q:FIE>L� H?� ;HMA�
MKB@@>K>=� :G=� BG?HKF:MBHG� >F:BEL�� IE>:L>�
=H� <A><D� HNM� MABL� :KMB<E>����� 0 RI>L� H?�
!F:BEL� 5HN� *>>=� MH� �>� />G=BG@� 5HNK�
!F:BE�(BLM
�

�
� Create and Your Design Content 
+G<>�RHN�A:O>�=><B=>=�HG�MA>�MRI>�H?�>F:BE�RHN�PBEE�;>�L>G=BG@��BM�BL�MBF>�MH�?H<NL�HG�
<K>:MBG@�:G=�=>LB@GBG@�RHNK�>F:BE�<HGM>GM
�3A>G�RHN�:K>�<HFIHLBG@�RHNK�>F:BE��RHN�LAHNE=�
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GHM>�MA:M�MA>K>�:K>�LHF>�IK:<MB<>L�MA:M�F:R�K>LNEM�BG�RHNK�>F:BEL�;>BG@�F:KD>=�:L�LI:F
�0A>�
?HEEHPBG@�<HFFHG�]LI:F�MKB@@>KL^�:K>�HG>L�RHN�PBEE�P:GM�MH�:OHB=��

e� All Caps 
+??>KL�:G=�IKHFHMBHGL�BG�:EE�<:IL�:K>�H?M>G�LI:F
�/H��=H�GHM�]L<K>:F^�:M�RHNK�
LN;L<KB;>KL��:G=�?BG=�HMA>K�P:RL�MH�LAHP�RHNK�>Q<BM>F>GM�:G=�>GMANLB:LF
�

e� ÒSpammyÓ Content 
/I:FFR�<HGM>GM�BL�<HGM>GM�MA:M�BL�FBLE>:=BG@��L>GL:MBHG:E��:G=�H?�GH�NL>�MH�MA>�
K>:=>K
�):D>�LNK>�RHNK�>F:BE�F>LL:@>L�IKHOB=>�O:EN>�:G=�F:M<A�MA>�BGM>K>LML�H?�MA>�
K>:=>K
�

e� High Image-to-Content Ratio 
��P:R�LI:FF>KL�MKR�MH�:OHB=�>F:BE�<EB>GML�L<:GGBG@�MA>BK�F>LL:@>L�BL�MH�INM�M>QM�
BGMH�:G�BF:@>
��L�:�K>LNEM��B?�:G�>F:BE�A:L�EHML�H?�BF:@>L�PBMAHNM�F:GR�PHK=L�
=>L<KB;BG@�MAHL>�BF:@>L�HK�L>GM>G<>L�IKHOB=BG@�<HGM>QM��MA>K>�BL�:�IHLLB;BEBMR�MA:M�
RHNK�>F:BE�<HNE=�;>�F:KD>=�:L�LI:F
�%?�RHN�=H�NL>�BF:@>KR�>QM>GLBO>ER��;>�LNK>�MH�
NL>�MA>�$0)(�:EM�M>QM�M:@L�MH�>QIE:BG�PA:M�BL�BG�MA>�BF:@>�:G=�LA:K>�LHF>�<HGM>QM�
:L�MH�PAR�BM�BL�;>BG@�BG<EN=>=
�

e� Poor HTML coding 
0ABL�<HNE=�<HF>�NI�B?�RHN�:K>�F:GN:EER�<H=BG@�:G=�HK�L>G=BG@�HNM�RHNK�>F:BEL
�"HK�
>Q:FIE>��;>LM�IK:<MB<>L�BG<EN=>�L>G=BG@�HNM�;HMA�$0)(���IE:BG�M>QM�O>KLBHGL�:G=�
@BOBG@�MA>�LN;L<KB;>K�MA>�HIMBHG�MH�OB>P�MA>�>F:BE�BG�:�P>;�;KHPL>K
�%?�RHN�NL>�:G�
!/, ��MA>L>�IK:<MB<>L�:K>�;NBEM�BGMH�MAHL>�L>KOB<>L�:G=�:K>�PAR�BM�BL�;>G>?B<B:E�MH�NL>�
:G�!/, 
�

e� Exclamation Marks 
+G<>�:@:BG��LI:F�F>LL:@>L�H?M>G�BG<EN=>�>Q<>LLBO>�>Q<E:F:MBHG�F:KDL
�,E>:L>�
GHM>�MA:M�RHN�<:G�BG<EN=>�MA>L>��CNLM�NL>�MA>F�LI:KBG@ER
�

e� Embedded Forms 
3ABE>�BM�BL�:MMK:<MBO>�MH�<HEE><M�BG?HKF:MBHG�?KHF�RHNK�LN;L<KB;>KL�=BK><MER�PBMABG�:G�
>F:BE��BM�BL�:ELH�:�M:<MB<�LI:FF>KL�NL>�MH�@>M�K>:=>KL�MH�LA:K>�I>KLHG:E�:G=�L><NK>�
=:M:
�%?�RHN�A:O>�:�?HKF��BG<EN=>�:�EBGD�MH�BM�LH�MA:M�LN;L<KB;>KL�DGHP�PA>K>�BM�BL�
;>BG@�<HEE><M>=�:G=�MA:M�BM�BL�:LLH<B:M>=�PBMA�RHNK�HK@:GBS:MBHG
�

e� Videos 
3ABE>�LMN=B>L�LAHP�MA:M�OB=>HL�BG�>F:BEL�=H�BG<K>:L>�BGM>K:<MBOBMR�:G=�>G@:@>F>GM��
LI:FF>KL�:ELH�NL>�OB=>HL�MH�<BK<NFO>GM�FHGBMHKBG@


� �
�/H��EBD>�BF:@>L��NL>�OB=>HL�

<:K>?NEER��:G=�F:D>�LNK>�RHN�IKHOB=>�<HGM>QM
�

e� Attachments 
/HF>MBF>L�:MM:<AF>GML�<:GGHM�;>�:OHB=>=
�1G?HKMNG:M>ER��LI:FF>KL�:ELH�NL>�
:MM:<AF>GML�MH�=>EBO>K�F:EP:K>�HK�OBKNL>L
�%?�IHLLB;E>��MKR�MH�:OHB=�BG<EN=BG@�
:MM:<AF>GML�:G=�LBFIE>�IKHOB=>�:�EBGD�PA>K>�LN;L<KB;>KL�<:G�=HPGEH:=�HK�:<<>LL�
MA>�?BE>
�*HP�MA:M�P>`O>�=BL<NLL�L>O>K:E�LI:F�MKB@@>KL��E>M`L�LAB?M�HNK�?H<NL�MH�
F:DBG@�LNK>�MA>�HMA>K�>E>F>GML�H?�RHNK�>F:BEL�:K>�LMKHG@�:G=�:IIKHIKB:M>
�

e� Subject Lines 

� �
 ����0 RI>L�H?�!F:BEL�5HN�*>>=�MH��>�/>G=BG@�5HNK�!F:BE�(BLM�
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�0A>K>�NL>=�MH�;>�:�LMKHG@�K><HFF>G=:MBHG�MH�D>>I�LN;C><M�EBG>L�LAHKM��E>LL�MA:G����
<A:K:<M>KL��;><:NL>�MA>R�FB@AM�@>M�<NM�H??�BG�MA>�K><BIB>GM`L�>F:BE�<EB>GM


��
�$HP>O>K��

K><>GM�LMN=B>LA:O>�LAHPG�MA:M�EHG@>K��FHK>�=>L<KBIMBO>�LN;C><M�EBG>L�<:G�I>K?HKF�
>JN:EER�P>EE��B?�GHM�;>MM>K
�3A:M�BL�BFIHKM:GM�BL�MH�A:O>�RHNK�LN;C><M�EBG>�;>�LMK:B@AM�
?HKP:K=��=>L<KBIMBO>��:G=�<HFI>EEBG@
�):KD>M>KL�F:R�:ELH�P:GM�MH�EBFBM�
ING<MN:MBHG��>
@
��E>LL�MA:G���ING<MN:MBHG�F:KDL�I>K�LN;C><M�EBG>��NL>�>FHCBL�
<:K>?NEER��:G=�:OHB=�A:K=�L>EEBG@
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=>M:BE
�0A:M�L:B=��MA>�?HEEHPBG@�BL�:�EBLM�H?�MA>�FHLM�IHINE:K�MRI>L�H?�LN;C><M�EBG>L��
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�/H��PA>G>O>K�IHLLB;E>�MKR�MH�<:IMNK>�MA>�
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0A>K>�:K>�L>O>K:E�L>KOB<>L�MA:M�<:G�A>EI�B=>GMB?R�]LI:F�MKB@@>KL^
�$>K>�:K>�:�?>P�
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d� Mail-Tester
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;>LM�MBF>�MH�L>G=�RHNK�>F:BEL�PBEE�E:K@>ER�=>I>G=�HG�RHNK�target audience
�0ABGD�:;HNM�
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https://www.mail-tester.com/
https://www.codeinwp.com/blog/best-email-marketing-automation-tools/
https://www.sendinblue.com/
https://mailchimp.com/en-ca/
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� Test, Measure, and Iterate 
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https://websitesetup.org/best-email-marketing-services/
https://www.digitalmarketer.com/blog/101-best-email-subject-lines/
https://blog.hubspot.com/blog/tabid/6307/bid/30684/the-ultimate-list-of-email-spam-trigger-words.aspx
https://blog.hubspot.com/blog/tabid/6307/bid/30594/a-marketer-s-guide-to-getting-past-email-spam-filters.aspx
https://www.superoffice.com/blog/b2b-email-marketing-examples/
https://www.getresponse.com/resources/reports/email-marketing-benchmarks
https://academy.hubspot.com/courses/email-marketing
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your approach to customers
�3ABE>�=:M:�:G=�MK>G=�:G:ERL>L�:K>�BFIHKM:GM�>E>F>GML�BG�=>LB@GBG@�
>G@:@BG@�P>;�I:@>L������M>LMBG@�IKHOB=>L�IK:<MB<:E��M:G@B;E>�>OB=>G<>�H?�RHNK�FHLM�BFI:<M?NE�
F:KD>MBG@�M><AGBJN>L
�

)H=>KG�HGEBG>�F>MKB<L�:G=�:G:ERMB<L�:ELH�F:D>�BM�>:LR�?HK�RHN�MH�>O:EN:M>�MA>�K>LNEML�H?�RHNK�����
M>LMBG@
�3BMA�:G:ERMB<L��RHN�<:G�>:LBER�FHGBMHK�D>R�F>MKB<L��BG<EN=BG@��

W�AHP�F:GR�I>HIE>�P>K>�>QIHL>=�MH�>:<A�O>KLBHG��

W�AHP�EHG@�MA>R�BGM>K:<M>=�:G=�>G@:@>=�:G=�FHLM�BFIHKM:GMER��

W�PA:M�I>K<>GM:@>�<HFIE>M>=�MA>�<:FI:B@G�@H:E�:G=�<HGO>KM>=
�

�G�����M>LM�M:D>L�:�LB@GB?B<:GM�:FHNGM�H?�@N>LLPHKD�HNM�H?�F:KD>MBG@
�"HK�>Q:FIE>��B?�RHN�MABGD�H?�:�
G>P�F:KD>MBG@�:IIKH:<A�MA:M�<HNE=�BFIKHO>�RHNK�<HFI:GR`L�I>K?HKF:G<>��RHN�<:G�L>M�NI�:G�����M>LM�
:G=�MA>G�FHGBMHK�MA>�=:M:
�%?�RHN`K>�KB@AM�:G=�MA>�G>P�HIMBHG�@>ML�;>MM>K�K>LNEML��RHN�<:G�FHO>�?HKP:K=�
PBMA�RHNK�G>P�IE:G
�%?�MA>�HKB@BG:E�M><AGBJN>�LMBEE�I>K?HKFL�;>MM>K��RHN�<:G�<HGMBGN>�PBMA�RHNK�K>@NE:K�
KHNMBG>�:G=�MABGD�H?�=B??>K>GM�F:KD>MBG@�:IIKH:<A>L�BG�MA>�?NMNK>
�1EMBF:M>ER������M>LMBG@�A>EIL�RHN�
F:D>�=><BLBHGL�;:L>=�HG�=:M:
�0ABL�P:R�RHN�DGHP�PA>G�:�I:KMB<NE:K�F:KD>MBG@�M:<MB<�HK�<:FI:B@G�BL�
PHKDBG@
�+K��FHK>�BFIHKM:GMER��PA>G�HG>�BL�?:BEBG@
�

/BG<>�>O>KR�HK@:GBS:MBHG�BL�=B??>K>GM��=HG`M�:LLNF>�MA:M�PA:M�PHKD>=�?HK�HMA>KL�PBEE�:NMHF:MB<:EER�PHKD�
?HK�RHN
�3A>G�RHN�����M>LM�RHNK�F:KD>MBG@�:<MBOBMB>L�:G=�<HGM>GM��>QI>KBF>GM�PBMA�=B??>K>GM�B=>:L
�0ABL�
BL�NL>?NE�;><:NL>�LHF>MBF>L�:�LF:EE�<A:G@>�<:G�F:D>�:�;B@�=B??>K>G<>�BG�MA>�K>LNEML�RHN�@>M
�

Reflect: 
0ABGD�:;HNM�:�F:KD>MBG@�:<MBOBMR�HK�IB><>�H?�<HGM>GM
�3A>K>�FB@AM�RHN�<HG=N<M�:G�����M>LM�:G=�AHP�FB@AM�RHN�M>LM�=B??>K>GM�
B=>:L��

�<::<;��?2.@�A<�����( 2@A�

3ABE>�GHM�>QA:NLMBO>��MA>�?HEEHPBG@�EBLM�IK>L>GML�L>O>K:E�<HFFHG�D>R�:K>:L�PA>K>�F:KD>M>KL�����M>LM��

W�Headlines and subheadings 
3A>MA>K�BM�BL�MA>�]MBME>L^�HG�:�P>;I:@>��A>:=EBG>L�?HK�:�IB><>�H?�<HGM>GM��HK�MA>�LN;C><M�EBG>�H?�
RHNK�>F:BE��RHN�F:R�P:GM�MH�>QI>KBF>GM�PBMA�MA>L>�MH�L>>�B?�LF:EE�<A:G@>L�F:D>�:�=B??>K>G<>�
BG�>G@:@>F>GM�K:M>L
�

W�Copy 
�HIR�BL�LBFIER�MA>�M>QM�MA:M�RHN�A:O>�PKBMM>G�BG�RHNK�F:KD>MBG@�F:M>KB:EL
�3ABE>�<HIR�<:G�
BG<EN=>�MA>�PHK=L�:G=�M>QM�BML>E?��<HIR�<:G�:ELH�BG<EN=>�MA>�EH<:MBHG�H?�RHNK�M>QM
�,K>L>GMBG@�
MPH�HIMBHGL�:G=�L>>BG@�PAB<A�O>KLBHG�BL�FHK>�>G@:@BG@�:G=�HK�<HGO>KML�FHK>�I>HIE>�<HNE=�;>�
:G�:K>:�MH�>QIEHK>
�

W�Form design 
3A>G�RHN�EHHD�:M�RHNK�?HKFL�:G=�MA>�?B>E=L�MH�;>�?BEE>=�HNM��MABGD�:;HNM�MA>�GNF;>K�H?�?B>E=L�
:G=�MA>�BG?HKF:MBHG�K>JN>LM>=�MH�L>>�PA:M�IHM>GMB:E�E>:=L�LN;FBM�:G=�PA>G�<HFIE>MBHG�K:M>L�
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�

W�Calls to action (CTA) 
�L�F:KD>M>KL��A:OBG@�<HFI>EEBG@�<:EEL�MH�:<MBHG���0�L��BL�<KBMB<:E�MH�@>MMBG@�E>:=L�MH�<HGO>KM
�
0>LMBG@�:�O:KB>MR�H?�HIMBHGL�IKHOB=>L�=:M:�HG�PAB<A�PHK=L�=>EBO>K�MA>�;>LM�K>LNEML
�$>K>`L�:G�
:KMB<E>�>QIE:BGBG@�how you can test CTAs using Hubspot
�

W�Images 
(BD>��0�L��RHN�<:G�M>LM�=B??>K>GM�BF:@>L�:G=�BF:@>�MRI>L
�"HK�>Q:FIE>��MKR�=B??>K>GM�IAHMHL�
MH�L>>�PAB<A�HG>�L��<:IMNK>�RHNK�:N=B>G<>`L�BGM>K>LM�FHK>
�5HN�FB@AM�>O>G�>QIEHK>�=B??>K>GM�
MRI>L�H?�BF:@>KR��>
@
��IAHMHL��B<HGL��<EBI�:KM��>M<
�

W�Colours 
�G=��?BG:EER��LHF>MBF>L�<HEHNK�<:G�A:O>�:G�BFI:<M�BG�AHP�RHNK�M:K@>M�:N=B>G<>�;>A:O>L
�
0>LMBG@�<HGMK:LMBG@�<HEHNKL��;KB@AM>K�<HEHNKL��>M<
�<:G�H?M>G�IKHOB=>�BGLB@AML�:L�MH�PA:M�
<:M<A>L�RHNK�M:K@>M�:N=B>G<>`L�:MM>GMBHG�:G=�PA:M�MA>R�IK>?>K
�

"HK�FHK>�����M>LMBG@�B=>:L��A>K>`L�:G�:KMB<E>��60 A/B Testing Examples to Get You More 
Conversions
�
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https://knowledge.hubspot.com/cta/a/b-test-your-calls-to-action-ctas
https://optinmonster.com/8-ab-tests-to-run-on-your-popups-to-get-more-email-subscribers/
https://optinmonster.com/8-ab-tests-to-run-on-your-popups-to-get-more-email-subscribers/
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*HP�MA:M�RHN�DGHP�PA:M�:G�����M>LM�BL�:G=�L>O>K:E�IHM>GMB:E�:K>:L�MH�M>LM��E>M`L�=BL<NLL�AHP�MH�<HG=N<M�
:G�����M>LM
�%?�RHN`K>�K>:=R�MH�;>@BG�M:DBG@�:=O:GM:@>�H?�����M>LMBG@�MH�?BG=�MA>�;>LM�F:KD>MBG@�
:<MBOBMB>L�?HK�RHNK�HK@:GBS:MBHG��A>K>�BL�PA:M�P>�K><HFF>G=��

�
� Gather insights 
�>?HK>�LM:KMBG@�RHNK�LIEBM�M>LML��@:MA>K�:GR�BG?HKF:MBHG�RHN�A:O>�:;HNM�RHNK�<NLMHF>KL
�0ABL�
<:G�BG<EN=>�;HMA�=BK><M�H;L>KO:MBHGL�:;HNM�RHNK�<NLMHF>KL�:G=�BG=NLMKR�BGLB@AM�=:M:�:;HNM�
B=>:E�<A:K:<M>KBLMB<L�K>E:M>=�MH�RHNK�M:K@>M�:N=B>G<>`L�IK>?>K>G<>L
�0A>�FHK>�=>M:BE>=�RHNK�
NG=>KLM:G=BG@�H?�IHM>GMB:E�<NLMHF>KL��MA>�>:LB>K�BM�PBEE�;>�MH�@>M�IHLBMBO>�K>LNEML�?KHF�RHNK�
<:FI:B@GL
�.>F>F;>K�RHNK�<NLMHF>K�I>KLHG:L���

�
� Set your goals 
*HM�:EE�F:KD>MBG@�:<MBOBMB>L�A:O>�MA>�L:F>�@H:EL
�"HK�>Q:FIE>��MA>�F>MKB<L�RHN�PBEE�FHGBMHK�
?HK�:�;K:G=�:P:K>G>LL�<:FI:B@G�PBEE�;>�=B??>K>GM�MA:G�MAHL>�?HK�:�<:FI:B@G�?H<NL>=�HG�
F:QBFBSBG@�L:E>L
�$:OBG@�:�<E>:K�@H:E�BG�FBG=�F:D>L�BM�>:LB>K�MH�DGHP�PAB<A�F>MKB<L�MH�
?H<NL�HG
�3>�PBEE�IKHOB=>�FHK>�>Q:FIE>L�:G=�=>M:BEL�BG�MA>�Digital Marketing Analytics 
<A:IM>K
�

�
� Create a theory 
+G<>�RHN�A:O>�RHNK�M:K@>M�:N=B>G<>�=>?BG>=�:G=�:�@H:E�BG�FBG=��RHN�<:G�<K>:M>�:�F:KD>MBG@�
MA>HKR
�0ABL�BL�H?M>G�<:EE>=�RHNK�]ARIHMA>LBL^
� >M>KFBG>�PA:M�RHN�think�PBEE�;>�:G�>??><MBO>�
F>MAH=�?HK�RHNK�M:K@>M�:N=B>G<>�MH�:<AB>O>�MA>�@H:E�RHN�:K>�L>>DBG@
�0ABL�MA>HKR�PBEE�L>M�MA>�
?K:F>PHKD�?HK�RHNK�=B??>K>GM�M>LMBG@�HIMBHGL
�"HK�>Q:FIE>��RHNK�ARIHMA>LBL�FB@AM�;>�MA:M�MA>�
<HEHNK�H?�MA>��0��;NMMHG�:??><ML�MA>�GNF;>K�H?�<EB<DL�:G=�<HGO>KLBHGL
�

�
� Build your variations 
�EMAHN@A�FHLM�<HGM>GM�LRLM>FL�PBEE�:EEHP�RHN�MH�I>K?HKF�����M>LML�PBMA�F:GR�=B??>K>GM�
O:KB:GML��BM�BL�NLN:EER�;>LM�MH�EBFBM�>:<A�KHNG=�H?�M>LMBG@�MH�MPH�HK�MAK>>�O:KB:MBHGL
�0ABL�:EEHPL�
RHN�MH�JNB<DER�ABM�LN??B<B>GM�MK:??B<�GNF;>KL�HK�OHENF>�?HK�>:<A�HIMBHG�LH�RHN�<:G�<HFI:K>�
MA>F
�%M�:ELH�F:D>L�BM�>:LB>K�MH�BLHE:M>�=B??>K>G<>L�BG�MA>�HIMBHGL�MH�=>M>KFBG>�PAB<A�M><AGBJN>�
E>=�MH�;>MM>K�K>LNEML
�

�
� Run A/B tests 
�?M>K�;NBE=BG@�RHNK�O:KB:GML��BM�BL�MBF>�MH�E:NG<A�MA>F�:G=�:EEHP�MA>�����M>LML�MH�KNG
�0A>K>�BL�
GH�I>K?><M�L:FIE>�LBS>
�%GLM>:=��MA>�KB@AM�LBS>�=>I>G=L�HG�RHNK�F:KD>MBG@�IKBHKBMB>L
�0:K@>MBG@�
:�LF:EE>K�L:FIE>�LBS>�PBEE�:EEHP�RHN�MH�:G:ERS>�RHNK�K>LNEML�:G=�:=CNLM�FHK>�JNB<DER�:G=�:M�:�
EHP>K�<HLM��PABE>�M:K@>MBG@�:�E:K@>K�L:FIE>�LBS>�IKHOB=>L�RHN�PBMA�FHK>�BG?HKF:MBHG�MH�
LNIIHKM�E:K@>K�L<:E>�=><BLBHGL
��E>:KER��MA>K>�:K>�IKHL�:G=�<HGL�MH�>:<A�:IIKH:<A
�/H��MA>�
=><BLBHG�PBEE�;>�;:L>=�E:K@>ER�HG�RHNK�@H:EL��H;C><MBO>L��:G=�E>O>EL�H?�<HG?B=>G<>�K>JNBK>=
�

�
� Analyze the results 
+G<>�RHN�A:O>�@:MA>K>=�>GHN@A�=:M:�MH�F:D>�:G�BG?HKF>=�=><BLBHG��RHN�<:G�;>@BG�EHHDBG@�:M�
MA>�=:M:�@:MA>K>=
�):D>�GHM>�H?�MA>�D>R�F>MKB<L�RHN�:K>�MK:<DBG@�:L�:�IKBHKBMR��;NM�=H�GHM�
>GMBK>ER�B@GHK>�HMA>K�F>MKB<L
�"HK�>Q:FIE>��B?�RHN�:K>�KNGGBG@�:�<:FI:B@G�MH�;NBE=�;K:G=�
:P:K>G>LL�:G=�=BL<HO>K�MA:M�HG>�O>KLBHG�BL�@>G>K:MBG@�LB@GB?B<:GMER�AB@A>K�L:E>L�GNF;>KL��
PABE>�MABL�F:R�GHM�F:D>�BM�MA>�B=>:E�HIMBHG�?HK�MA>�<NKK>GM�<:FI:B@G��BM�LMBEE�IKHOB=>L�O:EN:;E>�
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BG?HKF:MBHG�RHN�<:G�NL>�MH�FHG>MBS>�HMA>K�<:FI:B@GL
�0A>�PBGGBG@�HIMBHG�BL�MA>�HG>�MA:M�BL�
I>K?HKFBG@�;>LM��:G=�MA:M�O>KLBHG�LAHNE=�;><HF>�MA>�;:LBL�?HK�RHNK�:<MBOBMB>L�:L�RHN�FHO>�
?HKP:K=
�

�
� Make adjustments as needed 
�?M>K�RHN�=BL<HO>K�PAB<A�HIMBHG�PHG�MA>�����M>LM��:=CNLM�RHNK�:<MBOBMB>L�:L�G>>=>=
�%?�MA>�
F>MKB<L�?HK�MA>�PBGGBG@�O:KB:GM�:K>�<E>:K��>QIHL>�RHNK�>GMBK>�M:K@>M�:N=B>G<>�MH�MA:M�HIMBHG
�%?�
BM�BL�LHF>PA:M�NG<E>:K�PAB<A�HIMBHG�BL�<E>:KER�MA>�PBGG>K��I>K?HKF�:�G>P�����M>LM�;R�:==BG@�
BG�G>P�HIMBHGL�:G=�M>LM�:@:BGLM�MA>�E>:=BG@�O:KB:MBHG
�3A>G�M>LMBG@�G>P�O>KLBHGL�:@:BGLM�MA>�
IK>OBHNLER�E>:=BG@�O:KB:MBHG��M:D>�K>LNEML�?KHF�MA>�?BKLM�M>LM�BGMH�:<<HNGM�PA>G�=><B=BG@�HG�MA>�
;>LM�HIMBHG
�

�
� Continue monitoring 
!O>G�:?M>K�FNEMBIE>�KHNG=L�H?�����M>LMBG@��RHN�PBEE�LMBEE�G>>=�MH�K>@NE:KER�FHGBMHK�RHNK�
F:KD>MBG@�:<MBOBMB>L�MH�>GLNK>�MA>R�:K>�LMBEE�>??><MBO>
�):KD>MBG@�M:<MB<L�PBEE�<HFFHGER�K>:<A�
IHBGML�H?�=BFBGBLABG@�K>MNKGL��>BMA>K�:L�MA>�<HGM>GM�;><HF>L�E>LL�K>E>O:GM�HK�RHN�;>@BG�MH�KNG�
HNM�H?�IHM>GMB:E�B=>:L�?HK�:�LI><B?B<�<:FI:B@G
�):D>�:�A:;BM�H?�FHGBMHKBG@�MA>�<:FI:B@G`L�
I>K?HKF:G<>�>O>G�:?M>K�RHN�A:O>�?HNG=�:�PBGGBG@�O:KB:GM�:G=�>QIHL>=�MA>�>GMBK>�:N=B>G<>�MH�
BM
�/AHNE=�I>K?HKF:G<>�;>@BG�MH�LEBI��RHN�<:G�>G=�MA>�<:FI:B@G�HK�K>MNKG�MH�/M>I���:G=�@H�
MAKHN@A�:�G>P�KHNG=�H?�����M>LMBG@
�

 "HK�:�JNB<D�LNFF:KR�H?�����M>LMBG@��A>K>`L�:���FBGNM>�OB=>H��3A:M�BL�����0 >LMBG@��T� :M:�/<B>G<>�BG�
)BGNM>L��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#oembed-1 

+G>�:==BMBHG:E�M>KF�RHN�LAHNE=�;>�:P:K>�H?�BL�FNEMBO:KB:M>�M>LMBG@
�Multivariate testing �BL�:�M><AGBJN>�
?HK�M>LMBG@�:�ARIHMA>LBL�BG�PAB<A�FNEMBIE>�O:KB:;E>L�:K>�FH=B?B>=
�0A>�@H:E�H?�FNEMBO:KB:M>�M>LMBG@�BL�MH�
=>M>KFBG>�PAB<A�<HF;BG:MBHG�H?�O:KB:MBHGL�I>K?HKFL�MA>�;>LM�HNM�H?�:EE�H?�MA>�IHLLB;E>�<HF;BG:MBHGL�
�L>>�BF:@>�;>EHP�
�
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*HP�MA:M�RHN�NG=>KLM:G=�PA:M�����M>LMBG@�BL�:G=�AHP�MH�<HG=N<M�HG>��MA>�?HEEHPBG@�EBGDL�IKHOB=>�:�
?>P�?K>JN>GMER�NL>=�MHHEL�?HK�����M>LMBG@��
(Please note that the tools listed below are all free or offer free trials.) 

W�Google Optimize�[�#HH@E>�+IMBFBS>�BL�:�#HH@E>�MHHE�MA:M�E>ML�RHN�M>LM�:G=�M:BEHK�=B??>K>GM�
O:KB:MBHGL�H?�RHNK�P>;LBM>
�0A>�F:BG�L>EEBG@�IHBGM�H?�#HH@E>�+IMBFBS>�BL�BML�G:MBO>�
BGM>@K:MBHG�PBMA�#HH@E>��G:ERMB<L��:EEHPBG@�RHN�MH�@:BG�:NMHF:MB<�:<<>LL�MH�KB<A�;>A:OBHNK:E�
BGLB@AML
�5HN�PBEE�:ELH�;>�:;E>�MH�M:K@>M�MA>�O:EN:;E>�L>@F>GML�RHN�A:O>�:EK>:=R�=BL<HO>K>=�
NLBG@��G:ERMB<L
�0KR�HNM�#HH@E>�+IMBFBS>�?HK�?K>>�:G=�NI@K:=>�MH�#HH@E>�+IMBFBS>�����?HK�
>GM>KIKBL>�E>O>E�P>;LBM>�M>LMBG@�:G=�I>KLHG:EBS:MBHG
�$>K>`L�:�JNB<D�OB=>H�HO>KOB>P��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#oembed-2 

W�Kameleoon [�':F>E>HHG�BL�:G�:=O:G<>=�HIMBFBS:MBHG�IE:M?HKF�MA:M�H??>KL�:�O:KB>MR�H?�
?>:MNK>L
�1LBG@�':F>E>HHG��<:G�KNG�:=O:G<>=������LIEBM��:G=�FNEMBO:KB:M>�M>LML�JNB<DER�:G=�
>:LBER
�5HN�<:G�:ELH�L>>�D>R�NL>K�BGLB@AML�PBMA�MA>BK�G:OB@:MBHG�:G:ERLBL�MHHE�:G=�M>LM�=B??>K>GM�
NL>K�L>@F>GML�PBMA�HO>K����M:K@>MBG@�<KBM>KB:
� RG:FB<�MK:??B<�:EEH<:MBHG�:E@HKBMAFL�:ELH�
F:D>�LNK>�RHNK�MK:??B<�BL�HIMBF:EER�=BOB=>=�BG�HK=>K�MH�LAHKM>G�RHNK�=><BLBHG�<R<E>�:G=�
BFIKHO>�K>MNKG�HG�BGO>LMF>GM
�5HN�<:G�@>M�LM:KM>=�HG�':F>E>HHG�;R�<K>:MBG@�:�?K>>�:<<HNGM�
:G=�NI@K:=>�MH�:G�>GM>KIKBL>�IE:G�B?�MA>�MHHE�LNBML�RHNK�G>>=L
�

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#oembed-3 

�

W�Symplify�(formerly SiteGainer) Ð /RFIEB?R�BL�:�<HFI:GR�MA:M�H??>KL�:�?NEE�LNBM>�H?�<HGO>KLBHG�
HIMBFBS:MBHG�MHHEL��BG<EN=BG@�����M>LMBG@��FNEMBO:KB:M>�M>LMBG@��I>KLHG:EBS:MBHG��A>:M�F:IL��
IHINIL��:G=�LNKO>RL
�0A>R�:ELH�A:O>�:�M>:F�H?�>QI>KML�MH�:LLBLM�RHN�PBMA�M>LM�B=>:L��=>LB@G��
IKH@K:FFBG@��:G:ERMB<L��:G=�I>KLHG:EBS:MBHG
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H5P: Linear Marketing Attribution Model 

��<NLMHF>K�A:L�F:=>�:�INK<A:L>�?HK�����
�

 K:@�MA>�IKHI>K�:FHNGML�?KHF�MA>�O:KBHNL�F:KD>MBG@�<A:GG>EL�;>EHP�BGMH�MA>�:IIKHIKB:M>�]�MMKB;NMBHG�/IHM^�MH�MA>�K>?E><M�
: �linear attribution model
�

W� /H<B:E�)>=B:�[������

W�  BLIE:R��=�[������

W� ,:B=��=L�[������

W� +K@:GB<�/>:K<A�[�����

W�  BLIE:R��=�[������

W�  BLIE:R��=�[�����

W� +K@:GB<�/>:K<A�[������

W� !F:BE�[������

W� ,:B=��=L�[������

W� !F:BE�[������

W� +K@:GB<�/>:K<A�[������

W� /H<B:E�)>=B:�[������

(6:2��20. F��AA?6/BA6<;�

0BF>�=><:R�:MMKB;NMBHG�@BO>L�MA>�EHP>LM�I>K<>GM�H?�<K>=BM�MH�MA>�?BKLM�MHN<A��PBMA�BG<K>:LBG@�O:EN>L�:L�
RHN�FHO>�MHP:K=L�MA>�E:LM�MHN<A
�"HK�>Q:FIE>��BG�MA>�BF:@>�:;HO>��MA>�F:KD>M>K�A:L�=><B=>=�MH�<K>=BM�
=BLIE:R�:=L�PBMA�����H?�MA>�INK<A:L>�:FHNGM��������HK@:GB<�L>:K<A�PBMA�������������I:B=�:=L�PBMA�
�����������:G=�LH<B:E�F>=B:�PBMA�����������
�,E>:L>�GHM>�MA:M�MA>L>�I>K<>GM:@>L�:K>�HGER�>Q:FIE>L
�
�GHMA>K�F:KD>M>K�BG�:�different�HK@:GBS:MBHG�F:R�<AHHL>�MH�LIEBM�NI�MA>BK�INK<A:L>�:FHNGML�=B??>K>GMER��
>
@
�������������������
�0ABL�LBFIER�F>:GL�MA:M�MA>�MBF>�=><:R�FH=>E�RHN�NL>�PBMABG�RHNK�
HK@:GBS:MBHG�<:G�;>�<NLMHFBS>=�MH�;>LM�:IIKHQBF:M>�PA:M�BL�A:II>GBG@�PBMA�your�<NLMHF>K�CHNKG>RL
�

(>ML̀�@BO>�MBF>�=><:R�:MMKB;NMBHG�:�MKR�Z�

H5P: Time Decay Marketing Attribution Model 

��<NLMHF>K�A:L�F:=>�:�INK<A:L>�?HK�����
�

 K:@�MA>�IKHI>K�:FHNGML�?KHF�MA>�O:KBHNL�F:KD>MBG@�<A:GG>EL�;>EHP�BGMH�MA>�:IIKHIKB:M>�]�MMKB;NMBHG�/IHM^�MH�MA>�K>?E><M�
: �time decay attribution model
�

W� /H<B:E�)>=B:�[������

W�  BLIE:R��=�[������

W� ,:B=��=L�[�����

W� +K@:GB<�/>:K<A�[�����

W�  BLIE:R��=�[������

W�  BLIE:R��=�[����

W� +K@:GB<�/>:K<A�[������

W� !F:BE�[������

W� ,:B=��=L�[�����

W� !F:BE�[������

W� +K@:GB<�/>:K<A�[������

W� /H<B:E�)>=B:�[������

208   Analyzing and Optimizing Your Digital Marketing Performance



'A.?A2?���$9.F2?����9<@2?���$<@6A6<;�/.@21���I)J��AA?6/BA6<;�

0A>�?BG:E�FH=>E�:LLB@GL�=B??>K>GM�I>K<>GM:@>L�=>I>G=BG@�HG�PA>K>�MA>�MHN<AIHBGM�BL�BG�MA>�<NLMHF>K�
CHNKG>R
�0A>�starter (initiating) touch �K><>BO>L�:�L>M�I>K<>GM�H?�<K>=BM�?HK�MA>�<HGO>KLBHG
�1LN:EER��MABL�
BL�K>E:MBO>ER�AB@A�LBG<>�MA>�BGBMB:MBG@�MHN<A�F:D>L�MA>�<NLMHF>K�:P:K>�H?�RHNK�;K:G=�:G=�H??>KBG@
�%G�
HMA>K�PHK=L��PBMAHNM�MABL�LM:KM>K�MHN<A��MA>K>�PHNE=�GHM�>O>G�;>�:�INK<A:L>
�0A>�closer (last) touch�:ELH�
K><>BO>L�:�L>M�I>K<>GM:@>�H?�<K>=BM�?HK�MA>�<HGO>KLBHG
��G=��:@:BG��MABL�I>K<>GM:@>�BL�LHF>PA:M�AB@A>K�
;><:NL>�BM�BL�MA>�?BG:E�]MKB@@>K^�MA:M�@HM�MA>�<NLMHF>K�MH�INK<A:L>
�Player touches�:K>�MAHL>�MHN<A>L�BG�
MA>�FB==E>�H?�MA>�<NLMHF>K�CHNKG>R��:G=�>:<A�K><>BO>�:�I>K<>GM:@>�H?�MA>�K>F:BGBG@�<K>=BM�?HK�MA>�
<HGO>KLBHG
��3ABE>�IE:R>K�MHN<A>L�A:O>�GHM�BGBMB:M>=�MA>�:<MBHG��MA>R�=H�<HGMKB;NM>�MH�D>>IBG@�RHNK�
;K:G=�:EBO>�BG�MA>�FBG=�H?�MA>�<NLMHF>K�:G=�LAHNE=�MA>K>?HK>�K><>BO>�LHF>�<K>=BM�?HK�MA:M�KHE>
�

%G�HNK�L<>G:KBH�:;HO>��=BLIE:R�:=�:G=�LH<B:E�F>=B:�@>M�<K>=BM�?HK�:�MHM:E�H?�����H?�MA>�INK<A:L>�:FHNGM�
:G=�MA>�K>F:BGBG@�MPH�<:FI:B@GL�@>M�����>:<A
�/HF>MBF>L�MABL�FH=>E�BL�K>?>KK>=�MH�:L�:�ÒUÓ 
attribution �;><:NL>�MA>�LM:KM>K�:G=�<EHL>K�MHN<AIHBGML�K><>BO>�AB@A>K�I>K<>GM:@>L�MA:G�MA>�IE:R>K�
MHN<AIHBGML�BG�MA>�FB==E>
�/H��MA>�I>K<>GM:@>�:FHNGML�EHHD�:�;BM�EBD>�:�]1^
�+G<>�:@:BG��MA>L>�
I>K<>GM:@>L�:K>�CNLM�>Q:FIE>L
��L�:�F:KD>M>K��RHN�<:G�=><B=>�AHP�;>LM�MH�=BLMKB;NM>�MA>�INK<A:L>�
:FHNGML�:<KHLL�RHNK�F:KD>MBG@�:<MBOBMB>L�:G=�MHN<AIHBGML
�

�L�RHN�<:G�L>>��MA>K>�BL�GHM�HG>�LI><B?B<�P:R�MH�:MMKB;NM>�<K>=BM�?HK�:�<HGO>KLBHG
�0A:M�L:B=��PA:M�BL�
<KBMB<:E�BL�MH�;>�<HGLBLM>GM�:G=�NL>�MA>�L:F>�FH=>E�?HK�:EE�<HGO>KLBHGL�PBMABG�RHNK�<NLMHF>K�CHNKG>R
�
0ABL�F>:GL�NLBG@�MA>�L:F>�FH=>E�?HK�:EE�RHNK�F:KD>MBG@�:MMKB;NMBHG�<:E<NE:MBHGL
�3ABE>�MA>�LI><B?B<�
FH=>E�F:R�GHM�;>������:<<NK:M>��:EE�F:KD>MBG@�:<MBOBMB>L�PBEE�;>�>O:EN:M>=�LBFBE:KER
��G=��PA>G�:�
FH=>E�BL�:IIEB>=�<HGLBLM>GMER��RHN�<:G�NEMBF:M>ER�<HFI:K>�:G=�:G:ERS>�MA>�>??><MBO>G>LL�H?�RHNK�
F:KD>MBG@�<:FI:B@GL�:G=�:<MBOBMB>L�:@:BGLM�>:<A�HMA>K
�

(>ML̀�IK:<MB<>�MABL�HG<>�:@:BG��

H5P: Starter / Player / Closer / Position-based / ÒUÓ Marketing Attribution Model 

��<NLMHF>K�A:L�F:=>�:�INK<A:L>�?HK�����
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 K:@�MA>�IKHI>K�:FHNGML�?KHF�MA>�O:KBHNL�F:KD>MBG@�<A:GG>EL�;>EHP�MH�MA>�reflect a starter / player / closer / position-based / 
ÒUÓ attribution model
�
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Attribution    209



�B@A<:��AA?6/BA6<;�
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�
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%?�RHN�:K>�BGM>K>LM>=�BG�=>EOBG@�=>>I>K�BGMH�:MMKB;NMBHG�FH=>EL��A>K>�BL�:����FBGNM>�OB=>H��Attribution 
Modeling Ð An In-Depth Guide��MA:M�<HO>KL�F:GR�FHK>�=>M:BEL�:;HNM�:MMKB;NMBHG�FH=>EEBG@�LH�RHN�
<:G�;><HF>�:G�:MMKB;NMBHG�F:LM>K
�0A>�OB=>H�<HO>KL��

W�":<>;HHD�:=L�:MMKB;NMBHG�FH=>EBG@�

W�#HH@E>�:=L�:MMKB;NMBHG�FH=>EBG@�

W�):KD>MBG@�:MMKB;NMBHG�FH=>EBG@�

W� :M:�=KBO>G�:MMKB;NMBHG�FH=>E�

W��MMKB;NMBHG�FH=>EBG@�@HH@E>�:G:ERMB<L�

W��MMKB;NMBHG�FH=>E�?HK�#HH@E>��=L�

W�)NEMB�MHN<A�:MMKB;NMBHG�FH=>EEBG@�:G=�FHK>
�

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=134#oembed-1 

�<D�A<��B691�.;��AA?6/BA6<;�!<129�

*HP��MA:M�RHN�DGHP�PA:M�:MMKB;NMBHG�FH=>E�HIMBHGL�:K>�:O:BE:;E>�MH�RHN
�$HP�=H�RHN�;NBE=�HG>�?HK�
RHNK�HK@:GBS:MBHG��$>K>�:K>���LM>IL�MA:M�PBEE�A>EI�RHN�B=>GMB?R�:G=�=>O>EHI�:G�:IIKHIKB:M>�:MMKB;NMBHG�
FH=>E��
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�
� Conduct a Marketing Channel / Touchpoint Audit 
�L�=BL<NLL>=�BG�MA>�customer journey chapter��<NLMHF>K�CHNKG>RL�LAHNE=�=H<NF>GM�:EE�MA>�
F:KD>MBG@�<A:GG>EL�:G=�MHN<AIHBGML�RHNK�IHM>GMB:E�:G=�>QBLMBG@�<NLMHF>KL�>G<HNGM>K
�
,>K?HKFBG@�:�?HKF:E�:N=BM��PA>K>�RHN�EBLM�:G=�B=>GMB?R�:EE�MA>�IHM>GMB:E�MHN<AIHBGML�MA:M�:IIER�
MH�RHNK�LI><B?B<�IKH=N<M�HK�L>KOB<>��BL�:G�BFIHKM:GM�LM:KMBG@�IHBGM
�5HN�F:R�P:GM�MH�=H�MABL�
PBMA�:G�>QI:G=>=�M>:F�OB:�:�;K:BGLMHKFBG@�L>LLBHG�MH�>GLNK>�RHN�@>M�:�O:KB>MR�H?�I>KLI><MBO>L�
:G=�B=>:L
��G=��RHN�LAHNE=�:ELH�GHM>�MA:M�MA>K>�F:R�;>�=B??>K>GM�<NLMHF>K�CHNKG>RL�?HK�
=B??>K>GM�IKH=N<ML�HK�L>KOB<>L�PBMABG�MA>�L:F>�HK@:GBS:MBHG
� H�F:D>�LNK>�MA>�<NLMHF>K�
CHNKG>R�RHN�:K>�K>OB>PBG@�:IIEB>L�MH�MA>�IKH=N<ML�HK�L>KOB<>L�RHN�P:GM�MH�:G:ERS>
�

�
� Set Clear Goals 
+G>�H?�MA>�K>:LHGL�MH�<K>:M>�:MMKB;NMBHG�FH=>EL�BL�MH�>GLNK>�RHNK�F:KD>MBG@�>??HKML�:K>�
=>EBO>KBG@�MA>�K>LNEML�G>>=>=�;R�RHNK�HK@:GBS:MBHG
�3BMAHNM�<E>:K�@H:EL�:G=�M:K@>ML��BM�BL�
=B??B<NEM�MH�:LL>LL�AHP�P>EE�RHNK�F:KD>MBG@�>??HKML�:K>�=HBG@
�/H��BM�BL�<KBMB<:E�MH�L>M�LI><B?B<�
@H:EL�:G=�>QI><M:MBHGL�?HK�MA>�F:KD>MBG@�M>:F
�

�
� Map Your Customer Journey 
%G�F:IIBG@�RHNK�<NLMHF>K�CHNKG>R��RHN�<:G�L>>�PAB<A�<A:GG>EL�:G=�<:FI:B@GL�RHN�PBEE�;>�
FHGBMHKBG@
��G=��PA>G�RHN�:G:ERS>�MA>�<NLMHF>K�CHNKG>R��RHN�PBEE�;>�:;E>�MH�:LL>LL�PAB<A�
MHN<AIHBGML�A:O>�FHK>�BFI:<M�:G=�LAHNE=�;>�P>B@AM>=�:<<HK=BG@ER
�

�
� Score Your Leads and Prospects 
(>:=�L<HKBG@�PBEE�A>EI�RHN�B=>GMB?R�PAB<A�E>:=L�:K>�FHK>�EBD>ER�MH�<HGO>KM��:L�P>EE�:L�PAB<A�
HG>L�F:R�G>>=�:==BMBHG:E�<HGOBG<BG@�:G=�F>LL:@BG@�MH�<HGO>KM
�

�
� Invest in the Right Attribution T ools 
0K:<DBG@�:G=�FHGBMHKBG@�MA>�BG?HKF:MBHG�?HK�>O>KR�MHN<AIHBGM�F:GN:EER�<:G�;>�>QMK>F>ER�
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M>=BHNL�:G=�M:QBG@
��G=��NG?HKMNG:M>ER��BM�BL�EBD>ER�MH�BGMKH=N<>�FBLM:D>L
�1LBG@�:�BG=NLMKR�
LM:G=:K=��<NLMHF>K�K>E:MBHGLABI�F:G:@>F>GM���.)��LRLM>FL�F:D>L�BM�>:LB>K�MH�MK:<D�:G=�
:NMHF:M>�RHNK�:MMKB;NMBHG�FH=>E�:G:ERL>L
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�

!.?8 2A6;4��AA?6/BA6<;�(<<9@�

�2;2KA@�<3�!.?82A6;4��AA?6/BA6<;�(<<9@�

%?�RHN�:K>�MK:<DBG@�RHNK�<HGO>KLBHGL�NLBG@�#HH@E>��G:ERMB<L��MA>�?HEEHPBG@�MHHEL�<:G�A>EI
�0A>K>�:K>�
LHF>�D>R�:=O:GM:@>L�MH�:NMHF:M>=�F:KD>MBG@�:MMKB;NMBHG�LHENMBHGL
��>EHP�:K>���<HFFHG�;>G>?BML��

W�Better understand what is working and what is not 
):KD>MBG@�:MMKB;NMBHG�MHHEL�<:G�A>EI�RHN�JNB<DER�K><H@GBS>�RHNK�FHLM�K>EB:;E>�:=O>KMBLBG@�:G=�
F:KD>MBG@�<A:GG>EL
�3A>G�>O:EN:MBG@�RHNK�LI>G=BG@�;N=@>ML��RHN�PBEE�;>�:;E>�MH�BGO>LM�>O>G�
FHK>�K>LHNK<>L�BGMH�MAHL>�G>MPHKDL�MA:M�A:O>�MA>�FHLM�BG?EN>G<>�:G=�=><K>:L>�LI>G=BG@�HG�
MAHL>�MA:M�:K>�GHM�=>EBO>KBG@�K>LNEML
�

W�Discover the number of touches your leads need before converting 
%?�RHN�CNLM�K>E>:L>=�:�G>P�:=�<:FI:B@G�HK�K>E>:L>=�:�;K:G=�G>P�IB><>�H?�<HGM>GM��BM�<:G�;>�
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CHNKG>R
�

W�Get data-driven insights to enhance marketing activities 
3 BMA�F:KD>MBG@�:MMKB;NMBHG�MHHEL��RHN�<:G�>QIHL>�PAB<A�E>:=�@>G>K:MBHG�F>MAH=L�:K>�A:OBG@�
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W�Google Attribution Model 
1L>�#HH@E>`L�:=O:G<>=�F:<ABG>�E>:KGBG@�MH�FHK>�:<<NK:M>ER�=BLMKB;NM>�<K>=BM�MH�:EE�:=�<EB<DL�
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W�Google Analytics 
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W�Ruler Analytics 
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W�HubSpot 
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e� Google Attribution Model 

e� Google Analytics 

e� Ruler Analytics 

e� HubSpot 

e� AppsFlyer��)H;BE>��IIL��

e� Chartable��,H=<:LML��

�MMKB;NMBHG�[� BL<NLLBHG�-N>LMBHGL����==BMBHG:E�.>LHNK<>L�

Discussion Questions 
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Additional Resources 
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��EB<>G<> 
�

W�"BKLM�HK�E:LM�MHN<A�:MMKB;NMBHG�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�!O>G�HK�EBG>:K�:MMKB;NMBHG�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W�/M:KM>K�[�,E:R>K�[��EHL>K�[�]1^��MMKB;NMBHG�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5�
�
��EB<>G<>
�

W�0BF>�=><:R�:MMKB;NMBHG�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�

W��MMKB;NMBHG�)H=>EBG@�[��G�%G� >IMA�#NB=>�;R�$NF:GERMB<L�BL�EB<>GL>=�NG=>K�:�/M:G=:K=�
5HN0N;>�(B<>GL>
�

W��K>:MBG@�:G�:MMKB;NMBHG�FH=>E�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��EB<>G<> 
�
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https://chartable.com/?utm_source=foundationsindigitalmarketing
https://info.bizible.com/intro-guide-b2b-marketing-attribution
https://agencyanalytics.com/blog/marketing-attribution-models
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https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
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https://creativecommons.org/licenses/by/4.0/
https://www.youtube.com/watch?v=Cr8UQXIcQ50
https://www.youtube.com/@humanlytics3533
https://creativecommons.org/licenses/by/4.0/
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W�Explain�MA>�K>E:MBHGLABI�;>MP>>G�<HGO>KLBHG�K:M>�HIMBFBS:MBHG���.+��:G=�<NLMHF>K�CHNKG>RL�

W�Describe�MA>�D>R�:K>:L�:??><MBG@��.+�

����0 >LMBG@�BL�:�LN;L>M�H?�<HGO>KLBHG�K:M>�HIMBFBS:MBHG
�Conversion rate optimization���.+��BL�MA>�
IK:<MB<>�H?�BG<K>:LBG@�MA>�I>K<>GM:@>�H?�NL>KL�PAH�I>K?HKF�:�=>LBK>=�:<MBHG
� >LBK>=�:<MBHGL�<:G�
BG<EN=>��

W�,NK<A:LBG@�:�IKH=N<M�HK�L>KOB<>��

W��EB<DBG@�_:==�MH�<:KM`��

W�/B@GBG@�NI�?HK�:�L>KOB<>�HK�G>PLE>MM>K��

W�"BEEBG@�HNM�:�?HKF��HK�
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W�/BFIER�<EB<DBG@�HG�:�EBGD
�

3ABE>�����M>LMBG@�EHHDL�MH�HIMBFBS>�LI><B?B<�F:KD>MBG@�<:FI:B@GL�HK�:<MBOBMB>L��<HGO>KLBHG�K:M>�
HIMBFBS:MBHG�EHHDL�:M�MA>�>GMBK>�<NLMHF>K�CHNKG>R�:G=�MKB>L�MH�B=>GMB?R�:K>:L�:EHG@�MA>�<NLMHF>K�CHNKG>R�
PA>K>�HIMBFBS:MBHG�<:G�A:II>G
�

/:FIE>�/<>G:KBH�

%G�MA>�<NLMHF>K�CHNKG>R�BF:@>�:;HO>��MA>K>�:K>�MPH�LB@GB?B<:GM�=KHI�H??L�BG�/M>IL���:G=��
�%G�/M>I����MA>K>�BL�:���
���=KHI�H??��PAB<A�
F>:GL�:EFHLM�����H?�:EE�L>LLBHG�:K>�>G=BG@�:?M>K�OBLBMBG@�MA>�AHF>I:@>
�"KHF�MAHL>�MA:M�K>F:BG������=KHI�H??�BG�/M>I��
�0ABL�BL�
<HG<>KGBG@�LBG<>�MA>K>�:K>�HGER�����L>LLBHGL�E>?M�;R�/M>I����PAB<A�K>IK>L>GML�HGER��
���������������H?�:EE�L>LLBHGL�MA:M�:KKBO>=�HG�
MA>�AHF>I:@>
�

�L�:�F:KD>M>K�?H<NL>=�HG�<HGO>KLBHG�K:M>�HIMBFBS:MBHG��MABL�PHNE=�BFF>=B:M>ER�AB@AEB@AM�MA>�G>>=�MH�K>=N<>�MA>�=KHI�H??�K:M>L�BG�
/M>IL���:G=���:G=�EHHD�:M�PA:M�F:KD>MBG@�<HNE=�=H�MH�BG<K>:L>�K>M>GMBHG�?KHF�/M>I���MAKHN@A�MH�/M>I��
�

0ABL�FB@AM�BGOHEO>�K>OB>PBG@�MA>�<:EEL�MH�:<MBHG�HG�MA>�AHF>I:@>��/M>I����:G=�BG�MA>�/B@GNI�/M>I����/M>I����HK�IHLLB;ER�MP>:DBG@�
MA>�F:KD>MBG@�:<MBOBMB>L�:G=�<:FI:B@GL�MH�;>MM>K�JN:EB?R�MAHL>�PAH�:KKBO>�HG�MA>�AHF>I:@>
�0A>L>�MP>:DL�F:R�:ELH�K>JNBK>�LHF>�
:==BMBHG:E�����M>LMBG@
�$HP>O>K��MA>�@H:E�H?�<HGO>KLBHG�K:M>�HIMBFBS:MBHG�BL�MH�F:QBFBS>�MA>�GNF;>K�H?�IHM>GMB:E�E>:=L�MA:M�<HGO>KM
�

#>G>K:EER�LI>:DBG@��MA>K>�:K>�?HNK�D>R�:K>:L�MA:M�F:KD>M>KL�PBEE�:G:ERS>�PA>G�>G@:@BG@�BG��.+��

W�Target Audience 
/HF>MBF>L�MA>�K>:LHG�?HK�:�E:<D�H?�<HGO>KLBHG�BL�MA:M�MA>�target audience�BL�GHM�MA>�
:IIKHIKB:M>�HG>
�"HK�>Q:FIE>��B?�RHN�=KBO>�EHML�H?�MK:??B<�MH�RHNK�P>;LBM>�OB:�:�F:KD>MBG@�
<:FI:B@G��;NM�MA>�OBLBMHKL�PAH�>G=�NI�HG�RHNK�P>;LBM>�:K>�GHM�MA>�MRI>�H?�<NLMHF>KL�
BGM>K>LM>=�BG�RHNK�LHENMBHGL��RHNK�<HGO>KLBHGL�F:R�;>�EHP
�

W�Content 
�EM>KG:MBO>ER��HK�F:R;>�:==BMBHG:EER��B?�MA>�<HGM>GM�RHN�IK>L>GM�=H>L�GHM�F>>M�MA>�G>>=L�H?�
RHNK�M:K@>M�:N=B>G<>��RHN�F:R�L>>�=KHI�H??L��:L�P>EE
�%G�MABL�<:L>��RHN�F:R�P:GM�MH�<HG=N<M�
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LHF>�����M>LML�MH�<HFI:K>�=B??>K>GM�content options
�

W�Landing Pages 
�L�=BL<NLL>=�BG�MA>�Landing Pages�<A:IM>K��>GLNK>�MA:M�RHNK�E:G=BG@�I:@>L�BG<EN=>��

e� Unique selling propositions 
3A:M�BL�NGBJN>�:;HNM�RHNK�H??>K��

e� Specific customer benefits 
�>�LNK>�MH�BG<EN=>�MA>�:<MN:E�;>G>?BML�MH�RHNK�M:K@>M�:N=B>G<>�GHM�CNLM�RHNK�IKH=N<M�
HK�L>KOB<>�?>:MNK>L
�

e� Clear calls-to-action 
 H�RHNK�<:EEL�MH�:<MBHG�<K>:M>�NK@>G<R��

e� Appr opriate visuals / imagery 
 H�RHNK�OBLN:EL�LNIIHKM�RHNK�<:EEL�MH�:<MBHGL��NGBJN>�L>EEBG@�IKHIHLBMBHG��:G=�
<NLMHF>K�;>G>?BML���G=��B?�OBLBMHKL�A:O>�E:G=>=�HG�MABL�I:@>�;:L>=�HG�:G�
:=O>KMBL>F>GM��F:D>�LNK>�MA:M�MA>�OBLN:EL�:G=�<HGM>GM�F:M<A�MAHL>�BG�MA>�:=��B
>
��
PA:M�MA>�OBLBMHKL�>QI><M�MH�L>>�:G=�K>:=�PA>G�MA>R�E:G=�HG�RHNK�I:@>
�

e� Social proof and credibility elements 
0A>L>�>E>F>GML�K>:LLNK>�RHNK�OBLBMHKL�H?�RHNK�HK@:GBS:MBHG:E�:NMAHKBMR�:G=�
<K>=B;BEBMR
�0ABL�FB@AM�BG<EN=>�M>LMBFHGB:EL��IK>OBHNL�<EB>GM�EH@HL��<:L>�LMN=B>L��>M<
�

�@:BG��BG�<EHL>ER�K>OB>PBG@�:EE�MA>�:;HO>�>E>F>GML��RHN�F:R�<AHHL>�MH�<HG=N<M���
��M>LML�MH�;>MM>K�NG=>KLM:G=�PAB<A�>E>F>GM�<A:G@>L�K>LNEM�BG�AB@A>K�<HGO>KLBHGL
�
"HK�FHK>�HG�AB@A�<HGO>KMBG@�E:G=BG@�I:@>L��A>K>`L�:��
��FBGNM>�OB=>H��The 
Anatomy Of A High Converting Landing Page 

One or more interactive elements has been excluded from this version of the text. You can view them 
online here: https://opentextbc.ca/foundationsdigitalmarketing/?p=137#oembed-1 

�

W�Budget 
�G=��?BG:EER��B?�RHN�:K>�NLBG@�I:B=�:=O>KMBLBG@�MH�=KBO>�RHNK�MK:??B<��RHNK�;N=@>ML�HK�;B==BG@�
LMK:M>@R�F:R�GHM�;>�:IIKHIKB:M>�?HK�MA>�@H:EL�:G=�H;C><MBO>L�RHN�L>>D
�+G<>�:@:BG��RHN�<:G�
>QI>KBF>GM�PBMA�;B==BG@�LMK:M>@B>L�HK�BG<K>:L>�RHNK�;N=@>M�MH�L>>�B?�MA:M�BFI:<ML�RHNK�HO>K:EE�
<HGO>KLBHG�?NGG>E�:G=�:MMK:<ML�RHNK�M:K@>M�:N=B>G<>
�

.>F>F;>K�HNK�<HGO>KLBHG�?NGG>E�?KHF�MA>�customer journey�<A:IM>K��
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https://youtu.be/hcPxMuxh5Tc
https://youtu.be/hcPxMuxh5Tc


(>ML̀�GHP�K>OB>P�LHF>�K>LNEML�?KHF�:�?B<MBMBHNL�AHM>E�:G=�>QIEHK>�AHP�P>�FB@AM�HIMBFBS>�MAHL>�
:<MBOBMB>L��

An interactive H5P element has been excluded from this version of the text. You can view it online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=137#h5p-18 

H5P: Conversion Funnel Calculation & Optimization Exercises 
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�
� %G�>:<A�H?�MA>�:;HO>�LM:@>L��MA>�GNF;>KL�IK>L>GM>=�LAHP�AHP�F:GR��IHM>GMB:E��@N>LML�I:KMB<BI:M>=�BG�MAHL>�
:<MBOBMB>L�K>E:M>=�MH�MA:M�LM:@>
�#BO>G�MA>�:;HO>�<HGO>KLBHG�?NGG>E��what was this hotelÕs conversation rate? 

:
� ��
���

;
� ��
���

<
� ��
���

=
� �
���

�
� � �micro�<HGO>KLBHG�K:M>�BL�MA>�<HGO>KLBHG�K:M>�;>MP>>G�?NGG>E�LM:@>L
�3AB<A�H?�MA>�?HEEHPBG@�HIMBHGL�B�
K>IK>L>GML�MA>�correct micro-conversion rates for the hotel? 

:
� .>OB>P� >M:BEL����
���
#N>LM�%G?H����
���
�HHD>=����
���

;
� .>OB>P� >M:BEL���
���
#N>LM�%G?H���
���
�HHD>=���
���

<
� .>OB>P� >M:BEL����
���
#N>LM�%G?H���
���
�HHD>=���
���

=
� .>OB>P� >M:BEL����
���
#N>LM�%G?H���
���
�HHD>=���
���

�
� %?�MA>�MHM:E�GNF;>K�H?�GB@AML�;HHD>=��?HK�:EE�K>L>KO:MBHGL��P:L���������GB@AML��what is the average number of 
nights per booking / reservation? 

:
� �
���

;
� ��
��

<
� �
���
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=
� �
���

�
� #BO>G�MA:M�MHM:E�K>O>GN>L��?HK�:EE�MA>�K>L>KO:MBHGL��P:L��������������PA:M�BL�MA>�:O>K:@>�K>O>GN>�I>K�;HHDBG@��

:
� ����
���

;
� ��
���

<
� ���
���

=
� ����
���

�
� *HP��MA:M�RHN�NG=>KLM:G=�MA>�;:LB<�?NGG>E�<:E<NE:MBHGL��E>M`L�EHHD�:M�LHF>�HIMBFBS:MBHG�L<>G:KBHL�Z�
0A>�<NKK>GM�MHM:E�K>O>GN>L�:K>������������
�%?�MK:??B<�BG<K>:L>=�;R������how much total revenue would there 
be? And, how many more conversions would result? 

:
� Revenues�������������
�� �Conversions���������

;
� Revenues������������
�� �Conversions���������

<
� Revenues�������������
�� �Conversions��������

=
� Revenues������������
�� �Conversions��������

�
� �G=��A>K>L̀�:�LEB@AMER�FHK>�<HFIEB<:M>=�HIMBFBS:MBHG�L<>G:KBH�Z�
%?�RHN�<HNE=�BG<K>:L>�MA>�I>K<>GM:@>�H?�I>HIE>�PAH�:KKBO>�:M�MA>�.>OB>P� >M:BEL�LM>I�;R������PA:M�PHNE=�MA>�
<HGO>KLBHG�K:M>�;>��

:
� �
���

;
� ��
���

<
� ��
���

=
� �
���

�HGO>KLBHG�K:M>�HIMBFBS:MBHG�M:D>L�:�F:<KH�OB>P�H?�RHNK�<NLMHF>K�CHNKG>R�:G=�PA>K>�:IIKHIKB:M>�PBEE�
=KBEE�=HPG�:G=�NL>�����M>LMBG@�MH�;>MM>K�NG=>KLM:G=�PA:M�G>>=L�MH�;>�BFIKHO>=�:G=�NI=:M>=
�"HK�FHK>�
=>M:BEL��K>OB>P�MABL�:KMB<E>��Conversion Optimization Made Simple: A Step-by-Step Guide by Neil 
Patel
�

�L�RHN�<:G�L>>��MA>K>�F:R�;>�F:GR�P:RL�MH�HIMBFBS>�RHNK�<HGO>KLBHG�?NGG>E
��L�:�K>LNEM��MA>K>�:K>�:ELH�
:�O:KB>MR�H?�MHHEL�RHN�<:G�NL>
�0A>�MHHE�RHN�K>JNBK>�PBEE�=>I>G=�HG�MA>�:K>:�RHN�G>>=�MH�HIMBFBS>
�
$>K>L̀�:�@K>:M�:KMB<E>�MA:M�EBLML�34 CRO tools�LIEBM�NI�BGMH�MA>�?HEEHPBG@�<:M>@HKB>L��

W�Analyzing Your Conversion Funnel 

W�Testing Your Website / Webpage Loading Speed 

W�Studying and Mapping User Behaviour 

W�Surveying Your Customers 

W�Creating High-Converting Landing Pages 

W�A/B Testing Your Content 

W�Starting to Talk To Visitors 

W�Creating Social Proof 
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https://neilpatel.com/what-is-conversion-optimization/
https://neilpatel.com/what-is-conversion-optimization/
https://www.convertize.com/cro-tools/
https://www.convertize.com/cro-tools/#funnel-analysis-tools
https://www.convertize.com/cro-tools/#website-speed-tools
https://www.convertize.com/cro-tools/#user-behaviour-tools
https://www.convertize.com/cro-tools/#survey-tools
https://www.convertize.com/cro-tools/#landing-page-tools
https://www.convertize.com/cro-tools/#ab-testing-tools
https://www.convertize.com/cro-tools/#customer-chat-tools
https://www.convertize.com/cro-tools/#nudge-notifications


/HF>�H?�MA>�MHHEL�PBEE�;>�MA>�L:F>�A/B testing tools�BG�MA>�IK>OBHNL�MHIB<
�$HP>O>K��HMA>KL�:N@F>GM�
:G=�<HFIE>F>GM�MAHL>�MHHEL�:G=�<:G�IKHOB=>�RHN�PBMA�:==BMBHG:E�=:M:�:G=�BGLB@AML�:KHNG=�RHNK�
<HGO>KLBHG�?NGG>E�:G=�HIMBFBS:MBHG�HIIHKMNGBMB>L
�

'>R�0 :D>:P:RL�

W��HGO>KLBHG�K:M>�HIMBFBS:MBHG�EHHDL�:M�MA>�>GMBK>�<NLMHF>K�CHNKG>R�:G=�MKB>L�MH�B=>GMB?R�:K>:L�:EHG@�MA>�<NLMHF>K�CHNKG>R�
PA>K>�HIMBFBS:MBHG�<:G�A:II>G
�

W�0A>K>�:K>�?HNK�D>R�:K>:L�MA:M�F:KD>M>KL�PBEE�:G:ERS>�PA>G�>G@:@BG@�BG��.+��

e� 0:K@>M��N=B>G<>L�

e� �HGM>GM�

e� (:G=BG@���3>;I:@>L�

e� �/I>G=BG@���N=@>ML�

�HGO>KLBHG�.:M>�+IMBFBS:MBHG�[��==BMBHG:E�.>LHNK<>L�

"HK�FHK>�=>M:BEL�HG�<HGO>KLBHG�K:M>�HIMBFBS:MBHG��IE>:L>�K>OB>P�MA>�?HEEHPBG@�:KMB<E>L��

W��HGO>KLBHG�.:M>�+IMBFBS:MBHG���.+�����3:RL�0H�#>M�/M:KM>=�

W��HGO>KLBHG�.:M>�+IMBFBS:MBHG�3A>G�5HN� HGM̀�$:O>�)N<A�0K:??B<�

W��HGO>KLBHG�.:M>�+IMBFBS:MBHG�(+ Recommended Tools) 

W�����HGO>KLBHG�.:M>�+IMBFBS:MBHG�0HHEL���HFIK>A>GLBO>�#NB=>�

!216.��AA?6/BA6<;�

W��G�>Q:FIE>�H?�?NGG>E�OBLN:EBS:MBHG�;R�$HII>KMKHG�BL�EB<>GL>=�NG=>K�:�����5 �/���
��EB<>G<>
�

W�0A>��G:MHFR�+?���$B@A��HGO>KMBG@�(:G=BG@�,:@>�T��HGO>KLBHG�.:M>�+IMBFBS:MBHG�0BIL�;R�
*>BE�,:M>E�BL�EB<>GL>=�NG=>K�:�/M:G=:K=�5HN0N;>�(B<>GL>
�

W��HGO>KLBHG�?NGG>E�PBMA�=>L<KBIMBHGL�;R�.H<A>EE>�#K:RLHG�BL�EB<>GL>=�NG=>K�:�����5��
��
EB<>G<>
�

�
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https://blog.hubspot.com/marketing/conversion-rate-optimization-guide
https://moz.com/ugc/how-to-do-conversion-rate-optimization-when-you-dont-have-much-traffic
https://moz.com/learn/seo/conversion-rate-optimization
https://research.aimultiple.com/conversion-rate-optimization-tools/
https://en.wikipedia.org/wiki/Funnel_analysis#/media/File:Funnel-analysis-example.png
http://creativecommons.org/licenses/by-sa/4.0/
https://www.youtube.com/watch?v=hcPxMuxh5Tc
https://www.youtube.com/@neilpatel
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
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�646A.9�!.?8 2A6;4��;.9FA60@�.;1��.90B9.A6<;@�

(>:KGBG@�+;C><MBO>L�

�R�MA>�>G=�H?�MABL�<A:IM>K��RHN�LAHNE=�;>�:;E>�MH��

W�Describe�L>O>K:E�<HFFHG�=B@BM:E�F:KD>MBG@�',%L�:G=�MA>BK�INKIHL>�

W�Calculate�K>MNKG�HG�BGO>LMF>GM��.+%��:G=�K>MNKG�HG�:=�LI>G=��.+�/��

W�Explain�P:RL�MH�MK:<D�RHNK�=B@BM:E�F:KD>MBG@�:<MBOBMB>L�

W�List �L>O>K:E�:G:ERMB<L�MHHEL�?HK�MK:<DBG@�F:KD>MBG@�:<MBOBMB>L�

�<::<;��646A.9�!.?8 2A6;4��$�@�

%G�MA>�Lead Generation�<A:IM>K��P>�=BL<NLL>=�MA>�BFIHKM:G<>�H?�L>MMBG@�RHNK�@H:EL�:G=�H;C><MBO>L��?HK�
>Q:FIE>��

W�Primary conversions 

e� ,NK<A:L>�

e�  HG:M>�

W�Secondary conversions 
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e� /B@G�NI���IKHOB=>�<HGM:<M�BG?HKF:MBHG�?HK��

d� "K>>�HK�(BFBM>=�0KB:E�

d� 3 >;BG:K��� >FH�

d� *>PLE>MM>K�

d�  HPGEH:=:;E>�<HGM>GM��>
@
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e� Customer Lifetime Value Ð Simple Calculation 
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W�LTV to CAC Ratio (Return on CAC) 
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e� LTV to CAC Ratio Ð Calculation 
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Customer Lifetime Value (LTV) to Customer Acquisition Costs (CAC) Ratio for Different Channels 

Channel LTV CAC Ratio 

 Paid LinkedIn �������� ������ ��
���

 Paid Facebook ������ ������ ��
���

 Paid Google �������� ������ ��
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 Retargeting ������ ������ ��
���
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W�Conversion Rate 
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e� Conversion Rate Ð Calculation 
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W�Revenue per Visitor (RPV) 
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e� Revenue per Visitor (RPV) Ð Calculation 
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W�Monthly Recurring Revenue (MRR) Churn Rate 
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e� Monthly Recurring Revenue (MRR) Churn Rate Ð Calculation 
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W�Customer Churn Rate 
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e� Customer Churn Rate Ð Calculation 
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Please note that a healthy churn rate is around 5-7% annually, which translates to 
between 0.45% and 0.55% monthly. 

W�Revenue Renewal Rate 
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e� Revenue Renewal Rate Ð Calculation 
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W�Return on Ad Spend (ROAS) 
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I>K?HKFBG@
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<HLML
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:G=�PA:M�BL�GHM
�

e� Return on Ad Spend (ROAS) Ð Calculation 
��.>O>GN>�#>G>K:M>=�;R��=����HLM�H?��=�

W�Return on Investment (ROI) 
3ABE>�LBFBE:K��K>MNKG�HG�BGO>LMF>GM�BG<HKIHK:M>L�all�>QI>GL>L�K>E:M>=�MH�K>O>GN>L�:G=�
AB@AEB@AML�MA>�BFI:<M�MH�MA>�HO>K:EE�HK@:GBS:MBHG:E�<HLML
�

e� Return on Investment (ROI) Ð Calculation 
��0 HM:E�.>O>GN>L�[�0HM:E�!QI>GL>L�.>E:M>=�MH�MAHL>�.>O>GN>L��*>M�,KH?BM����0HM:E�
!QI>GL>L�.>E:M>=�MH�MAHL>�.>O>GN>L�

!Q:FIE>�

5HNK�<HFI:GR�LI>G=L������HG�(BGD>=%G�:=L�BG�:�LBG@E>�FHGMA�PAB<A�@>G>K:M>L������BG�K>O>GN>
��NM�MA>�?HEEHPBG@�<HLML�:K>�:ELH�
:LLH<B:M>=�PBMA�MA>L>�K>O>GN>L��

W��HLM�MH�<K>:M>�(BGD>=%G�:=������
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%G�:==BMBHG�MH�MA>�:;HO>�<:M>@HKB>L��MA>K>�:K>�:ELH�F:GR�<A:GG>E�LI><B?B<�',%L
�)HLM�H?�MA>L>�A:O>�;>>G�
=BL<NLL>=�BG�IK>OBHNL�<A:IM>KL��;NM�F:D>�LNK>�RHN�:K>�<HF;BGBG@�MA>L>�PBMA�MA>�:IIKHIKB:M>�@>G>K:E�
F:KD>MBG@�',%L�:G=�HK@:GBS:MBHG:E�',%L��:L�P>EE��

W�Search Engine Optimization / Website 
):GR�H?�MA>�?HEEHPBG@�P>K>�=BL<NLL>=�BG�MA>�SEO chapter��

e� (>:=L�

e� +K@:GB<�MK:??B<��OBLBMHKL��

e� '>RPHK=�K:GDBG@�

e� />:K<A� OBLB;BEBMR� �:ELH� <:EE>=� HK@:GB<� F:KD>M�
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W�Paid Advertising 
):GR�H?�MA>�?HEEHPBG@�P>K>�=BL<NLL>=�:;HO>�HK�BG�MA>�Paid Advertising chapter��

e� %FIK>LLBHGL�:G=�K>:<A�

e� �EB<DL�

e� �EB<D�MAKHN@A�K:M>L�

e� �HGO>KLBHGL�:G=�<HGO>KLBHG�K:M>�

e� �NLMHF>K� �<JNBLBMBHG� �HLM� ������ �� �HLM� I>K�
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W�Social Media 
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W�Mobile 
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W�Email 
�@:BG��MA>L>�P>K>�<HO>K>=�BG�MA>�Email Marketing chapter ��

e�  >EBO>K>=��HK�;HNG<>=��>F:BEL�

e� +I>G>=�>F:BEL�

e� �EB<D�MAKHN@A�K:M>L�

e� �EB<D�MH�HI>G�K:M>L�

e� 1GLN;L<KB;>�K:M>L�

e� /I:F�K:M>L�

e� �HGO>KLBHG�K:M>L�

e� �HGO>KLBHG�MH�HI>G�K:M>L�
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*HP�MA:M�RHN�DGHP�PA:M�',%L�MH�MK:<D��E>M`L�;KB>?ER�=BL<NLL�IK>I:KBG@�RHNK�=B@BM:E�F:KD>MBG@�
<:FI:B@GL�LH�MA:M�RHN�<:G�;>MM>K�MK:<D�RHNK�K>LNEML
�+G>�:K>:�F:GR�F:KD>M>KL�G>@E><M�BL�<K>:MBG@�
<NLMHFBS>=�1.(L�MA:M�<:G�B=>GMB?R�exactly�PA>K>�:�<EB<D�<:F>�?KHF
�"HKMNG:M>ER��MA>K>�BL�P:R�MH�>:LBER�
<K>:M>�<NLMHFBS>=�:=�<:FI:B@G�I:K:F>M>KL�LH�MA:M�RHN�<:G�MK:<D�<:FI:B@GL�NLBG@�:G:ERMB<L�MHHEL�EBD>�
#HH@E>��G:ERMB<L
�
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1K<ABG�0K:<DBG@�)H=NE>�(UTM) parameters�<:G�;>�:==>=�MH�:GR�1.(�PBMAHNM�:??><MBG@�PA>K>�MA>�
I>KLHG�<EB<DBG@�HG�MA>�EBGD�>G=L�NI
�0A>K>�:K>�?BO>�1.(�I:K:F>M>KL�MA:M�F:KD>M>KL�<:G�<NLMHFBS>�MH�
MK:<D�MA>�>??><MBO>G>LL�H?�MA>BK�=B@BM:E�F:KD>MBG@�<:FI:B@GL�:<KHLL�:�O:KB>MR�H?�F>=B:�LHNK<>L
�0A>L>�
?BO>�I:K:F>M>KL�BG<EN=>��

W�UTM Medium 
0ABL�?B>E=�BL�NL>=�MH�B=>GMB?R�MA>�MHI�E>O>E�F:KD>MBG@�<A:GG>E�;>BG@�NL>=�BG�MA>�<:FI:B@G��
>
@
��LH<B:E��HK@:GB<��I:B=��>F:BE��FH;BE>��K>?>KK:E���:??BEB:M>��>M<
�
Example: utm_medium=social 

W�UTM Source 
0ABL�B=>GMB?B>L�MA>�LI><B?B<�LBM>�PBMABG�MA>�:;HO>�<A:GG>E
�"HK�>Q:FIE>��]":<>;HHD^�<HNE=�;>�
:�LHNK<>�PBMABG�RHNK�]LH<B:E^�F>=BNF�?HK�:GR�NGI:B=���HK@:GB<�EBGDL�IHLM>=�HG�":<>;HHD
�
$HP>O>K��B?�RHN�P>K>�KNGGBG@�:�I:B=�":<>;HHD�:=�HK�;HHLMBG@�:�IHLM��]":<>;HHD^�PHNE=�;>�:�
LHNK<>�PBMABG�RHNK�]I:B=^�F>=BNF
��G=��B?�RHN�P>K>�;NBE=BG@�:�EBGD�?HK�:G�>F:BE�<:FI:B@G��
MA>�LHNK<>�FB@AM�;>�MA>�LI><B?B<�>F:BE�EBLM�RHN�NL>=
�
Example: utm_source=facebook 

W�UTM Campaign 
0ABL�K>?>KL�MH�:�LI><B?B<�<:FI:B@G�G:F>
�$>K>�F:KD>M>KL�<:G�>GM>K�:GR�G:F>�HK�=>L<KBIMBHG�
MA>R�P:GM��>
@��G:F>L�MA:M�>:LBER�B=>GMB?R�IKH=N<M�E:NG<A>L��IKHFHMBHG:E�<:FI:B@GL��
BG=BOB=N:E�>F:BEL��LH<B:E�F>=B:�IHLML��>M<
�
Example: utm_campaign=halloween_2021_promotion 

W�UTM Content 
0ABL�BL�:G�HIMBHG:E�?B>E=
�%?�RHN�A:O>�FNEMBIE>�EBGDL�BG�MA>�L:F>�<:FI:B@G��EBD>�MPH�EBGDL�BG�
MA>�L:F>�>F:BE��RHN�<:G�?BEE�MABL�BG�MH�=B??>K>GMB:M>�;>MP>>G�MA>�MPH�EBGDL
�"HK�F:GR�
F:KD>M>KL��MABL�?B>E=�F:R�;>�FHK>�=>M:BE>=�MA:G�G>>=>=��;NM�BM�BL�:O:BE:;E>�:L�:G�:==BMBHG:E�
E>O>E�H?�MK:<DBG@�=>M:BE
�
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Example: utm_content=email_link_1 

W�UTM Term 
0ABL�?B>E=�BL�:ELH�HIMBHG:E�:G=�<:G�MK:<D�LI><B?B<�D>RPHK=L�NL>=�?HK�I:B=�<:FI:B@GL
�/BG<>�
#HH@E>��=L�A:L�BML�HPG�MK:<DBG@�F>MAH=HEH@R�:G=�BL�=>>IER�BGM>@K:M>=�PBMA�#HH@E>�
�G:ERMB<L��F:KD>M>KL�M>G=�MH�HGER�NL>�MABL�?B>E=�PA>G�<K>:MBG@�I:B=�<:FI:B@GL�HG�HMA>K�
LRLM>FL��>
@
��":<>;HHD��(BGD>=%G��>M<
�
Example: utm_term=digital+marketing 

For optimal tracking purposes, all marketers should add UTM parameters to their URLs 
whenever embedding links on external sites or in emails
�0A>G��PA>G�LHF>HG>�<EB<DL�HG�MA:M�EBGD�
:G=�E:G=L�HG�MA>�=>LMBG:MBHG�I:@>��F:KD>M>KL�DGHP�>Q:<MER�PAB<A�<:FI:B@G��IHLM��HK�>F:BE�MA>�OBLBMHKL�
<:F>�?KHF��:G=�MA:M�=:M:�:NMHF:MB<:EER�:II>:KL�BG�MA>BK�F:KD>MBG@�:G=�:G:ERMB<L�MHHEL
�

How do UTM parameters work? 

%G�MABL�ARIHMA>MB<:E�>Q:FIE>��P>�PBEE�;>�L>G=BG@�:G�>F:BE�:;HNM�:�LI><B?B<�IKH=N<M�MH�:�@KHNI�H?�:<MBO>�NL>KL
�0A>�<:FI:B@G�PBEE�GHM�
;>�L>GM�MH�:EE�>F:BE�LN;L<KB;>KL��;NM�K:MA>K�MAHL>�MA>�HK@:GBS:MBHG�A:L�=>?BG>=���L>@F>GM>=�HNM�:L�]:<MBO>
^�

3 BMABG�MA>�>F:BE��MA>K>�BL�:�<:EE�MH�:<MBHG�EBGD�MA:M�L>G=L�I>HIE>�MH�MA>�IKB<BG@�I:@>
�$>K>`L�MA>�LM:G=:K=�1.(�PBMAHNM�:GR�MK:<DBG@��
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<HF�IKB<BG@�

%?�LN;L<KB;>KL�<EB<D>=�HG�MA>�:;HO>�EBGD��MA>K>�PHNE=�GHM�;>�:GR�BG?HKF:MBHG�K>E:M>=�MH�PA>K>�MA>R�<:F>�?KHF�HG<>�MA>R�E:G=>=�HG�
MA>�IKB<BG@�I:@>
�$HP>O>K��A>K>`L�MA>�L:F>�1.(�PBMA�?HNK�10)�I:K:F>M>KL�:==>=��

W�PPP
<HFI:GRLBM>
<HF�
IKB<BG@�NMF9LHNK<>�:<MBO>���NL>KL�NMF9F>=BNF�>F:BE�NMF9<:FI:B@G�?>:MNK>���E:NG<A�NMF9<HGM>GM�;HMMHF�
��<M:���;NMMHG�

,E>:L>�GHM>�MA:M�;R�:==BG@�MA>L>�:==BMBHG:E�10)�I:K:F>M>KL��I>HIE>�PBEE�LMBEE�>G=�NI�HG�MA>�L:F>�IKB<BG@�I:@>
�0A>L>�O:KB:;E>L�
LBFIER�F:D>�BM�>:LB>K�?HK�F:KD>M>KL�MH�MK:<D�MA>�LI><B?B<�source�H?�MK:??B<�MH�MA>�IKB<BG@�I:@>
�

(>ML̀�;K>:D�=HPG�>:<A�BG=BOB=N:E�>E>F>GM�H?�MABL�<NLMHFBS>=�1.(�MH�K>:EER�NG=>KLM:G=�BM��(colour-coded for illustrative purposes) 

www.yoursite.com/
pricing?utm_source=active%20users& utm_medium=email& utm_campaign=feature%20launch& utm_content=bottom%20c
ta%20button 

W�yoursite.com/pricing�[�/:F>�I:@>�:L�MA>�LM:G=:K=�1.(�

W�?�[�MABL�M>EEL�RHNK�;KHPL>K�MA:M�>O>KRMABG@�:?M>K�MABL�IHBGM�BL�CNLM�=:M:�

W�utm_source=active%20users�[�P>�A:O>�=>?BG>=�]:<MBO>�NL>KL^�:L�HNK�10)�/HNK<>
�/BG<>�LI:<>L�<:GGHM�;>�NL>=�BG�:�
1.(��MA>�LI:<>�BL�K>IE:<>=�PBMA�]���^
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�

W�& �[�MABL�BGLMKN<ML�HNK�F:KD>MBG@�:G:ERMB<L�MHHEL�MA:M�MA>�IK>OBHNL�10)�I:K:F>M>K�BL�<HFIE>M>�:G=�:�G>P�HG>�BL�;>@BGGBG@�

W�utm_medium=email�[�MA>�10)�)>=BNF�BL�=>?BG>=�:L�]>F:BE^�

W�utm_campaign=feature%20launch�[�MA>�10)��:FI:B@G�BL�=>?BG>=�:L�]?>:MNK>�E:NG<A^�

W�utm_content=bottom%20cta%20button�[�MA>�10)��HGM>GM�A:L�];HMMHF�<M:�;NMMHG^�LH�P>�<:G�MK:<D�LI><B?B<�EBGDL�
PBMABG�MA>�<:FI:B@G�

3ABE>�RHN�=H�GHM�G>>=�MH�NL>�:EE�H?�MA>�10)�?B>E=L��=H�@>M�BG�MA>�A:;BM�H?�NLBG@�)>=BNF��/HNK<>��:G=�
�:FI:B@G�<HGLBLM>GMER
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Digital Marketing Analytics and Calculations   231



?K>>�UTM Campaign Builder
�
�MA:M�PBEE�:NMHF:MB<:EER�;NBE=�MA>L>�1.(L�;:L>=�HG�MA>�=>L<KBIMBHGL�:G=�

BG?HKF:MBHG�RHN�MRI>�BG
�

0H�L>>�FHK>�:;HNM�10)�I:K:F>M>KL��IE>:L>�?>>E�?K>>�MH�P:M<A�MA>�?HEEHPBG@�OB=>H��0K:<DBG@�
�:FI:B@GL�PBMA�1.(��NBE=>K��

One or more interactive elements has been excluded from this version of the text. You can view them online here: 
https://opentextbc.ca/foundationsdigitalmarketing/?p=140#oembed-1 

�;.9FA60@�(<<9@�
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