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3A>G I>HIE> MABGD H? =B@BM:E F:KD>MBG@ MA>R H?M>G >JN:M> BM MH LH<B:E F>=B: F:KD
=B@BM:E F:KD>MBG@ BL FN<A ;KH:=>K MA:G LH<B:E F>=B: F.KD>MBG@ BM <HO>KL : PB=> K(
F:KD>MBG@ :<MBOBMB>L BG<EN=BG@

W HGM>GM ):KD>MBG@

W/>:K<A!|G@BG> +IMBFBS:MBHG /!+

W3 > L BM>):G:@>F>GM_+IMBFBS:MBHG

W,.B= =O>KMBLBG@ />:K<A !G@BG>):KD>MBG@ /')

W/H<B:E )>=B: ):KD>MBG@

W)H:BE> ):KD>MBG@
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W!E:BE ):KD>MBG@

%G MABL ;HHD P> PBEE =>EO> BGMH >:<A H? MA>>?H& =BOBS@IBGMH MAHL>2BRLBREL E>
=>?BG> PA:M =B@BM:E F:KD>MBG @ d@gitaVinBdriketirgd sNBE=L F>:GBG@?NE K>E:MBHGLABIL PBM
M:@>M :N=B>G<>L NLBG@ =B@BM:E <A:GG>EL :G= MHHEL "HK FaGRIFNCB>IG=dkLP BEE BB DEER
;> IHM>GMB:E HK >QBLMBG@ <NLMHF>KL NM =>@&EGBSKBHG RIMNKASKOH:EL H? RHNK F:KD>
:<MBOBMB>L RBHW M#+B>G<> <HNE=:ELH ;>

WIFIEHR>>L IHM>GMB:E HK >QBLMBG@

W/>GBHK E>:=>KL BG RHERFKBHG

W%GO>LMHKL ?NG=BG@ :@>G<B>L

W/MK:M>@B< I:IKMG>KL :EEB:G<>L

3 > PBEE LA:K> FHK> :;;HNM MABkgeGMddikets and Audiences<A:IM>KNM IE>:L> GHM> MA:M
M:@>M :N=B>G<>L :K> GHM :EP:RL =>?BG>= L LBFIER <NLMHF>KL HK <EB>GML

:=.0A <3 A52 9</.9%.;12:60

O0A> @EH;:E I:.G=>FB< AL A:=: LB@GB?B<:GM BFIl:<M HG =B@BM:E F:KD>MBG@ /BG<> FHK> I>}
LM:RBG@ :M AHF> :G= HK PHKDBG@ ?KHF AHF> MA>K> A:L ;>>G : AN@> BGO&>L> BG HGEBG:
E:l@> BG<K>:L.>L BG HGERG:MKIRHOB=>= HIIHKMNGEMBASMEHHBEL MH ?NKMA>K >G@:@> PB
MA>BK4K :N=B>G<>L MAKHN@A =B@BM:E F:KD>MBG@ BGBMB:MBO>L L :K>LNEM =B@BM:
BG<K>:L>= >QIHG>GMB:EER BG K><>GM R>.KL <<HK=BG@ MH : K><>GM LMN=R ;R F:KD>M K>
%GM>KG:MBHG:E G:ERLM MA> @EH;:E F:KD>M ?HK =B@BM:E :=O>KMBLBG@ :G= F:KD>MBG(@
BEEBHG BG :G=BL IKHC><M>= MH K>:<A: 1/ BEEBHG:HRFHK> MA:G H?

<HGLNF>KL MHHD : G>P BGM>K>LM BG HGEBG>+2NMBOBMB>IINBGA:L>= : IKH=N<M HGEBG>
?HK MA> ?BKLM MBF> /H MA> @QEH;:E I:G=>FB< A:L <E>:KER =BLKNIM>= F:KD>MBG@ :L P> DG:

#EH:E B@BM:E =O>KMBLBG@ :G= ):KD>MBG@ ):KD>M MH .>:<A BEEBHG ;R
#EH;:E HGLNF>K K>G=L ,HLM I:G=>FB< $HP <HGLNF>K ;>A:0BHK PBEE <HGMBGN> MH <A:G@> 7, "8



https://www.prnewswire.com/news-releases/global-digital-advertising-and-marketing-market-to-reach-786-2-billion-by-2026--301331318.html
https://success.qualtrics.com/rs/542-FMF-412/images/Customer-Experience-Trends-2021-Report.pdf
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:<<>E>K:M>= MA> NL> H? G>P =B@BM:E F:KD>MBG@ IK:<MB<>L PAB<A PBEE <HGMBGN> MH (
R>:KL MH <HF>

(FF2@ <31216. $#! ?2:2D<?8

>LIBM> MA>L> LB@GB?B<:GM <A:G@>L BG MA> =B@BM:E F:KD>MBG@ E:G=L<:I> MA>K> BL LI
?K:F>PHKD MA:M F:GR F:KD>M>KL <HGMBGN> MH MNKG MH ?HK MA>BK F:KD>MBG@ LMK:M>(
?K:F>PHKD 0A> ,+!) ?K:F>PHKD <:G ;> :IIEB>= MH F:GR F.KD>MBG@ IK:<MB<>L > @ LH<B:E F>-
F:KD>MBG@ L>:K<A >G@BG> HIMBFBS:MBHG :G= F:KD>MBG@ >F:BE F:KD>MBG@ IKBGM :=0O
F:KD>MBG@ :G=F:GR FHK>

,+1) LM:G=L ?HHKpaid, owned, and earned mediaBABE> GHM : G>P ?K:F>PHKD ,+!) K>IK>L>GML :
?HNG=:MBHG:E :IIKH:<A MH :GR : =B@BM:E F:KDYBGZ NIK:MMEARHKFNE:M> :G= @NB=>
RHNK =B@BM:E F:KD>MBG@ LMK:M>@R :G= M:<MB<L :EEHPBG@ RHN MH <:IMNK> FHK> JN:EI
:>MM>K K>LNEML

0A>K> (K> MAK>> D>R <HFIHG>GML MH MA> +1) ?K:F>PHKD

WPaid Media K>IK>L>GML LIHGLHK>= HK |:B= @GBSMWBKGL KNG HG O:KBHNL
<HFFNGB<:MBHG IE:M?HKFL B@BM:E >Q:FIE>L BG<EN=>":<>;HHD :=L #HH@E> :=L (E
LIHGLHK>=:=L ;:GG>K HK =BLIERN®L,>50B=>H :=L >M< $HPPHQAERBG> |:B= F>=B: BL
‘ELH BG<EN=>= > @ G>RCEHBHK :G=F:@:SBG> =L %G >LL>G<> |:B= F>=B: BL :GR F>=E
PA>K> RHN I:R MH @>M >QIHLNK> HK :<<>LL MH :G :N=B>G<> MA:M RHN F:R GHM A:O>
K>E:MBHGLABI PBMA B> JLMK:G@>KL"

WOwned MediaBG<EN=>L MA> <HGM2EBSIMBHG <K>:M>L :G= <HGBMHED 3
G>PLE>MM>KL :G=;EH@L :K> @HH= HGEBTEBSQ :FEEHIE*»P <HNE= ;> : IARLB<:E LMHK>
MK:=> LAHP ;HHMA : :1I>K G>PLEKMM>& RHNK >FIEHR>>L ;><:NL> MA>R =H K>IK>L>GN
RHNK@BKGBS:MBHG :G= RHNK ;K:Gx8K=N&R>G<> ?HK MABL MRI> F>=B: BL H?M>G
IKHLI><MBO> HK >QBLMBG@ <NLMHF>KL
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WEarned Media K>IK>L>GML <HGM>GM :;HENGBISNHKBHIG L>KOB<>L HK IKH=N<ML ;NM <K
:G= =BLMKB;NM>= ;R HMA>KL B@BM:E >Q:FIE>L BG<EN=> LA:K>= [HLML IHLML ;R <NL
RHNK@&KGBS:MBHG K>OB>PL K>?>KK:EL >M< *HG =B@BM:E >Q:FIE>L <HNE= BG<EN-
;R G>PL HBCGBS:MBHGL ;:L>= HG : IK>LL K>E>:L> HK :GRHG> PAH =><B=>L MH PKBM> :;
HIQ:GBS:MBHG HG MA>BK HPG %G >LL>G<> PA>G RHN A:0> >:KG>= MA> :MM>GMBH(
:=OH<:M>L LN<A MA:M MA>R ]M:ED” :;HNM RHNK ;K:G= MABL BL <HGLB=>K>=>:KG>=F

3ABE> MA> ;;HO> =>?BGBMBHGL F:R GHF EE-B¢=B: MRI>L ?BM GB<>ER BGMH :2HIG@E> <:M>(
>Q:FIE>

POEM \énn Diagranflmage description]

Sponsoed or Boosted Social Media Post@A>L> IHLML :K> : <HF;BG:MBHG H? I:B=:G= HPG>= F>=B:
OABL BL ;><:NL> PABE> I:RBG@ MH LAHP MA> |[HLM MH : LI><B?B< :N=B>G<> MA> IHLM <HGM>(
<HGLB=>K>= HPG>= F>=B: ;><:NL> RHN A:0> <K>:M>= BM :G= BM EBO>L HG RHNK LH<B:E F>=E

W Sponsoed or Paid Influencers:,HLML ?KHF I:B= BG?EN>G<>KL :K> : <HF;BG:MBHG H? I:B="
>:KG>= F>=B: BMAHNM [:RF>GM BG?EN>G<>KL"' <HFF>GML HK K><HFF>G=:MBHGL PH
<HGLB=>K>= >:KG>= F>=B: $HRG&>BG?EN>G<>KL @>M |:.B= MH IKHFHM> RHNK ;K:G=
>:KG>= F>=B: MNKGL BGMH I:B= F>=B: PBMA :G >:KG>= F>=B: LIBG

W Social Media Shae Requests/H<B:E F>=B: LA:K> K>JN>LML <HNE= K>IK>L>GM : <HF;BG:M
> KG>= F>=B: MA> LA:K>= LH<B:E F>=B: IHLM :G= HPG>= Fe&=BEBBMBAKIHSIN>LMBG@
MA> LA:K> =K:?M>= HK <K:?M>= MA> M>QM ?HK MA> |[HLM

><NL> H? MA>L> HO>KE:IIBG@ <:M>@HKB>L ,+!) BL LHF>MBF>L K>?>KK>= MH L ,+/! HK ,!/+ |:E



Introduction to Digital Marketing 9

HPG>=shared :G= >KG>= F>=B: '>>IBG@ MABL BG FBG= K>F>F;>K MA:M LHF> F>=B: MRI>L F:R
LMK:==E> FNEMBIE> <:M>@HKB>L

H5P: POEM Categorization Exercise
(>ML MKR <:M>@HKBSBG@ O:KBHNL MRI>L H? F>=B:Z

/BFIER =K:@ :G==KHI MA> ?HEEHPBG@ PHK=L BGMH MA> :[IKMiK Bavi>depMhegEdig>kdrinto multiple
categories, if apppriate.)

3A>G =>|EHR>= MH@BEBHAHPG>= :G=>:KG>= F>=B: <:G =>EBO>K BFIK>LLBO> K>LNEML >@ F
<:G NL>

WPaid media to promote owned and earned medieDABL :1IKH:<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 : M}
F>=B: RHN FB@AM =BLIE:R : <NLMHF>K K>OB>P >:KG>= F>=B: :G= BG<EN=>:EBGD M
P>;LBM> HPG>= F>=B:

WPaid and owned media to generate and drive earned medi@A> @H:E H? MABL :1IKH:<A BL
MH IK>L>GM <HGM>GM MA:M <:G LI:KD : IN;EB< <HGO>KL:MBHG "HK >Q:FIE> RHN <HN
I:B= HPG>=F>=B: ?KHF RHNK LH<B:E F>=B: l:@> HPG>= F>=B: M@ @>-MEBHE<M K
M:EDBG@ HK <HFF>GMBG@ :;HNM BM >:KG>= F>=B:

WOwned media to host earned media conversation8ABL :[IKH:<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:
RHNK :EH@ HPG>= F>=BAHt/1 : <HGM>LM HK <HFI>MBMBHG >:KG>= F>=B: HG NLBG(
LH<B:E F>=B: :<<HNGM HPG>= F>=B:
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WEarned media to listen in on audience conversation®ABL :IIKH:<A <:G IKHOB=> BGLB@AML
s HNM PA:M RHN® MK N=B>G<> EBD>L P:GML HK G>>=L "HK >Q:FIE> EBLM>G MH LH<
<HGO>KL:MBHGL >:KG>=F>=B: MA:M K>E:M> MH RHNK :K:G= RHNK <HFI>M(BMHKL Hl
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 $#11216. ( F=2@

"HK >:<A H? MA> MAK>> F>=B: MRI>L [ I:B= HPG>= :G=>KG>=[ MA>K> :K> ;>G>7BML :G= <A:EE:
F:KD>M>BM BL BFIHKM:GM MH <HGLB=>K MA>L> LMK>G@MAL :G= P>:DG>LL>L LH MA:M RHN <:
>?><MBO> K>LNEML :G= HNM<HF>L
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Benefits and Challenges of the POEM Mediayipes

Media '
Type Benefits Challenges
W Immediacy: ):KD>M>KL <:G @>M MA>BK F»=B: B ea .
2KHGM H®MWMKCN=B>G<>L FN<A FHK> JNB<DERGW !\ilolf.?('/:'iEfB',;i'E; ',f.gR -
-G=>?B<B>GMER BM <:G ;> <A.EE>G@BG@ MH @>M
W Control: ><:NL> I:B= F>=B: BL <K>:M>=:R MA> RHNK :N=B>G4MM>GMBHG
K:G=:G==BLMKB;NM>= MAKHN@A LI><B?B< <A,ﬁ > ]
oaid MA> F>LL: @BG@ BL <HGMKHEE><GBHNLN:EER _C_%fhféﬂogf_eGF?t_ei'.\',\;N'\f('ﬂw BHG
ai . . = _ _ =; :G=:=L: :
Media > <A.G@>= HK >=BM>= K>LIHGL> K:M>L <HGMBGN> MH
W Wider Reach:):KD>M>KL <:G :<<>L@BKK =><EBG>
:N=B>G<>L FN<A FHK> INB<DER<@BO2ER W Less Credibility: 3ABE> >:LR
W Trackable: )JHLM I:B= F>=B: LRLM>FL <:G m—l|—IFI>KI\T§FH>IYl_>>IIEEE>>I;g>iG
F>:LNK> MA> ;>A:OBHNKL H? MA> :N=B>G<> :G= LI'E HK BG'IIkHIKB'M> T
K>IHKM HG MA> E}=B?HKF:G<> ) ) )
W Brand Control: /BG<> MABL F>=B: BL =>O>EHI>=
:G==BLMKB;NM>= ;R MA> :K:G= BM K>IK>L>GMI.WM-& ) e — —
F>=B: MA:M ;K:G=L <HGMKHE MA> FHLM ijﬂvgrgﬁg’é&/'ﬁ\lféfé<‘> CCEE MAS
W Ability to Change: K:G=L <:G JNB<DER <K>:M> F>=B: F:R ;> I>K<>BO>=:L
:G=:=IIM F>=B: MH F>>M MA=A&QC&BG@ BKK>E>0:GM HK NGBGM>K>LMBG@
G>>=L :G= BGM>K>LML H? MA> :N=B>G<>» W Mistrust: )GR I>HIE> =H GHM
Owned U i .
Media W Efficient ProcessesK:G=L <:G >GLNK> MA:M ZA|-||<|L\I>LEABT<H>EEAI\|IEGRB’><KMEHKG(L3EALAM
MA>L> IKH<>LL>L?B=xB2GM :G= F:M<A MA> - : T
Lmléﬁg\ﬂ55> L H? @/ASEKMEHGL :G= W Difficulty in Scaling: %M M:D»L
N MBF> :G= K>LHNK<>L MH
W Longevity of Content: K:G=L <:G F:D> LNK> E%S?\T_EEE<§BE= :G= @KHP
MA:M MABL F>=B: BL :O:BE:;;E> :<<>LLB;E>?HK ) T
EHG@>K I>KBH=L H? MBF>
W Lack of Control: K:G=L
<:GGHM <HGMKHE PA:M HMA>KL L:R
W Most Credible: ,HLML PKBMM>G :G= LA:K>E R “HNM MA>F
HMA>KL <:KKR MA> FHLM <64=B REBNMRIH W Negative Vrality: *>@:MBO>
> [>K<>BO>=:L MA> FHLM ;>EB>0::E> :NMA>GMBHHLML LIK>:= ?:LM>K MA:G
II\E/lardn_ed @>GNBG> :G= MKNMA?NE IHLBMBO> HG>L :G= A:O> MA>
edia ) i
W Wider Reach: #>MMBG@ HMA>KL MH LA:K> <HGM>G)>CMB:E MH @H OBK:E
PBMA MA>BK HPG G>MPHKDL <:G >QIHG>GMB: .
BG<K>:L> : :K:GK>:<A :G= >QIHLNK> %ﬁ_ﬁr&%yi‘?ﬁ' .iﬁ;f,;N'mA,\;ﬁ"
DGHP PAH BL A>:KBG@ :;HNM
RHNK :K:G=

3ABE> LHF> :LI><ML H? I:B= HPG>= :G=>KG>= F>=B: <G ;> <A:IEE>G@BG@ MA>R :K>LMBEE:
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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
3A>G RHN LM:KM =>0O>EHIBG@ RHNK LI><B?B< =B@BM:E F:KD>MBG@ LMK:M>@B>L <HGLB=>
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>EBHEERBEPRNABG® =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 PNG=>KL LMI
: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>El F:KD>M>KL ;NBE=;:E:G<>=:G=>G@:@BG@ =B@BM:E F:KD>MB!(
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
$HP FB@AM MAHL> LMK:M>@B>L :ELH :IIER MH =B@BM:E F:KD>MBG@

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

Additional Resources
M MA> >G= H? >:<A <AMA>K> PBEE ;> :==BMBHG:E K>LHNK<>L EBLM>= MA:M >QIEHK> MA> <A:IM>K MHIB<L BG|FHK> =>M:BE
: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 ® 26 modules for ~40 hours)

142 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=>
P>EE :L P>EE :L >Q:FIE>L MA:M HO>KE:I

W,:B= F>=B:
e ,RI>K<EB<D ,, :=L
e BLIER ;:GG>K :=L
e 02 F.@:SBG> MK:GLBM :=L

W+PG>= F>=B:
e 3> LBM> EH@L


https://learndigital.withgoogle.com/digitalgarage/course/digital-marketing

Introduction to Digital Marketing 13
e |0>GML G>PLE>MM>KL
e /IMHK>L
e 0:E>GM >FIEHR>>L
W!KG>= F>=B:
e /IA:K>=<HGM>GM
e HGM>GM ;R HMA>KL
e >0B>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=1:B= F>=B: /[IHGLHK>= BG?EN>G<>KL

7.>MNKG MH +1)22GG B:@K:F BF.@>8

1216. AA?6/BA6<;@

W%GMKH MH =B@BM:E F:KD>MBG@ ;R .H<A>EE> #K:RLHGBL EB<>GK>= NG=>K :

WH#EH;:E I:G=>FB< [ @K:IA PBMA <HKHG:OBKNL :GR ; H<A&EKE+ #K:RLHG BL EB<>GL>=
NG=>K:5 EB<>G<>

W,:B= HPG>= :G=>:KG>= F>=B: ?K:F>PHKD :G= :NFBHSASIEE> #K:RLHG BL EB<>GL>=
NG=>K:5 EB<>G<>

W,+)2 >GG =B:@K:F ;R .H<A>EE> #K:RLHG BL EB<>GL5>= NB=>&<>



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/




B;1.:2;A.9@ <3 'A<?FA2996;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W DescribeMA> 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
<KBMB<:E >E>F>GM H? :GR =B@BM:E F:KB>MGE@ IBHKVMEHRKRM>EEBG@ 3A>G E>.KGBG@
LHF>MABG@ 5>A?M>G EHHD MH MA> F:.LM>KL ?HK BGLB@AML BGLIBK:MBHG :G= @NB=:G<>
MH LMHKRMigEfRG@s Peoples aoss the world have been and continue to be master
storytellers!

15
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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:
E:G=L :G= G:MNK:E K>LHNK<>L PA>K> MA>RIEBRHAHRABKA 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=>G|
EBO>EBAHH=L :L P>EE :L MA>BK IARLB<:E :G= LIBKBMN:E P>EE ;>BG@ ):GR %G=B@>GHNL I>}
E:G@N:@> =BLMBG<M 7ZB<BHAGIN: @> HK E:G@N:@>L H? MA> <HNGMKR HK K>@BHG BG F
<<HK=BG@ MIHB= :GD MA>K> :K><NKK>GMER :IIKHQBF:M>ER FBEEBHG %G=B@>GHNL ,>I-
PHKE=PB=> BG HO>K <HNGMKB>L L :K>LNEM %G=B@>GHNL ,>HIE>L :G= MA>BK LMHKB>L
:G=FHLM H? NL :K> <HGG><M>= :M MA> O>KR B¥MHNMZGELSLMEBERIL LH<B>MB>L :G= <NEMNK>

OAKHN@AHNM ABIGABIIR>GHNL LH<B>MB>L A:0> K>EB>= HG LMHKB>L MH LA:K> :G= |:.LL =HPG
E>LLHGL ABLMHKB<:E K><HK=L :G=HMA>K DGHPE>=@> MH F:BGM:BG :G= LNLM:BG MA>BK <
0A>L> %G=B@>GHNL LMHKB>L K>?E><M MA> I>K<>IMBHGL K>E:MBHGLABIL ;>EB>?L :G=:MMI
>HIE>L :G= ?HKF MA> ?HNG=:MBHG H? F:GR %G=B@>GHNL LH<B>MB>L 3ABE> LHF> F:R OB>F
I>KBIA>K:E >0>G BG ;NLBG>Rk MH=NRA> IHP>K?NE BG?EN>G<> H? %G=B@>GHNL LMHKRM>EE
F:KD>M>KL LA:K> LMHKB>@ PBM-BHG<>L <HGO>R ABLMHKB<:E BG?HKF@MBIBS: MEWGMA>BK
AB@AEB@ANGBHEMBHG:E B=>GMBMB>L :G= <NEMNK>L" :G= ;NBE= <HFFNG:E >QI>KB>G<>L #
>QM>GLBO> ABLMHKR :G= >QI>KMBL> BG %G=B@>GHNL LMHKRM>EEBG@ P> <:G E>:KG : EH|
%G=B@>GHNL LMHKRM>EE>KL PAH A:0> ;>>G LA:KBG@ :G= AHGBG@ MA> :KM H? LMHKRM>E

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

WIQI>KM NL> H? MA> OHB<>

W2H<:E :G=;H=R >QIK>LLBHG
W%GMHG:MBHG

WOA> NL> H? O>K;:E BF:@>KR

W":<B:E :GBF:MBHG

W HGM>QM

W,EHM :G= <A:K:<M>K =>0O>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>@AGBIN*BHHGENVWHHES HK
(<2172 ,;1* <602

3A:M MHG> :G= OHB<> K>LHG:M>L ;>LM @BIWAREBHGMK K> RHN NLBG@ MA> E:G@N:@> :G= PI
MA:M MA>R NL> 3ABE> F:GR F:KD>M>KL ?H<NL HG M&atfAERIPR: GBAMH <HFFNGB<:M> BM BL

>JN:EER BFIHKM:GM MH LI>G= MBF> MABGDBG@ :;HNM MA> MHG> E:G@N:@> =B:EH@ :G=0
<HFFNGB<:M>

"BKLM *:MBHGL >=:@H@R +GEBG>



https://firstnationspedagogy.ca/storytelling.html
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OHG> |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-
>E>F>GML LN@@>LM MA:M MHG>

W OMaybe if the mject leader had set @asonable scheduleofn the beginning, we wouldh® in this mess no@

W OWhatever theypaying you, it ishénough. Thanks for working so Haon this.O

W OIOm not seiwhat else is on your plate right ndwt | need these numbers by this afternoonNactually in the next two
hours.O

W Ol cant emember when u said this was due.O

W OWhile | appeciate that your team is being pulled in a number of diffedirections right nowthis poject is my
departmengnain priority for the semestaWhat can we dodm our end to set yourgup up to complete this by June?

3A>MA>K BG : PHKDIE:<> HK BG HNK I>KLHG:E EBO>L FHLM H? NL A:0> K><>B0O>= <HFFNGBMNMBHBE@IA:M P>10> ?HNG= H-"
BG:IIKHIKB:M>:MK FBGBFNF <NKM /MKBDBG@ MA> KB@AM MHG> :G= ;>BG@ =BIEHF:MB< |:KMB<NE:KER BG ;NLBG>LL <HF
MA> ZBK>G<> ;>MP>368G+BG@ RHNK K>:=>K :G= ;NBE=BG@ BFIHKM:GM K>E:MBHGLABIIBM< GHBHAR>=B:M>ER

=B?2>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
OKNER ?BG>LLBG@ RHNK PKBMBG @ok IR WY Ki: BINFRHWRIG :@:BGLM RHN BL D>R MH ?HKFBG@ LMKHG@ K>E:MBHGLABIL :C
>?><MBO>

The above material is takerofm Diplomacy Tone, and Emphasis in BusinesstiWg, in theWiting Commonsand is used under a
CC-B¥NC-ND 3.0 Unported license

<;@6127 AB2@2 >B2@A6<;@ ?29.A21 A< A<fD21 C

W3A:M BL FR BGM>GM F % MKRBG@ MH BG?HKF HK MH I>KLN:=>

W3A:M MHG> :G= OHB<> BL FHLM :lIIKHIKB: M2 2MKNAB> Gk

W K> MA> MHG> :G= OHB<> K>LI><M?NE

WS$HP <:G MA> <HGM>GM ;> IK>L>GM>= LH BM BL BG?HKF:MBO> :G= I>KLN:LBO> ;NM GH|
W3A:M PHK=L =>FHGLMK:M> L>GLBMBOBMRLMPBHRL :G=B>GEBG@L

W$:0> :GR BGL>GLBMBO> PHK=L HK >Q:FIE>L ;>>G IK>L>GM>= MA:M?KG EBUIFHERAAH <:N
K>:=>KL HK OB>P>KL

L 427F

%F:@>KR BL GHM CNLM OBLN:E NBE=BG@ HG MA> |KisO8IBNL@HBENMzéba BF BD>KR

Visual imagery=>L<KB;>L PA:M P> L>> :G= BL PA:M P> MK:=BMBHG:E MABGD :;HNM PA>G P> MAE
BF-@>KR@ IAHMH@K:IAL <A:KML B¥EIBEI rvbgery K>IK>L>GMIwddls and soundsiG>

NL>L MH I:BGM : <E>:K IB<MNK> BG RHRBAYEB#GPHGR 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:G\
?>>EBG@L :G=R>L >0>G ;K:G=L 0ABL BL PAR CBG@&#BR*BGC [KIG2BG@ :<MBOBMB>L


https://writingcommons.org/article/diplomacy-tone-and-emphasis-in-business-writing/
https://writingcommons.org/
https://creativecommons.org/licenses/by-nc-nd/4.0/
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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 ;>
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>KDihyNBM /:F : C>KD

W Second Passl/:F* L : C>KD ;><:NL> MA>R P>K> F>:G MH MA> ;:KBLM: IK>RPKBG@ MA>BK <H?
3> GHP A:0> : <E>:K>K IB<MNK> BG HNK [EBE£E=BE@ B@&><H¥I| :G= MA>R :K> <E>:KER GNM AQIBG
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:DBG@ MA>F =KHI MA>BHERB®M =:R<:K> ;>?HK> A>:=BG@ MH PHKD #
3 > GHP A:O> : FN<A <E>:K>K BFIK>LLBHG HAFAIMGEBG@ A:L ;>>G EBD> :G= PAR /:F BL NGA:IIR

.06.9 :6:.Ab<;

L FHK> F:KD>M>KL >QIEHK> OB=>HL :G= BF:@>L PA:M ?:<B:E >QIK>LLBHGL :G=:GBF

BG@ LA:K>=

> F.=:M MA>

MBHGL :}

BG<EN=BG@ O0A> ?:<B:E >QIK>LLBHGL LA:K>=<:G A:O>: LB@GB?B<:GM BFI:<M HG RHNK OB>F
BG RHNK OB=>H LFBEBG@ HK ?KHPGBG@ K> M2SR-SDABA>MAKBIGSESE>= HK >GEB@AM>G:
G= K>F>F;>K MA:M >0>G PA>G PKBMBG&BADMEHNRV MA> PHK=L RHN :K>NLBG@ O>K;:E BF:@:

=>L<KB;> MA:M ?:<B:E >QIK>LLBHG :G= HK :GBF:MBHG BG RHNK LMHKR

":<B:E GBF:MBHG !Q:FIE>

$:lIR :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>LLB
>BG@ LAHPG BG MA> ?HEEHPBG@ IAHMH

GL 3AB<A >
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%L MABL RHNG@ PHF:G L:= =>IK>LL>= K>?E><MBG@ MABGDBG@ HK LHF>MABG@ >EL> >I>G=BG@ HG AHR MABL IAHMF
BGM>KIK>M>= BG PB®RERPP: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
IK>L>GM>= BG?HKF:MBHG F>.GL MH MA>F :G= PAR MA>R LAHNE= <:K> NM ;> <:K>?NE ;;HNM C
?:<ML #K>:M F:KD>M>KL :G= LMHKRM>EE>KL IKHOB=> KB<A <HGM>QM .B<A <HGM>QM @H>L
what BL MA> <HGM>QM :G=wRIMMBL <HGM>QM BL BFHKNMMSBLHKIGM>QM FB@AM ;> :IIEB<;;E>
MH >0>G ?NKMAABRG@ <BK<NFLM:G<>L .B<A <HGM>QM A:L FNEMBIE> E:R>KL :EEHPBG@ BM |
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" :==
<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 5.7 .0A2? 2Q9<=:2;A

I0>KR LMHKR FNLM A:O> : >@BGGBG@ FB==E> :G=>G= 0A>?HEEHPBG@ BF.@> :ELH DGHF
,RK:FB= BL : <HFFHGER NL>= ?K:F>PHKD PA>G =>0O>EHIBG@ LMHKB>L ,E>:L> GHM> MA:M MAI
;> NL>= ?HK :GR E>SG@MA H? LMHKR [ LAHKM HK EHG@
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Freytag®Pyramid

?2FA.4H $EB1

WEXxposition
IQIHLBMBHG BL MA> ;>@BGGBG@ H? RHNK LMHKR MA:M BGMKH=N<>L MA> L <HG?|
IKH;E>F <A:K:<M>KL <NLMHF>KL [>KA:IL :G=MA><HGM>QM

WRIising Actions
.BLBG@ :<MBHGL IK>L>GM MA> >0>GML ;>?HK> MA> <EBF:Q PA>K> RHNK <A:K:<M>KL
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> <

WFalling Actions
"EEBG@ <MBHGL :K>MA> :<MBHGL :G=>0>GML MA:M A:lI>G :?M>K MA> <EBF:Q

WResolution
IG= H? MA> LMHKR PA>K> MA> <HG?EB<ML HK IKH;E>FL :K> LHEO>=

3A>G RHN :K> M>EEBG @RFBEMBHG:E LMHKB>L :K>RHN <E>:KER BG<EN=BG@ :EE H? MA>L:
‘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 E
FB==E> H? RHNK EMAKBG@ MH RHNK K>LHENMBHG MHH JNB<DER <:G NG=>KFBG> MA> CHN
K>INBK>= MH @>M MH MBMABGIMHIKB:M> MBF> MH ;NBE= RHNK LMHKR LH MA:M RHNK <EBI
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> BL
K>LHENMBHG 3ABE> F:GR F:KD>M>KL F:R MKR MH >F;>EEBLA MA>BK LMHKB>L LMB<D MH M/
M>EE MA> <HFI>EEBG@ G:KK:MBO> %? RHN ?>>E MA> LMHKR G>>=L MH ;> >F;>EEBLA>= MH F

RHN F:R GHM A:O> : LMHKR PHKMA LA:KBG@

Reflect:
JHLM H? NL A>:K= %G=B@>GHNL LMHKEREnheri{iRE tiat@digenous Peoples and their stories span the gnbe;

there are Indigenous Peoples of Africa, North America, South America, Asia, Australigmei;etc. BA: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 LMHRRB>BE=BGE <A:K:<M>KBLMB<L LMB&#Z BIERAR-MAL>

LMHKB>L A:O> LI:GG>= FBEE>GGB: :G= <HGMBGN>= MH ;> LA:K>= L F:KD>M>KL P> <:G E>KG
LA:K> <HFI>EEBG@ LMHKB>L :L P>EE :L AHP MH ;NBE= :G= LNIIHKM >G@:@>= <HFFNGBMB>L °
BFIK>LLBO> %G=B@>GHNL LMHKRM>EE>KL G= :L RHN ;>@B@ :MBSKBMGS EHNKIKBELHMABG

;HNM MA> ?HEEHPBG@ JN>LMBHGL

WWhat kind of story are you creating?
e >FIEHR>> LMHKR
e <NLMHF>K LMHKR
e Hi®:GBS:MBHG:E LMHKR
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e F:KD>M HK BG=NLMKR LMHKR
WWho is your audience?
(This should align with the kind of story yow areating.)
e >FIEHR>>L
e <NLMHF>KL IHM>GMB:E :G=HK >QBLMBG@
e BG=NLMKR
e F:KD>M

WWhat do you want your audience to:
e DGHP

e ?>>E

e L>>

e =H

WHow will it r esonate with your audience® )

(This should align with what you want yourdat audience@sponses to be.)

e G>>=L
e BGM>K>LML
e @H:EL ?>:KL
e =HN;ML FBL<HG<>IMBHGL

G= =HGM ?@M MA:M MA> <HK> H? RHNK LMHKR LAHNE= ;> ;:.L>= HG MA> ?HNG=:MBHG:E IKB!

LMKN<MNK> AB@AEB@AMARREB>RM:@°

>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:0> : MK>F>Q
‘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 <H
F>FHK:;E> LMHKB>L /HF> H? MA> D>R %G=B@>GHNL LMHKRM>EEBG@ >E>F>GML MH BG<EN=> :G=
e !QI>KM NL> H? MA> OHB<>
e 2H<:E :G=;H=R >QIK>LLBHG
e %GMHG:MBHG
e O0A>NL>H? O>K;:E BF:@>KR
e "<B:E:GBF:MBHG
e HGM>QM
e ,EHM :G=<A:K:<M>K =>0O>EHIF>GM
e *MNK:E I:<BG@ H? MA> M>EEBG@ :G=

=HNL BFIl:<M

FI>SEEBG@ >
KHGLB=>K :K:
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e K>?NE :NMA>GMB< K><:EE H? MA> LMHKR

W 10>KR LMHKR LAHNE= A:O> : :>@BGGBG@ FB==E> :G=>G= G= >:<A LMHKR LAHNE= A:0> <A:EE>G@>L <HG?EB-
:G= <HGM>QM

W #K>:M LMHKB>L BG<HKIHK:M> MHG> OHBxE BHK@EKBHGL |IEHM :G= <A:K:<M>K =>0>EHIF>GM [:<BG@ :G=:NMA>
K><:EE

W 3A>G <K>:MBG@ LMHKB>L MABGD :;HNM

MA> DBG= H? LMHKR RHN :K> <K>:MBG@
PAH BL BG RHNK :N=B>G<>
PA:M RHN P:GM RHNK :N=B>G<>MPEDGHP :G==H :G=

e
e
e
e AHP RHNK LMHKR PBEE K>LHG:M> PBMA BHNKL:NBEMSKSLIML @H:EL ?>:KL =HN;ML :G= FBL<HG<>IMBH

/IMHKRM>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 MAX®=R2G<>L BG AHP LMHKB>L :K> MHE= =>|>G=BG@ HG MA> FB:SB@ L BHREEBG> :KMB<E>L
IH=<:LML LAHKM OB=>HL EBD> %GLM:@K:F FHOB>L OB=>H @:F>L >M<

W $HE=: LMHKR PKBMBG @ HNGNB-DM>BVMA> <HFI>MBMBHG HI>G >G=>= HK LN@@>LM : LM:KMBG@ IHBGM "HK >Q:F
LM:KMPIRBMA : IE:<> :G H;C><M : I>KLHG HK <K>:MNKELB=ERHKMA> LMHKB>L MH ;> MHE= NLBG@ : O:KB>MR H?
F>=B: MRI>L

1216. AA?6/BA6<;@

W#KHNI H? I>HIE> G>:K ;HF;7BKR>@:G )B>KBE EB<>GL>= NGE£ESKIELA (B<>GL>
W5HNG@ PHF.G LBMMBG@ :EHG=RIG<HHBKEB<>GL>= NG>K(B<>GL>
W"K>RMI@QRK:FB= ;R .H<A>EE> #K:RLHG BL EB<>GL>5 NEB4cG<>

W K>:MBG@ RHNK LMHKR ;R .H<A>EE> #K:RLHG BL EB<>EB<>8&=>K :



https://unsplash.com/photos/fDostElVhN8
https://unsplash.com/@tegan
https://unsplash.com/license
https://www.freepik.com/free-photo/close-up-face-unhappy-asian-pretty-young-woman-sitting-alone-couch_5392735.htm
https://www.freepik.com/jcomp
https://www.freepikcompany.com/legal?_gl=1*ik6hlt*fp_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*fp_ga_QWX66025LC*MTY1ODQzNDk5MC4xLjEuMTY1ODQzNTM3MS4xNw..*test_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*test_ga_18B6QPTJPC*MTY1ODQzNDk5MC4xLjEuMTY1ODQzNTM3MS4xNw..#nav-freepik-license
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
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(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Define OBLN:E LMHKRM>EEBG@
W Explain PAR OBLN:E LMHKRM>EEBG@ BL BFIHKM:GM

(52 :=<?A.;02<3*6@B.9@ .;1 +5F

*HP MA:M P>"0> =BL<NLL>= AHP MH M>EE <HFI>EEEHEBLWSHEBRMHERN>EEBG@ :G= AHP BM A
;><HF>: <KBMB<:E P:R LMHKB>L :K> MHE= :G= LA:K>= MH=:R

<<HK=BG @B NI BI>=B:
Ovisual storytelling(also visual narrative) is a story told primarily thugh the use of visual media. The story

may be told using still photographifustration, or video, and can be enhanced with graphics, music, voice
and other audio.O

25


https://en.wikipedia.org/wiki/Visual_narrative
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+G<> H? MA> K>:LHGL OBLN:E LMHKRM>EEBG@ BL LH IHP>K?NE BL ;><:NL> HNK :K:BGL :K> PB
‘K> L>0>K:E FBG= ;H@@EBG@ LM:MBLMB<L MA:M >QIE:BG PAR OBLN:E LMHKRM>EEBG@ BL L
P> GHP EBO> BG

W H? BG?HKF:MBHG MK:GLFBMM>= MH MA> :K:BG BL OBLN:E

W H? RHNK :K:BG BL :<MBO> BG OBLN:E IKH<>LLBG@

W H? RHNK L>GLHKR K><>IMHKL ‘K> BG RHNK >R>L

W%M M:D>L HGER FBEEBL><HG=L ?HK MA> ANF:G :K:BG MH IKH<>LL :G BF:@>

W+NK :K:BG IKH<>LL>L OBLN:EL MBF>L ?:LM>K MA:G M>QM

W H? I>HIE> K>F>F;>K PA:M MA>R LsBFI:K>= MH M>G I>K<>GM PA:M MA>R A>:K :G=

[>K<>GM H? PA:M MA>R K>:=

NM PA:M B? LHF> H? MA> ;;HO> BG?HKF:MBHG P>K> IK>L>GM>= :L ?HEEHPL

H RHN IK>?>K MA> ;NEE>ML HK MA> BG?H@K:IAB<

%G K>LIHGL>L MH:  LNK®#R ;NR>KL L:B= MA:M MA>R P:GM>= LAHKM>K :G= AB@AER OBLN:

$NF:GL ,KH<>LLB? N:E :M: >MM>K

$HP =H P> MK:GL?HKF :G<A0SKBG@ CNF:E> H? OBLN:E LMBENEB BGMH MA> KB<A :G= <HA>K>GM MAK>> =BF>GLBHG:E [>K<>
LB@AM .H<A>LM>K OBLBHG L<B>GMBLML :K> A>EIBG@ K>LA:I> HNK NG=>KLM:G=BG@ H? AHP MA> ;K:BG _L>>L °

0A> IR> :G= BLBHG

3A:M BL MA> %FI:<MBHRZE HGM>GM ):KD>MBG@

$NF:GL ,KH<>LIB N:E :M: >MM>K
$:K=/M:ML 0A:M ,KHH? 0A> HP>K +? %F:@>L



https://www.t-sciences.com/news/humans-process-visual-data-better
https://www.rochester.edu/pr/Review/V74N4/0402_brainscience.html#:~:text=%E2%80%9CMore%20than%2050%20percent%20of,brain%20as%20a%20whole%20works.%E2%80%9D
https://www.rochester.edu/pr/Review/V74N4/0402_brainscience.html#:~:text=%E2%80%9CMore%20than%2050%20percent%20of,brain%20as%20a%20whole%20works.%E2%80%9D
https://antranik.org/the-eye-and-vision/#:~:text=About%2070%25%20of%20all%20the,of%20what%20we're%20seeing.
https://rocketium.com/academy/impact-visual-content-marketing/
https://www.t-sciences.com/news/humans-process-visual-data-better
https://www.searchenginepeople.com/blog/925-image-stats.html
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<HGM>GB4# HK@:GBS:MBHGL MA:M ?>:MNK> OBLN:E <HBSM-NBF & KHIVMK:MA:G MAHL> PAH
=HGW

ELH BG <HFI:KBLHG P>MH®> FN<A I:MB>G<> ?HK M>QM

W)HLM I>HIE> HGER K>:= H? MA> PHK=L HG MA> |:@>
W H?I>HIE> PBEE P:M<A : OBsNM HGER H? I>HIE> PBEE K>:= M>QM HG : l:@>
W H?P>LBM> OBLBMHKL LI>G=E>LL MA:G L><HG=L :<MBO>ER K>:=BG@

1G?HKMNG:M>ER> GHM @K>:M EBLM>GANG *BMBE>KR>:K BG?HKF:MBHG MA>R K> EBD>ER MH
K>F>F;>KHGER H? MA:M BG?HKF:MBHG MAKSHP=REBMHKSE>0:GM BF:@> BL I:BK>= PBMA
MA:M L:F> BG?HKF:MBHG [>HIE> K>M:BG>= H? MASMBGBREHHKERIBHKA>K

3 > :ELH EHO> MH <HGLNF> :G= LA:K> IBKMNK>L BG?H@K:IAB<L :G= OB=>HL

HGM>GM ,K>?>K>G<>L /INKO>R NBMIABKMBLN:E )H:BE> +IMBFBS>= HGM>GM
0A> BLBG@ ,HP>KBIN?E HGM>GM 7%G?H@K:IAB<8
0A> HP>K H?BLN:E HFFNGB<:MBHG
B@BM:E ):KD>MBG@ :R MA>*NF;>KL /M:ML >FH@K:IAB<L "NG ":<ML
2BLN:E HGM>GM /M:MBLMB<L %G?H@K:IAB<
K:BG KNE> KNG=HPG



https://www.demandgenreport.com/industry-topics/content-strategies/2746-b2b-content-preferences-survey-buyers-want-short-visual-mobile-optimized-content.html
https://www.socialmediatoday.com/news/the-rising-power-of-visual-content-infographic/508175/
https://www.lucidchart.com/blog/the-power-of-visual-communication
https://www.omnicoreagency.com/digital-marketing-statistics/
http://Visual Content Statistics Infographic Read more at: https://www.freelancinggig.com/blog/2017/12/09/visual-content-statistics-infographic/
http://brainrules.net/vision/
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2021: This is what happens in an Internet minute.

W)HK>MA:G FBEEBHG IAHMHL :G= OB=>HL :K> [HLM>= =:BER HG %GLM: @K:F
WOP>>ML PBMA BF:@>L K><>BO>  FHK> KMM&S-MRE>>ML PBMAHNM MA>F

W+G ":<>HHD IAHMHL A:O> :G BGM>K:<MBHG KdFHR>= MH HK E>LL ?HK HMA>K
MRI>L H? IHLML LN<A :L EBGDL HK M>QM

W FBEEBHG AHNKL H? OB=>H :K> P:M<A>= >0O>KR =:R HGHX<MAHDPBMA MA>
LHNG=M?

W ;BEEBHG OB=>HK>1P:M<A>= HGEBG> >:<A R>:K
W,HLML MA:M BG<EN=> BF:@>L IKH=N<> AB@A>K MA@ @>QMINGER IHLML

%NGLM:@K:F ;R MA> *NF;>KL /M:ML >FH@K:IAB<L "NG ":<ML
(BGD B>>M PBMA :G %F:@PSIM®PBMBHMM>K :K=L H>L BM ):MM>K
/BQ .>:LHGL MH 'F:K:<BPN:E HFF>K<> BG

2 B=>H):KD>MBG@ /M:MBLMB<L  7%G?H@K:IAB<8

2 B=>H ):KD>MBG@ /M:MBLMB<L _ 7%G?H@K:IAB<8

2 BLN:E HGM>GM ):KD>MBG@ /M:MBHRERT BANVLE



https://www.omnicoreagency.com/instagram-statistics/
https://www.agorapulse.com/social-media-lab/link-tweet-with-an-image-vs-tweet-with-twitter-cards-does-it-really-matter/#:~:text=Our%20friends%20at%20Buffer%20did,a%2035%25%20boost%20in%20Retweets.
https://www.pixlee.com/blog/six-reasons-to-embrace-visual-commerce-in-2018/
https://www.renderforest.com/blog/video-marketing-statistics
https://www.renderforest.com/blog/video-marketing-statistics
https://medium.com/marketing-and-entrepreneurship/16-visual-content-marketing-statistics-that-will-wake-you-up-59c4c0b80465
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W,>HIE> LA:K> BG?H@K:IAB<L MAK>> ML BREIMA>K MRI> H? <HGM>GM
W1LBG@ MA> PHK=]0OB=>H" BG :G >F:BE LMEbMM HBEGXK:M>L ;R :G= <EB<DMAKHN@A
K:M>L ;R

G= ?BG:EERHF :G WKGBS:MBHG:E I>KLI><MBO> OB=>H =KBO>L HNK INK<A:LBG@ :G= HK <HG
=><BLBHGL

W H? ;NR>KL :G=K>L>K<A>KL P:M<A : OB=>H =NKBG@ MA>BK INK<A:L> IKH<>LL

W"HNK MBF>L :L F:GR <HGLNF>KL PHNE= K:MA>K P:M<A : OB=>H:;HNM : IKH=N<M MA:G K
BM

W, >HIE> K> [>K<>GM FHK> EBD>ER MH ;NR : IKH=N<M :?M>K OB>PBG@ : IKH=N<M OB=
W2B=>HL HG E:G=BG@ |I:@>L BG<K>:L> <HGO>KLBHGL ;R NI MH

2 BLN:E HGM>GM ):KD>MBG@ /M:MBLMB<HRK:MBGE EHP 5
$HP MH %G<K>HMNIK!F:BE +1>G :G= EB<D MAKHN@A ..M>L
IM>| ;R /IM>| #NB=> MH >O>EHI : HGM>GM ):KD>MBG@ /MK:M>@R 0A:M HGO>KML
0A> BLBG@ ,HP>KBIN?E HGM>GM 7%G?H@K:IAB<8
IR> HIBG@ /M:MBLMBHL*5>= MH 'GHP ;HNMBI2N:E HGM>GM ):KD-BURERHGM>GM F:KD>MBG@ BL HG> :B@ MK>G= RHN G>>=
>F:Ki<> G=?HK @HH= K>:LHG
2 B=>H ):KD>MBG@ /M:MBLMB<L  7%G?H@K:IAB<8



https://www.jeffbullas.com/visual-content-marketing-statistics/
https://www.walkaroundvideos.com/blog/2016/11/video-in-the-subject-line-increases-open-and-click-through-rates
https://www.crazyegg.com/blog/content-marketing-strategy/
https://www.socialmediatoday.com/news/the-rising-power-of-visual-content-infographic/508175/
https://www.inc.com/larry-kim/visual-content-marketing-16-eye-popping-statistics-you-need-to-know.html
https://www.inc.com/larry-kim/visual-content-marketing-16-eye-popping-statistics-you-need-to-know.html
https://www.renderforest.com/blog/video-marketing-statistics
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2BLN:EL :K> :G BFIHKM:GM :G= BGA>K>GM I:KM H? AHP P> IKH<>LL BG?HKF:MBHG G= L F:KD:
@EH;:E :N=B>G<>L K>ERBG@ HG NGBBHIVE:BH@MKRB?B< PKBMM>G E:G@N:@>L HK PHK=L
RHNK F>LL:@>L :G= LMHKB>L MH ;> FN<A FHK> :<<>LLB;E> MH : PB=>K :N=B>G<> /H B? RHN :K
A:0> MA> @K>:M>LM BFl:<M BGM>KG:EERINKPBEHM GGERR NG=>KLM:G= AHP MH IK>L>GM RF-
:G= BG?HKF:MBHG BG : OBLN:E P:R MA:M @K:;LLRMNiLWMBHG<&S= M>EEL : <HFI>EEBG@ LMHKF
PAB<A ;KBG@L NL MH HNK G>QM MHIB< OBLN:E E:G@N:@> :G= LD>M<AGHMBG@

>R 0:D>:P:RL

2BLN:E LMHKRM>EEBG@ BL : <HFI>EEBG@ P:R MH LA:K> RHNK LMHKB>L :G= F>LL:@>L $>K> :K>:?>P D>R M:D>:P:RL

W +NK ;K:BGL :K> G:MNK:EER PBK>= MH IKH<>LL OBLN:E BG?HKF:MBHG JNB<D>K

W )HLM I>HIE> M>G= MH K>F>F;>K OBLN:E BG?HKF:MBHG ;>MM>K MA:G M>QM HK :N=BH BG?HKF:MBHG
W 3 > EHO> MH <HGLNF> :G= LA:K> IB<MNK>L BG?H@K:IAB<L :G= OB=>HL

W 2B=>HL IE:R :G <KBMB<:E KHE> BG HNK INK<A:LBG@ =><BLBHGL

OKR RHNK A:G=:M OBLN:E LMHKRM>EEBG@

W 1LBG@ LHF> H? MA> LM:MBLMB<L IK>L>GM>9BEHKNABHRRIMKB@AM K>IK>L>GM MA>F OBLN:EER
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W2BLN:EER MABGDBG@ B<HG ;R .H<A>EE> #K:RLHG BLEBEBSBS<NG=>K :

WOA> K>:LHGL OBLN:EL :K> BERIKIMANME> #K:RLHG BL EB<>GL>=HNG=>K :
EB<>G<>

W3A:M A:lI>GL BG :G %GM>KG>M FBGNNEKB (>PBIG= A:== (NG:(>"M_BL ?HK
>=N<:MBHG:E GHG <HFF>K<B:E NL> HGER

W2B=>HL =KBO>L INK<A:L>L ;R .H<A>EE> #K:RLHG BL EB<3GIEEING=>K :



https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://lorilewismedia.com/
https://twitter.com/lorilewis
https://twitter.com/officiallychadd?lang=en
https://creativecommons.org/licenses/by/4.0/

*6@B.9 .;4B.42 '8 2A05;<A6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain PA:M LD>M<AGHMBG@ BL
W Translate <HG<>IML B=>:L :G=H;C><ML BGMH OBLN:E F>M:IAHKL

(56;86;4 '=2.86;4 *6@B.99F

*HP MA:M P>"0> =BL<NLL>= MA> D>R >E>F>GML MH =>0O>EHIBG@ : LMHKR :G= MA> BFIHKM:G<
LMHKRM>EEBGQ@Q HEEH# PA:M BM F>:GL MH OBLN:EER >QIK>LL BM %G HREMNGHAMABGD OBLN
A:0> MA> >JNBO:E>GM H? OBLN:E |JE>MM>KL" PHK=L :G= OH<:;NE:KR MH >QKwkG RMNK B=>:L
K>ER HG PKBMM>G PHK=L MH =H<NF>GM HK <:IMNK> HNK MABGDBG@ NM AHP FB@AM RHN
:G=B=>:L OBLN:EER

3ABE> LHF> I>HIE> F:R MABGD MABL K>JNBK>L >Q<>IMBHG:E =K:PBG@ HK :KMBLMKR LDBEEL
GRHG> <:G >QIK>LL MA>FL>EO>L OBLN:EER :G= MA> ;>LM P:R MH LM:KM IK:<MB<BG@ MABL B
<HF;BG:MBHG H? M>QM :G= JOBLN:E BF:@>L" PA>G>0>K RHN M:D> GHM>L HK :K> CHMMBG@ *
FBG= MA:M FN<A EBD> A:G=PKBMM>G GHM>L MA>L> JOBLN:E BF:@>L" :K> GHM BGM>G=>= ?}
HK >0>G OB>PBG@ ;R HMA>KL .:MA>K MA>R LBFIER <:IMNK> RHNK B=>:L HK |>K<>IMBHGL NI
=HH=E> LD>M<A HK ;.LB< =K:PBG@ OABL IK:<MB<> BL <HFFHGER K>?>Igketchtdtind D>M<AGH
‘ELH <HFFHGER K>?>KK>= MH :L OBLN:E GHM>M:DBG@ BL MA> <K>:MBO> :G= @K:IAB< IKH<>|
K><HK= MA>BK MAHN@AML ;R NLBG@ BEENLMK:MBHGL LRF;HEL LMKN<MNK>L :G=M>QML
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Sketchnoting Definition

$>K>BL: @K>:M FBGNM>$BEB=¥H /D>M<AGHM> PBMAHNM K:PBG@

One or moe interactive elements has been excludeah fihis version of the texilY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=41#oembed-1

%G @>G>K:E ;R>G@:@BG@ BG OBLN:E GHM>M:DBG@ RHN <:G >GA:G<> RHNK HPG E>:KGB(
IKH;E>F LHEQGIK ;>MM>K <HGG><M :G= LA:K> B=>:L

%G MA> ?HEEHPBG@ BF:@> RHN PBEE L>> MA:M ;R <HF;BGBG@ A:G=PKBMM>G M>QM ;:LB<|
F:GR B<HGL HK LRF;HEL BM BL IHLLB;E> MH ;NBE=: OBLN:EBS:MBHG MA:M <HFFNGB<:M>L RH
<HG<>IML FN<A FHK> <E>:KER :G= PBMA ?>P>K PHK=L M>QM G= K>F>F;>K MA:M HNK ;K:BGL
IKH@K:FF>= MH <HGLNF> BG?HKF:MBHG GBMNHEEHR PBEE MABL A>El RHN ;NM BM PBEE :ELH
?HK HMA>KL K>@:K=E>LL H? MA>BK G:MBO> E:G@N:@> MH NG=>KLM:G= :L P>EE


https://youtu.be/oNQJReku9Gw
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Sketchnoting elements

INKIKBLBGE&HHRM >E>F>GML <:G ;> =K:PG NLBG@ ;LB<=K:PBG@ >E>F>GML L>>BF:@> ;>EHP
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W BK<E>
W/IN:K>
WOKB: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 |

BF:@> L>:K<A HG :GR M>KF <HG<>IM IKH=N<M >M< [ENL MA> PHK=]B<HG" > @ ]:= BFIK>LLI
RHN <:G P:M<A MA> ?HEEHPBG@ BBEOB=rihl / Planner Icon Doodles | Doodle with Me

https://opentextbc.ca/foundationsdigitalmarketing/?p=41#oembed-2

@ One or moe interactive elements has been excludeah fihis version of the texilY can view them online her

%G HK=>K MH <K>:M> ;>MM>K OBLN:E LMHKB>L RHN PBEE G>>= MH IK:<MB<> BILBI&® OBLN:E
GHM>M:DBG@ BL : @K>:M P:R MH IK:<MB<> ?HK RHNKL>E? :G= MH ;>@BG MABEBBBG@ FN<A F
thinking OBLN:EBR BL >LL>GMB:E MH :ELH NG=>KLM:G= AHP RHNK OBLN:E LMHKB>L <:G =>EBC
M:@>M :N=B>G<> PAB<A ;KBG@L NL MH HNKaGMOMKIEHRAK [GAKN=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 LMHBB*BIOBEMEMFGM MH A:O> : JOBLN: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:

W /D>M<AGHMBG@ F:R HGER ;> ?HK RHNK HPG <HGLNFIMBHG ;NM <:G ;> NL>= MH =K:?M B=>:L :G= >QIEHK> OBLN:E
OBLN:E LMHKB>L :G=B=>:L



https://youtu.be/o1zdgGGUtNo
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IQ>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 F
PBMA IK:<MB<> BM =H>L @>M >:LBsKGK 2 LNBK>Q>K<BL>L MA:M <:G A>El 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<
PA:M RHN :K> E>KGBG@ ;R LD>M<AGHMBG@ ">>E ?K>> MH I:NL> MA> OB=>H MH MABGD :;HNM AHP |RHN <:G OBL
RHNK E>:KGBG@L :G= D>R M:BXR:BL=BH MA> L:F> PBMA :G >=N<:MBHG:E MNMHKB:E HK IKH<>=NK:E [H=<:LM

W (BLM L>O>K:E D>R BG=NLMKR <HG<>IML HK M>KFL :G= <HF> NI PBMA L>0O>K:E IHLLB;E> LRF;HEL B<HGL HK LD>N
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 Visual & Audio Storytelling Tools & Resouces
):GR F:KD>M>KL@K> MA:M MA>R :K> GHM <K>:MBO> HK @K:IAB< =MLBEXGHKKLF SHPHCGEBG> 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<N L 8G<&>KIB B | BiG@ MRS Bt (I HK G =
NL> MA> ?HEEHE8REHEL MH OBLN:E MA>BK B=>:L
(Some of these tools offer pai@prium versions.)

W Canva #>G>K:E ,NKIHLBDN:E )>=B: >LB@GL !=BMHK

W Piktochart %G?H@K:IABBLNE 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 Photo$

Freepik
Pexels
Pixabay

Unsplash
e Canva Free Photos

e
e
e
e

W Videvo /MH<D B=>HL

W Vexteezy 2 ><MHK KM /MH<D ,AHNB=:HP

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

W Pixton HFB</MKBI ):D>K

W Animaker GBF:M>= B=>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 ) BKHLH?MB2>H ,KH=N<MBHG
W Adobe Spark EHN=;:L>= B=>H ,KH=N<MBHG
W Buzzsprout N=BH ,H=<:LML

W Podbean N=BH B=>H ,H=<:LML

W RedCircle N=BH ,H=<:LML

W Anchor.fm N=BH ,H=<:LML

W Bensound "K>> N=BH (HHIL EBIL



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/
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W Looperman "K>> N=BH (HHIL
W Envato .HR:EMR "K>> N=BH EBIL

1216. AA?6/BA6<;@

W$HP MH /D>M<AGHM> PBMAHNR KIRBG@BBE EB<>GL>= NG=>K : /M#NK>5
(B<>GL>

W/D>M<AGHMBG @ =>PBEBMEHB@ BL EB<>GL>= N&=>K : EB<>G<>

W/D>M<AGHMBG@ >RFEEM:.G@ @ BL EB<>GL>= N&=>K : EB<>G<>

W+G>*HM> LD>M<AGHM> MBI [ :LB< #E@!SMIH=>BL EB<>GL>= NG=-HK : *
* EB<>G<>

W NEE>M &HNKG:E E:GG>K %<HG HH=E>L T HR=HHPEMA IR /:K:BL EB<>GL>=
NG=>K : /M:G=:KHNN;> (B<>GL>



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

(\?42A1.78 2A .;1 B162;02@

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Define L>@F>GM:MBIgE-WBKG @ :G= IHLBMBHGBG@ /0,
W Explain MA> /0, "K:F>PHKD

;A?<1B0A6G<; A< A52 '($?2.:2D<?8

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

WWhat 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>LMBINM5EMH OS5I PsHKFHK>
=>M:BE>= JN>LMBHGL

W K> MA>K> :GR=R2G<>L ;>MP>>RteNtal <NLMHF>KL e&isting<NLMHF>KL
W H :EE RHNK >QBLMBG@ <NLMHF>KameA:0> MA>

W3A:M I:MM>KGL =H RHN L>> PBMABG RHNK >QBLMBG@ <NLMHF>KL >@ =H RHN A:O:
|[K>1>:M NL>KL" JEHR:EBLML" [>:KER :=HIM>KL" >M<

W3A:M I:MM>KGL =H RHN LyeBidA<NLMHF>KL :ELH K>?>KK>= MH :L IKHLI><MBO> <NLM
HK IKHLI><ML

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

OH ;>MM>K NG=>KLM:G= RHNK <NLKHBBKP E=HK> F:KD>MBG@ FH=>E MA:M <:G A>EIl RHN =>7E
L<HI> HNM RHNBSIMt IK:KD>M :G= :N=B>G<>L G:F>ER MA> /0, ?K:F>PHKD 0A> /0, IKH<>LL BL :
?K>IN>GMER NL>= ?K:F>PHKDL?EB@BM:R F:KD>M>KL ;><:NL> H? BMGNMWIBYHIKM <A 0A>
E>MM>KL /0, K>?>K MH ddgmMEiftakon targeting :G=positioning %G MABL <ARMEE K>0OB>P

> <A HG>H? MA>L> :K>:L BG =>M:BE 1LBG@ MABL ?K:F>PHKD RHN PBEE ;> :;E> MH =>EBO>K |

37
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K>E>0:GM =B@BM:E F:KD>MBG@ LMK:M>@B>L MA:M BFIKHO> <NLMHF>KL" >QI>KB>G<>L :L P
<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<BBGNIKEHNHE>K
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@>M :N=B>G<> L>E><MBHG K>?>KL MH %=>GMB?RBG@ :G :IIKHIKB:M> F:KD>M
L>@F>GM HK L>@F>GML MH @HeRE:1GBRED>MBGEKIIL HG

Positioning PAB<A BL H?M>G =>L<KB;>= :L IKH=N<M IHLBMBHGBG@ BL HMPRNGBRBWBE®:G= =
;K:G=L D>R ;>G>?BML :G= ?>:MNK>L K>E:MBO> MH MA> <HFI>MBMB8H/ :M+BBIGREN>G<> MA> M
[>K<>IMBHG H? MA> ;K:G=

(52'($ $7<02@@

0A> LM>IL BG /0, :K> <HFFHGER =>L<KB;>=:L : IKH<>LL PBMA L>@F>GM:MBHG ;>BG@ <:KKB>=
?HEEHP>= ;R =>?BGBG@ HG> @KMHN=BAB<> L MA>G IHLBMBHGBG@ RHNK IKH=N<M HK L>K(
(1IKHIKB:M>ER= ?BG:EER>-GMB?RBG@ MA> HIMBF:E F:KD>MBG@ FBQ ?HK >:<A L>@F>GM L>>E

marketing mix BL MA> L>M H? F:KD>MBG@ LMK:M>@B>L EKGRSNVEBHGRIMLEMHK >EE IKH=N<I
HK L>KOB<>L MiBMLNER>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>I
BGM>@K:M>= |IKH<>LL 0A>R ;NBE=HG >:<A HMA>K MH =>EBO¥ABAB@ANEKFHINMIRMNEO R
F:KD>MBG@ FBQ 0A> H;C><MBO> H? MA> /0, IKH<>LL BIGMEB@NBGMA HKEBO>K MA> ;>LM
>QI>KB>G<> ?HK@MUM: KN=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> ?|
OB=>HL

3 :M<A>@F>GM:MBH@E@OMBG@ :G= ,HLBMBHGBG@ [ (>:KG_NLMHF>K G:ERMB<L FBGL

One or moe interactive elements has been excludeah fihis version of the texilY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=52#o0embed-1

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

One or moe interactive elements has been excludeah fihis version of the textolY can view them online heer
https://opentextbc.ca/foundationsdigitalmarketing/?p=52#o0embed-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>|
IKH=N<M HK L>KOB<> IHLBMBHGBG@


https://youtu.be/Fij1aBcl_Ts
https://youtu.be/p6OIJD3EB4Q
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Flow of the STP Ricess Image Description

%G F:KD>MBG@ MA> /0, <HFIHG>GML :G= IKH<>LL>L :GLP>K LSRR E MBHGHBEHKIBHGL
LN<A L

WWhere do we compete?

OABL BL :==K>LL>= OB: RHNK F:KD>M :G= :N=B>G<> L>@F>GM:MBHG :G@RMWNK <AHB<:
‘N=B>G<>L

WHow to we compete?

OABL BL :GLP>K>= ;R RHNK IHLBMBHGBG@ LMK:M>@R :L P>EE :L MA> >Q><NMBHG H?
F:KD>MBG@ :G= :N=B>G<> BWK:RHERF:KD>MBG@ FBQ

%G >LL>G<> /0, ?H<NL>L HG <HFFZK<BEO>G>LL L>E><MBG@ MA> FHLM O:EN:;;E> L>@F>GML

HIKR:GBS:MBHG :G= MA>G =>0>EHIBG@ : F:KD>MBG@ LMK:M>@R :G= IKH=N<M IHLBMBHGBG(@
L>@F>GM

'24:2:A.AB<;

):GR H? RHN A:O> IKH;;;ER A>:K=:;HNM MA> ;:K>MH IKBG<BIE> :ELH <:EE>= MA> KNE> O0A>
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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?
"HK >Q:FIE> F:R;> H? RHNK L:E>L <HF>?KHF H? RHNK <NLMHF>KLP$HR>0QBK=BG@

MA:M F:KD>M>KL MH=:R ?BG= MA>FL>EO>L BG : IHLM ,.K>MH PHKE= PAMbE NARHOUNESIG= >?
:<MBHGL :K> =KBO>G ;R :G >O>GHBMEEBPBGHKBMR [ F>:GBG@ H? RHNK K>O>GN>L F:R <HF>"
HGER H? RHNK <NLMHF>KL L :K>LNEM :N=B>G<>L>@F>GM:MBHG BL <KBMB<:E BG B=>GM
MA:M :K> MKNER LNIIHKMEZEG@HSMBHIKE @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> |:KMB<NE
<NLMHF>KL BG F:MNK> F:KD>ML :G= IKHOB=> >0>G FHRBB+-GUEKB>MBG@ >QI>KB>G<>L 0
K>JIJNBK>F>GML ?HK >:<A L>@F>GM LAHNE= ;> NGBJN> :EEHPBG@ F:KD>M>KL MH =>EBO>K I>
K>E>0:GM >QI>KB>G<>L BGLM>:= H? HG> LBS> ?BML :EE LHENMBHGL OABL M><AGBJN> A:L IK
>P?><MBO> :G= <:G IKHOB=> : M:BEHK>= >QI>KB>@>¥ ARKBRBNK M:K

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

Demographics
$BLMHKB<:EEFR@K:IAB<L A:0> ;>>G MA> FHLM IHINE:K P:R MH L>@F>GM :N=B>G<>L 0
H? L>@F>GM:MBHG MRIB<:EER ;K>:DL =HPG RHNK F:KD>M HK :N=B>G<>L NLBG@ :GR

MA> ?HEEHPBG@
e @> e >=N<:MBHG
e @>G=>K e AHNL>AHE= HK ;NLBG>LL LBS>
e BG<HF> e E>G@MA H? K>LB=>G<>
e >=N<:MBHG e MRI>H? K>LB=>G<> HK
e >MAGB<BMR e >0>G IKH?>LLBHG H<<NI:MBHG
e F:KBM:E LM:MNL

3ABE> MABL BG?HKF:MBHG BL : @K>:M LM:KMBG@ IHBGM =H ;> <:K>?NE :;HNM ENFIB
:L>= LHE>ER HG MA> ;;HO> L P> :K>L>>BG@ MA>K>BL : PB=>K:G@> H? =BO>KLBMF
:N=B>G<>L CNLM ;><:NL> LHF>HG> BL : LI><B?B< :@> HK @>G=>K =H>L GHM F>:G MA!
: LI><B?B< L>@F>GM "HK HIMBF:E L>@F>GM:MBHG BM BL :>LM MH <HF;BG> L>0O>K:E |
L>@F>GM:MBHG HIMBHGL MH <K>:M> : 2NEE>K :G= FHK> <HFIK>A>@B0> IKH?BE> H?
:N=B>G<>L

Geographic
1LBG@ @>H@K:IAB< =:M: F:KD>M>KL <:G =KBEE ##@@BRGHKSMKHB@A;HNKAHH=
F>MKHIHEBM:G HK KNK:E EH<:MBHG [IHINE:MBHG =>GLBMR HK >0>G <EBF:M>

Psychographics

,LR<AH@K:IAB<L K>IK>L>GM LHF> H? MA> FHLM BFIHKM:GM <KBM>KB: F:KD>M>KL <:G
B=>GMB?RBG@ @=MEMAB>GtR<AH@K:IAB<L K>?>KL MH _I>KLHG:EBMR :G=>FHMBHC
:L>= HG ;>A:OBHNKL EBGD>= MH INK<A:L> HK >G@:@>F>GM <AHB<>L /HF> <HFFHG
ILR<AH@K:IAB<L BG<EN=>

e :MMBMN=>L e I>KLHG:EBMR :G= E>:=>KLABI MK:BML
e EB?>LMRE> e EB?>LM:@>L
e AH;B>L e K>EB@BHNL IHEBMB<:E G:MBHG:EBLMB< HK

e KBLD IKH?BE>L >@ KBLD :0>KL> HK kBLD ESS8b e O-ENL
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e IN:EB<:MBHGL HK :HHDL K>:= e >GM>KM:BGF>GM  FHOB>L HK02 FNLB<
e P>LBM>L OBLBM>= IK>?7>K>G<>L
e K><K>:MBHG:E INKLNBML :G= HK =>LMBG:MBHGL :G=

3ABE> =>FH@K:IAB<L >QIE:BG _ PAH" RHNK :N=B>G<> BL ILR<AH@K:IAB<L BG?HKF RH
‘N=B>G<> ;NRL HK >G@:@>L

Behavioural
>A:OBHNK:E :MMKB;:NM>L K>?>K MH MA>

e G:MNK>H? MA> INK<A:L> HK >G@:@>F>6N>G>?BML LHN@AM
e ;K:G=EHR:EMR e =BLMKB;NMBHG <A:GG>EL NL>= :G=
e NL:@>E>0O>E e K>:<MBHG MH F:KD>MBG@ ?:<MHKL

"HK >Q:FIE> BG : ;NLBG>LL MH ;NLBG>LL >GOBKHGF>GM MA> ;>G>?BML LHN@AM
_AHP LHHG <:G BM ;> =>EBO>K>=" %G MABL <:L> L>@F>GML FB@AM BG<EN=>: E:LN\
:G=: IE:GGBG@ BG :=0:G<> L>@F>GM

+G> A>EI?NE L>@F>GM:MBHGRWHAE BE@®IR>GM:MBHG MHHE OABL HGEBG> K>LHNK<> <:M>@|
I>HIE> BGMH 282GM L>@F>GML MB>= MH IHLM:E <H=>L 0A>,.%6) :IIKH:<A BL ;:L>= HG MA> B
[;BK=L H? : ?>:MA>K ?EH<D MENgZ@AEKIBG@ MA:M I>HIE> M>G= MH EBO> G>:K HMA>KL LBFBE:
>HIE> PAH EBO> BG MA> L:F> G>B@A;HNKAHH= @>H@K:IAB< H?M>G A:O> LBFBE:K =>FH@K:
<A:K:<M>KBLMB<L BG<HF> :@> ?:FBER EB?><R<E> A:0O> LBFBE:K EB?>LMRE>L :G= HIBGBH(
:G=;>A.0> LBFBE:KER ;>A:0OBHNK:E

#H MIRRIZM :G= MRI> BG RHNK IHLM:E <H=> H>L MA> =>L<KBIMBHG :<<NK:M>ER =>L<KB;> RH
G>B@A;HNKAHH=

%7? RHN@HBS:MBHG P:GML FHK> =>M:BE>= L>@F>GM:MBHG BG?HKF:MBHG Ritf\-<:G >QIEHK
:=0:G<>= [:B= O>KLBHG ®EEPA. ,E>:L> GHM> MA:M MA>K> :K> HMA>K L>@F>GM:MBHG MHHEL
<HO>K 2BR>GM @>H@K:IAB< :K>:L :G= NL>EKBE@WMMERI=BY-L "HK >Q:FIE> B? RHN :K> BG MA>
1/ RHN <:G NL> SBI <H=>L PBMM, Claritas360 HKIapestry.

0:I>LMKR IKH?BE>L LNFF:KBS> MA> <HFFHG EB?>LMRE> MK:BML ?HK MA> G>B@A;HNKAHH= :
L>0O>K:E D>R F:KD>MBG@ ?:<MHKL :;HNM MA> @KHNI LN<A :L LI>G=BG@ MK>G=L :G= LAHIIBG(
K> EHHDBG@ :M FHK> BGM>KG:MBHG:E :N=B>G<>|P&btic:G-=0>HHHNNR <QBHF

PAB<A B=>GMB?”B>L <ENLM>KL ;:L>=HG : <HF;BG:MBHG H? ;>A:OBHNK:E EB?>LMRE> :G= =>]

R K>?>K>G<BG@ LBFBE:K =:M: F:KD>M>KL LAHNE= ;> ;;E> MH <E>:KER B=>GMB?R MA> D>R ;>
<A:K:<M>KBLMB<L H? GHM HGER >QBLMBG@ :N=B>G<>L ;NM :ELH MAHL> H? ?NMNK> :N=B>G:

"HK @K:GNE:K :G:ERLBL H? :G:=B:G F:KD>ML :G= <HGLNF>KL

[>> :G:=: OAKHN@A : 3AHE> *>P ,.%6)X 3BMA ,HP>K?NE HGLNF>K %GLB@AML
E:KBM:L

0:I>LMKR



https://prizm.environicsanalytics.com/
https://prizm.environicsanalytics.com/
https://www.personicx.co.uk/
https://environicsanalytics.com/en-ca/data/segmentation/delta
https://prizm.environicsanalytics.com/
https://claritas360.claritas.com/mybestsegments/#zipLookup
https://www.esri.com/en-us/arcgis/products/data/overview?rsource=https%3A%2F%2Fwww.esri.com%2Fen-us%2Farcgis%2Fproducts%2Ftapestry-segmentation%2Fzip-lookup#data-demo
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?6A276. 3<? 3320262%:2;A.A6<;

3A>G >O:EN:MBG@ MA> IHM>GMB:E :G= <HFF>K<B:E :MiHVKMEDEXL HHNDK>| BG FBG=
L>0O>K:E H? MA> ?HEEHPBG@ <HGLB=>K:MBHGL

Widentifiable !'<A L>@F>GM FNLM ;> >:LBER B=>GMB?B:;E> :G= NGBJN>

W Substantial 0A> F:KD>M FNLM ;@& KGHN@A MH CNLMB?R L>@F>GMBG@ %? MA> F:KD
LF:EE L>@F>GMBG@ BM PBEE HGER F:D> BM LF:EE>K

WMeasurable )>:LNK:;E> =B2K>G<>L FNLM >QBLM ;>MP>>G L>@F>GML

WProfitable GMB<BI:M>= IKH?BML LAHNE= >Q<>>= MA> <HLML H? :==BMBHG:E F:KD>MB(
K>LHNK<>L :G= HMA>K :<MBOBMB>L

WAccessible!l:<A L>@F>GM LAHNE= ;> :<<>LLB;E> MH RHNK M>:F :G=;;E> MH K><>BO> RHK
F:KD>MBG@ F>LL:@>L

WUnique B7?>K>GM L>@F>GML LAHNE=ZKKISBRK>EB?BML

WResponsive!:<A L>@F>GM LAHNE= ;> PBEEBG@ MH >G@:@> PBMA :G= K>LIHG= MH RH
FBQ

+G<> RHN O> =><B=>= HG RHNKIM@F>GML :N=B:GABE>BM EHHDAMBEQ@

(.242A6:4

?M>K MA> L>@F>GM:MBHG IKH<>LL BL <HFIE>M> @4&MBS@M RPABXARBMRGHEO>L <AHHLBG@ -
L>@F>GM HK L>@F>GtNMIEMAG@:@> PBMA 0A>K> :K> ?HN®>MBBEEGLIWIK:M>@B>L MA:M
F.KD>M>KL <:G BFIE>F>GM

W).LL NG=B2K>GMB:M>=

W/>@F>GM>= 2B>GMB:M>= FNEMB L>@F>GM>=

W*B<A> <HG<>GMK:M>=

W)B<KHF:KD>MBG@

0A> M:;;E> ;>EHP =>L<KB;>L >:<A H? MA>L> LMK:M>@B>L :G= IKHOB=>L :G >Q:FIE>
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Targeting Strategies

Strategy Description Example
Mass / [>G=BG@ MA> L:F> F:KD>MBG@KHFHMBG@ RHNK IKH=N<M HK L>KOB<> ;R |[E:<BG@ :=I
Undiffer entiated | F>LL:@>L MH >O>KRHG> PB=>ER K>:= P>;LBM>L

Segmented / SLB@GBG®@ FHK> MA'G HG> Fig%@ FNEMBIE> :N=B>G<> L>@F>GML\I;DR>MBG@

; ! QGBC _ ‘MBG@ NGBJIN> [>KLHG:EBS>= F:
Differentiated /| P>LL:@> <MBOHEMR, >:<A LL:@>L ::HNM RHNK IKH=N<M :>G>?BML BG FNEMBIE:
Multi-segment | <HFFNGB<:MBGRaKEM ,>G>?B|§§<D>MBG@ o

>LB@GBG@ : F:KD>MBG@ :<MBCHIRBE® RHNK IKH=N<M HK LEKOBGGER M:K
<HFFNGB<:M>L MA> ;>G>?BML| +3:8B2B< ;NR>KL OB: LI><B?B< F:KD>MBG@ 4A:GG>EL >
;R LBG@E> LI><B?B< L>@F>GNMAHE> "HH=L

Niche /
Concentrated

>LB@G F:IKD>MBG@ F>LL:@>L 0 ivis 5@ RHNK IKH=N<M HK L>KOB<>L MH BG=BOB:

:<MBOBMEBLMK :M BG=BOB=\: TNSM HK LoROE BG=BOB:
NeB>Gos PaF ekl HiK EH<:EBS><§|LMHF>KL NLBG@ BG=BOB=N:EBS>2H EH<:EBS>= H

FB<KHL>@F>GML > @ #KHNIHG

Micr omarketing

L@@ );1633272;A6.A21.042A6;4

G NG=B2K>GMB:M&>MBG@ LMK:M>@R BL NL&=EGBSGBHE=><B=>L MH <HFFNGB<:M> MA>
>G>?BML H? BML IKH=N<M HK L>KOB<> :R L>G=BG@ MA> L:F> F:KD>MBG@ F>LL:@> MH >0O>K
NG=B2K>GMB:M>= LMK:M>@R MH ;> LN&SR3INMB RB{=MMV HK L>KOB<> FNLM ;> K>:=BER
:0O:BE:E> :G=?RK=:E> :G= FNLM IKHOB=> MA> L:F> ;:>G>?BML MH :EE <HGLNF>KL OA> LN<<>LL
NG=B2K>GMB:Ma&>MBG@ =>I>G=L HG PA>MA>K BM BL IHLLB;E> MH K>:<A >GHN@A <NLMHF>K
F:KD>MBG@ M><AGBJN>L :G= HG> NGBO2KKVHIRE=N<WML.MPIF>KL BGM>K>LM>= BG MA> IKH=N:
F:D> MA> LMK:M>@R PHKMAPABE> 3aB3##5E@® M:KMB<L M>G= MH ;> <HLMER ;><:NL> MA>R HI
E:i®> L<:E> MABL :IIKH:<A <:G RB=B=G&B>L :G= <HLM L:OBBR@RSIMBHG&L ;><:NL> BM K>JNBK>L
MA> F:KD>MBG@ M>:F MH >Q><NM> HGER-HGSFKH<D=MBE@ FBQ ):GR EIAMWKBM>FL

‘K> <HGLB=>K>= LM:IE> HK ][<HFFH=BMR”" BM>FL ,>HIE> ;NR G>P HG>L PA>G MA> HE= HG>L P>
NL>= NI :G=F.LL MkM>= ;K:G= EHR:EMR F:R ;> MA> IKBF:KR =KBO>K PA>G <NLMHF>KL =><B=>
K>IE:<>F>GM IKH=N<M MH INK<A:L>

'24:2;A21 633272;A6.A21 (.?42A6;4

=B??>K>GMB:M@>MBG@ LMK:M>@R BL HG> BEERBMBME=HKB=>L MH IKHOB2>KBE@N> H?
MH =B*K>GM F:KD>M L>@F>GMa+MM B BIK.ELH LHF>MBF>L <:EE>= FN&EMBRG @ F>GM M:K
L>@F>GM B@#vik= BG : . KMB<NBEMVAR @KGBS:MBHG IKHOB=>L NGBJN> ;26Kk2B8ML MH =B?
L>@F>GML O0A> @H:E BL MH @:6B8AMBHG BG<K>:L> L:E>L :G= F:KD>M LA:K> :<KHLL >:<A L>@F
M:@>ML 3A>G LN<<>LL?NE>EBRB:Ma>MBG@ <:G <K>:M>: O>KR LMKHG@ >GMK>G<A>= F:KD>
MA:M BI?BBREM ?HK <HFI>MBMHKL MH =BLIEB2>KSHGMBME>MBG@ BL :ELH O>KR >QI>GLBO>
<:KKB>L AB@A>K <HLMI@PHBSIAMBHEK ;><:NL> BM K>JNBK>L MA> =>0O>EHIF>GM H? NGBJN> IKH
L>KOB<>L :G= F:KD>MBG@ MH@PBEMW =AAGM +G> >Q:FIE> BL +K>HEZHIKIBEYB: Ma@>MBG @
LMK:M>@R ?HK MA> ABG>L> F:KD>M HGLNF>KL MA>K> <:G >GCHR +K>HL PBMA B<> <K>:F ?E
@K>>G M>: B<> <K>:F K:LI;>KKR ;ENGEBKKIRK:G@> :G= @K:I> [>:<A EE H? MA>L> +K>H
?HKFNE:MBHGL A:0> ;>>G A>:OBER F:KD>M M>LM>= :G= K> ;:L>= HG MA> NGBJN> IK>?>K>G<>
<HGLNF>KL
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"6052 <;02;A? .A21 (.?42A6;4

*B<A> MBSMBG@ :ELH <:EE>= <HG<@GMB®@-BLKLMK:M@RVUMGER KIG> HK : ?>P P>EE
=>?BG>= :G= LI><B?B< L>@F>GM@ HA MKDMK 0A> @H:E BL MH :<AB>0> AB@QA I>G>MK:MBHG :
G:KKHPER =>?B@=MWlk @F>GML@&BE:MBHG MA:M :=HIML GGBABG@IKVK:M>@R @:BGL :G
=0:GM:@> ;R ?H<NLBG@?BEMBMHGMHGER HG> HK : LF:EE A:G=?NE H? L>@F>GML 3A>G =HG>
IIKH:<A <:G IKHOB=>: LB@GB?B<:GM :=0:GM: @ @HCGBE: MBIAGK MRt M:E#BIA> L:F> ?H<NL

*B<A> MBSMBG@ BL I:KMBZMNEVKER-PHK LF.EEGRSIKIBHGL PBMA EBFBM>= K>LHNK<>L LBG<> |
GHM K>JNBK> F:LL IKH=N<MBHG F:LL =BLMKB;NMBHG HK F:LL :=@»GBBMEHG BAAB@AHER
LN<<>LL?NE BG : =>LBK:;;E> |GB<A>" F:KD>M BM <:G ;> O>KR IKH?BM:;E> 0A:M L:B= MA> IKBF:k
H? GB<AX3#KIBG@ BL@MGRE-MBHGL <:G ;><HF> A>:0OBER K>EB:GM :G= =>|>G=>GM HG MA>L> (
F:KD>ML G=B?LHF>MABG@ <A:G@>L :G= =>F:G= HK BGMaKGB4: M8HG MAEBKIME> <NLABHC
?KHF MA> ?BG:G<B:E BFI:<M :G= MA>K>?HK> BL :EP:RL LHAKPMM<M MBEBLEEO>L :@:BGLM M£
MRI> H? KBL@:GBS:MBHGL LAENEFRNEMBIE> GB<A> L>@F>GML B? IHLLB;E>

1607<:.78 2A6;4

)B<KHF:KD>MBG@ B>MBE@ LMK:M>@R MA:M ?H<NL>L >0>G FHK> GRKMBERM%KE G BkAE M
MA> G>>=L H? BG=BOB=N:EL |BG=BOB=N:E F:KD>MBG@" HK O>K®:tMEE@>BE&GMR BG : M:K
|JEH<:E F:-KD>MBG@” )B<KHF:D>MBG@ <:G ;> O>KR IHP>K?NE ;R @BOBG@ <NLMHF>KL >Q:<M
PA>G MA>R P:GM BM $HPHGAB>O®@E:K<:E> LN<<>LL PBMA MABL :@XBEB3:MBHGL FNLM
?B@NK> HNM AHP MH F>>M AB@AER BG=BOB<B-EBEER G=HKH?BM:;;ER

*HP E>MEHHD :M IHLBMBHGBG@

$<@6A6<;6:4

+G<>:@:BG IHLBMBHGBG@ K>E@I>M MBHGRNISIMBHG H? MA> IKH=N<MLHBCR-KOB<>"
;>G>?BML :G= ?>:MNK>L K>E:MBO> MH MAS>>NM>KIRRABHG N:G= AHBRMNKAIBXG<> L>>L

RHN K>E:MBO> MH RHNK <HFI>MBMHKL F:KD>M>KL PBEE H?M>G NL> : IKH=N<M IHLBMBHGBC
<:EE>=:|>K<>IMN:E F:I MH B=>GMB?R F:KD>M HIIHKMNGBMB>L @:IL :G=>0>G <KHP=>= F:KD:
product positioning mapBL : OBLN:E <A:KM PA2GBSKVIBHGL OBLN:EER =BLIE:R MA> IHLBMBHG H’
IKH=N<ML HK L>KOB<>L :@:BGLM MA>BK <HFI>MBMBHG L>> <A:KM ;>EHP
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OH <K>:M>: IHLBMBHGBG@ F:I F:KD>M>KL G>>= MH =><B=> PAB<A IKH=N<M HK L>KOB<> <A:K

<HFI:K> B> MA> MBME>L H? MA>Q :G=R :Q>L 0A>K> :K>?BO> <HFFHG LMK:M>@B>L NIHG F
HIQ:GBS:MBHGL H?M>G ;:.L> MA>BK IHLBMBHGBG@

WProduct / service characteristics and attributes

1LBG@ IKH=N<M L>KOB<> ?>:MNK>L HK ;>G>?BML :LLH<B:M>L RHNK ;:K:G= PBMA <>K|
MA:M :K> ;:>G>?B<B:E MKERNNKNRAMBKG<>

WPrice

1LN:EERBMA : IKB<BG@ IHLBMBHGBG@EA-MEBRUNBR> MA> <A>:I1>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}&M BNIINKIRBBIB+HEBG @ ;:L>:
HG IKB<> 3ABE> IKB<>L F:R LB@G:E : LI><B?B< EXXJGE HR®IJGEBMBHGL IKHFHMBG@
ENQNKR BM>FL =H GHM IKHFHM> MA>B KB 2H<NMAHE MA> JN:EBMR H? MA> <NLMH
>QI>KB>G<> /H ?HK <BEXKBKR L>|:K:M>= MA> MPH

WProduct use or application

LLH<B:MBG@ RHNK IKH=N<M PBMA : :KMB<NE:K NL> BL :GHMA>K P:R MH IHLBMBHG F
F:KD>M ):GR FH;BE> :lIlL NL> MABL MRI> H? IHLBMBHS &G @BNBM> G@ERMK
BG=BOB=N:EL PAH P:GM MH FHGBMHK :G= BFIKHO> MA>BK ?BMG>LL PA>K>:L @:F>
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I>HIE> EHHDBG@ ?HK >GM>KM:BGF>GM

W Competition
HFI>MBMHEK>= IHLBMBHGBG@ ?H<NL>L HG NLBG@ MA> <HFI>MBMBHG L : K>?>K>G<:
=B2>K>GMB:MBHG

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

3ABE> P> <:G L>>: F:.KD>M @:1 BG MA> [#K>:M M:LM> EHP GNMKBMBHG:E O:EN>" :K>: F:KD>M
MH :LD PA>MA>K IHLBMBHGBG@ BG :EE :K>:L F:D>L L>GL> "HK >Q:FIE> PAR PHNE= <NLMHF>}
MA:M M:LM>L @K>:M PBMA EHP GNMKBMBHG:E BN>@=6 M:G¥>H?AB@A>K GNMKBMBHG:
O:EN> %G LHF> <:L>L F:KD>M @:IL F:R >QBLM ;><:NL¥+DAXRGHSMH INKLN> 0A:M L:B= BG MA
HO> @K:IA MA>K> F:R LMBEE ;> : IHLBMBHGBG@ HIIHKMNGBMRMKBKIGDEHRS: MKM-ANWM &2
>0>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>
:<KHLL FNEMBIE> O:KB:;E>L :G= MH @>M : FHK> PAHEBLMB< OB>P H? MA> F:KD>M :G= F:KD>M

>R 0:D>:P:RL

W 0A> <HK> >E>F>GML H? MA> /0, ?K:F>PHKD :K> L>@&=tMEBHG=-NFKBMBHGBG @

W /0, BL :G >Q<>EE>GM ?K:F>PHKD MH B=>GMB?R :G@=NBBDRUNKIBKG<>L :G= AHP RHNHKSOWHB :\BS]
RHNK IKH=N<ML HK L>KOB<>L ?KHF MA> <HFI>MBMBHG

$>K> BL : L>@F>GM:MBHG >Q>K<BL> ?KHF #k><MNBG®:): RBEKNBG @

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



https://www.greatideasforteachingmarketing.com/how-would-you-segment-these-consumers/
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Segmentation Rules

5HN G>>= MH <K>:M> MAK>> L>@F>GML >:<A MBF> HGER
5HN FNLM A:0> :M E>:LM MPH <HGLNF>KL BG >:<A L>@F>GM
0A> <HGLNF>KL BG MA> L>@F>GM FNLM A:O0> HG> HK FHK> MABG@L BG <HFFHG ;:L>= NIHG MA>BK

Create Three Segments for These Consumers

Where They | Marital : Loyalty to Price g Benefit
FEE R Live Status Sl Cliss Brands Sensitivity LS Sought
1 NK:E /BG@E> (HP>K (HP )>=BNF ":FBER >LM O:EN>
2 IN;NK;L ):KKB>= (HP>K (HP $B@A /H<B:E >LM IKB<>
3 IN;NK;L ):KKB>= )B==E> (HP $B@A /H<B:E >LM IKB<>
. ):KKB>= .
4 .NK:E <ABE=K>G )B==E> (HP $B@A :FBER >LM IKB<>
. ):KKB>= _ _ :
5 NK:E <ABE=K>G (HP>K )>=BNF )>=BNF :FBER >LM O:EN>
6 BMR /BG@E> )B==E> )>=BNF )>=BNF /IHKMR >LM IJN:EBMR
7 /N;NK;L /BG@E> )B==E> )>=BNF )>=BNF OK:O>E >LM O:EN>
—— ):KKB>= _
8 /N;NK;L <ABE=K>G 11I>K )>=BNF $B@A :FBER >LM IKB<>
N ):KKB>= __ :
9 /N;NK;L <ABE=K>G )B==E> $B@A (HP /IHKMR >LM JN:EBMR
10 BMR ):KKB>= )B==E> $B@A )>=BNF OK:O>E >LM JN:EBMR
11 /N;NK;L /BG@E> 11I>K $B@A (HP OK: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 ?HKOPHAKHGRNAMIDK:IAB< EB?>LMRE> O:KB:;;E>L MAK>> :K> ;>
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:KE
<: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 :lIKH:<A AHP PHNE= RHN =>?BG> >:<A H? RHNK L>@F>GML 0A:M BL <K>:M>:;KB>? L>@F>QG
L>@F>GM *HMENEAHNE= 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
IIKH:<A BG MABL F:KD>M BLZ ILR<AH@K:IAB< ;>A:OBHNKE +. @>H@K:IAB< =>FH@K:IAB< 3AR

<A:K:<M>KBL

A:OBHNK:E
LE>L K> BG

M IKH?BE> ?I

KD>M OA:M

142 2@076=A6<;@

Flow of the STP Pocess Image Description

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

e !I0:EN:M> IHM>GMB:E :G= <HFF>K<B:E :MMK:<MBO>G>LL H? >:<A <NLMHF>K L>
e />E><M HG> HK FHK> L>@F>GML

Positioning:

e >0O>EHI =>M:BE IKH=N<M HK L>KOB<> |[HLBMBHGBG@ ?HK >:<A L>@F>GM
e >0O>EHI: F.IKD>MBG@ :G= <NLMHF>K LMK:M>@R ?HK >:<A L>@F>GM

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

1216. AA?6/BA6<;@

W/0, ?K:F>PHKD ;R .H<A>EE> #K:RLHG BL EB<>GL>5 NGEBHCG<>
W/0, IKH<>LL ;R .H<A>EE> #K:RLHG BL EB<>GL>5NGEBK>G<>

W/>@F>GM:MBH@SOVBG@ :G= ,HLBMBHGBG@ [ (>:KG NLMHE>K :StERBE€E<>
BL NG=>K : /M:G=:KNBI;> (B<>GL>

W):KD>MBG@ )BQ [ (>:KG_NLMHF>K G;RRMBM: /<B>G<> BL NG=>K : /IM:G=:K=
SHNO;> (B<>GL>

W/0, <NLMHF>K [>KLI><MBO> :R .H<A>EE> #K:RLHG BL EB<>%LERNGEx=K :

W NLMHF>K HK F:KD>M L>@F>RBMINMBHEE> #K:RLHG BL EB<>GL>=HNG=>K:
EB<>G<>

WO:K@>MBG@ ;R .H<A>EE> #K:RLHG BL EB<>GL>EBIGGE>:

W, HLBMBHGBG@ ;R .H<A>EE> #K:RLHG BL EB<5GLEBNG=3K :

W ,HLBMBHGBG@ [>K<>IMN:E F:l ;R .H<A>EE> #K:RLHG BL EBS>B=<MNEEZ=>K :
W,HLBMBHGBG@ F:I [ ;K:G=L ;R .H<A>EE> #K:RLHG BL EB<4| F=BNEExK :



https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://www.youtube.com/watch?v=Fij1aBcl_Ts
https://www.youtube.com/c/365DataScience
https://www.youtube.com/watch?v=p6OIJD3EB4Q&t=110s
https://www.youtube.com/c/365DataScience
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/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/




B@A<:2? ?7@<;.@

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;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 DescribeBGM>KG:E :G= >QM>KG:E =:M: LHNK<>L NL>= MH =>0O>EHI <NLMHF>K I>KLHG:L
W Analyze : =:M: =KBO>G <NLMHF>K [>KLHG:

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

+5,A6@ . B@A<:2? BR? R?2@<;.

L P> L:P BG MA> IK>OBHNL <EHUME:KD>MBG@ LMK:M>@B>L :G= :<MBOBMB>L ;>@BG ;R :LDB!
HNK J<NLMHF>KL" HK NL>KL” E>:L> GHM> MA:M PA>G P> NL> MA> M>KF ]<NLMHF>K" HK JNL>
K>?>KKBG@ MH@HMK\WBSG<> "HK >Q:FIE> [<NLMHF>KL" HK JNL>KL" <HNE= ;>

W NR>KL H? :G@HGBS:MBHGI=N<M HK L>KOB<> HK

W HGHKL ?HK : ?NG=K:BLBG@ GHEE GESBRH{K HK

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

W HGLMBMN>GML ?HK : ?>=>K:E HK FNGB<BI:E @HO>KGF>GM

51
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%G MABL <APMABEE NL> MA> M>KFL [<NLMHF>KL" INLE@KIW :NGBIEK>" BGM>K<A:G@>:;ER
,E>:L> ?>>E ?K>> MH LN;LMBMNM> :GR LI><B?B< =>?BGBMBKEGBSNMIBHB>L MH RHNK HK

LLNFBG@ RHN A82BG>= RHNECNMKN=B>®4&E G>QM BFIHKM:GM LM>1 BG =>O>EHIBG@ :G
NG=>KLM:G=BG@ H? RHNK D>R <NL@ENF-R=E=GMAH BL <K>:MBG@ ]=:M: =KBO>G <NLMHF>K I>
/IBFIER =>?BGdata-driven customer or buyer personask> L>FB ?B<MBHG:E K>IK>L>GM:MBHGL MA:]
LAHP<:L> MA> D>R MK:BML H? : L>@F>@4M?2NRIBNKG #8K:L>= HG =:M: RHN A:0> <HEE><M>= ?KF
<NLMHF>K K>L>:K<A :G= HK :GR HMA>K :G:ERMB<L IE:M?HKFL

$>K>BL: FBGNM> OBow»HIo Create A User PersonaMA: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 HF

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=58#o0embed-1

%7? RHN :K> ?H<NL>= FHK> HG M><AGB<:E NL>K =>LB@G NL>K BGM>K?:<>L 1% :G=NL>K >QI
?HEEHPBG@ GBwH Create UX PersonassKHOB=>L R>M :GHMA>K BFIHKM:GM [|>KLI><MBO>

https://opentextbc.ca/foundationsdigitalmarketing/?p=58#o0embed-2

@ One or moe interactive elements has been excludeah fihis version of the textlY can view them online her

*HP MA:M RHN NG=>KLM:G= PA:M <NLMHF>K I>KLHBHHK> :2>W=B2GM MRI>L H? <NLMHF>K
I>KLHG:L

(F=2@ <3 B@A<:223@<;.@

0A>K> K> : 7>P 2B>GM :IIKH:<A>L MH =>0O>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. ?76C 2;C@ $?<A< 15<0 2.; B@A<:2?$2?@<,.@

0A> F:BG =BK>G<> ;>MP>>G |=:M: =KBO>G" <NLMHF>K I>KLHG:L :G= JIKHMH :=AH< HK E>:G" <
I>KLHG:L A:L MH =H PBMA AHP MA> I>KLHG:L :K> <K>:M>= %G :G B=>:E PHKE= RHN LM:KM PBN\
:1>K F:D> GH :LLNFIMBHGL :G= <HG=N<M >QM>GLBO> :N=BHGM:EDM+K=ANME. H? K>:E PHKE=
I>HIE> :G= NL> MA> =:M: <HEE><M>= MH <HGLMKN<M I>KLHG:L OABL BL MA> =:M: =KBO>G :IIK+
I>KLHG:L LAHNERAlly [ ;> <K>:M>=

OA:M L:B= F:GR@&GBS:MBHGL =H GHM A:0> MA> MBF> ;N=@>M HK =>LBK> MH =H MABL E>0>
K:MA>K MA:G LM:EE MA> <NLMHF>K I>KLHG: IKH<>LL HK A:O> GH I>KLHG:2>K-GM RHN <:G NL>


https://www.youtube.com/watch?v=DvV7ZcRVQ4g
https://www.youtube.com/watch?v=B23iWg0koi8
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IIKH:<A IKHMH HK := AH< <NLMHF>K I>KLHG:L OABL :lIKH:<A BL =>L<KB;>= BGeaxM:BE BG MA>
R &>? #HMA>SE? :G= &HLA />B=>G :G=:L : K>LNEM MA>L> [>KLHG:L :K> LHF>MBF>L :ELH <:EE>-
I>KLHG:L

Proto, adhoc, or lean persona&HKF.EER :K> GHM <K>:M>= ;R =HBG@ >QM>GLBO> >QM>KG:E :N=E
K>L>:K<A ;NM K:MA>K ;R <HEE><MBG@ BG?HKF:MBHG IKBFREHES MBIHEBMABQ fGEHKRHN
FB@AM AHE=: PHKDLAHI HK F>>MBG@ PBMA O:KBHNL LM:D>AHEsesikEREN K DMA>F MH
:N=B>G<> :L>= HG >O>KRBIGINM :G= HK >QI>KB>G<> RHN <:G LM:KM ;NBE=BG@ LHF> KHN@.

0A> <KBMB<:E MABG@ MH GHM> BL MA:M MA>L> KHN@A I>KLHG:L :K> GHM K>L>:K<A E>= :G=|
:LLNFIMBHGL HK ;B:L>L MA:M F:R HK F:R GHM ;> MKN> 3ABE> IKHMH :=AH< HK E>:G I>KLHG:L
MHHEL MK>:M MA>F PBMA <:NMBHG :G= O>KB?R MA>F PBMA K>L>:K<A [>0>G B? MA:M K>L>:K
RHN A:O0> <K>:M>= RHNK KHN@A I>KLHG:L @HH=:lIKH:<A BL MH LM:KM PBMA : ?>P IKHMH |>k
IKH<>LL KHEEBG@ :G= MH @>M LM:D>AHE=>K ;NR BG 0A>G HO>K MBF> <HG=N<M K>L>:K<A
MA>BK :<<NK:<R :G= K>?BG> MA>F :L RHN @:BG FHK> :N=B>G<> BGLB@AML :G= @:MA>K FHK>

645 9229 '24:2;A.A6<; C@ ;6A6.A50 /.@21C@ 9<@2 B= B@QA<Z2Z@<;.@

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

WHigh-level segmentationKHOB=>L F:KD>M>KL PBNIARBRB>P H? MAGBKINNKB>G<>
/IBG<> MA>K> BL EBFBM>= L>@F>GM:MBHG MA> =:M: =KBOBG@ MABL MRI> H? I>KLHC
MABL <NLMHF>K I>KLHG: PBEE K>l M KA=H:KI L>@F>GM RHN F:R@>BM MH M:K
"HK H&:GBS:MBHGL MA:M A:O> GHM <K>:M>= I>KLHG:L MABL BL : LN@ @MEVI>= ?BKLM
>GLNK> ;>MMakRNMBG@ :G= F:QBFBS> RHNK FARBNMVIBEA BLR><HFF>G=>= MH ?NKMA>K
L>@F>GM RHISM:WN=B>G<> :G= <K>:M> FHK> =>?BG>= :G= G:KKHP>K <NLMHF>K I>KL
MBF> :G= HMA>K K>LHNK<>L [>KFBM

W nitiatives-based customer personaB=>GMB?R @KHNIL H? <NLMHF>KL PAH A:0O> : FH=>K]
AB@A BGM>K>LM BG : LI><B?B< BGBMB:MBO> 0A>L> :K>H?M>G L>>G PBMA <:NL> ;:L>
MA> M@KM :N=B>G<>L :K> :KMB<NE:KER BGM>K>LM>= BG : LI><B?B< <:NL> ;:L>= BGBN
<NLMHF>K I>KLHG:L H?M>G K>IK>L>GM : LN;L>M H? MA> AB@A@>U>N+B@I<sGM:MBH!
:NM =H GHM K>IK>L>GM MAHL> :N=B>G<> L>@F>GML :M MA> EHP>LM IHLLB;E> E>O>E

W Close-up customer personaBB@AEB@AM <NLMHF>KL PAH :K> @>G>K:ERECBIGM>K>LM>:
IKH=N<M L>KOB<> IKH@K:F HK :<MBHG>EMBEBMRHL> NI <NLMHF>K I>KLHG:L FB@AI

(>:G14 >IB@GBG@ #K>:M ,KH=N<ML PBNA._ SIBEHD>K



https://www.amazon.ca/Lean-UX-Designing-Great-Products-dp-1491953608/dp/1491953608/
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K>IK>L>GM ]<NLMHF>KL FHLM EBD>ER MH E>:0>" 0A>L> <NLMHF>K I>KLHG:L M>G=M
'L : KSLNEM K>IK>L>GM : LF:EE>K :N=B>G<> L>@E>GNLSHRPMPKG:KKHP ?H<NL
MA>L> I>KLHG:L :K> >: L BXEMWH GEKA:O> FHK> BG <HFFHG PBMA HMA>K F>F;>KL H? MA:
‘N=B>G<> L>@F>GM

*HP MA:M P>"0> =BL<NLL>= L>0O>K:E MRI>L H? <NLMHEQEHKIGAHEMI-EHI =:M: =KBO>G
<NLMHF>K I>KLHG:L

<D A< B691. .A. 1?6C 2; B@A<:2? $27@<;.

>EHP BL : ?K:F>PHKD MA:M PBEE <HO>K :EE MA> ?HNG=MBHG:E :LI><ML H? : <NLMHF>K I>KLF}
IE>:L> D>>| BG FBG= MA:M :EE <NLMHF>K I>KLHG:L LAHNE= BG<HKIHK:M> FNEMBIE> OB>PIHB(
<NLMHF>K I>KLHG: BL ;>BG@ =>0O>EHI>= ;R : LBG@E> I>KLHG PBMA HGER HG> OB>PIHBGM B!
INKIHL> :G= HK ?HK HGER HG> LM:@> H? RHNK <NLMHF>K CHNKGR) FHi¢: | MBHHKBL BG MA>

I>KLHG: F:R GHM LNIIHKM RHSRSKIBHG :L : PAHE> L F>GMBHG>=;>?HK> RHNK <NLMHF>K |>
LAHNE= PHKD ?HK RHNK IKH=N<M F:KD>MBG@ L:E>L :G=<NLMHF>K LN<<>LL M>:FL /H MKR
O:KB>MR H? <NLMHF>K OB>PIHBGML BG MA> ?HEEHPBG@ IKH<>LL ;><:NL> BM PBEE F:D> RHTI
FN<A LMKHG@>K :G=:IIEB<:;E> MH MACGBSVNBBIGIK

Conduct Customer Reseath
OH @>M : =>>|>K NG=>KLM:G=BG@=MRN:BSCH %S LM:KM :R L>>DBG@ HNM MA> :GLP>}

?HEEHPBG@ JN>LMBHGL
e 3AH :K> RHNK <NLMHF>KL
e $HP =H MA>R ;>A:0>
e 3A:M K> MA>R BGM>K>LM>= BG
e 3A:M DBG=H? <A:EE>G@>L =H MA>R ?:<>

)JHK> LI><B?B<:BER> :K> L>0O>K:E <NLMHF>K K>L>:K<A =:M: IHBGML MA:M RHN F:R P:GM MH <HI
=H<NF>GM
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Data Points

Category

Examples

Sources

Demographics/

*F> ;BKMAIE:<> ?:FBER ABLMHKR

<ABE=AHH= F>FHKB>L ?BKLM CH;| EHNMHEB4K><HK=L LH<B:E F>=B: :G:ERMBxL

Backstory SM<
. ):KBM:E LM:MNL ?:FBER LBS> I>ML =E G= _ . .

Personal life 2BMG>LL A BML >M< NEI:>I§/|< &><HK—L LH<B:E F>=B:

%G=NLMKRMBME> >QI>KB>G<> EpQ> —0 5
Career K>MBK>F>GM IE:GL >M< C3 FBGD>—/oG HGEBG> ?HKNFL #HH@E>
Personality %GMKHO>KM >QMKHO>KM KB@AMHKERE E>2® KNe®HF>K LNKO>RL BGM>KOB>PL (BL
traits HIMBFBLMB< I>LLBFBLMB< >M< H? ?K>>I>KLHG:EBMR M>LML HGEBG> <HFF>GML
Online ":OHKBM> LH<B:E F>=B: IE:M?HKFL IH<B£AF>=B: :<MBOBMB>L HGEBG> @KHNIL ?HKNFL
behaviour >G@BG>L FH;BE>=>0B<>L >M< | <HFF>GML
Purchasing ":OHKBM> HGEBG> K>M:BE>KL [:RF#BNM@E> G:ERMB&L:G:@>KK>F:KD>MBG@
behaviour F>MAH=L LI>G=BG@ A:;BML >M< | K>M>MBG@ MHHEL IK>OBHNL <:FI:B@G|:G:ERMB«<l
Goals and K>:F CH; <NLMHF>K L>KOB<> .) SNLMHF>K L>KOB<> =:M:;:L> <NLMHF>K
challenges >QI>KB>G<>L K>@K>MM:;E> INK<AILLRKOsNRL ?>>=;:<D ?H<NL @KHNIL HGEBG> <HFF>G

. = 7 . e s

Objections HFFNGB<:MBHG BLLN>L IKH=N<M ?2>:MNIKMHF>K LNIIHKM =:M:;:L> <NLMHF>K

INK<A:LBG@ F>MAH=L >M<

LNKO>RL BGM>KOB>PL ?H<NL @KHNIL

"HK LHF> FHK> B=>:L RHN F:R :ELH P:GM M «bipbBS-$i#t of what you should consider
when defining buyer personas.

Identify Customer Pain Points
IBMA>K MAKHN@A <NLMHF>K LNKO>RL BGM>KOB>PL HK LH<B:E EBLM>GBG@ RHN
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:ML 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:EBMEML 0A:M"EE $HEI'B@NHKNKL>E? +NM

-N>LMBHGL MH LD 3A>G K>MBG@ NR>K ,>KLHGIEMK8> 0



https://www.themuse.com/advice/14-free-personality-tests-thatll-help-you-figure-yourself-out
https://blog.hubspot.com/marketing/buyer-persona-questions
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Identify Customer Goals

OABL BL MA> ?EBI LB=> H? I:BG IHBGML ,:BG IHBGML :K> IKH;E>FL RHNK IHM>GMB:E <I
MKRBG@ MH LHEO> #H:EL HK :LIBK:MBHGL :K> IHLBMBO> MABG@L MA>R P:GM MH :<
MA> DBG=L H? IKH=N<ML :G= L>KCRARHNHPEL FB@AM ;> I>KLHG:E HK IKH?>LLBHC
/BFBE:K MH :;HO> MABL BG?HKF:MBHG <:G ;> :<JNBK>= MAKHN@A <NLMHF>K LNKO>F
LH<B:E EBLM>GBG@

Understand How You Can Help

*HP MA:M RHN NG=>KLM:G= RHNK <NLMHF>KL" I:BG IHRGMNAE>3IAHKEIMBIVK>.EER
<E>:K IBKMNK> H? AHP RHNK IKH=N<ML :G= L>KOB<>L <:G A>El /MHI MABGDBG@ :;HN
M>KFL H? ?>:MNK>L :G==B@ =>>| MH :G:ERS> MAZSKGHPBMILNRHHR K2 HGLB=>K RHNK
IKH=N<ML :G= L>KOB<>L ?KHF :  NHBEMiK? OB=PD>>| BG FBG= MA> ?HEEHPBG@ MAK
JN>LMBHGL

e $HP <:G P> A>EI
e 3A:M :K> RHNK :N=B:@®<BG INK<A:LBG@ ;:KKB>KL

e $HP <:G RHN A>El <NLMHF>KL HO>K<HF> :GR ;:KKB>KL |:BG IHBGML :G= :<AB:
@H:EL

Define and Name Y%ur Customer Personas

>?BG> :G= G:F> MA>L> <NLMHF>K L>@F>GML /M:KM EHHDBG@ ?HK <HFFHG <A:K:<M:
:MM>KGL L RHN @KHNI MAHL> <A:K:<M>KBRH/MNBEE MK MAS>K . BL 7HK RHNK NGBJIN>
<NLMHF>K I>KLH@E RHNK <HEE><MBHG H? <A:K:<M>KBLMB<L :G= MNKG MA>F BGMH
RHN <:G B=>GMB?R PBMA :G=LI>:D MH #BO> RHNK <NLMHF>K I>KLHG: : G:F> : CH; ME
:G= HMA>K =>?BGBG@ <A:K:<iWHRBEMBHNK I>KLHG: MH L>>F EBD> : K>:E I>KLHG

NLMHF>K ,>KLHG: G:ERLBL !Q>K<BL>L

(>ML EHHD :M : ?>P L:FIE> <NLMHF>K I>KLHG:L Z
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$>K> P> A:0> ):KD>MBG@ ):G0@sB "NK ;NLBG>LL MH ;NLBG>LL I>SKLH&L:& L>> A>K @H:EL :G=:LIBK:MBHGL |:G=

>0>G MA> >QI>KB>G<I>bRBG@ PA>G EHHDBG@ ?HK IKH=N<ML BEM>KBABG @ MA:M P> :ELH A:O> : FBQ H? ;NEE>M>=
LM:M>F>GML :L P>EE :L INHMSIOBAML>E?>6M?B<B:E MH E>M RHNK I>KLHG:L LI>:D ?HK MA>FL>EO>L OABL EBMME> MHN:
EHG@ P:R MHP:K=L LAHPBG@ MA} BEtBIGEEBMR :G= <:G :ELH IKHOB=> <N>L MH MA> MRI> H? E:G@N:@> MA> I>KLHG: NL>l
F>LL:@BG@ FB@AM K>LHG:M> PBMA MA>F

(HHDBG@ @B <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 softwae company how might you target Tanvi?

$>K> P> A:0> &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@ |->>| MH ?NEI
<NLMHF>KL *HM HGER =H P> @>M : @ EBRIIEBBSMKHB&KBNG= :G= BGM>K>LML P> :ELH @>M MH DGHP ABF BG M>KFL H? [l
:G=<HG<>KGL $BL BG?EN>G<>L :@GBGREB>P :K> :G BFIHKM:GM BG<ENLBHG :L P>EE :L MA>L> <:G IKHOB=> <KBMB<:E <N>L
:G= BGM>K:<MBHGL

+G<>:@:BG A>K>:K>LHF> IN>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 intsted in having John as their customer?
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$7<@ ;1 <@ <3 BO@A<:2? 3?@<;.@

NLMHF>K I>KLHG:L <:G ;> :G BFIHKM:GM LMK:M>@B< :G= M:<MBk BIMAHH? RIFFVMIO K OB>P
LHF> H? MA> <HFFHG IKHL :G= <HGL

<@

W Significant Time and Effort

OH ;> =HG> P>EE :G= <HKK><MER <NLMHF>K I>KLHG:LMiKM BREBS34BIIGL F:R

GHM P:GM MH HK ;> ;;E> MH BGO>LM MA> G><>LL:KR & Midrfit MPIMHKNER
I>KLHG:L L :K>LNEM <NLMHF>K I>KLHG:L F:R ;> ;:L>= HG <NLMHF>K ]:LIBK:MBHGL" H}
LM>K>HMRI>L BGld¥serud@d>A:OBHNKL HK IKHI>KER K>L>:K<A>= <NLMHF>K =:M: MABL
=>?>:M MA> INKIHL> H? <NLMHF>K I>KLHG:L ;>BG@ H;C><MBO> K>IK>L>GM:MBHGL H?
OH :OHB= MABL <HGLB=>K MA> K>:EBMBPIGH>MANK? IKHI>K :EEH<:MBHG H? K>LHNK:-
<NLMHF>K K>L>:K<A

WPoor Reseach Practices

OAHL> <HG=N<MBG@ MA> <NLMHF>K K>L>:K<A F:R GHM A:O> :=0:G<>= K>L>:K<A LDBI
=:M: =KBO>G <NLMHF>K [>KLHG:L :K> ;:L>= HG =:M: :G= MA> K>L>:K<A <HEE><M>= MA:>
;> ;NBEM HG ?:BEMRIN:M> HK ;B:L>==M: *:MNEEERRVA>L> JFBLM:D>L" PBEE <:L<:=>
MAKHN@A RHNK [>KLHG:IRBit: EAERE= ABK> IKH?>LLBHG:E K>L>:K<A>KL ?HK MABL IN
=>0O>EHI I>KLHG:L ;:L>= HG MA>BK >QM>GLBO> K>L>:K<A =:M: @B BBHEGR:RK
GHM ;> PBEEBG@ :;E> MH <HFFBM MA>L> DBG=L H? K>LHNK<>L MH MABL M:LD O0A>K
K><HFF>G=>= MH NL> : <HF;BG:MBHG H? IKBF:KR :G= L><HG=:KR K>L>:K<A MH >GLNK:
<NLMHF>K I>KLHG:L :K> GHM CNLM ;:L>= HG exdusiEly RINEHNK BKGBS:MBHG ;NM

:ELH BG<HKIHK:M> =:M: <HEE><M>= ;R MABK= |:KMB>L EHG@ MA>L> EBG>L <BM> :EE
BGM>KG:EER :G=>QNHKEABER? RHN =BL<HO>K :GR K>L>:K<A ;B:L RHN <:G JNB<DER
RHNK =:M: FH=>EL :G= NI=:M> RHNK <NLMHF>K I>KLHG:L :<<HK=BG@ER

W Just Fictional Stories

HF> :K@N> MA:M I>KLHG:L :K> :EE F:=> NI H? LMHKB>L :G= HNK [>K<>IMBHGL %G MA>
LM:M>F>GM F:R A:0> ;>>G MKN> $ERHMOMA> :FHNGM H? =:M: :O:BE;EBEIVIBKGL
MH=:RNLMHF>K I>KLHG:L <:G ;> ;:L>= HG H;L>KO>= =:M: :G= K>?E><M MA> K>:EBMR H?
A:lI>GBG@ O0A:M L:B= =H ;> <:K>?NEnBBphdtirionsH? MA> =:M: <:G >GM>K BGMH <NLMHF
[>KLHG:L KR MH F:D> LNK> I>KLHG:L :K> ;:L>= HG K>:E =:M: 10>G MA>G <HGLB=>K I>KL
LNIIHKMBO> =:M: :G= GHM MA> HGER LHNK<> H? <NLMHF>K BGLB@AML OABL BL PAR
K>IJNBK> M>LMBG@ O:EB=:MBHG :G=NI=MBG@ ;><:NL> PBMA :G BM>K:MBO> :lIKH:</
?:EL> :LLNFIMBHGL HK BGM>KIK>M:MBHGL ;NBEM BGMH RHNK [>KLHG:L

W Outdated

><NL> <A:G@>L K> A:lI>GBG@ JNBRBDERIIE> PBERNS MA:M <NLMHF>K I>KLHG:L :K>
HNM=:M>= (BD> FHLM LMK:M>@B< :G= M:<MBv:BELMHIBEIBMIE-MA:M RHN =H GHM CNLM
<NLMHF>K I>KLHG:L :G= E>:0> MA>F 1L> MA>F MH@GIBS MVBHE&EHKMK:M>@B>L :G=
'<MBOBMB>L NM :ELH MKR MH F>:LNK> K>:E MBF> =:M: :L FN<A :L IHLLB;E> MH L>> B~
F:M<A MA> <NLMHF>KL RHN :K> :MMK:<MBG@ :G=>G@:@BG@ PBMA %? GHM MA>K>
RHNK <NLMHF>K [>KLHG:L G>>= MH ;> NI=:M>= >F>F;>K MA> <NLMHF>K I>KLHG: IKH<:
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<BK<NENLMHF>K I>KLHG:L :K> EBOBG@ =H<NF>GML

$?7<@

NLMHF>K [>KLHG:L :LLBLM F:KD>M>KL BG DGHPBG@ PA:M MH IKHFHM> MH PAHF PA>G :G=1|
F:KD>MBG@ <A:G@H¥A 3B@BM:E F:KD>MBG@ HG MA> KBL> :G= FHK> :G= FHK> F:KD>MBG@ <
:O:BE:;E> MH F:KD>M>KL F:DBG@ LNK> RHN LI>G= RHNK MBF> :G= FHG>R HG MA> :IIKHIKB:M>
<A:GG>EL :G= :<MBOBMB>L <:G =>@BGBRMEKBH<>LL HK ?:BENK>

%G MABL :KWBaEs a OBuyer Persona® and Why is it ImportantdA>K> BL : EBLM H? :K>:L :<KHLL
RHNK BKGBS:MBHG PA>K> <NLMHF>K [>KLHG:L <:G @NB=> MA> =BK><MBHG H? RHNK PHKD ?

WProduct or Service Development
,KH=N<M =>0O>EHIF>GM <:G NL> <NLMHF>K I>KLHG:L MH A>El @NB=> :G= ;NBE= IKH=N
KH:=F:IL

W Marketing Strategies & Activities
):KD>MBG@ <:G NL> <NLMHF>K I>KLHG 2AMMBIBHE-MKRM>@B>L :G=:ELH B=>GMB?R :G:
IKBHKBMBS> F:KD>MBG@ :<MBOBMB>L

W Sales Pospecting & Sales Calls
NLMHF>K I>KLHG:L <:G A>El RHNK L:E>L M>:F ;NBE= K:IIHKM PBMA IHM>GMB:E <NLMH
NG=>KLM:G=BG@ PA:M MA>R P:GM :G=;>BG@ IK>I:K>= MH :==K>LL MA>BK <HG<>KGL

W Customer Support
NLMHF>K LNIIHKM M>:FL <:G NL> I>KLHG:L MH ;>MM>K L>KO> RHNK <NLMHF>KL ;R ;>E
MA> IKH;E>FL RHNK <NLMHF>KL :K> MKRBG@ MH LHEO> PBMA RHNK IKH=N<M HK L>K

WDesigners
>LB@G>KL <:G NL> NL>K >QI>KB>G<> 14 NL>K BGM>K?:<> 1% I>KLHG:L MH =>0O>EF
NL>?NE :G= NG=>KLM:G=:;E> OBLN:E <NLMHF>K >QI>KB>G<@&: GBSMVBMGIKM :G HK
<HGO>KLBHG LMK:M>@B>L :G= @H:EL

W Competitive Intelligence
#>G>K:M> |>KLHG:L ?HK <HFI>MBMHKL :G= =BL<HO>K MK>G=L :L MA>R A:lI>G L : K>LN
;> ;E> MH NG<HO>K <HGM>GM :=O>KMBLBG@ :G= I:KMG>KLABI HIIHKMNGBMB>L LMk

,E>:L> GHM> MA:M :GR MHHE :G=:GR MRI> H? F:KD>M K>L>:K<A <:G K>LNEM BG ?:NEMR BGLB(
<AHHL> MA> IKHI>K MHHE :G= NL> BAMMHIKEBIGERMA> B=>GMB?B>= BLLN>L :K> GHM BGA>K>(
I>SKLHG:L ;NM K:MA>K ?EipleB@ntingI>KLHG:L 0A>L> ?E:PL <:G ;> ?BQ>= ;R IKHI>K F.G:@>F>GM
K>:E <NLMHF>K =:M: :G= K>@NE:K NI=:=MBG@ H? I>KLHG:L

$HI>?NEBRHN <:G L>> AHP IHP>K?NE <NLMHF>K I>KLHG.:L <:G ;> L : F:KO>0E5EBIEE: BKHHE
'GHPBG@ AHP MH :G:ERS> :G= <K>:M> RHNK HPG <NLMHF>K I>KLHG:L <:G ;> BFIHKM:GM >LI[><
HI®:GBS:MBHGL >QI>KBF>GM :G= MKR MH <HG@G>MNVN2BMA GEPM:KI L:B=LFHNMKR.

IHLLB;E> MH =>0O>EHI RHNK <NLMHF>K I>KLHG:L ;;.L>= HG =:M: :G= LHEB= <NLMHF>K K>L>:K<A


https://www.socialmediatoday.com/news/what-is-a-buyer-persona-and-why-is-it-important/507404/
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>R 0:D>:P:RL

NLMHF>K I>KLHG:L :K> BFIHKM:GM LMK:M>@B< :G= M:<MB<:E MHHEL MA:M LNIIHKML F:GR H? RHNK =B@BM:E

W :M: =KBO>G <NLMHF>K HK ;NR>K I>KLHG.L :K> L>FB ?B<MBHG:E K>IK>L>GM:MBHGL MA:M LAHP<:L> N
RHNK @¥M :N=B>G<> ;:L>= HG =:M: RHN A:0> <HEE><M>= ?KHF <NLMHF>K K>L>:K<A :G= HK :G:ERMB

W OH NBE=: :M: =KBO>G NLMHF>K ,>KLHG:

HG=N<M NLMHF>K .>L>:K<A
%=>GMB?R NLMHF>K ,:BG ,HBGML
%=>GMB?R NLMHF>K #H:EL
1G=>KLM:G= $HRMS :G $>EI

>?BG> :G=*:F> HNK NLMHF>K ,>KLHG:L

F:KD>MBG@

1A> D>R MK:E
<L

NLMHF>K >KLHEHEL .>LHNK<>L

$>K> :K>?>P HGEBG> MHHEL MA:M RHN <:G NL> MH >:LBER <K>:M> : OBLN:E <NLMHF>K I>KLHG:

W $N:LIHM ):D>)R ,>KLHG:
$N;LIHM: I>KLHG: @>G>K:MHK BL : LM>| ;R LM>| PBS:K= MA:M PBEE P:ED RHN MAKHN@A MA> IKH<>LL|
<NLMHF>K I>KLHG: ?HK @+PBSHHWBHG GB<> MHN<A BL MA:M BM :EEHPL RHN :LLB@G IAHMHL MH RH
G:F>L %M BL ?H<NL>= HG IKH?>LLBHG:E <EB>GML :G= <NLMHF>KL HK ;NLBG>LL MH ;NLBG>LL NL
BG?HKF:MBHG K>@:K=BG@ GHM HGER MA>BK CH; MBME> :G= <:K>>K @H:EL ;NM :ELH MA> MHHEL N
PAH K>IHKML MH MA>F OAB{>FI#G@>LL:KR BG?HKF:MBHG ?HK >O>KRHG> PAH P:GML : ;NR>K I>KLHG:
=>EB@AM>= ;R MABL @:BG MABL K>JNBK>L RHN MH NL> MA> MHHE PBMA =:M: RHN O> L>@F>GM>
=:M:

W 1L>K "HE)>
1L>K "HB®> @BO>L RHN FHK> ?K>>=HF MH <K>:M> RHNK HPG <KBM>KB: MA:G HMA>K I>KLH@A: @>G>K
BFIHKM:GM MH RHNK F:KPHKMBGBA>KFL H? L>@F>GMBG@ RHNK :N=B>G<> MA>G MABL FB@AM ;>
JNHM>L ;EH<DL H? M>QM :G= EBLML MH A>EI RHN :G= RHNK <HEE>:@N>L G:KKHP =HPG RHNK B=>:H
F:KD>MBG®@BIKRL

W 4M>GLBH
OABL BL : ?K>> MHHE MA:M AL :G :MMK:<MBO> :G=>.LR MH NL> I>KLHG: M>FIE:M> OABL BL IKBF:KBEH
<NLMHF>K I>KLHG: B> RHN PBEE LMBEE G>>= MH <HFIE>M> RHNK =:M: :G:ERL>L >EL>PA>K>

W [EIIER
/F:IER @BO>L RHN MA> MHHEL MH OBLN:EBS> RHNK >GMBK> <NLMHF>K >QI>KB>G<> ;R <K>:MBG@ |
CHNKG>R F:IL :@:BG P>'EE =BL<NLL MABL FHK>BG )H=NE> 0A> <HF;BG:MBHG H? I>KLHG: <K>:MH
CHNKG>R F:IL BL O>KR NHNXNE £>L<KB;> MA> LM>IL MA:M : <NLMHF>K M:D>L ;>?HK> INK<A:LBG@ : IK
L>KOB<> G= RHN <:G BG<EN=> MA> ?:<MHKL MA:M BG?EN>G<> MA>BK =><BLBHGL :G=:<MBHGL 0A
HI@:GBS:MBHG @>M : A:G=E> HG <NLMHF>KL" P:GML :G= G>>=L

W "EHP):1I
/BFBE:K MH /F:IEEBHP ):Il :EEHPL RHN MH <K>:M> <NLMHF>K I>KLHG:L :G= <NLMHF>K CHNKG>RL NLE
H?>K : O>KR >.LR MH NL> =>LB@G >=BMHK PBMA =K:@ :G= =KHI <HGM>GM ;EH<DL PAB<A F:D>L <K>
:G= <NLMHF>K CHNKG>RL JNBE>QMK: ;HGNL RHN <:G :ELH NL> "EHPIBEBG> <HEE:;HK:MBO> MHHEL
RHNK P>;LBM>L :G=:IIL

H? <K>:MBG
NK I>KLHG:L
> 1QI><M MH
NA>R NL> M |
'NM LHF> PBI
= >SEL>PA>K>

‘MHKL %? R}
MA> HG> ?H
F <XNLMHF>KL

R :HNM =>LB¢

>KLHG:L LM:
K :G=LM:D>A
H=N<M HK NI
BL >QIEHK:MI

G@ MA> L:F
‘MBG@ :G= N
MH =>LB@G



https://www.hubspot.com/make-my-persona
https://userforge.com/
https://xtensio.com/
https://www.smaply.com/
https://www.flowmapp.com/
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1216. AA?6/BAG<;@
W$HP OH K>:M> 1L>K >KLHGB2>H #NB=R K>>K"HNG=ERNG=>K : /M:G=:K=
5HNO;> (B<>GL>
WSHP OH K>:M> 14 >KLHGR 14 ):LM>KRBL NG=>K : /M:G=:KN@®I;> (B<>GL>

WS$B@A E>O>E > @F>GM:MBHG OL %GBMB:MBO>L ;:L>= OL EHL>;RI.NMHEESK ,>KLHG:L
#K:RLHG BL EB<>GL>= NG=>IEB<>G<>

WO0:GOB "NK  NLMHF>K >KLHER .H<A>EE> #K:RLHG BL EB<>GL>=NG=>K:
EB<>G<>

W&HAG ,NEF:G <NLMHF>K [>RLHEA>EE> #K:RLHG BL EB<>GL>=HNGERKC>G<>



https://www.youtube.com/watch?v=DvV7ZcRVQ4g
https://www.youtube.com/user/careerfoundry
https://www.youtube.com/watch?v=B23iWg0koi8
https://www.youtube.com/c/uxmastery
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/

B@A<:2? <B?;2F |.==6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM>#BEE ;> :;;E> MH

W Explain PA:M : <NLMHF>K CHNKG>R BL
W DevelopBGLB@AML :<KHLL MA> >GMBK> <NLMHF>K CHNKG>R EB?><R<E>
W DescribeMA> ;>G>?BML H? : <NLMHF>K CHNKG>R

+5.A6@ . B@A<:2? <B?;F |.=

%G HNK <NLM#&BMKB< PHKE= IKHOB=BG@ : LNI>KBHK <NLMHF>K >QI>KB>G<> 4 BL : IKBHKE
HIQ:GBS:MBHG INKLNBG@ K>HA:RE&@LGB8S:MBHGL :K> =HBG@ >O>KRMABG@ MA>R <:G MH ;
NG=>KLM:G= MA>BK <NLMHF>KL 3A>MA>K RHNK ;K:G=BL ;NLBG>LL MH ;NLBG>LL HK ;NLBC
: LM:KM NI HK <HKIHK:MBHG @EH;:E HK EH<:E IKHOB=BG@ >Q<>IMBHG:E <NLMHF>K >QI>|
+G>H? MA> ;>LM P:RL MH @>M MH D@HR? RHBKGAK BL ;R P.EDBG@ BG MA>BK LAH>L :G= F:IIB(
:G=>0>KR BGM>K:<MBHG RHN LA:K> 0ABL BL PA>K> MA> <NLMHF>K CHNKG>R F:l <HF>L BG
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customer journey mapBL : OBLN:EBS:MBHG H? :G >G= MH >G= <NLMHR>KIXQIS KIB-E=R :%M"
OBLN:E G:KK:MBO> MA:M :EEHPL RHN MH NG=>KLM:G= >:<A IKH<>LL RHNK <NLMHF>K >G<HNC
HIR®:GBS:MBHG LI:GGBG@ >:<A LM>| ?KHF MA>BK BGBMB:E >G.@ HB>@-NAN M K>EHIBHNEHEDB|
L ):MMA>P ":BKP>:MA=BK><MHK H? ):MMA>P ":BKP>:MA>K (M= A:L LM:M>=

Customer journey mapping isally a mixtue of art and insight E But thaQust a visual aid.
The eal work in journey mapping is using all of the customer information and data available to
you flom acposs the business and delivering agess and structarto their experience.

@K>:M <NLMHF>K CHNKG>R F:I| LAHNE= AB@QAEB@AM AHP RHKKLNK¥AIAYKEKABE<HO>K
BGM>K:<M :G=>0>G IKHFHIA>KBO@IH?G> H? MA> >:LB>LM IE:<>L MH LM:KM BL ;R HNMEBGBCGC
IHBGML RHEKGEBS:MBHGL A:L PBI@*BNNIBKG<> %G MA> @K:MBx MHENRPA 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? M/
<:G L>> MA>L> MHN<A IHBGML <:G ;> >BMAHBBGEBG> HK H?
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Touch Points at \arious Stages in the Customés Journey

Stage Touch Points

W,:B=:=L HGEBG> :GZEB&>

W .:=BH 02 IKBGM HNM=HHK :=L
W IF:BE =BK><M F:BE

W ,KHFHMBHGL L:E>L <NIHGL
W 3 HK=H? FHNMA

W!0>GML HGEBG>?GBG?

P:K>G>LL

W3 >;LBM>

W EH@

W /H<B:E F>=B:

W .>M:BE LMHK>

W/ E>L?HK<> <:EE <>GMK>
WI0O>GML HGEBG>?GBGI?

IG@:@>F>GM

W3 >;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

HGO>KLBHG

WOK: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

>M>GMBHG
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W*>PLE>MM>KL HGEBGEB&>H?

W (HR:EMR :G= BG<>GMBO> IKH@K:FL
W HFFNGBMR ?HKNFL

W!0>GML HGEBG>?GBG?
WI!G=HKL>F>GML

W/H<B:E F>=B: LA:K>L K>OB>PL

=0OH<:<R

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

Awareness
IKHLI><MBO> <NLMHF>K E>:KGL :@NBSEMBHG IKH=N<M HK L>KOB<> %G MABL BGE
F:KD>M>KL <K>:M> :P:K>G>LL MAKHN@A =L >O>GML :KMB<E>L HK HMA>K <HGM>GN\

Engagement

K>E:MBHGLABI =>O>EHIL ;>MP>>G MA> IKHLI><MBO> </MIGBSWBEE NS> EHO>K:E
IHLBMBO> BGM>K:<MBHGL OABL BL :<AB>0>= ;R GNK@MNKBG® GM=G A BMA&M G
LH<B:E F>=B: MAKHN@A >F:BE F:KD>MBG@L HK HMA>K >O>GML HPG>= F>=B:

Conversion
O0A> IKHLI><MBO> <NLMHF>K =><B=>L MH ;NR : IKH=N<M HK @KBBIMBPHEF RIA> HK
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IK>SL>GMBG@ : NGBJN> O:EN> IKHIHLBMBHG :G= <KXaMBSRIQ) L Gi<B H2HKK
F:KD>M>KL <:G A>EIl IKHLI><MBO> <NLMHF>KL <HGO>KM

Retention

0A> <NLMHF>K A:L : LMKHG@ :G= EHR:E K>E:MBH@IGHES REBWGNA> HKHF>L : KS@NE:K
<NLMHF>K HK :<MBGABE>KI?M>G MA> =HF:BG H? <NLMHF>K LNIIHKM HK <NLMHF>K L
F:KD>M>KL <:G :LLBLM ;R IKHOB=BG@ MA> :IIKHIKB:M> MK:BGBG@ F:M>KB:EL LNIIHKN
>GLNK> <NLMHF>KL :K> L:MBL?B>=:G= LM:R

Advocacy

K>@NE:K <NLMHF>K BL L:MBL?B>@ FB3AVBMGBHIN <ML :G= HK L>KOB<>L :G=
K><HFF>G=L MA>F MH HMAKLMY> :=OH<:MELGBS:MBHGL FNLM =>EBO>K <HFI>EEBGQ@
>QI>KB>G<>L PHKMAR H? IFNKBIBEVMIVA>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@ @&&BBNKBHKS RHN F:R <AHHL> MH K>G:F> LHF> H? MA> LM: @>|
;;HO> HK I>KA:IL >O>G ;K>:D NI : LM:@> BGMH FNEMBIE> LM:@>L "HK >Q:FIE> B? RHN :K>BG $
F:1IBG@ MA> ][<NLMHF>K CHNKG>R”" ?HK K><KNBMBG@ G>P >FIEHR>>L ] HGO>KLBHG" <HNE-=
] HEB<:MBHG /N;FBMM>=" :G=]IG@:@>F>GM" FB@AM ;> ;KHD>G NI BGMKHHB 2@ EGNIEE>P
>M< /H ?>>E ?K>> MH M&peDfMd@=>L :G= GNF;>K H? LM:@>L MH ;>LM @BGES-HNBHEKE
IKH<>LL>L NM =H F:D>LNK> MA:M RHN :K> <:IMNKBG@ :EE Ngx>M.N\={B BERRNK&MRK

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

Customer@ Perspective

3A>G RHN ;:NBE= RHNK <NLMHF>K CHNKG>R F:I| >GLNK> MA:M RHN :K> F:IIBG@ :G= IK:
>0>KRMABG@ MKNER ?KHF MAKEMN<WNHIOK OABL BL : @K>:M HIIHKMNGBMR MH NL> M
customer personasMA:M RHN A:O> <K>:M>= MH <EHL>ER F:l HNM MA>BK <NLMHF>K CHN
+K@:GBS> MA> LM:@>L MH K>?E><M MA> <HGO>KLBHG IKH{>HKMHAVRHINK <NLMHF>
I>KLHQ@A:" I>KLI><MBO> :L HIIHL>= MH RHNK HPG BGM>KG:E IKH<>LL>L OABL <:G H?M>(
:LI><ML HNM H? RHNK =BK><M <HGMKHE LN<A L LH<B:E F>=B: BG?EN>G<>L P>; L>:K:
RHNK <NLMHF>KL M:D> >0>G ;>?HK> RHN >GM>K MA> IB<MNK>

Customer@ Thoughts, Emotions, Pain Points, and Goals

"HK >O>KR LM:@> H? RHNK <NLMHF>K CHNKG>R F:I PKBM> HNM PA:M RHNK <NLMHF:
<HGM>FIE:MBG@ 7?>>EBG@ >0>G ?>KBG@ LMKN@@EBG@ PBMA :G=PA:M MA>R /
OABL PBEE A>El RHN :@:GBBMBHG F>>M :G=:==K>LL MAHL> LI><B?B< G>>=L $>K> K
>Q:FIE>L

Customer Thoughts
NLMHF>K MAHN@AML K>IK>L>GM PA:M <NLMHF>KL :K> MABGDBG@ :M : LI><I
<NLMHF>K CHNRGHR>L BG<EN=>

d % AHI> % <:G ?BG= 99999
d %L MAER:BBS:MBHG <K>=B;E>
d $HP =H % NL> 99999



68 Fundamentals of Digital Marketing
d %L MA>K> LNIIHKM IHLM INK<A:L>
d $HP =H>L 9999 <HFI:K> MH HVeAKBE®@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><
MA>BK <NLMHF>K CRIRKEZERBG<EN=>
d 'Q<BM>=[ H?M>G :M MA> ;>@BGGBG@ PA>G : ]LHENMBHG” BL : IHLLB

d NKBHNL [ NLN:EER :M LHF> IHBGM PA>G =HBG@ K>L>:K<A HK MKRBC
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
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, emotiongaometimespresented by emojis.)

Customer Pain Points
NLMHF>K I:BG IHBGML :K> LI><B?B< IKH;E>FL MA:M IKHLI><MBO> HK >QBLMB(
‘K> >QI>KB>G<BG@ :M : LI><B?B< LM:@> BG MA>BKXRNIEMHBS<ENNKG>R

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

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

d % <. ?BG= MA> BG?HKF:MBHG % G>>= :<<>LLB;BEBMR I:.BG IHBGM
d % <:® <HGG><M PBMA MA> :IIKHIKB:M> I>KLHG LNIIHKM I:BG IHBGM
d %MMHH >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 :<<HFIEBL
LM:@> H? MA>BK <NLMHF3®:EIENKBSREN=>
d % P:GM MH ?BG= HNM AHP FN<A BM <HLML
d % P:GM MH LHEO> |JMABL" 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 >0O>KR LM>| :EHG@ MA> <NLMHF>K CHNKG
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Content

L RHN K>0OB>P >:<A LM:@> H? RHNK <NLMNABGIHNHBARA:M <HGM>GM-LKMB<E>L "
OB=>H PABM> |:I>KL OB=>HL MK:BGBG@ F:M>KB:EL >M< RHN G>>= MH IKHOB=> M}
<NLMHFEIBLLN>L

Time

0A> E>G@MA H? : <NLMHF>K >QI>KB>G<> IKHOB=>L BFIHKM:GM <HGM>QM H>L : MRI

FBGNM>L =:RL P>>DL HK FHGMAL $HP EHG@ =H>L RHNK <NLMHF>K K>F:BG BG : LI>
@K>:M CHNKG>R F:| K><H@GBS>L MA:M MABL BG?HKF:MBHG BL >LL>GMB:E :G= M:D:

<HGLB=>K:MBHG

Key Performance Indicators (KPIs) / Data Collected

M > <A LM:@> M@&EBS:MBHG LAHNE= MABGD :;HNM PA:M =:M: BM PBEE <HEE><M F>
>0:EN:M> 3A:M :K> MA> D>R I>K?HKF:G<> BG=B<:MHKL ', %L @M&BE:MBAGIBE: HK
I>K?HKFBG@ P>EE HK GHM BG F>@MBG@&-BHESMACL :M MaddificLM:@> +?M>G
HI®:GBS:MBHGL PBEE ?H<NL HG AB@A E>0O>E ",%L :G= HNM<HF>L ;NM ;R <K>:MBG@ '
LM:@> :GtkBS:MBHG <:.G ;>MM>K B=>GMB?R PA>K> BG MA> <NLMHF>K CHNKG>R M;
I>K?HKFBG@ P>EE HK GHM

Opportunities

+G<> F:lI>= HNM PA>K> K> MA> @:IL :G= MA> IHLLB;BEBMB>L O0A> F:BG INKIHL> H? Gl
<NLMHF>K CHNKG>R F:I BL MH BFIKHO> RHNK <NLMHF>KL" >QI>KB>G<>L :G= L:MBL?:<
H? MA> ;;HO> <HGLB=>K:MBHGL PA>K> BL MA>K> KHHF ?HK BFIKHO>F>GM HK G>P HI

%? RHN P:GM MH L>> LHF> O>KR @HH= OBLN:E >Q:FIE>L IE>:L> K>:= MAn@8BEHIRBG@ :KMB<
Customer Journey Maps B And What V& Can Learn from Them:G=144 BestCustomer Journey
Map Templates and Examples

$HI>?NEHRHN GHP A:O> : ;>MM>K NG=>KLM:G=BG@ H? <NLMHMK eKiHIBERMORHNK

<NLMHF>K I>KLHG:L :G= <NLMHF>K CHNKG>RL RHN PBEE G>>= MH <HEE><M :G=:G:ERS> EHN
<NLMHF>KL OABL <NLMHF>K Kcrltiedd MHBMA> :<<NKK&RBLBHG :G= O:EB=BMR H? MA>L> MHHEI
3ABE> MA> @H:E H? MA>L> MHHEL BL MH BFIKHO> MA> <NLMHF>K >QI>KB>G<> :G= MH F:D> ;>
?H<NL>= =><BLBHGL B? MA> NG=>KERBG@ =:M: BL GHM :IIKHIKB:M> K><>GM :G= HK :<<NK:M
F:R ;> ?E:P>= /H B? RHN :K> IE:GGBG@ MH NL> <NLMHF>K [>KLHG:L :G= <NLMHF>K CHNKG>R
LMK:M>@B< =><BLBHG F:DBG@ MHHE =H F:D> LNK> RHN A:0> MA> :IIKHIKB:M> =:M: MH LNIIH|

$>K> BL :BNO;> OB=>H FBGCustomer 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

https://opentextbc.ca/foundationsdigitalmarketing/?p=64#o0embed-1

a One or moe interactive elements has been excludeah fihis version of the textolY can view them online her

2:2KA@ <3.!1.==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=.


https://www.mycustomer.com/customer-experience/engagement/nine-sample-customer-journey-maps-and-what-we-can-learn-from-them
https://www.mycustomer.com/customer-experience/engagement/nine-sample-customer-journey-maps-and-what-we-can-learn-from-them
https://www.userinterviews.com/blog/best-customer-journey-map-templates-examples
https://www.userinterviews.com/blog/best-customer-journey-map-templates-examples
https://youtu.be/X7iXcP-wIkk
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<NLMHF>KL :L MA>R FHO> MAKHN@A MA>BK <NLMINFER CHINIG{RY [ESHINE= F:1 MA>
<NLMHF>K CHNKG>R

W Consistency of touchpoints aarss the entie organization
/BFBE:K MH MA> <NLMHF>K [>KLHG: <NLMHF>K CHNKG>RL :K>: O:EN:;E> MHHE BG NC
<NLMHF>KL :G= MA> O:KBHNL MHN<A |HEGNME HEHEBMNBHG NLMHF>K CHNKG>RL
IKHOB=> : AHEBLMB< OB>P H? RHNK <NLMHF>KL :G=:ELH AB@AEB@AM AHP MA> O:K
M>:FL <:G PHKD MH@>MA>K MH <K>:M> : FHK> L>:FE>LL <NLMHF>K >QI>KB>G<> "NKN
HI®:GBS:MBHGL <:G NL> : <NLMHF>K CHNKG>R MH >GLNK> <HGLBLM>G<R :<KHLL MA
CHNKG>R :G=: FHK> <HGLBLM>GM <NLMHF>K >QI>KB>G<>

WDeeper understanding of customers
L F>GMBHG>= IK>OBRNMNKR<NLMHF>K CHNKG>R LAHNE= BG<EN=> RHNK <NLMHF>K (
I:BG IHBGML :G= IK>?>K>G<>L :M >:<A LI><B?B< LM: @ RHB=MBN BEPRBGIRVIA>L >
<A:K:<M>KBLMBXGBHMBHGL <:G ;>MM>K IKHOB=> LNIIHKM <HGM>GM :G= L>KOB<>L
MA>L> O>KR G>>=L P:GML I:BG IHBGML :G= IK>?>K>G<>L

W Closer and stionger customer elationships
+K@:GBS:MBHGL PBMA =>M:BE>= <NLMHF>K CHNKG>RL M>G= MH =>0>EHI <EHL>K .G
<NLMHF>K K>E:MBHGLABIL ;><:NL> MA>R DGHP >Q:<MER PA:M <NLMHF>KL G>>= PA>:
:G=PA>K> AHP MA>R G>>=BM O0ABL E>O>E H? I>KLHG:EBS:MBHG :G= <NLMHF>K <:K:
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
"KHF : F:.KD>MBG@ <HFFNGB<:MBHGL I>KLI><MBO> DGHPBG@ PA:M MH <HFFNGB<:M
<HFFNGB<:M> BM :G= MAKHN@A PAB<A LI><B?B< <A:GG>EL >GLNK>L MA:M F:KD>M>k
MA>BK K>MNKG HG F:KD>MBG@ :<MBOBMB>L :G= BGO>LMF>GML 0A>L> :<MBOBMB>I
I>KLHG:EBS>= :G@MK=F>LL.@BG@ PAB<A <:G K>LHG: MXGFHKNRBMB MK G=
<NLMHF>K I>KLHG:L

WMor e targeted pioduct development
L P> F>GMBHG>= <NLMHF>K CHNKG>RL :K> :ELH : @K>:M MHHE BG B=>GMB?RBG@ |
=>0>EHIF>GM HIIHKMNGBMB>L "HK MA>L> =>0>EHIF>GM M>:FL <NLMHF>K CHNKG>F
K>:L PASK> :G@IGBS:MBHG FB@AM BGMKH=N<> G>P IKH=N<ML :G=HK G>P P:RL MH [
>QBLMBG@ IKH=N<ML :G= L>KOB<>L MH ;>NiHK: N=BOS RHN# G HHMA>K PHK=L <NLM}
CHNKG>RL :K> GHM CNLM :;HNM F:KD>MBG@ ;NM :;HNII. GBS : MG M K<ABIGWER FKK
>QI>KB>G<>

WImpr oved identification of cross and up-selling opportunities
"KHF : L:E>L I>KLI><MBO> <NLMHF>K CHNKG>R F:IL B=>GMB?R MAHL> HIIHKMNGBMB:
:G= NI L>EEBG@ HIIHKMNGBMB>L MA:M :K> =AFE>KNGANMKKRABL LAHNE= GHM ;> MA>
LHE> ?H<NL H? RHNK <NLMHF$KHEHNHBARK> :K> MBF>L PA>G <HFIE>F>GM:KR IKH=N-<
HK L>KOB<>L PBEE LB@GB?B<:GMER BFIKHO> MA> <NLMHF>K >QI>KB>G<> NLMHF>|
L>KO> :L LMK:M>@B< MHHEL BG NG<HO>KBG@ MA>L> HIIHKMNGBMB>L

B@A<:2? <B?;2F #=A6:6G.A6<;

3ABE> <NLMHF>K CHNKG>R F:IL :K> A>EI?NE BG B=>GMB?RBG@ G>P HIIHKMNGBMB>L MA>R
HIQ:GBS:MBHGL MH JNB<DER B=>GMB?R :K>:L MH HIMBFBS> :G= HK :NMHF:M> IKH<>LL>L HK <
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HG MA> =:M: %G ;NBE=BG@ RHNK <NLMHF>K CHNKG>R F:IL BM BL <KBMB<:E MH MABGD :;HN
PBEE <HEE><M :EHG@ MA> CHNKG>R :G= AHP MA:M =:M: <:G ABEFBS MEBBGE@5>NMBLBHBK %G
HMA>K PHK=L RHNK <NLMHF>K CHNKG>R F:| LAHNE=:EP:RL BG<EN=> MA> D>R =:M: :G=:G:EF
MH <HEE><M :G=>0O:EN:M> :M >:<A LM:@> HR RENK>ERN&GERSBG @ <NLMHF>K CHNKG>R =:M:
HI®:GBS:MBHGL <:G ;>MM>K :LL>LL AHP <NLMHF>KL FHO> ?KHF HG> MHN<AIHBGM MH :GHMA
BG<K>F>GM:E BFIKHO>F>GML MH MA> <NLMHF>K CHNKG>R :G= <NLMHF>K >QI>KB>G<>

'>R 0:D>:P:RL

<NLMHF>K CHNKG>R F:I BL ;HMA : =BL<HO>KR :@:@BK:MBABEHKIHE %G =>0O>EHIBG@ : <NLMHE>GEFIMBEER F:I| HK
F:R =BL<HO>K :K>:L MA:M G>>= BFIKHO>F>GM HK <:G ;> LMHIRKE>K <MIMAE>K CHNKG>R F:l <:G :ELH ;> NL>= MHK

IKBHKBMBS> PAB=K MNKB>G<>L MH INKLN> HK L>KO> ;>MM>K
W <NLMHF>K CHNKG>R F:I BL : OBLN:EBS:MBHG H? :G >G= MH >G= <NLMHF>K >QI>KB>G<>

W <NLMHF>K CHNKG>R F:l <HO>KL MA> <NLMHF>K >QI>KB>G<> :<KHLL FNEMBIE> LM:@>L ?KHF :P6KF-G>LL MAKHN
=H>L GHM LMHI :M MA> IHBGM H? <HGO>KLBHG > @ INK<A:L>

W "HKeachLM:@> : <NLMHF>K CHNKG>R F:| LAHNE= BG<EN=> MA> ?HEEHPBG@

NLMHF>K ,>KLI><MBO>

NLMHF>KO0AHN@AML 'FHMBHGL ,:BG ,HBGML :G=#H:EL
NLMHF>K <MBOBMB>L

HGM>GM

OBF>

%L :M: HEE><M>=

e +IIHKMNGBMB>L

e
e
e
e
e
e

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

NLMHF>K &HNKG>R +GHEG> KMB<E>L

$>K> :K> LHF> :KMB<E>L :G= HGEBG> MHHEL ?HK =>0O>EHIBG@ RHNK <NLMHF>K CHNKG>R

W Nine Sample Customer Journey Maps B And What WCan Learn from Them
W 144 Best Customer Journey Map &mplates and Examples
W 25 Tools to Create Stunning Customer Journey Maps (@mplates Included)

>|>G=BG@ HG RHNK G>>=L :G= <HFIE>QBMB>L H? RHNK <NLMHF>K CHNKG>RL MA>K> :K> L>0>K:E P$RIKNH FH:Il RHNK <NLN
: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 >0O>KRHG> MH@>MA>K BG : KHHF :G= NL> : PABM>;H:]
:K:BGLMHKF :G= F:l HNK : <NLMHF>K @&ANKGMROML :EEHP RHN FHO> B=>:L :KHNG=:G=<:G F:D> <K>:MBG@ : ?BKLI
O>KLBHG FN<A >%BRHN P:GM MH =H LHF>MABG @ HGERBGK>0BKMBEPR>> HGEBG> PABM>;H:K=:GF
<HEE:;HK:MBHG MHHERdd\&tAVIr 0 Lucidspark :G=Ayoa MA:M :EEHP @KHNIL MH I>K?HKF :<MBOBMB>L EBD> MA>L>
HGEBG>

W Excel or PowerPoint Templates



https://www.mycustomer.com/customer-experience/engagement/nine-sample-customer-journey-maps-and-what-we-can-learn-from-them
https://www.userinterviews.com/blog/best-customer-journey-map-templates-examples
https://www.userinterviews.com/blog/tools-for-customer-journey-mapping
https://padlet.com/
https://miro.com/
https://lucidspark.com/
https://www.ayoa.com/
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>|>G=BG@ HG AHP FN<A K>:E MBF> <HEE:;HK:MBHG RHN P:GM RHN <:G :ELH <K>:M> <NLMHF>K CHNKG>RL LBFIE
,HP>K,HBGM 0A>K> :K> P>;LBM>L MA:M PBEE L>EE RHN BG>QI>GLBO>,,0 M>FIE:M>L HK RHN <:G LBHIER L>:K<A ?I
CHNKG>R M>FIE:M>L HGEBG> 0A:M LB=<¥SKNIBUHE>K CHNKG>R IMSEVEKWBG @ IHBGM

W Online Customer Journey Mapping Tools & Technologies
L F>GMBHG>= B&Hitigmer Persona ChapterMA>K> :K> : L>O>K:E HGEBG> L-80@Rt=IGEBDwW Mapp %?
RHN :K> EHHDBG@ ?HK MHHEL MA:M <:G BG<HKIHK:M> =:M: ?KHF HMA>K =:M:;:L>L L>KOB<>L :G=:IIER F:<ABG> E
=:M: <A><D HNM )G>FHGB< %EG= %PAB<A <HF;BG> <NLMHF>K [>KLHG:L PBMA MA> <NLMHF>K CHNKG>R F:IIBG(
IKH<>LL

e Mnemonic Al
)JG>FHGB< % :G:ERL>L IN;EB<ER :0O:BE:;E> =:M: :G= BGM>KG:E =:M: :G= >QMK:<ML MA> <KN<B:E BGLB@A
I>KLHG:L ?HK RHNK IKH=N<M L>KDBBS:MRHE )G>FHGB< % <:G BFIHKM RHNK BGM>KG:E :M: LN<A :L
LNKO>RL BGM>KOB>PL .) >F:BE :G:ERMB<L P>;:G:ERMB<L :G=<:EE EH@L :L P>EE L E>0>K:@> >QM>
LN<A :L LH<B:E F>=B: K>OB>PL :G= MABK= l:KMR K>L>:K<A

e Delve Al
K>:M> =:M: =KBO>G I>KLHG:L :G= <NLMHF>K CHNK @:RBSHKBRIENKLBIG @ RHNK #HH@E> GJERMB<L =:M:
>EO> % :ELHMKL <HFI>MBMHK I>KLHG:L :G=: O:KB>MR H? :G= BG=NLMKR LI><B?B< <HFI:KBLHGL

1216. AA?6/BA6<;@

W NLMHF>K CHNKG>R F:I [ >Q:RE¥<A>EE> #K:RLHG BL EB<>GL>=HNG=>K :
EB<>G<>

W NLMHF>K &HNKG>R HMKDLAER ,E:R:HHD14BL NG=>K : /M:G=:KN®I;> (B<>GL>

W NLMHF>K CHNKG>R MHNRAHHBGHE> #K:RLHG BL EB<>GL>=HDNGERK>G<>

W HGO>KLBHG ?NGG>E PBMA =R {8MBBS#K:RLHG BL EB<>GL>=HNG=>K :
EB<>G<>

SKLHG: K>:MBHG NMHE:M>= % IHP>K>=



https://opentextbc.ca/accessibilitytoolkit/wp-content/uploads/sites/388/2022/01/Customer-Journey-Template.xlsx
https://www.smaply.com/
https://www.flowmapp.com/
https://www.delve.ai/
https://mnemonic.ai/
https://www.delve.ai/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://www.youtube.com/watch?v=X7iXcP-wIkk
https://www.youtube.com/c/PlaybookUX
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://mnemonic.ai/

2:27 A6:4 B@A<:2? 2:.:1 .:1 "B?AB?6:4 2.1@
$?7<@=20A@

HG@K:MNE:MBHGL HG <HFIE>MBG@ MA> ?BKLM L><MBHG H? MA> M>QM;HHD :G= E>:KGBG@
<HG<>|ML LMK:M>@B>L :G= MHHEL K>E:M>= MH =B@BM:E F:KD>MBG@ L F>GMBHG>= ;>?HK
=BOB=>= BGMH MAK>> <HK> L><MBHGL
% "NG=:F>GM:EL BG B@BM:E ):KD>MBG@
%YH#>G>K:MBG@ NLMHF>K >F:G=:G=*NKMNKBG@ (>:=L ,KHLI><ML
%%%:ERSBGE@MNK B@BM:E ):KD>MBG@ ,>K?HKF:G<>

%G MABL G>QM L><MBHG P> PBEE ;NBE= HG MAHL> ?HNG=:MBHGL :G= ?H<NL HG LI><B?B< LI
@>G>K:M> <NLMHF>K =>F:G= :G= GNKMNK> IKHLI><MBO> :G= 3)BABBC@MARIV RFREEBR
?BKLM BGMKH=N<>: E>:= @>G>K:MBHG ?K:F>PHKD :G= MA>G =BO> BGMH LI><B?B< LMK:M>@
>LM IK:<MB<>L ?HK

W<HGM>GM F:KD>MBG@

WL>:K<A >G@BG> HIMBFBS:MBHG

WP>:LBM> :G= E:G=BG@ |:@> HIMBFBS:MBHG

WI:B=:=0>KMBLBG@ :G= L>:K<A >G@BG> F:KD>MBG@

WLH<B:E F>=B: F:KD>MBG@

WFH:BE> F:KD>MBG@ :G=

73
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W>F:BE F:KD>MBG@
1216. AA?6/BA6<;@

W B@BM:E F:KD>MBG@ M>QM;HHD LMKN<MNK> ;R .H<A>EE> #K:RLHG BL EB<>GL>= NG
EB<>G<>


https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/

2.1 2;2? .A6<; ?2:2D<7?8

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain O:KBHNL MRI>L H? E>:=L :G= E>:= @>G>K:MBHG
W DescribeMA> D>R >E>F>GML H? : /M>| (>:= #>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>MBGIBE2NGE MASM:KHE=<MML MH
@>G>K:M> <NLMHF>K BGM>K>LM ;NBE= LMKHG@ K>E:MBHGLABIL PBMA IKHLI=BG> <NLMF

<HGO>KLBHGL %G MAB:EBEBEBGMKH=N<> RHN MH : E>:= @>G>K:MBHG ?K:F>PHKD MA:M PE
MH

W HG=N<M =B@BM:E F:KD>MBG@ HNMK>:<A MH :MMK:<M IHM>GMB:E <NLMHF>KL

75
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WIG@:@> :G= <HGG><M RBMA:M:B>G<>L
W*NKMNK> :G= <HGO>KM IKHLI><MBO> <NLMHF>KL

+5A6@. 2.1

OH DB<D BME#M>@BG ;R K>OB>PBG@ LHF> ?NG=:F>GM: kleatiB>BRWI>KLHG PAH A:L

LAHPG LHF> E>O>E H? BGM>K@ELGESAVBHBI=N<M HK L>KOB<> (>:=L :K> NLN:EER MKB@ @>K>:
<HFFNGB<:MBHG HK F:KD>MBG@ :<MBOBMR@G&BHIEMBHG RIMA>PIRIE> B? RHN A:O> :G >F:BE
G>PLE>MM>K LB@G NI ?HKF HG RHNK P>;LBM> :?M>K LN;FBMMBG@ MA>BK <HGM:<M BG?HK]
PHNE= ;> <HGLB=>K>=: E>:= +G@GBBHBHG A:L MABL <HGM:<M BG?HKF:MBHG BM <:G <HGN\
<HFFNGB<:M> :G= L>G= F.KD>MBG@ F>LL:@>L MH MA:M E>:=:G= AHI>?NEER BGM>K>LM MA>F
NEMBF:M=HEBO>KM :G=;NR

0A>K> :K>: O:KB>MR H? P:RL MH <:M>@HKBS> E>:=L

W information Qualified Lead (IQL)
%G?HKF:MBHG JN:EB?B>= E>:=L :K> <HGM:<ML PAH K:G=HFE® GESa¥BME&BNBE*A> H
L>:K<ABG@ ?HK BG?HKF:MBHG 0A>L> <HGM:<ML H?M>G LA:K> MA>BK <HGM:<M =>M:
BG?HKF:MBHG > @ MH =HPGEH:=:IB><>H? <HGM>GM ?M>K MA:M F:KD>MBG@ M>:
PBMA MA>F MH LA:K> FHK> K>E>0:GM BG?HKF:MBHG MH A>EI <EHL> MA> =>:E

W Marketing Qualified Lead (MQL)
):KD>MBG@ JN:EB?B>= E>:=L :K> <HGM:<ML PAH A:0> K>LIHG=>= MH F:KD>MBG@ : <Ml
GHM >QIEB<BMER >QIK>LL>=:G BGM>K>LM BG K><>BOBG@ : L:E>L <:EE G >Q:FIE>H
LHF>HG> PAH ?BEEL HNM : ?HKF HG : E:G=BG@ I:@> ?HK : LI><B?B< IKEHKHMBHG HK LI

W Sales Qualified Lead (SQL)
[:E>L IN:EB?B>= E>:=L :K> <HGM:<ML PAH A:O> M:D>G :<MBHGL MA:M >QIEB<BMER BG
BG ;><HFBG@ : 'RBG@ <NIBMHPHE> H? :G /-( BL : <HGM:<M PAH ?BEEL HNM : ?HKF MH
;HHD : =>FH HK MH @>M FHK> BG?HKF:MBHG :;HNM RHNK IKH=N<M HK L>KOB<>

WProduct Qualified Lead (PQL)
,KH=N<M JIN:EB?B>= E>:=L :K> <HGM:<ML PAH A:O> NL>= RHNK IKH=N<M :G= :K> BGM>|
><HFBG@ : 'IRBG@ <NLMHFBEHHG >Q:FIE> H? ,-(L BL PA>G@iGBS:MBHGK H?K>>
HK EBFBM>= MKB:E H? MA>BK IKH=N<M HK L>KOB<> PBMA MA> :;:BEBMR MH NI@K:=> |
O>KLBHG %G LHF> <:L>L MABL NI@K:=> FB@AM BGOHEO> : L:E>L M>.F NM BM <HNE
: MKB:E <NLMHF>K LBFIER :LDL :;HNM [:B= HGER ?>:MNK>L

W Service Qualified Lead
/HF>MBF>L :G NI@K:=> FB@AM A:lI>G L I:.KM H? <HGO>KL:MBHG PBMA : <NLMHF>K L>}
K>IK>L>GM:MBO> 3A>G MABL A:lI>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> M
:G= K>JIJNBK>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@<EBSMBHGLIBEE 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 generationBL MA> IKH<>LL H? @>MMBG@ E>:=L HK :MMK:<MBG&® :[S=BHBOEHMBIGAEDM:K
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LAHPG :G BGM>K>LM BG RHNK IKH=N<M HK L>KOB<> 0A> ?HEEHPBG@ BL : E>:= @>G>K:MBH(
B=>GMBARIK:<M GNKMNK> :G=<HGO>KM E>:=L BGMH I:RBG@ <NLMHF>KL

0A> ?BO> LM>IL BG MA> /M>| (>:= #>G>K:MBHGK:F>PHKD

>?BG>HNK:6@>M N=B>G<>

/>M FHNK ®:GBS:MBHG:E #H:EL +;C><MBO>L
>0O>EHI HGM>GM (>:=):@G>ML

*NKMNK> EHLMBEK (>:=L

#>M NLMHF>K >?>KK:EL

%G MA> ?HEEHPBG@ <A:IM>KL P> PBEE =BO> =>>|>K BGMH D>R =B@BM:E F:KD>MBG@ M:<M!
LNIIHKM MABL ?K:F>PHKD $IBBIAARL <A:MHRBEE ?BKLM =>?BG> :G= >QIE:BG >:<A H? MA>L>D
LM>IL

'‘A2=  2K;2- <B?(?42A B162;02

L :EK>:=R =BL<NLL>= BlandétMarket 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 =>?B(
B=>GMB?RBGCG@@HNKNMBSG<> L >?HK>LM:KMBG@ :GR E>:= @>G>K:MBHG :<MBOBMB>L F:C
<!IMNK>=:EE MA> LI><B?B< =>M2BECMBABAKL K>E:M>HVRN:BAE+>L OABL PBEE
LB@GB?B<:GMER A>EI BG ?H<NLBG@ RHNK F:KD>MBG@ :<MBOBMB>L :G= DGHPBG@ >Q:<ME
‘N=@>ML :G@HBBS:MBHG:E K>LHNK<>L
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(>ML ?BKLM LM:KM PBMA F:KD>M L>@F>GM:MBHG PAB<Adrget Blarkibi 0B G tHdCe
<A:IM>KNLM MH K>FBG= RHN F:KD>M L>@F>GM:MBHG K>?>KL MH L>@F>GMBG@ HK @KHNIE
BGMHZ2BZGM L>@F>GML ;:L>= HG LA:K>= <A:K:<M>KBLMB<L 0A>L> <A:K:<M>KBLMB<L <:G BG:
ILR<AH@K:IAB< @>H@K:IAB< HK ;>A:OBHNK:E :MMKB;NM>L

):GR H? MA> :MMKB;NM>L EBLMygetB&mMArand Audience<A:IM>K <:G ;> >:LBER :IIEB>= MH
BG=BOB=N:E <HGLNF>KL NM BG MA> Ll:<> F:KD>M L>@F>GM:MBHG <7ZSHHND LHIK>PAM =
>Q:FIE> L>@F>GMBG@ BHNKN&R>G<> FB@AM LM:KM ;R AB@QAEB@AMBG@ MA> ?HEEHPBG(C
M:@>M@iGBS:MBHG

W industry
3AB<A LI><B?B< BG=NLMKB>L@MEBOOM:K

W .Location
K> RHN MEkeMBG@ : 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

WTransactions

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

e Frequency of transactions
H RHNK NokM <NLMHF>KL A:O> MK:GL:<MBHIHROBKR LBQ FHGMAL >M<
3A:M =H>their L:E>L <R<E> EHHD EBD> B > AHP EHGigerHSHBNRMND>SMH
<EHL>:L:E>

e Value of transactions
+G :0>K:@> AHP FN<A BL >:<A MK:GL:<MBHG

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

e Heavy medium, light
%L RHNKaMi <NLMHRHK@> A>:GR=BNF HK EB@AM H MA>R NL>BM HG<>:
FHGMA >0O>KR P>>D HK >0O>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>C
>@ !, ), :<<HNGMBG@ |:RF>GM IHBGM H? L:E> ,+/ L>KOB<>L MA:M P> L.
BGM>@K:M> PBMA

WTime in Business
$HP EHG@ A:O0> MA>R ;>>G BG ;:NLBG>LL



A Lead Generation Framework 79

0 :K@>M NLMHF>K!Q:FIE>L

$>K> :K> MPH IHM>GMB:E@>M@iGBS:MBHG =>L<KBIMBHGL

W 5HNK NsM@IGBS:MBHG FB@AN®GBIMBHG PBMA

R>:KL BG ;NLBG>LL
BG MA> M><AGHEH@R BG=NLMKR
BG :G:=:
PBMA K>0O>GN>L HO>K FBEEBHG
PBMA :0>K:@> MK:GL:<MBHG O:EN>L ;>MP>>G [ E>LL MA:G
NLBG@BD=:R HK/ ;:G=
PBMA F>=BNF MH AB@A NL:@> H? HNK >GM>KIKBL> LHENMBHGL

RHNK @¥M@KBS:MBHG B®:GBS&MBHG PBMA

E>LL MA:G R>:KL BG ;NLBG>LL
EH<:M>= BBGG>1>@

PBMA E>LL MA:G >FIEHR>>L

U BG K>O>GN>L I>K R>:K

PBMA :0>K:@> MK:GL:<MBHG O:EN>L ;>MP>>G [ U MK:GL:<MBHGL I>K R>:K
NLBG@ -NB<D HHDL ,:RL:E :G=HK /IN:K> ?HK :<<HNGMBG@ :G= |:RF>GM L>KOB<>L
PBMA AB@A NL:@> H? HNK LF:EE MH F>=BNF LBS>= ;NLBG>LL /) LHENMBHGL

MK:GL:<MBHGL I>K Rx:K

,E>:L> GHM> MA:M BM BL JNBM> <HFFHG MH F:KD>M MH :G@MIHNCBFBENIBIHK MKFIE> G

HIQ:GBS:MBHG FB@AM DGHP MA:M

K> MA> <A:K:<M>KBLMB<L H?@ASBKGNEHIKBE= :G= E

456 :K> MA> <A:K:<M>KBLMB<L H? MA>BK LF:EE>K /) HESE>EHNEG=BC@ MAKES<BP?

‘EEHPL :G@&IGBS:MBHG MH ;>MM>K LNIIHKM :G= =BK><M IKHLI><MBO> <NLMHF>KL PA>G MA>F
><NL> =>I>G=BG@ HG PAB<A MRI> H? <NLMHF>K MA>R :K> MA>K> F:R :ELPbK>GBI@GB?B<:Gl
customer journey "HK >Q:FIE> :G @KGBS:MBHG FB@AM JN:EB?R <F> HFI:GR :L :G |>GM>KIKBL>"

<HFI:GR :G= PBEE MK>:M MA>F BG :G [>GM3AKBLE KIBRM>RE>HAHI PBEE JN:EB?R L :
LF:EE MH F>=BNF LBS>= ;NLBG>LL LH MA>R :K> PHRAM-BGG=R?

Reflection

OABGD :;HNM RHNK IKBF@&RINNGB>G<> 3AH =H RHN K>:EER@>GM MH M:K

%? RHN A:0> FNEM@& &M MNKB>G<>L MKR MH ?BR&NIMRHIEGRIINK IKBEKR MHEKB>G<> :G= D>>| RHNK M:K
‘N=B>G<>L MH E>LL MA:G +MA>KPBL> RHNK F:KD>MBG@ M:<MB<L :G=:<MBOBMB>L F:R ;>ZHENMBBHBKH: 3 =BENM>= :
F>>MBG@ MA> LI><B?B< G>>=IaHNMRNNBIGL>L
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'‘A2= '2A - <B?#74.;6G.A6<;.9 <.9@ #/720A6LQ

?M>K <E>.:KER =>?BGBG@>RHNKBA&G<> FHLM F:KD>MBG@ LMK:M>@B>L K>JNBK> L>MMBG@
:G= H;C><MB®hiat does your team / organization want to accomplishH 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: @ RUNK:NEB>G<>L <:G A>EIl :<AB>0> MA> @H:EL :G= H;C><MBO>L ?+
HI®: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/1><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:<
WOA> 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
<NLMHF>K I>KLHG:L

D>R <HGLB=>K:MBHG BG =>0>EHIBG@ RHNK @H:EL :G= H;C><MBO>L BL MABGDBG@ :;HNM |
IKHLI><MBO> <NLMHF>KL MH =H MKR MH ;> :L LI><B?B< :L IHLLB;E> "HK >Q:FIE> RHN FB@AM
L><HG=:KR <HGO>KLBHG @H:EL :L ?HEEHPL

WPrimary 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" -
LH F:KD>M>KL <:G <HGMBGN> MH <HFFNGB<:M> PBMA MASQESKMNIAZNEBR>K
3A>G IKHLI><MBO> <NLMHF>KL LB@G NI :G= IKHOB=> <HGM:<M BG?HKF:MBHG GHM }
HIQ:GBS:MBHGL @>MULKHHGMNMM BG?HKF.@BFES:MBHGL :ELH GHP DGHP PAB<A MHIB:
BGM>K>LM MA:M IKHLI><MBOABINIBEHIPEKVE>GBS:MBHG MH @s(B4>M:K
<HFFNGB<:MBHGL IKHFHMBHGL :G=>0>GML MA:M K>E:M> MH MA>L> MHIB<L :G= MH
E>:=L :KHNG= MA> MHIB<L MA:M MA>R A:0> >QIK>LL>= BGM>K>LM BG "HK >Q:FIE> B?
?HK : P>;BG:K:KD>M>K FB@AM L>G=: ?HEEHP NI {KH=NVM+#RK L>KOB<> IKHFHMBHG +
F:KD>M K>L>:K<A K>E:M>= MH MA:M P>;BG:K :M : EEM>K =:M> $>K> :K> L>0>K:E <HFFH(
L><HG=:KR <HGO>KLBHGL

e /B@G NI IKHOB=> <HGM:<M BG?HKF:MBHG ?HK
d "K>> HK (BFBMKB &
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d 3>BG:KK >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 [>K?HKF:G<> BG=B<MHNKL ',%L :G-=
?HK RHNK F:KD>MBG@ :<MBOBMB>L "HK >Q:FIE> AHP F:GR INK<A:L>L =H RHN P:GM N
F:GR I>HIE> =H RHN P:GM MH LB@G NI ?HK RHNK G>PLE>MM>K HK MH :MM>G= RHNK |

,E>:L> GHM> MA:M RHN <:G :G= LAHNE= A:0> FHK> MA:G HG> @H:E .>F>F;>K MA> INKIHL> H?
@>G>K:MBHG LMK:M>@R BL MH :<JNBK> L F:GR E>:=L :L IHLLB;E> >GLNKBG@ MA:M MAHL> E:
HO>K:K<ABG@ @H:EL :G= H;C><MBOSBHMBASHK F:D> LNK> RHNK @H:EL LNIIHKM HG> :GHM
‘K> BG :EB@GF>GM PBI@AGBRMRHG:E @H:EL 0A> F:BG INKIHL> H? LGMABESGEB RENK@GH:EL

BL MH M>LM :G= O:EB=:M> NN RNBCBIde <:G =>EBO>K @CABSHNIBHEBE @H:EL :G= H;C><MBO
G=B? RHN =H GH§peciM @H:EL :G= H;C><MBO>L AHP PBEE RHN DGHP B? RHNK :<MBHGL A:O:
LN<<>LL?NE HK GHM

'‘A2= 2 Q9<= <A2A 0 211.42A@

?M>K RHN A:0> =>?BG>= @ENKNAR>G<> :G= L>MARBRB:MBHG:E @H:EL RHN <:G LM:KM MABG|
HNM <K>:MBG@ <HGM>GM MH @MW BRHDHS MEK MH :<AB>0> RHNK @H:EL :G= H;C><MBO>
<HFFHG F:KD>MBG@ LMK:M>@R MH :<<HFIEBLA MABL BL ;R NeB®G@agretBt: @B>MBM>F

HK L>KOB<> MA:M BL @BO>G :P:R ?HK MA> INKIHL> H? @:MA>KBG@ <HGM:<M =>M:BEL "HK >(
HIQ:GBS:MBHG A.L <K>:M>=: =HPGEH:=:;E> IB><> H? <HGM>GNI EBBL:.: BIM>k{DHB: MNQLM ?BEE
HNM : ?HKF PBMA MA>BK <HGM:<M BG?HKF:MBHG > @ MA>BK G:F> GFHES:MB&EL>0K; MBME
PAB<A L F>GMBHG>= <KEB>IKL>= MH <HFFNGB<:M> PBMA :G= F:KD>M MH MA>F E:M>K

0A>K> :K> F:GR 2B82>GM DBG=L H? E>:= F.@G>ML@EBE&MBH&L PBEE NL> LHF> <HF;BG:MBHG
MA> ?HEEHPBG@ MRI>L H? E>:= F.@G>ML

WEducational lead magnets
I=N<:MBHG:E E>:= F:@G>ML M>:<@RUNEBHG<> LHF>MABG@ MA>R =H GHM :EK>:=R D
0ABL <:G ;> BG MA> ?HKF H? : G>P:BBIRPABM> |:[>KK =HPGEH:=;;E> , "

WUseful lead magnets
1L>?NE E>:= F:@G>ML IKHOB=> K>LHNK<>L HK MHHEL M@&:A\W<X5-B>BE<RHINIK OFK
LI><B?B< IKH;E>F HK I:BG IHBGM > @ : MNMHKB:E <A><DHB MMAXK<NEYNE:MHK

W Community-building lead magnets
HFFNGBMR ;NBE=BG@ E>:= F.@G>ML <K>:M> : P@>NMK\RBNBM:KIH ;> [:KM H? :
<HFFNGBMR ;:L>= HG MA> MABG@L MA>R A:O> BG <HFFHG > @ =BK><M <A:EE>G@>
?HKNFL

W Entertaining lead magnets
IGM>KM:BGBG@ E>:= F.@G>ML IKBF:KBER NL>=BG F:KD>ML BGLIBK> HK >GM>KM:
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>@ JNBSS>L OB=>HL >M<

W Bottom-of-funnel lead magnets
HMMHF H? ?NGG>E E>:= F:@G>ML [INLA® MA> IKHLI><M ?KHF E@= REP=<NMHIBHE>K
=BL<HNGM <H=>L ?K>><HGLNEM:MBHG

HGG><MBG@ MA>Lcole s funnel ;HMMHF H? ?NGG>E E>:= F.@G>ML FHO> IHM>GM
<NLMHF>KL E>:=L ?KHF >G@:@>F>GM MH <HGO>KLBHG

0A> IKBF:KR @H:E H? E>:= F.@G>ML BL MH B=>GMB?R MA> LI><B@B4d/BNENBKGKM 24 IRHIK M:|
Content Marketing <A:IM>R> PBEE =>EO> BGMH E>:= F.@G>M MRI>L BG FHK> =>M:BE

'‘A2= "B?AB?2 9<@2 <B? 2.1@

+G<> RHN A:O> B=>GMB?B>= MA> LI><B?B< BG@>K+-INABH3 RHEK BMIKGHP IHLLB;E> MH ;NBE=
HG@HBG@ >G@:@BG@ K>E:MBHGLABIL :KHNG= MAHL> BN (DH REGEN BIVIBEBUSER

MH <HGO>KM (>:= GNKMNKBG@ :G= <EHLBG@ BL @>G>K:EERQ [GBSIBHESGMBOBMBGCL
:G= H?M>G PBEE ;> <:KKB>= HNM ;R MA> L:E>L M>:F

OA:M L:B= :L <NLMHF>KL BG<K>LBG@ER <HGLNF> BG?HKF:MBHG OB=>HL :G= HMA>K |L>E? |
HGEBG> MABL HGEBG> <HGM>GM <HNIE>= PBMA MA> IKHFHMBHG:E :<MBOBMB>L ?KHF MA>
<NLMHF>KL MH <HGO>KM HG MA>BK HPG PBMAHNM :GR I>KLHG MH I>KLHG L:E>L BGM>K:<M
<HGO>KLBHG LM:@>L ?KHF :P:K>G>LL MH <HGO>KLBHG F:R ;> >GMBK>ER A:G=E>= ;R F:KD>M:
L:E>L IKH<>LL BL H?M>G K>?>KK>= MH :L BG;HNG= L:BnbodAc Hdla$BI>NHIBPGB<:EER

‘MMK:<M >=N<:M> BG?HKF GNKMNK> :G= @NB=> E>:=L MAKHN@A MA> INK<A:L> =><BLBHG |
<HGMKuNbound sales?H<NL HG :lIIKH:<ABG@ IKHLI><ML :G= =>EBO>KBG@ : L:E>L IBM<A MH MK
>@ <HE=<:EEL <HE=>F:BEIMHKHHKKBLBML

>@:K=E>LL H? :@1&8S:MBBG;HNG= HK HNM;HNG= L:E>L LMK:M>@B>L MA>?HEEHPBG@ K><}
K>IK>L>GM L>0O>K:E <HFFHG P:RL MH GNKMNK> :G= <EHL> E>:=L

WTargeted content
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0:BEHK BGMKB@NBG@ >GM>KM:BGBG@ :G= @&WN:;E=BHGMFGM, ML MHKRHN <:G
B=>GMB?R MA> FHLM JN:EB?B>= E>:=L

W Multi-channel lead nurturing
>:<A :G= GNKMNK> RHNK :N=B>G<> PA>K> MAwRiple><MGG>EL HGCNLM LMB<D
PBMA HG> <A:GG>E [QIEHK> : <HF;BG:MBHG H? ;HMEBIGEBGDP MBI <A:GG>EL

W Multiple Content Types
HHLM RHNK MHN<AIHBGML PBMA : FBQ H? <HGM>GM MRI>L MH BG<K>:L> RHNK BGM
>G@:@>F>GM :FHG®@W:K=B>G<> F>F;>KL

WTimely Follow Ups
"HEEHP NI PBMA RHNK E>:=L BG : MBF>ER F:GG>K MH D>>| MA>F >G@:@>= :G= BGM>k
MH D>>| RHNK ;K:G= MHI H? BRZ=VA> F:GR G>P F:KD>MBG@ :NMHF:MBHG MHHEL BM
IHLLB;E> MH :NMHF:M> ?HEEHP NIL :G= >GLNK> MA:M E>:=L @>M <HGLBLM>GM :lIKHIk
HG@HBG@ F>LL:@>L ):KD>MBG@ :NMHF:MBHG PBEE ;> =BL<NLL>= BG FHK> =>M:BE |
Content Marketing :G=Email Marketing <A:IM>KL

WPersonalized Communications
>KLHG:EBS> RHNK F>LL:@BG@ :G=:EE E>:= GNKMNKBG@ M:<MB<L PA>G IHLLB:E> |
<NLMHF>K <HGO>KLBHGL

WLead Scoring
(>:= L<HK>L :K> NL>= MH =>M>KFBG> MA> EBD>EBAHH= H? <HGO>KLBHG ?HK : I:KMB<
HG LI><B?B< <A:K:<M>KBLMB<L 0A>L> <A:K:<M>KBLMB<L LM>F ?KHF MA> <NLMHF>K |
<NLMHF>K CHNKG>RL <K>:M>= PAB<A AB@AEB@AML PAR MA>L> :<MBOBMB>L :K> O:
IKHI>SKERE>:= L<HKBG@ LMK:M>@R <:@AGES:@BHG =>M>KFBG> PAB<A E>:=L MH ?H<}
:G=PAB<AHG>L F:R ;> : P:.LM> H? MBF>

Sales and Marketing Alignment

>@:K=E>LL H? RHNK L:E>L B@MNS@ RK HNM;HNG= BM BL <KBMB<:E MH :EB@G RHNK L:E>L :(
M>:FL MH BFIKHO> RHNK E>:= GNKMNKBG@ M:<MB<L :G= MH ;HHLM <NLMAFMPHBOPKLBHGI
LAHNE= PHKD MH@>MA>K MH :<<>E>K:M> <NLMHF>K <HGO>KLBH@LGBS MIB 5 G IBNKE>MABGIA
MA> G>>=L H? IKHLI><MBO> <NLMHF>KL :M >:<A :G=>0>KR LM:@> H?>MAL=NI"MHF>K CHNKG>
F:KD>MBG@ =H>L : IHHK CH; JN:EB?RBG@ E>:=L MA> L:E>L M>:F A:L :G >0>G A:K=>K CH; <HGC
<EHLBG@ MA>F

'‘A2=  2A B@A<:2? &232?79@

+?M>G @KGBS:MBHGL ?H<NL HG BG<K>:LBG@ BG;HNG= E>:=L HNM;HNG= E>:=L P>;LBM> OBL
LI>G=BG@ FHK> MBF> @>MMBG@ >QBLMBG@ <NLMHF>KL MH M>EE HMA>KL MH ;NR MA>BK |
MH ;>MM>K JN:EB?B>= IKHLI><ML :G= NLN:EER <EHL> L:E>LOABL/BEHKs NNBKIPER> M>G= MH
EBLM>G MH HMA>K <NLMHF>KL <EB>GML HK >0>G K:G=HF I>HIE> FHK> MA:G MA>R EBLM>G
?KHF :G WKGBS:MBHG %G ?:<M A>K> BL :GuEMB<Efe P& Mmarketing statistics showing

why customer referrals are so valuable!O>G BG MA> LI:<> <NLMHF>K K>?>KK:EL :K> BFIHKM:GM
><NL> HK@:GBS:MBHGL H?M>G A:0> AB@AER <HEBEMM¥=BEEEH M:K

/H AHP =H RHN @>M RHNK <NLMHF>KL MH @BO> RHN K>?>KK:EL K><HFF>G= RHNK IKH=N<M
HK ;> :G :=OH<:M> :K:G=>0:G@>EBLM HK :G BG?EN>G<>K $>K> :K>LHF> LN@@>LMBHGL


https://review42.com/resources/referral-marketing-statistics/
https://review42.com/resources/referral-marketing-statistics/
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WEXxceed Customer Expectations
*HM HGER =H RHN G>>= MH =>EBO>K :G HNMLM:G=BG@ IKH=N<M HK L>KOB<> ;NM Rl
IKHOB=> >Q<>IMBHG:E IHLM INK<A:L> LNIIHKM

WEngage Your Customers
IM:R >G@:@>= PBMA RHNK <NLMHF>KL LH MA:M RHNK ;K:G= K>F:BGL MHI H? FBG= 0A
when:G HIIHKMNGBMR :KBL>L RHNK <NLMHF>KL PBEE MABGD MH F>GMBHG RHNK ;K:

WBe Shae-worthy
#BO> RHNK <NLMHF>KL LHF>MABG@ MH M:ED :;HNM :G=LA:K> G=F:D>BM >.LR ?HK |
MA> G>PL NI=:M> HK IKHFHMBHG OABL <:G ;> =HG> ;R IKHOB=BG@ M>FIE:M>L :G= K>
PHK=BG@ BF:@>L >M<

W_Create a Customer Referral Pogram
>P:K= RHNK <NLMHF>KL ?HK LIK>:=BG@ MA> PHK= NM ;>LNK> MH :EB@G RHNK K>F
BGM>K>LML FHMBO:MHKL :G==KBO>KL "HK >Q:FIE>?NR>BM K>HGRHBBHGL

e Monetary > @ H?? ?HK RHN :G= HK RHNK K>?>KK:E ?K>> :GGN:E K>G>P:E ?H
I>K K>?>KK:E >M<

e Products > @ R2K:?K>>B,:= HK LI><B?B< MHHEL @& :REBKOEKNL>L :G=
O:EN>L

e Donations > @ ?HK>0O>KR K>?>KK:E BL =HG:M>= MH :G >GOBKHGF>GM:E <
HMA>K <:NL> ;:L>= BGBMB:MBO>

e Personal Recognition> @ RHN :G= RHNK K>?>KK:E PBEE ;> ?>:MNK>=HG HNK P
BG HNK G>PLES#NHKKHG HNK LH<B:E F>=B: <A:GG>EL

3A>G <K>:MBG@ RHNK <NLMHF>K K>?>KK:E IKH@K:F MABGD ::HNM PAB<A K>P:K=L HK <HF;B
RHNK <NLMHF>KL PBEE ?BG= FHLM ;>G>?B<B:E :G=@:ERSEABHIEGE FB@AM :> LNKIKBL>= MH ?E
MA:M FHG>M:KR BG<>GMBO>L :K> GHM :L BFIHKM:GM MH MA>BK <NLMHF>KL :L LHF> H? MA> |
:HO> 0A:M L:B= MA> D>R MH K>?>KK:EL BL MH :LD ?HK MA>F $>K> :K>:?>P MRI>L H? K>?>KK

W3 HK=H? )HNMA .>?>KK:EL

W+GEBG> .>OB>PL

W/H<B:E .><HFF>G=:MBHGL /A:KBG@

WIF:BE .>?>KK:EL

Ww%G<>GMBO> ;:L>= >?>KK:EL
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+G<> RHN A:0> @HG> MAKHN@A MA> ?BO> LM>IL H? MABL E>:= @>G>K:MBHG ?K:F>PHKD RH
MA> LM>IL :G= @H ;:<D :G=:LD :K> MA> <NLMHF>KL P> :K> <HGG><MBG@ PBMA :G= <HGO>KM
HNK MM :N=B>GkN PBEE :ELH P:GM MH <HFI:K> :G=>0:EN:M> MA:M MA>R :K> MA> HG>L MA:
FHLM L>GL> MgWMtKLLBG@ MABL <NLMHF>K =:M: RHN F:R G>>= MH MP>: @8+ :REBEBRHNK M
:G= <NLMHF>K I>KLHG:L MH F:D> LNK> MA:M MA>R MKNER K>IK>L>GM MA> <NLMHF>KL RHN :K
MA:M MA>R :K> MA> FHLM :IIKHIKB:M> <NLMHF>KL ?HK RHNK IKH=N<ML L>KOB<>L :G=LHENN

OH LN<<>LL?NEER <K>@#M>M:IG= LNLM:BG:;E> E>:= @>G>K:MBHG LMK:M>@R

>?BG> :G= B=>GMB?R @:#NKNER>G<> L

/>M RHNK E>:= @H:EL H;C><MB@>MLtG= M:K

AHHL> MA> MRI>L H? E>:= F:@G>ML BHVRNNRBNGK> L
>0B>P RHNK E>:= GNKMNKBG@ :G= <EHLBG@ LMK:M>@B>L
>0O>EHI HK BFIKHO> RHNK <NLMHF>K K>?>KK:E IKH@K:F L

>R 0:D>:P:RL

%G MABL <APMEL:KG>= ;;HNM E>:=L :G= MA> E>:= @>G>K:MBHG IKH<>LL

W E>:=BL :GR I>KLHG PAH A:L LAHPG LHF> E>O>E H? BEGMSBS: MBMEEE MMV HK L>KOB<>
W 0A>K> :K>: O:KB>MR H? P:RL MH <:M>@HKBS> E>:=L

e %G?HKF:MBHG -N:EB?B>= (>:= %-(
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e ):KD>MBG@ -N:EB?B>= (>:= )-(
e [:E>L -N:EB?B>= (>:= /-(

e ,KH=N<M -N:EB?B>= (>:= ,~(

e />KOB<>-N:EB?B>= (>:=

W (>:= @>G>K:MBHG BL MA> IKH<>LL H? @>MMBG@ E>:=L HK :MM&x=MB&@B>G=<>dH BAHKNBSIANRG :G BGM>K>LM
BG RHNK IKH=N<M HK L>KOB<>

W E>=F.@G>M BL : ?K>> BM>F HK L>KOB<> MA:M BL @BO>G :P:R ?HK MA> INKIHL> H? @:MA>KBG@ <HGM:<M =>M:|

W 0A> INKIHL> H? BG;HNG= L:E>L@GBEEER :MMK:<M >=N<:M> BG?HKF GNKMNK> :G= @NB=> E>:=L MAKHN@A MA
=><BLBHG F:DBG@ IKH<>LL %G <HGMK:LM HNM;HNG= L:E>L ?H<NL HG :IIKH:<ABG@ IKHLI><ML :G= 3>EBO>KBG@
MKB@@>K BGM>K>LM > @ <HE=<:EEL <MB=HHREDBHBNMHHK

W 0A> /M>| (>:= #>G>K:MBHG "K:F>PHKD BG<EN=>L MA> ?HEEHPBG@ LM>IL

>?BG>HNK:6@>M N=B>G<>

/>M FINK ®:GBS:MBHG:E #H:EL +;C><MBO>L
>0O>EHI HGM>GM (>:=):@G>ML

*NKMNK> EHLHBEK (>:=L

#>M NLMHF>K .>?>KK:EL

(>:=#>G>K:MBHG [ ==BMBHG:E .>LHNK<>L

$>K> :K> LHF> :==BMBHG:E E>:= @>G>K:MBHG :KMB<E>L :G= OB=>HL

W 3A:MBL : (>:=):@G>M [ >?BGBMBHG :G= #NB=>
W $HP MH HG=N<M : />@F>GM:MBHG

W NR>K >KLHG: K>:MBHG ?HK  NLBPB=3H8

W _(>:=*NKMNKBG@ /H?MP:K> +IMBHEK HKB& > L
W __>?>KK:E . KH@K:F IQ:FIE>L

1216. AA?6/BA6<;@

W(>:= @>G>K:MBHG ;R /INGBM *:G=B BL EB<>GE>= NG=>KB<>G<>

W LM>| E>:= @>G>K:MBHG ?K:F>PHKD ;R .H<A>EE> #K:RLHG BL EB<>GL>= NG=>K :
EB<>G<>

W HGO>KLBHG ?NGG>E ;R .H<A>EE> #K:RLHG BL EB<SGIEBNG=>K :



https://sendpulse.com/support/glossary/lead-magnet
https://www.hello-adience.com/blog/how-to/how-to-conduct-a-b2b-market-segmentation/
https://www.youtube.com/watch?v=J27f89QxgnA
https://www.leadboxer.com/blog/lead-nurturing/
https://www.referralcandy.com/blog/47-referral-programs/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/

<;A2;A1.?78 2A6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Develop: <HGM>GM F:KD>MBG@ LMK:M>@R
W Map :IIKHIKB:M> <HGM>GM MRI>L :<KHLL RHNK <HGO>KLBHG ?NGG>E
W Explain MA> INKIHL> H? <HGM>GM <:E>G=:KL
W DescribeL>0>K:E <HGM>GM F:KD>NBG@EGH"

<:A2:A1.?8 2A6:4.:1 A52 B@A<:2? <B?:F

OH LM:KM MA> =BL<NLLBHG H? <HGM>GEN B{IV-KIBIROPHHF> D>R <HG<>IML :G= AHP MA>R M
: <HGM>GM F:KD>MBG @ LLMHEMIBE R >= BGEfomer Journey Mapping<A:IM>R> A:O>
‘KHD>G =HPG MA> <NLMHF>K CHNKG>R BGMH MA> ?HEEHPBG@ ?BO> LM:@>L

87
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W Awareness
IKHLI><MBO> <NLMHF>K E>:KGL :@NBSIMBHG IKH=N<M HK L>KOB<>

WEngagement
K>E:MBHGLABI =>O>EHIL ;>MP>>G MA> IKHLI><MBO> </MIGBSWBEE NS> EHO>K:E
IHLBMBO> BGM>K:<MBHGL

W Conversion
0A> IKHLI><MBO> <NLMHF>K =><B=>L MH ;NR : IKH=N<M HK @KBBMBPHEF MA> HK

WRetention
0A> <NLMHF>K A:L : LMKHG@ :G= EHR:E K>E:MBH&IGHES REBWENA> BKHF>L : K>@NE:K
<NLMHF>K HK :<MBO> NL>K

W Advocacy
K>@NE:K <NLMHF>K BL L:MBL?B>@ FIBSAVBMRGBHIN<ML :G= HK L>KOB<>L :G=
K><HFF>G=L MA>F MH HMA>KL

/IBG<> @WK GBS:MBHGL P:GM MH F:KD>M MH :G= LNIIHKM IKHLI><MBO> <NLMHF>KL :M >0O>KR LN
BM BL >LL>GMB:E MH IE:G LI><B?B< <HGM>GM ?HK >:<A LA 2 HEHEHEBGAB B EGNKEBB® AEB @/
=B2>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
K>M>GMBHG :G= :=QB<ERQM MH >:<A H? MA>L> LM:@>L MA>K> :K>: ?>P <HGM>GM <:M>@Hk
> A>EI?NE MH IKHLI><ML :G= HK <NLMHF>KL "Hk>»GBI:MEBEPISIHKAHNE= LD

W3A:M BG?HKF:MBHG BI@HNK:NEHB>G<> L>>DBG@

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

W3AB<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 RHEKM:KNLMHF>KL FHO> MAKHN@A >:<A H? MA>L> LM:@>L F:KD>M>KL G>
MA> LI><B?B< <HGM>GM MA:M BL FHLM BFIHKM:GM :M MA:M LM:@> ,E>:L> GHM> MA:M MA> <}

K>INBK>F>GML PBEE ;> LB@GB?B<:GMER BG?EN>@GBSEMBNSMRA> HRHWHF>K I>KLHG: :G=|
LI><B?B< <NLMHF>K CNNKE&EEHHD :M LHF> <HFFHG MRI>L H? <HGM>GM :<KHLL : <NLMHF>K C

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

M MA> MHI H? MA> ?N@GESIMBHGL :K> NLN:EER MKRBG@ MH =KBO> :P:K>G>LL L : K>LNEM
@H:EL :LLH<B:M>= PBMA MABL LM:@> BG<EN=>

WBG<K>:L> ’B&?
WBG<K>:L> HNK LH<B:E F>=B: ?:GL :G= ?HEEHP>KL
WBG<K>:L> F>=B: <HO>K:@>
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OH :<AB>0> MA>L> @@BBSE#MBHGL G>>= MH <K>:M> :G= F:| <HGM>GM MA:M F:M<A>L MA> G>>
<NLMHF>K I>KLHG:L BG MA> :P:K>G>LL LM:@> H? : <NIRIB+: ERRABLKIFHRE= BG<EN=> <HGM>GN\
MA:M ;KBG@L :P:K>G>LL HQRFBEMBHG IKH=N<ML L>KOB<>L :G= LHENMBHGL +?M>G MABL |
<HGM>GM EBD> OB=>HL I:B=:=L LH<B:E F>=B: IHLML >M<

161192 <3 B;;29 #;4<6;4 ;4.42:2;A '20<;1.7F <; Q?@6<;@

M MA> FB==E> H? MA> ?NGG>E |IKHLI><MBO> <NLMHF>KL :K> BGM>K>LM>= :G= <HGLB=>KBG:!
‘K> :P:K>RHN >QBLM ;NM :K> L>>DBG@ FHK> BG?HKF:MBHG :;;HNM RHNK LHENMBHGL :G= HK |
NG=>KLM:G= PAH RHN :K> :G= PAMRAN.BE>=L F:R A:O> <HF> ?KHF :G :=O>KMBL>F>GM EBG
:IHLM ?HKP:K=>=>F:BE >M< %G MABL LM:@> F:KD>M>KL P:GMHHEM>GNKEBDH HFH@ IHLM
‘KMB<E>L <:L>LMN=B>L P>;BG:KL OB=>HL >M< MA:M ABGGER RBRNCPRIRNRANKHIK IN:EB?B>
:G= PAR RHNHK MA> ;>LM LHENMBHGL M@BR-NMNUKH BH3=L

<AA<: <3 B;29 $76..7F <; Q?@6<; &2A2;A6<; KD.OF

M MA> ;HMMHF H? MA> ?NGG>E RHN PBEE A:O> JN:EB?B>= F:KD>MBG@ L:E>L IKH=N<M HKI
E>:=L A:0> >QIK>LL>= BGM>K>LM A:0> ;>>G >G@: @BGEBFHBAGRHKNKH&EM>GM ;NM A:0> GHM
<HFFBMM>= MH RHNK IKBF:KR <HGO>KLBHG [ NLN:EER : I:B= INK<A:L> M MABL LM:@> F:KD>N\
<K>:M> <HGM>GM MA:M PBEE <K>:M> :G BG<>GMBO> ?HK E>:=L MH <HGO>K®>0ABL:<HGM>GN\
LI><B?B< >F:BEKPR :G= F>LL:@>L :G= HMA>K E>:= F:@G>ML MA:M IKHOB=> :G HIIHKMNGBMR M

ELH BG<EN=>= BG MABL LM:@> :K> G>P :G= K>I>:M <NLMHF>KL ;><:NL> K>F>F;>K MA> ;HMMHF
=H>L GHM >G=:M MA> IHBGM H? INK<A:L> ;NM <HGMBGN>L IHLM INK<A:L> MH >GLNK> L:MBL?I
=>0>EHI ;K:G= :=OH<:M>L .>F>F;>K MA> BFIHKM:G<> H? <NLMHF>K K>?>KK:EL /HKHF MA> E:LM
RHNK <HGM>GM F:KD>MBG@ LMK:M>@R G>>=L MH <HGMBGN> MH LNIIHKM RHNK E>:=L EHG(
HIQ:GBS:MBHG LAHNE= >G<HNK:@> MA>BK <NLMHF>KL MH ;><HF> ;K:G= BG?EN>G<>KL :G=:=
MH LM:KM F:KD>MBG @HGESMBHABE? :G= MH ;><HF> :G'NBSBE 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 >
G>MPHKDL $HP>=(+K:D> LNK> MA:M RHNK <NLMHF>KL :K> L:MBL?B>= PBMA MA>BK <NLMHF>K
?>>E <HGG><M>= MH MA> ;K:G= :G=#EFNGBEIIRBL BL ;><:NL> OBK:E <HGM>GM <:G @H ;HMAF
:G= <HFIE:BGML M>G= MH LIK>:= FN<A ?:LM>K MA:G IK:BL>L

<;AZ2;A'A? .A24F

OH =>0O>EHI RHNK <HGM>GNWAMK-ME@IR-O>K:E JN>LMBHGL RHN G>>= MH :==K>LL %G :GLP>K
JN>LMBHGL RHN <:G >GLNK> RHNK <HGM>GM I|E:G :G= :<MBOBMB>L@>NMNAB>G=>=G+H? RHN
‘K> LNLM:BG:;E> ;R RHNK F:KD>MBG @ MXQFGBSMWBHGKE K>LHNK<>L RHN A:0> :O:BE:;;E> 0A>

?HEEHPBG@ D>R JN>LMBHGL :GLP>K KWAP PAXM>PRR>G :G= PAH ?HK :GR <HGM>GM LMK:M>(@

+5.A

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

WWhat do our community and customers want to hear fom us?
<HGM>GM LMK:M>@R BL :;HNM IKHFHMBG@ F>LL:@>L MA:M RHNK <HFFNGBMR :G=-
K>:= L>> HK At BL GH EHG@>K ;;HNM INLABG@ ;K:G=F>LL:@>L NGE>LL MAHL> F>L
PBMA PA:M RHSM:MN=B>G<> ?BG=L BGM>K>LMBG@ :G=P:GML MH >G@:@> PBMA .
GHM CNLM :;HNM @:BBS-MBHG BM BL :;HNGWPRHNKBAB<> BG K>E:MBHG MH RHNK
HI®:GBS:MBHG

WWhat topics are we going to cover?
/I>G= LHF> MBF> EBLM>GBG@ ®IF-MRINNBANGK> > @ HG LH<B:E F>=B: MH L>>:G=A>K
PAB<A MHIB<L MA>R ?BG= FHLM >G@:@BG@ HK :K> FHLNNK_MBHE<MbAHNEA 5>
=KBO>G ;R RHMBMLKN=B>G<> :G= MA>BK IK>?>K>G<>L 0A:M L:B= <HG=N<M : ;K:BGLM
L>LLBHG PBMA RHNK HPG M>:F ;><:NL> MA>R F:R A:O> B=>.L :L P>EE 0A>G <HFI:K>R
PA:M RHN =BL<HO>K PBM&RMNKIBKGC<>

WWhat formats are we going to use, e.g., blogs, podcasts, videos, infographics, etc.?
/BFBE:KEEBG= HNM PAB<A <HGM>GM ?HKF:ML I>K?HKF MA> ;>LM HK @>M MA> FHLM K
LA:K>L <HFF>GML >M< ?KHF@BMKNAB>G<> +G<> :@:BG MABL BL GHM :;;HNM RHNK
HI®:GBS:MBHG?>K>G<>L ;NM K:MA>K MA> <HGM>GM IK>?>K>G<>L H? MA> <HFFNGBI

WWhy does anyone cag about our content?
):KD>M>KL G>>= MH ;> <E>:K :;HNM PARMANBBMA<> <:K>L :;;HNM MA> <HGM>GM ;>BG
IKH=N<>= K>:MBG@ <HGM>GM PHO=HEM:@W L>GL> /BG<> MA>K> BL LH FN<A <HGN\
>BG@ IKH=N<>=:G= LA:K>= F:KD>M>KL G>>= MH IKH=N<> <HGM>GM MA:M @>ML :;HC
>LL>G<> PA:M BL MA> ;>G>?BM@H/RN&BAG &>

WWhy are we ceating this content?
+G<> RHN DGHP PAR RHBIKMMIK=B>G<> P.GML MABL <HGM>GM :LD B? MABL <HGM>GN\
?HK RHN@HKBS:MBHG 0A> :GLP>K MH MABL JN>LMBHG LAHNE=:EB@G PBMA RHNK (
H;C><MBO>L :G= PA:M RHN P:G@ RWNCBHG<> MH =H

WHow are we adding value to our customers / community?
@:BG ;>BG@ <E>:K HG MA> ;>G>?BML RHNK <HGM>GM PEEMI BB S<NMBLRPINK M:K
3A>G MA>K> BL O:EN> BG MA> <HGM>GM [>HIE> PBEE I:R :MM>GMBHG LA:K> :G==BL
5HNK BKGBS:MBHG BL :ELH MA>G L>>G L : O:EN:;E> <HGMKB; MNHRAMARKNFFNGBMR
IHLM HK LA:K> <HGM>GM H? O:EN> MA> <HFFNGBMR PBEE M:D> GHMB<>

WHow are we going to deliver our message?
OABL JN>LMBHG BL : ?HEEHP NI MH MA> <HGM>GM ?HKF:ML "HK >O>KR IB><> H? <HG
<HGM>GM IKH=N<MBHG LB=> :G= MA> <HGM>GM =>EBO>KR LB=> ):D> LNK> RHN DGH
RHNK <HGM>GM MH MAHL> |E:<>L R2SM>NRHERIG#EHBL EH<:M>=

WHow should we say it (tone, language, imagergtc.)?
GHMA>K ;>G>?BM H? EBLM>GB@E@WNFHEHIKNMEH. E>.KGBG@ :;HNM MA>BK E:G@N:@>
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+5272

+52;

BF.@>KR IK>?>K>G+3k: KM H? MA>BK <HGO>KL:MBHG NL> LBFBHIGOHE<@GNE:KR
<:LN:E HK ?HKF:E :G=BF:@>KR FHLM <HFFHGER NL>=

WWhere will we get the content:LL>LL RHNK EBFBM:MBHGL

):GR HK®:GBS:MBHGL <K>:M> :F;BMBHNL <HGM>GNMHE®>#BPMBEER D>>IBG@ RHN
<HGM>GM IKH=N<MBHG <:I;;BEBMB>L BG FBG= "HK >Q:FIE> B? RHN IE:G MH =BLMKB;|
=H RHN A:O> I>HIE> PBMABGREB&MBHG PAH A:O> MA> OB=>H IKH=N<MBHG :G=>=B
LDBEEL MH LNIIHKM MABL %? GHM =H RHN A:O>: LBS:;E> OB=>H IKH=N<MBHG ;N=@>
K>LHNK<>L MH <HFIE>M> LHF> H? MA>L> M:LDL %? MA:M RN BRNR IGMMEBD>ER
K>=N<> RHNK OB=>H <HGM>GM IE:GL :G= K>IE:<> BM PBM@<GESMBMA/MBIFRHNK HK
> LBER IKH=N<> 0A>K> :K> :EP:RLMKNM BRI BL K><HFF>G=>= MH |IE:R MH RHNK
HIQ:GBS:MBHG:E LMK>G@MAL

WWhere will we curate content?

+G> <HFIE:BGM MA:M ?K>IJN>GMER <HF>L NI BL MA> :FHNGM H? MBF> K>JNBK>= MH <
<HGM>GM $HPMB>K-:CHKBMR H? MA> <HGM>GM RHN LA:K> LAHNE= GHM ;> HKB@BG
K:MA>K <HGM>GM <K>:M>= ;R HMA>KL ):KD>M>KL LAHNE= ;> ?BG=BG@ K>E>0:GM <H
BGM>K>LM MH®AMBKMBKG<> 3A>K> =H>L MA:M <HGM>GM EBO> 3A:M HMA>K P>;LBN\
<HFFNGBMB>L HK G>PL LBM>L <:G P> BGMKH=N<> MH HNK <HFFNGBMR MA:M MA>R |
BGM>K>LMBG@

WWhere will our content be published?

3ABE> MA>K> FR ;> F:GR IE:<>L MH =BLMKB;NM> RHNK <HGM>GM ?H<NL HG MA> MHI
=H MA>F P>EE +G<>RHN A:O> ;NBEM NI : EHR:E ?HEEHPBG@ <HGLB=>K >QI:G=BG@
HK IE:M?HKFL 1GE>LL RHGEBSFIMBHG AL : CGRRVERK :G=@K;N=@>M F.G:@BG@ :
F>:GBG@?NE IK>L>G<> :<KHLL L>0O>K:E F:.KD>MBG@ <A:GG>EL <:G ;><HF> JNBM> <A:E
F:BGM:BG :G= LNLM:BG G= MABEREBMR H? MA> <HGIZ>GMNSBMEK> BGM>K:<MBHGI
LN?>K PA>G F:G:@BG@ MHH F:GR <A:GG>EL

WWhen will our content be published?

0:<MB<:EBR BL BFIHKM:GM MH DGHP PA>G MH IN;EBLA <HGM>GM MH @>M MA> FHLM
>G@:@>F>GM @:BG EBLM>GB@E@®>MHNRBNBM:IKK>0OB>PBG@ RHNK <NLMHF>K I>KLH
P>EE :L NG=>KLM:G=BG@ MA> <:=>G@>INP:REBHEOVMBER>>DERHGMAER=

L>:LHG:E KARMAFL <:G ;> JNBM> ;>G>?B<B:E BG DGHPBG@ PA>G MH IN;EBLA <HGM>C
RHNK @XM :N=B>G<> BL FHMA>KL PBMA RHNG@ <ABE=K>G RHN F:R P:GM MH MABGI
<HGM>GM BG MA> >0>GBG@L :?M>K MA> <ABE=K>G A:0> ;>>G INMWBS@ NM B? RI-
PHKDBG@ IKH?>LLBHG:EL RHN FB@AM P:GM MH IHLM BG MA> FHKGBB@&NKBKK MH N
=NKBG@ ENG<A MBF> PA>G MA>L> PHKD>KL FB@AM M:D> : ENG<A ;K>:D

WWhen will our content need to be updated?

GHMA>K :K>: F:KD>M>KL H@MNMIVHHKIABGD :;HNM BL NI=:MBG@ H? {HG@MKGM %G MH:
<A:G@BG@ F:KD>ML <HGM>GM <:G JNB<DER ;><HF> HE= N3=MBE® SHBANDBM <:G
IKHOB=> :G HIIHKMNGBMR MH IK>L>GM MA> BG?HKF:MBHG :@:BG BG : G>P <HGM>QM
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:N=B>G<> 0ABGD :;;HNM =>0O>EHIBG@ : <HGM>GM K>0OB>P IKH<>LL :G= NI==MBG@ <HC
>R>L BNK <HGM>GM BL :G :LL>M :G= RHN LAHNE= MKR MH E>O>K:@> BM :L FN<A :L I}

+5<

WWho will be responsible for poducing the content?
L F>GMBHG>= IKH=N<BG@ <HGM>GM M:D>L MBF> ):D> LNK> RHN A:O> <E>:KER HNM
K>LIHGLB;E> ?HK PAB<A |:KM H? MA> <HGM>GM IKH=N<MBB&>|) B&FBEHKM-GMER
PBMA FNEMBIE> I>HIE> BGOHEO>= MA>K> F:R ;> =>I>G=>G<B>L "HK >Q:FIE> B? MA> |
=>| B@G>KL PBEE ;> <K>:MBG@ :EE MA> @K:IAB<L ?HK :G :KMB<E> ;R PA>G =H RHN G
LH MA:M RHN <:G ?BGBLA MA> :KMB<E> ?HK MA> |:B=:=O>KMBL>F>GM =>:=EBG>

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

WWho 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 F
PBEE BGM>K:<M PBMA MA> <HFFNGBMR PA>G I>HIE> E>:0> <HFF>GML HK :LD JN>LME
<HGM>GM F:KD>MBG@ BL MH >G@:@> :G= BG¥I>M: <MAFBNHERRNNKM MA>K> BL
LHF>HG> K>LIHGLB;E> ?HK >G@:@BG@ PBMABSOHFEINGBERBB> :G= F.G:@BG@ MA>
HI>G =B:EH@ MA:M <HGM>GM F:KD>MBG@ LI:KDL

<:AZ2:A .92:1.7@

Editorial Calendar (sample)

*HP MA:M RHN A:O> : LHEB= <HGM>BNN.NBEZX@R= MH <K>:M> : <HGM>GM IE:G MA:M AB@AE!
<HGM>GM PBEE ;> =BLMKB;NM>= HG PAB<A IE:M?HKFL <HO>KBG@ @*BAANBHB<> PHK PAB<
LAHPBG@ RAKPLIHGLB;E> :G=:EE MA> <HGM>GM IKH=R{BABHERE-M?BEABL BG?HKF:MBHG PBI
EBO> PBMABG : <HGM>GNontenrCzalendarsF:l HNM :EE MA> =>M:BEL K>E:M>= MH MA> <HGM>GN\
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>
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W$B@AEB@AM FBLLBG@ HIIHKMNGBMB>L > @ B? MA> <HGM>GM@ENER2B:=8E>= HG
HK MA> L:F> ?HKF:M

0A> ;;HO> BF:@> IKHOB=>L : LBFIE> >Q:FIE> H? : <HGM>GRHNE:G4:K> Q<>E HK #HH@E>
/A>>ML PHKD P>EE ?HK MABL MRI> H? IBMASEPKO KGR <HGM>GM <:E>G=:K M>FIE:M>L :G= A>
:K>MPH ?KHF $N;LIHM :G= $HHMLNBM>

WOA> /H<B:E )>=B: HGM>GM :E>GEIE:M> |O>KR ):KD>M>K **K=> $N;LIHM
O>FIE:M>

W$HP MH K>:M> : /H<B:E )>=B: HGM>GM :EBB=&=0BFIE:M>I$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> F}
<HO>K MA> ;:LB< :MMKB;NM>L ?HK F:G:@BG@ RHNK <HGM>GM MA>K> :K>:?>P :K>:L RHN F:R
‘K> BG<EN=>= BG RHNK <HGM>GM <:E>G=:K

WTarget Audience
/BG<> RHN F:R ;> @ KMBG@KBGM :N=B>G<>L MABL BL : GB<>P:R MH L>>:M : @E:G<> |
A:O>: @HH= FBQ H? <HG@>GR®@X: 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@ KMAB¥ (b4 HNEBHKRVI<
OABL >GLNK>L RHN A:O>: GB<> FBQ :G= MA:M :EE IHLML :K> GHM MA> L:F> MRI> H? <H

WDependencies
%G LHF> <:L.>L RHNK IHLM L F:.R ;> =>I>G=>GM HG LHF>HG> >EL> <HFIE>MBG@ |:KM F
<HFIE>SMBG@ LHF>MABG@ >EL> KtEEAH=NHIBMBX}M =HPG MA>L> =>|>G=>G<B>L LH N
RHN DGHP PAH G>>=L MH @>M PA:M MH RHN :G= ;R PA>G

W Content Themes / Bpics
):GR F:KD>M>KL F:R A:0> <HFFHG MA>F>L HK MHIB<L MA:M K>I>:M HG : K>@NE:K ;:LBL
OKBOBNGL=:RL 0AKHP;:<D OANKL=:RL "NGGR "KB=:RL >M< :M>@HKBSBG@ RHNK <H
P:R F:D>L BM >:LB>K MH ?BG=:G= <NK:M> <HGM>GM MA:M ?BML BGMH MA> :IIKHIKB:N
?HEEHR>KKLI><MBO> BM :ELH <K>:M>L : :MM>KG MH RHNK IHLML LH MA:M ?HEEHP>
>QI><M :G= PA>G

WComments / Notes
0A>K> F:R ;> LHF> :==BMBHG:E <HFF>GML HK GHM>L RHN P:GM MH BG<EN=> #BO> R}
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 -
<:E>G=:K HK A:O> FNEMBIE> <HGM>GM <:E>G=KL > @ :LH<B:E F>=BBEHGFNNNENME>G=K
<E>G=KEH@ IHLM <HGM>GM <HSG=KG<> <:E>BA<KOA> <AHB<> BL NI MH RHN MH =><B=> PAE
LRLM>F PBEE PHKD ;>LM ?HK RHNKaNGBFSHBHKS


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/
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$7<:<A6<..9 C@ #?646;.9 C@ . <A2A

+G> ?K>IJN>GMER :LD>= JN>LMBHG BL AHP =H % ?BG= MBF> MH <K>:M> :G= F.G:@> :EE MABL s
I>KA:IL MA> ;B@@>LM FBLNG=>KLM:G=BG@ :;HNM <HGM>GM F:KD>MBG@ MA> |>K<>IMBHG M
HKB@BG:E <HGM>GM L F>GMBHG>= ;>?HK> MA> F:CHKBMR H? <HGM>GM LA:K>= LAHNE= :<
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 P>KEG&= HK A>
LAHNE=:>U H?:EE MA>IHLML =BLMKB;NM>= 0OABL BL ;><:NL> FHLM I>HIE> =H GHM E
LHE= MH :EE MA> MBF> .>F>F;>K <HGM>GM F:KD>MBG@ BL :;HNM ;:NBE=BG@ K>E:MBI
<HFFNGBMR :G= MH =H MABL F:KD>M>KL <:GGHM ;> L>EEBG@ :EE MA> MBF> %? MA>
L>EEBG@ <HGM>GId-RHNIKREK <> PBEE LBFIER LMHI EBLM>GBG@

W Original
+KB@BG:E <HGM>GM BL <HGMX&EBSANMBREBNKHKI>L L F>GMBHG>= BG MA> <HGM>(
LMK:M>RHR P:GM MH <K>:M> HKB@BG:E <HGM>GM MA:M IKHOB=>L O:EN>M5= ;>G>7BI
‘N=B>G<> :G= MA:M :EB@GL PERMBBFHMBHE:E @H:EL :G= H;C><MBGKB @HIT>6>K
<HGM>GM M:D>L MBF> :G%WAHBE>RLH M>FIMBG@ MH A:O> HKB@BG:E <HGM>GM ?H<N
HIK:GBS:MBHG /H MH EBFBM RHNK <HGM>GM F:KD>MBG@ ?>>EBG@ MHH FN<A EBD
PBEE P:GM MH EBFBM MA> GNF;>K H? IHLML MA:®& :SB@MB{@A¥>BHKIKEHR 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 <H
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=BLMKB;NM>= ;R HMA>KL MA:M BL H? B@ENMMERHOKBIU FHNE= ;> :KMB<E>L F:KC
K>L>:K<A <HFIE>F>GM:KR IKH=N<ML HK L>KOBBO@LRHKKGRHMA>K <HGM>GM MA:
RHNK @XM :N=B>G<> FB@AM ?BG=H? BGM>K>LM R LA:KBG@ <HGM>GM ?KHF HMA>
M:@>M :N=B>G<> MA:M RHN :K> PBEEBG@ MH LA:K> <HGM>GM IKH=N<>= ;R HMA>KL :!
A:lIR MH LA:K> :GR <HGM>GM H? O:EN> K>@:K=E>LL H? PAH IKH=N<>= BM :G= @BO> L
<K>=BM ?HK BM G BFIHKM:GM ;>G>7?BM H? MABL LMK:M>@R BL MA:M PA>G RHN =H It
<HGM>GM MA> HMA>K <HGM>GM IKH=N<>KL PAHL><HGM>GM RHN A:O0> IKHFHM>=
K><BIKH<:M> :G= LA:K> RHNK <HGM>GM PBMA MA>BK G>MPMNIKBL [)BI/GEELHEHVIEGNIKF
M:@>M :N=B>G<> MA:M RHN :K> LBFIER EHHDBG@ ?HK MA> ;>LM <HGM>GM ?HK MA>F
LHNK<>

<:A2:A1.?78 2A6:4 <H@ .;1 <;HA@

/H ?:KP>"0> M:ED>= :;HNM =>0O>EHIBG@ : <HGM>GM F:KD>MBG@ LMK:M>@R :G=IE:G NM PA!l
MKB<DL MH LN<<>LL?NEER E:NG<ABG@ : <HGM>GM F:KD>MBG @ IG#<NG@ R AMNBE=>P =H
HG F:GR H? MA> <HG<>IML :G= JN>LMBHGL :EK>:=R =BL<NLL>=

WH L
e Add Value
>0B>P RHNK <NLMHF>K I>KLHG:L :G= <NLMHF>K CHNKG>RL MH F:D> LNK> R}

:==K>LLBG@ MA> |:BG IHBGML @H:EL :G=JN>LMBHGL MA:M RHNK IKHLI><MB
<NLMHF>KL A:O>

e Tell Stories
IIER MA> <HG<>IML :G= ?K:F>PHKDL Tid&dvhéentals 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>K@FMK> ;;HNM |
‘N=B>G<> MH >G@:@> PBMA MA>F MH ?BG= HNM PA:M MA>R :K> FHLM BGM>
[:LLBHG:M> :;HNM :G= MH ;NBE= EHG@>K M>KF K>E:MBHGLABIL

e Experiment
OKR : O:KB>MR R2ASEEZM <HGM>GM ?HKF:ML MHIB<L >M< ):KD>M>KL PBEEBG
>QI>KBF>GM <:G LHF>MBF>L LMNF;E> :<KHLL LHF> @K>:M =BL<NLLBHGL MA:I
O:EN:;E> <NLMHF>K BGLB@AML :G=>0>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
F>LL:@>L MH :ELH BG<EN=> <NK:M>= <HGM>GM :G= <HGM>GM MA:M LBFIER ::
<HFFNGBMR

e Be Generic
0A> =>M:BEL :K> MA> BGM>K>LIWMBG@H:EUBISGHM MH ;> EBD> >O>KRHG> >EL
NGBJN> :G= AB@AEB@AM AHP PAMKBEORKSHPAH RHN :R>BtGN ?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 RHRK <HFFNGBMR
‘MM>GMBHG MH@HWIKNMBSG<> :G= MA>R PBEE I:R :MM>GMBHG MH RHN

2 Q9<=6;4 <;A2A  2.11.4,2A@

%G MA> E:.LM <RABBMKH=N<>= MA> <HG<>IM H? E>:= F.@G>Ntad>hagretBL : 7K>> BM>F

HK L>KOB<> MA:M BL @BO>G :P:R ?HK MA> INKIHL> H? @:MA>KBG@ <HGM:<M =>M:BEL *HP M.
MAKHN@A AHP MH ;NBE=: <HGM>GM LMK:M>@R :G=|IE:G RHN F:R P:GM MH MABGD :;HNM BG
F:@G>ML BGMH RHNK <HGM>GM IE:GL /H MA> ?HEEHPBG@ EBLML IKHOB=> L>0O>K:E >Q:FIE>
O:KBHNL <:M>@HKB>L

WEducational Lead Magnets
I=N<:MBHG:E E>:= F:@G>ML M>:<@RUNBHG<> LHF>MABG@ MA>R =H GHM :EK>:=R D

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

d 2B=>H
d N=BH
d 3 KBMM>@HKRKGL<KBIM

e Short course
+7?>K : LAHKM <HNKL> HK : IHKMBHG H? : EHG@>K <HNKL> ?HK ?K>>

e Sample Chapter / Mdeo 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
0ABL <HGM>GM PHKDL I:KMB<NE:KER P>EE BG =>LB@G ;R IKHOB=BG@ HMA>
<HG<>IML

e Infographics
2BLN:EBS> LHF> M>QM A>:OR <HGM>GM BG :G BG?H@K:IAB< "K>> L>KOB<>L
EBDX%O: ,BDMH<A:G%2BLFH?>K F:GR BG?H@K:IAB< M>FIE:M>L

e Webinar sign-up / Event Tickets
+?7?>K :G >=N<:MBHG:E P>;BG:K HK BG I>KLHG >0>GM

e Predictions / Forcasts
,N:EBLA LHF> IK>=B<MBHGL HK ?HK><:LML :;HNM RHNK BG=NLMKR HK HMA>K

e Presentations
,KHOB=> :G >=N<:MBHG:E IK>L>GM:MBHG

e Newsletters
K>:M> :G >=N<:MBHG:E G>PLE>MM>K HK G>PLE>MM>K L>KB>L

e Virtual Library / V ault



https://www.canva.com/
https://piktochart.com/
https://www.visme.co/
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NBE=:G HGEBG> EB;K:KR HK LHNK<> PA>K> E>:=L <:G :<<>LL : O:KB>MR H? <}
LI><B?B< MHIB<

e Market Research / Roundup / State of the Industry
HG=N<M LHF> F:KD>M K>L>:K<A :G=IKHOB=> : LNFF:KR H? RHNK ?BG=BG@L

e Recordings / Replays with additional commentary
><HK= LHF> <HGM>GM HK K>|E:R LHF> >QBLMBG@ <HGM>GM PBMA :==BMB}
IKHOB=>= ;R RHN HK RHNK M>:F

e Coles/ Cliff Notes / Content Summaries

WUseful Lead Magnets
1L>?NE E>:= F.@G>ML IKHOB=> LHENMBHGL PB@ANMAB<RIT<{NK 3. KHEO> : IKH;E>F

e A>M/A>>ML (BLM H? /AHKM<NML

A><DEBLML

‘E<NE:MHKL > @ .+% <:E<NE:MHKL :EHKB>ME<NE:MHK
:L>/MN=B>L !Q:FIE>L

"BE> >LB@GBIE:M>L :D: /PBI>"BE>L >@ HGM>GM BFE=NMQL
=B@BM:E HK IKBGM:;E>

e OHHEDBML > @ =>LB@G MA>F>L =B@BM:E :LL>ML B<HGL >M<
e /[<KBIML >@ H=>/<KBIML >M<

e (BLM H? .>LHNK<>L %GLIBK:MBHGL

e E>G=:KL ,E:GL HK ,E:GG>K ,;@>L

e %=>: #>G>K:MHKL

e ><BI>L

e
e
e
e

W Community-building Lead Magnets
0A>L> E>= F.@G>ML <K>:M> : P:RNKNEB>G<>L MH ;NBE=: <HFFNGBMR ;:.L>= HG MA>
MABG@L MA>R A:0> BG <HFFHG

e BK><M<AEE>G@>L >@ HMME> :| A\ EE>G@>
e )>F;>KL HGER P>;LBM> HK IHKM:E
e 2>KMB<:E |GB<A>" @KHNI ?HKNFL
d ):LMH=HGHI>G ®PBMNEBD>
d .BQ>E">HI>G %GLM:@K:F EBD>
d +DNG:HI>G LH<B:E G>MPHKD
d ):AK: HI>G >IHKM?HEBHL
d /E:<D ?HKNFL
e /H<B:E )>=B: #KHNIL > @ ":<>;HHD (BGD>=%G #KHNIL

W Entertaining Lead Magnets
0A> ?HEEHPBG@ E>:= F.@G>ML F:R BGLIBK> HK >GM>KM:BG RHNK :N=B>G<>


https://joinmastodon.org/
https://pixelfed.org/
https://www.okuna.io/a/login
https://mahara.org/
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e -NBSS>L
e /INKO>RL
e HGM>LML #BO>:P:RL
e HFB</MKBIL
e (BLM H? -NHM>L %F:@> PBMA :-NHM> : D : -NHMH@K:IAR
e >LDMHI 3EEl:I>K
e 6HHF 2BKMN:E :<D@KHNG=
e 3>; H;BE> Il HK#F> %GM>K:<MBO>
e ):GB?>LMH

W Bottom-of-funnel Lead Magnets
0A>L> E>:= F.@G>M>KL? FHO> MA@ MVK<NLMHF>K ?KHF E>:= MH <NLMHF>K

e "K>>/ABIIBG@

e "K>> KB:E L>KOB<> <HNKL> HK IKH=N<M

e HNIHG BL<HNGM H=>L

e "K>>/>KOB<>/>LLBHG HGLNEM:MBHG H:<ABG@ />LLBHG

e "K>>-NHM>

e %GLM:GM :<<>LL MH : ?K>> :== HG HK IK>FBNF L>KOB<> ?>:MNK>
e NRHG> @>M HG> +#+ 23K

e M:EEH@

e :L>/MN=B>L

e

JHOBG@ 11 : 3BMBG@ (BLM

'‘B::.?F

OH LN<<>LL?NEER ;NBE= RHNK <HGM>GM LMK:M>@R :G= IE:G ;> LNK> MH :GLP>K MA> ?HEEH
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Content Strategy Questions

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
WHAT W 3A:M MHIB<L :K> P> @HBG@ MH <HO>K

W3A:M ?HKF:ML :K> P> @HBG@ MHNL> > @ ;EH@L IH=<:LML [OB=>HL
BG?H@K:IAB<L >M<

W 3AR =H>L :GRHG> <:K> ;;HNM HNK <HGM>GM
W 3AR K> P> <K>:MBG@ MABL <HGM>GM

WHY

W $HP :K> P> :==BG@ O:EN> MH HNK <NLMHF>KL <HFFNGBMR
HOW W $HP :K> P> @HBG@ MH =>EBO>K HNK F>LL:@>
W $HP LAHNE= P> L:R BM MHG> E:G@N:@MBF:@>KR

W 3A>K> PBEE P> @>M MA> <HGM>GM :LL>LL RHNK EBFBM:MBHGL
WHERE W 3A>K> PBEE P> <NK:M> <HGM>GM
W 3A>K> PBEE HNK <HGM>GM G>>= MH ;> NI=:M>=

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

WHEN

W 3AH PBEE ;> K>LIHGLB;E> ?HK IKH=N<BG@ MA> <HGM>GM
WHO 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:MABNKAHGMEGM :@:BGLM MA> :IIKHIKB:M>
LM:@>L H? RHNK <NLMHF>K CHNKG>R
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'>R 0:D>:P:RL

HGM>GM F:KD>MBG@ <:G ;> : IHP>K?NE LMK:M>@B< :G= M:<MB<:E :IIKH:<A MH <HGG><@BE @M+ G&<>E>:KGBG@ :;;HNM M:K

W L M:K@>M <NLMHF>KL FHO> MAKHN@A >:<A H? MA> ?BO> <NLMHF>K CHNKG>R LM:@>L [ :P:K>G>LL pG@:@>F>Gl
K>M>GMBHG :G=:=OH<:<R [ F.KD>M>KL G>>= MH B=>GMB?R MA> LI><B?B< <HGM>GM MA:M BL FHLM BFIHKM:GM

W OH =>0>EHI RHNK <HGM>GM:KDKMNSKE E>>= MH :GLP>K D>R R¥:FPR&R> PA>G :G= PAH JN>LMBHGL|MH
>GLNK> MA>BK <HGM>GM IE:G :G= :<MBOBMB>L F>XPMANEBSGKHGMASMIMNLM:BG:;E> ;R MA> F.KD3>MBG@ M>:F
:G= MA>@IGBS:MBHG:E K>LHNK<>L :O:BE:;E>
W HGM>GM F:KD>MBG@ BL GHM CNLM :;;HNM <K>:MBG@ <HGM>GM BML @H:E BL MH ;NBE= F>:GBG@?NE K>E:MBH
>QBLMBG@>M:K=B>G<>L
W 0A> B=>E <HGM>GM FBQ <HGM:BGL U IKHFHMBHG <HGM>GM HKB@BG:E <HGM>GM :G= <NK:M>=<HGM>G

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

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

W _$B@AER P2<MBO> (>:=):@G>M %=>:L

W 3A>K> MH ?BG=__ "K>> (>:= ):@G>MIB:M>L

W _ FESBG@ "K>>:B> HGM>GM K>:MBHG /BM>L "HK "HNG=>KL ):D>KL

W _/MH<D B=>H /MH<D %F:@> :G=/MH<D N=BH .>LHNK<>L ?HK K>:MHKL :G=):KD>M>KL
W 0A> HI _ /H<B:E *>MPHKD +I>G /HNK<> ,KHC><ML

W __>LM H=<:LM $HLMBG@ ,E:M?HKFL



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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G= A>K> K> L>0>K:E ?K>> BG=NLMKR <>KMB?B<:MBHGL K>E:M>= MH <HGM>GM F:KD>MBG@

W /NKNLA HGM>GM ):KD>MB{BEBIBM HNKIKE [ /KNLA

W HGM>GM ):KD>MBG@ "NG=:F>GM:EL HNKL> PBMA IAKE>R/IKERINK:

W $N;LIHM HGM>GM ):KD>MBG@ >KMBRB:$NBHIEIM

W S5HNON;> K>MHK <:=>FR [ K>:M> #K>:M HGM4GM

142 2@076=A6<;@

Content Categories in the Customer Journey Image Description:

=B:@K:F LAHPBG@ PA:M MRI>L H? <HGM>GM :K> NL>= MH K>?&=K>GIMMLINF@KLL : M2>=TRAA>
<NLMHF>K CHNKE®@&R> =>L<KBIMBHG :O:BE:;E>

Part of
Funnel Stage Customer Type Types of Content
OHI P:K>G>LL | 2BLBMHKL +GEBG> =L OB=>HL IAHMHL
_ ) HLML OB=>HL :EH@L <HGM>GM >F:BEL

OHI IG@:@>F>GN "HEEHP>KL oL HNK ol MHLEL

. EB<D MAKHN@AL <HGM>GM <HELAF@EG>ML @KV>= :=L23eL
)B==E> HGO>KLBHG | \.| <kB:>KL IKHFHMBHGL

KHLI><ML <NLMHF>KL K>I>:M | +G:H:K=BG@ LNIIHKM <HEENGBMR

HMMHF >M>GMBHG |\ MHESKL F-G:@>F>GM
HMMHE —OH<:<R K:G= :=OH<:M>L 2BK:E <HGM>GM BG?EN>G<>KI >0:G@>E

>MNKG MH MA> HGM>GM :M>@HKB>L BG MA> NLMHF>K &HNKG>R BF:@>

1216. AA?6/BA6<;@

W HGO>KLBHG ?NGG>E ;R .H<A>EE> #K:RLHG BL EBLGIEBNG=>K :
W HGM>GM F:KD>MBG@ <HGO>KLBHG ?NGG>E ;R .H<A>EE> #K:RLH& BL EB<>GL>= NG-=

EB<>G<>

WI!=BMHKB:E :E>G=:K L:FIE> ;R & (:LB<: BL EB<>GL>=NGEBK>G<>
W%=>E <HGM>GM FBQ [ IKHFHMBHG:E [ HKB@BG:E [ NK:M>= ;R .H<A>EE> #K:RLHG BL E

5 EB<>G<>



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/

'2.705 ;46;2 #=A6:6G.A6<; '#

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain PA:M L>:K<A >G@BG> HIMBFBS:MBHG /!+ BL
W DescribeMA> ZBK>G<>L ;>MP>>G HG LBMBEBEI= AP

+5.A 6@ '2.705 ,46;2 #=A6:6G.Ab<; '#

Search engine optimizationBL MA> IKH<>LL H? @>MMBG@ RHNK P>;l:@>L :G= <HGM>GM MH K:GLC
I:B= :ELH DGHPG L@H&B<" L>:K<A >G@BG> K>LNEML LH MA:M RHN BG<K>:L> MA> JN:EBMR (
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 ;
RHNK <HGM>GM L@&MRMMBRG<>L <:G >:LBER ?BG= <HGM>GM MA:M IKHOB=>L MA> :GLP>KL N
1G=>KLM:G=BG@ PA:M I>HIE> :K> L>:K<ABG@ ?HK HGEBG> MA> DBG=L H? PHK=L HK M>KFBG
:G= MA> MRI>L H? <HGM>GM MA>R P:GM MH <HGLNF> :K> <KBMB<:E BG :GR L>:K<A >G@BG> F

103



104 Generating Customer Demand and Nurturing Leads & Prospects

3A>G =HG> <HKK>$MEERHPL F:KD>M>KL MH ;>MM>K K>:<A :G= <HGG><M PBMA I>HIE> L>:K<AB!
IKH=N<ML :G= L>KOB<>L@/BBBKVHBRISKH ?

"KHF RHNK <NLMHF>K I>KLHG:L RHN LAHNE= DGH@PK:N\RBIE<M K GML :G= BL BGM>K>LM>=
/'+ LBFIER A>EIL F:KD>M>KL LMKN<MNK> MA>BK <HGM>GM LH MA:M L>:K<A >G@BG>L <:G ?BC
BG=>Q BM :G= NEMBFIBELER BM PAXG>MKKLMHF>K BL EHHDBG@ ?HK BM

+5 F6@ '# =<?A.A

%G =B@BM:E F:KD>MBG@ MA>K> BL : EHM H? =BL<NLLBHG :;HNM NLBG@ I:B=:=O>KMBLBG@
HGEBG> IE:M?HKFL MH @B=KO4B@EI2K>LM $NR>F=EHKBMR H? HGBBBE: MKBD>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 PBKHNHKMNGBMB>L MA:G I:B=:=O>KMBLBG@ HG ;HMAF
=>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
F:KD>M>KL DGHP >Q:<MER PA:M MA:M I>KLHG:BUNMB®E®B G E>2HRBMA : 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 [>KL!
FHF>GM #>G>K:ERRL> L>:K<A BGM>GMBHGL K> <:M>@HKBS>=:L ?HEEHPL

W Informational
OABL 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
OABL BL PA>G LHF>HG> BL L>:K<ABG@ ?HK : LI><B?B< P>;LBM>
"HK >Q:FIE> ] >LM NR?

W Transactional
OABL BL PA>G LHF>HG> BL L>:K<ABG@ MH :NR LHF>MABG@
"HK >Q:FIE> J@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><I
=BLMBG<M BGM>GMBHGL

+0O>K MBF> :G=B? L>M NI IKHIxKERELH HQ:GB<:EER @KHP :G= BG<K>:[2BRIFEKI MHNM
:==BMBHG:E BGO>LMF>GML >LI><B:EER B? RHNK <HGM>GM BL MA> ;>LM F:M<A ?HK LI><B?7B<
'R LI>G=BG@ MBF> MH IKHI>KER LMKN<MNK> RHNK <HGM>GM 7&8GBSKH¢BHG @HB@Et LRHNK H
BG<K>L>=MK?>C@:@>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
>QIEHK> HG LBM>?.GBMI? /!1+On-site SEO?H<NL>L HG HIMBFBSBG@ MA> <HGM>GM :G= LMKN<M
P>;LBM> LH MA:M BM K:@/pic&hBkithin the first 10 seah results, or on the first page of selr

engine esults)?HK LI><B?B< L>:K<A IAK:L>L :ELH DGHPG :L |D>RPHK=L" MA:M :K> K>E>0:GM MH
HI®:GBS:MBR&LBM> HK <HGM>GM
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D>R >E>F>GM H? HG LBM> /'+ BL >GLNKBG@ MA:M MA> D>RPHK=L @k M>R4BK{ExE RHNK M:K
L>:K<A>L ?HK :K> <HGM:BG>= BG MA> <HGM>GM :G= LMKN<MNKPHDRHAKHN@LE. (>M
>Q:FIE>Fable Ice Cream : /:.LD:MHHG ;:L>= B<> <K>:F LAHI A:L A>:K=:;HNM /I+ .G=P:GML MH
BFIKHO> AHP H?M>G MA>R LAH®:SIEBG HK<A K>LNEMILH MA>R FB@AM LD JN>LMBHGL LN<A

W3A:M MRI>L H? B<> <K>:F =>LL>KML LG:<DL >M< :K> I>HIE> L>K<ABG@ ?HK
W3AH BL L>:K<ABG@ ?HK MA>L> M>KFL
W3A>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
WSHP :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> =>0B<>L
W3AR :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 EH}
LP>>M MHHMA

W3A>K> :K> IHM>GMB:E <NLMHF>KL EH<:M&:MEH3:HKRBGM>KG:MBHG:EER

LDBG@ MA>L> JN>LMBHGL BL : <KN<B:E IE:GGBG@ LM>| MA:M PBEBD@ERMBH"KEL JSAK > F
:G= A>El MA>F <K:?M ;>MM>K <HGM>GM 1G=>KL@:B%4BG@AH> LM:K<A>L ?HK : IKH=N<M L>KC
HK BG?HKF:MBHG BL : <KN<B:&2BGMILM>KBG@ MA> ;;HO> IN>LMBHGL F:KD>M>KL <:G <HF>
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>@N-MB&E MA>L> |
HMA>K LMKN<MNK:E :G= AB==>G :K>:L H? RHNK P>;l:@>L MA:M LAHNE= ;> <HGLB=>K>= :L P>E

https://opentextbc.ca/foundationsdigitalmarketing/?p=80#h5p-3

a An interactive H5P element has been excludeah fihis version of the textolY can view it online her

"HE> %<> K>iF


https://opentextbc.ca/foundationsdigitalmarketing/?p=80#h5p-3
https://www.fableicecream.com/
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%G MA> ;;HO> BF:@> RHN <:G L>> MA> :G:MHFR H? : P>;l:@> :G= PA>G RHN :K> BG<HKIHK:MBC
D>RPHK=L ;> LNK> MH BG<EN=> MA>F BG MA> ?HEEHPBG@

WURLs and Paths
3ABE> GHM L <K>:MBO> :G= ;K:G=:;E> =HF:BG G:F>L MA:M :K>=>L<KBIMBO> > @ PBC(
P>EE ?HK /'+ G=B? RHN A:0O> FNEMBIE> P>;l:@>L HG RHNK P>,LBM> <HGLB=>K BG<E
D>RPHK=L BG RHNK I:MAL B > MA> M>QM :?M>K MA> LE:LA>L "HK>Q:FIE> PBG> <}

WTitle Tag
0A> MBME> M:@ BL HG> H? MA> FHLM BFIHKM:GM |:@> ?:<MHKL ;><:NL> BM M>EEL MA
MA> >GMBK> |:@> BL :;HNM 3ABE> MABL M:@ BL AB==>G PA>G OB>PBG@ : P>;l:@> Bl
MBME> BG ;EN> MA:M L>:K<A >G@BG>L LAK$B@nidde B&ldtw ENBSHBENgine
Land | Must Read News E@H L>> MA> MBME> M:@ ?HK : P>;l:@> LBFIER AHO>K RHNK FH
MA> MHI H? :GR P>; ;KHPL>K M:;

W Meta Descriptions / Snippets

F>M: =>L<KBIMBHG BL MA> LAHKM LNFF:KR MA:M :1I>:KL NG=>KG>:MA RHNK P>;LBM>
L>:K<A >G@BG> K>LNEML I:@> :G= BG<EN=>L BG?HKF:MBHG :;HNM RHNK P>;l.@> L>>
@:BG MABL BG?HKF:MBHG BL GHM OBLB;E> PA>G OB>PBG@ MA> :<MN:E P>;l:@> ;NI
BG?HKF:MBHG <K>:M>= ?HK L>:K<A >G@BG>L MH =BLIE:R BG MA>BK K>LNEML ):GR P
3 HK=,K>LL BQ 3>,ER-M< PBEE A:0> L>MMBG@L PA>K> RHN <:G >GM>K MABL =>L<KE
MBME> M:@ ?HK >:<A P>;.@> BEBRx{EK<:L>L RHN F:R G>>= MH :LD RHNK P>;LBM>
=>0>EHI>KL AHP MABL BG?HKF:MBHG <:G ;> >GM>K>=
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WNMain Content / Body Copy
0A> F:BG <HGM>GM :ELH <:EE>= HBIRMAIROBLB;E> <HGM>GM RHN L>> PA>G RHN OBL
P> l:@>

WHeader Tags
$>:=>K M:@L :ELH DGHPG L A>:=BG@ M:@L :K>NL>= MH L>:K:M> A>:=BG@L :G=LN;A
P>:l:@> 0A>R K:GD BG HK=>K H? BFIHKM:G<> ?KHF$ MH$ PBMA $L ;>BG@ MA> FHL
BFIHKM:GM $>:=>K M:@L BFIKHO> MA> K>:=:;BEBMR :G=/1+ H? : P>l:@> ;R <K>:MBG@
AB>K:K<AR LBFBE:K MH : M:;E> H? <HGM>GML HK HNMEBG> "HK]3&:MIB: BG MABL <A:
/'+" ]13AR BL /'+ %FIHKM:GM”" :G=]+G LBM> /'+ '>RPHK=L":K>$L PAB<A F>.GL MA:M
‘EE MA>L> A>:=BG@L A:0> MA> L:F> BFIHKM:G<>

Wimage Alt Text
/> K<A>G@BG>L <:GGHM |L>>" BF:@>L L :K>LNEM BF:@>L LAHNE=:EP:RL A:0O> EM
=>| <KB;> PA:M BL BG MA> BF.@> />:K<A >G@BG>L PBEE MA>G NL> MABL EM M>QM M
10>G MAHN@A EM M>QM BL GHM OBLB;E> BM BL :G BFIHKM:GM :==BMBHG ?HK /!+ :G:
NLBG@ L<K>>G K>:=>KL MH OB>P : P>;l:@>

WFile Names (including images)
3A>G L:OBG@ :G= NIEH:=BG@ ?BE>L MKR MH BG<HKIHK:M> MA> :IIKHIKB:M> D>RPHK:
G:F> "HK >Q:FIE> .G BF:@> ?BE> PBMA MA> GFICOM@ BL FN<A ;>MM>K MA:G
%) Cl>@

WLink T ext
3A>G <K>:MBG@ EBGDL MH BGM>KG:E :G=>QM>KG:E P>;l:@>L F:D>LNK>MA> M>QM
=>L<KBIMBO> "HK >Q:FIE> BGLM>:= H? PKBKIKB E><EB<BIMB<E>" PKBM> |K>:= MABL
‘KMB<E> ?KHF #HH@E> BQXBGD 0

*HP MA:M RHN A:O> <HGLB=>K>= BG<HKIHK:MBG@ D>RPHK=L BGMH MA> LMKN<MNK:E :K>:L
<:G <K>:M> OBLB;E> <HGM>GM MA:M :GLP>KL MAGINANAEHGK RHNR M:K

%? RHN P:GM MH ?NKMA>K K>L>:K<A :G= B=>GMB?7R K>E:M>= HK LBFBE:K D>RPHK=L MA>K> I


https://developers.google.com/style/link-text
https://developers.google.com/style/link-text
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MA:M <:G A>El "BKLM <K>:M>: EBLM H? IHM>GMB:E D>RPHK=L |IAK:L>L :G=JN>LMBHGL :G=M

M>KFL BGMH :GR H? MA> ?HEEHPBG@ HGEBG> L>KOB<>L
WH#HH@E> />:K<A HGI[HEHPL : EHM H? =:M: :;;HNM MA> D>RPHKaltelsidy Kt BEENK
W#HH@E> ">RPHK= E:$@B&=L HMA>K D>RPHK=L ;NM HGER EBLM K:G@>L ?HK L>:K<A (
W#HH@EKSGSIOBLN:EBS>L MA> K>E:MBO> L>:K<A IHINE:KBMR H? : D>RPHK= HO>K MBF
W'>RPHK= #>G>K:NIABG=L NI MH D>RPHK= B=>:L ?HK :GR L>>= D>RPHK=
W'>RPHK=/A>>MPKIEEL MAHNL:G=L H? :NMH<HFIE>M> LN@ @>LMBHGL ?KHF #HH@E>

W _GLP>K MA> ,N:EBBG=L JN>LMBHGL IK>IHLBMBHGL <HFI:KBLHGL :EIA:;;>MB<:EL :G=K
L>:K<A>L

W'>RPHK=/NK?$RL : ?7K>> AKHF>>QM>GLBHG MA:M LAHPL >LMBF:M>= @EH;:E :G= EH<:
<HNGMKB>L BG<EN=BG@ :G:=: FHGMAER L>:K<A OHENF>L ?HK :GR JN>KR MRI>= BGI

W'>RPHK==BMNEEL D>RPHK= B=>:L ?KHF .>==BM

W-N>LMBHG2BG=L MA> JN>LMBHGL I>HIE> :K> :LDBG@ :;HNM : LI><B?B< MHIB< LHNK<>
>==BM

W _NED '>RPHK= #>G>K:MBiK D>RPHK= K>L>:K<A Mbi¢HE/PHBOM @>G>K:M>L D>RPHK=L
;:L>= HG BG=NLMKR MRI>

5HN <:G :ELH <HG=N<M : #HH@E> />:K<A NLBG@ RHNK D>RPHK=L IAK:L>L :G=JN>LMBHGL :G:
K>LNEML ,:R :MM>GMBHG MH MA> |,>HIE> :ELH :LD" ;HQ ?HK L>:K<A LN@@>LMBHGL *HP MA:N
L>GL> H? PA:M HG LBM> /'+ <HOMIDE>FHHD M.B®I> /!+

#33'6A2 ' #

+7? LBM> HKIH®> /'+ BGOHEO>L :GR :<MBOBMB>L MA:M =KBO> :P:K>G2Btu BH KKPKKHEWK:?
?KHF HMA>K LBM>L "HK >Q:FIE> B? RHN A:O> : EBGD MH RHRBMMVHIKBM H BRER HAKSHK > BL GHP
EBGD ?KHBMM>K ;:<D MH RHNK P>;LBM> 0A> K>:LHG MABL BL BFIHKM:GM BL ;><:NL> L>:K<A >
: P>,LBM> ;:.L>= HG MA> K>INM:MBHGL H? MAHL> P>;LBM>L EBGDBG@ MH BM /H B? RHN A:O>
:LLH<B:MBHGL F>=B: LBM>L >=N<:MBHG:E BGLMBMNMBHGL >M< EBGDBG@ MH RHNK P>;LB
RHNK P>:LBM> FN<A AB@A>K MA:G EBGDL ?KHF LF:EE>K HK E>LL K>INM:;E> P>;LBM>L O0A>L>
;><HF> |:.KM H? RHNK |[HGEBG> =B@BM:E G>MPHKD ?:FBER" :G==BK><MER BG?EN>G<> RHN!
JK>INM:MBHG” L : K>LNEM EBGD ;NBE=BG@ BL H?M>G <H@EN=M=M B = B&HBG<EN=>
M:<MB<L LN<A :L

W#N>LM . EH@Q @BG@

W HGM>GM F:KD>MBG@
W/H<B:E F>=B: F.KD>MBG@
W%F:@> OB=>H LA:KBG@
W, H=<:LML :G= :KMB<E>L
W NLMHF>K .>OB>PL


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/
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W BK><MHKR EBLMBG@L >M<

[HF> D>R <HGLB=>K:MBHGL :G= <HGZIIBMHKB{3<EN=>

W Outbound Links
+NM;HNG= EBGDL :K> EBGDL ?KHF RHNK P>:LBM> MHBK+BMiHFEIGAG #5857 3A>G
RHN F:D> MA>L> <HGG><MBHGL D>>| BG FBG= MA:M MA> HMA>K P>:LBM> PBEE ;><HF
P>:LBM> G>MPHKD %G HMA>K PHK=L RHNK K>INM:MBHG :G= MA>BK K>INM:MBHG :K:

W Inbound Links / Backlinks
OA> HIIHLBM> H? HNM;HNG= EBGDL BG;HNG= HK ;:<DEBGDL <HF> ?KHF HMA>K P>;LBI
=B2>K>GM =HF:BG G:F> :G= IHBGM MH RHNKBFEHKIEEDM>RGIKRK_BVI> /I+ BG<K>:L> MA>
GNF;>K H? K>E>0:GM K>E:M>= P>;LBM>L MA:M EBGD MH RHNK P>;LBM> '>>| BG FBG=
K:GD AB@A>K MA:G HE=>K EBGDL :G= BM BL LMBEE BFIHKM:GM MH A:O> D>RPHK=L B
F>GMBHG>=:;HO> %? ?HK LHF> K>:LHG RHN =BL<HO>K : P>;LBM> EBGDBG@ MH RHI
K>FHO> MA:M <HGG><MBHG RHN <:Gaaxdé Disiow Dol

W Content
K>:MBG@ <HGM>GM BL : LB@GB?B<:&MMM!H2MERMBRHPRO>IGHM :EE <HGM>GM BL
>JN:E "HK L>:K<A >G@BG> INKIHL>L AB@A JN:EBMR <HGM>GM BL =>?BG>=:L HKB@E
<<NK:M> ?>P @K:FF:K FBLM:D>L :lIIKHIKB:M> E>G@ MA>; CBAWEBINM IKH=N<>
AB@AMNKEBMR <HGM>GM PBEE K:GD AB@A>K BG L>:K<A >G@BG> K>LNEML /H : KH:;N
F:KD>MBG@ LMK:M>@R @EBSG/BK@LBM> /I+ >LI><B:EER ?HK G>P>K P>;LBM>L MA:N
:K>>LM:;EBLABG@ MA>BK <K>=B;BEBMR :G= ;NBE=BG@ :G :N=B>G<>

WLink diversity
OH BFIKHO> RHIRK_BVI> /1+ <K>:M>: O:KB>MR H? HNM;HNG=:G= BG;HNG=EBGDL B> |
?KHF : O:KB>Mdiftfdent=HF:BGL (BGD =BO>KLBMR BG<K2:LBVRHMKHKEDBG @

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

"HK FHK> B=>:L HG EBGD ;NBE=BG@ LMK:M>@B>L |E>tbx KrereditABL irkdVMRL Eing
StrategiesHK P:M<A MA> ?HEEHRBGQDB=>H

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=80#o0embed-1

>R 0:D>:P:RL

+G LBM> :G2 HBM> /1+ LB@GB?B<:GMER BFI:<M RHNK L>:K<A >G@BG> K>LNEML

W O0ABGD :;HNM MA> M>KFL PHK=L IAK:L>L :G=JN>LMBEGMNM-BFGHHPCBEE NL> MH L>:K<A ?HK :GLP>KL :G= RHNK



https://support.google.com/webmasters/answer/2648487?hl=en
https://www.matthewwoodward.co.uk/seo/link-building/strategies/
https://www.matthewwoodward.co.uk/seo/link-building/strategies/
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LHENMBHGL

W OH BFIKHO> HG LBM> /I+ <HGLB=>K BG<HKIHK:MBG@ D>RPHK=L BGMH F:GR H? MA> LMKN<MNK:E >E>F>GML H? |
M:@L F>M: =>L<KBIMBHG >M< :L P>EE MA> OBLB;E><HGM>GM :G= ?BE>L

W D>R >E>F>GM H2AB®>/I+ BL EBGD ;NBE=BG@ ):KD>M>KL G>>= MH <K>:M> F>:GBG@?NE <HGG><MBHGL EBGDL
K>E>0:GM :G= K>E:M>= P>;LBM>L MH BG£RMb>'MKXBBBEQ@

/'+[ ==BMBHG:E .>LHNK<>L

OH =BO> BGMH /!+ BG FHK> =>M:BE A>K> :K> LHF> :==BMBHG:E HGEBG> K>LHNK<>L

W 0A> >@BGGE#NB=> MH /!+ A:IM>KL [ )HS

W /MKNLA /!+ 0 HHEDBAKL [/!)KNLA

W /I+ "NG=:F>GM:EL HNKL> PBMA #K2@K#BARKL [ /')KNLA
W /1+):KD>MBG@ PBMA AK>RKL [ AK>?L <:=>FR

1216. AA?6/BA6<;@

W/+ ;R .HC:E BL EB<>GL>=NG5>K* EB<>G<>

W#HH@E> BL MK:=>F:KDL H? #HH@E> (( :G= MABL ;HHD BL GHMBEBHKt=>PERIAK :?
#HH@E> BG :GRR:R= PBMA I>KFBLLBHG

W__,HP>K?NE /'+ (BGD NBE=BG@ /MK:M>@B=>R "H& GBUB2BHRIMEB<>GL>= NG=>K :
IM:G=:K=HBNWN;> (B<>GL>

W G:MHFR H? : P>; .@/R .H<A>EE> #K:RLHG BL EB<>GL>=NGEB>G<>



https://moz.com/beginners-guide-to-seo
https://www.semrush.com/academy/courses/seo-toolkit-course/organic-research
https://www.semrush.com/academy/courses/seo-fundamentals-course-with-greg-gifford
https://ahrefs.com/academy/marketing-ahrefs
https://www.pngall.com/seo-png/download/14004
https://creativecommons.org/licenses/by-nc/4.0/
https://about.google/brand-resource-center/guidance/media/
https://www.youtube.com/watch?v=Rrh974qmbjk
https://www.youtube.com/user/IgniteVisibility
https://creativecommons.org/licenses/by/4.0/

+ 2/@6A2 .;1 .;16;4$ .42 #=A6:6G.A6<;

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Conduct: P>;LBM> :N=BM
W DescribeMA> D>R >E>F>GML H? : LN<<>LL?NE E:G=BG@ |:@>

+ 2/@6A2 #=A6:6G.A6<;

*HP MA:M RHN O> E>:KG>= MA> ;.LB< :IIKH:<SHOQ>ARMEHHD LI><B?B<:EER :M P>;LBM>
HIMBFBS:MBHG L PBMA :GR F:KD>MB@&2 PBKLINP@RLMBHG MH LD BL PAH BL MA> :N=B>G<>
HIMBFBSBG@ RHNK P>;LBMBRMK<BGM>GM H?M>G G>>=L MH LNIIHKM L>0O>K:E :N=B>G<>L :G-
:‘N=B>G<> A:L LEB@AMERSMBZHGM>GM K>INBK>F>GML $>K> BL : EBtM N2ZBHERMGMIK:
P>;LBM>

W Customers
0A> FHLM <HFFHG :N=B>G<>L PHNE= ;> IHM>GMB:E :G= >QBLMB@GHENLMHF>KL B >
<NLMHF>KL K>IK>L>GM>= ;R RHNK <NLMHF>K I>KLHG:L 3A>G HIMBFBSBG@ ?HK MA>|
P:GM MH F:D> LNK> RHNK <HGM>GM BL :==K>LLBG@ MA>BK P:GML G>>=L |:BG IHBGN\
H;C><MBO>L

W Strategic Partners, Alliances, ¥ndors
):GR HK®@:GBS:MBHG:E P>;LBM>L :ELH BG<EN=> <HGM>GM ?HK LMK:M>@B< I:KMG>KL
>Q:FIE> MABL <HNE= ;> LNIIEB>KL ?NG=>KL BGO>LMHKL >M< 0A> G>>=L :G= <HGM>
MA>L> :N=B>G<>L M>GHKMKEB@IHN <NLMHF>KL #BO>G MA> =BLMBG<M G>>=L H? M/
:N=B>G<>L PA:M LI><B?B< <HGM>GM HK BG?HKF:MBHG LAHNE= ;> :0:BE:;E> ?HK MA>|

W Search Engines
L P> =BL<NLL>= BCGEEA&><A:IM>KK>I:KBG@ RHNK P>;LBM> LH MA:M L>:K<A >G@BG>L <:f
K>:= :G=BG=>Q RHNK <HGM>GM K>JNBK>L R>M :GHMA>K :[IKH:<A %? RHN :K> PHG=>
L>:K<A >G@BG>L MH HIMBRBE&=BIGH@ MhiostAecent statistics by Statcounter
#HH@E> K>IK>L>GML U  H? L>:K<A>L :G= BG@ BL : =BLM:GM L><HG=PBMA U OABL I
/'+ BL ?H<NL>= HG #HH@E>

[>:K<A |G@BG> ):KD>M /A:KKB=PB=>

111


https://gs.statcounter.com/search-engine-market-share
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W Your Organization / Brand
S5HNK P>;LBM> F:R :ELH ;> : LHNK<> H? BG?HKF:MBHG ?HK RHNK >FIEHR>>L :G= ?HK <]
LNIIHKM H RHN A:O>: L>E? L>KO> LNIIHKM L><MBHG +K =H RHN A:O>: |[E:<> PA>K> >|
<:G =BL<HO>K MA> E:M>LM G>PL MH LA:K> PBMA MA>BK GSMRHBDI .>F>F;>K
framework MA:M >FIEHR>>L :K> :ELH <HGLB=>K>= |HPG>= F>=B:" :G= <:G IKHFHM>
HIQ:GBS:MBHG:E <HGM>GM L P>EE

‘L>= HG MA> ;;HO> :N=B>G<>L HIMBFBSBG@ RHNK P>;LBM> <HGM>GM PBEE O:KR =>|>G=BG(
‘N=B>G<>L RHN IKBHKBMBS> /E>BBGEMB2K:GD RHMKMMNK=B>G<>L ?BKLM

'‘A2=+ 2/@6A2 B16A $?<02@@

0A> ::HO> BF:@> AB@AEB@AML>;LIBMP3N=BM IKH<>LL MA:M <HO>KL MA> <KBMB<:E LM:@>L B
HIMBFBSBG@ RHNK P>;LBM>

HFI>MBMBO> G:ERLBL

0><AGB«<:E IKKHKL

1+

NLMHF>K 1L>K IQI>KB>G<>
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>LB@G

'‘A2= <:=2A6A6C2 ;. 9F@6@

>?HK> HIMBFBSBG@ RHNK HPG P>;LBM> =H M:D> MBF> MH K>OB>P RHNK <HFI>MBMHKL" P>;
@E>:G : @K>:M =>:E H? BG?HKF:MBHG ?KHF MABL IKH<>LL "HK >Q:FIE> BM <:G ;> ;>G>7B<B:E
D>RPHK=L RHNK <HFI>MBMHKL :K>NLBG@ ARRGBISMLEMIBILHBM>= PAH BL OBLBMBG@ MA
P>;LBM> :G=IKHOB=> :==BMBHG:E =B@BM:E F:KD>MBG@ B=>:L MH ;>MM>K F:KD>M RHNK HP(

OH I>K?HKF : <HFI>MBMBO> :G:ERLBL MA>K> :K> F:GR ?K>> <HFI>MBMHK :G:ERLBL MHHEL OA:
JNB<D :G= O:EN:;E> BGLB@AML :G= F:GRxKB8B4KE>FBNF O>KLBHGL :L P>EE 0A> ?HEEHPBG
M:;E> IK>SL>GML L>0O>K.E <HFI>MBMBO> :G:ERLBL MHHEL :G= EBLML MA>BK ?>:MNK>L :<KHLL :
HIMBFBS:MBHG =B@BM:E :=O>KMBLBGEA<BEEFD 1BV ABKBGHRM><AGHEH@R

Competitive Analysis Tools and Their Featues

Tool Rankings Advertising Authority Social Media Traffic Technology
Ahr efs v [ v [ [ [

Alexa v v N [ v [
Builtwith [ [ [ [ [ v

Buzzsumo [ [ v v [ [
FollowerWonk | [ [ [ v [ [

iSpionage v v [ [ [ [

Majestic v v v [ [ [

Moat [ v [ [ [ [

MOZ / Link v
Explorer

Quantcast

SimilarW eb

—
—

—
—
—
—
—

N
<~

Searchmetrics

SEMrush

Serpstat

NIENIENIENIEN

SNIENIENIEN

SNIENIENIEN
<

SpyFu

I:<A MHHE >O:EN:M2stK=BM :LI><ML H? =B@BM:E F:KD>MBG@ :G= P>;LBEMHRBM>k8A HGE>M"
H? MA>L> BG FHK> =>M:BE


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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2F=52@2@ .;1'2.?05 ;46;2 &.;86;4@

What do they rank for?

/>>BG@ PA:M RHNK <HFI>MBMHKL K:GD ?HK :G= AHP AB@A PBEE BFF>=B:M>ER IKHOB=>
:G= D>RIAK:L>LBMAHNM NLBG@ : MHHE MA> HGER P:R MH ?BG= MABL BG?HKF:MBHG Pt
?HK >O>KR <HG<>BO:;E> D>RIAK:L>

$. F $2? 9608 .;1 646A.9 1Q2?7A6@6;4

What phrases arthey bidding on? Wheare they investing their ad budgets? What do their ads

look like?

(BD> HR:GB< K:GDBG@L NG=>KLM:G=BG@ :=<HFGEB\E@RBEE IKHOB=> BGLB@AML BGM|
FB@AM ;> : @HH= BGO>LMF>GM ?HK RHN LLNFBG@ MA>R A:O> P>EE F.G:@>= P>EE HIN
<FI:B@GL RHN <:G L>> PAB<A PHK=L :G= |IAK:L>L :K> @>MMBG@ M&=MBWBPBMA RHNK

BA5<?6AF .;1 6;8 $<=B9.?6AF

Do they have higher quality and necauthoritative links than us?

L =BL<NLL>= BGI#AS<A:IM>EBGDL <:G LB@G:E : RXQ:BM>"/BM>L PBMA F:GR EBGDL ?KHF
HMA>K K>E>0:GM :G= K>E:M>= P>:LBM>L PBEE EBD>ERA:D=xBRBERBR NMAEBBMR K>
?KHF LBM>L MA:M A:0> AB@A :NMAHKBMR MA>FL>EO>L

>RHG= MA> GNFRHN <:G :ELH NL> MA>L> K>IHKML MH ?BG= F:KD>MBG@ HIIHKMNGBMB:
B? : F>=B: LBM> HK ;EH@ A:L F>GMBHG>= :G= EBGD>8MIF:RFFI@BiHIBM> 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>KO
G:F> ?HK MA> GNENW >LL>GMB/IBER :EE F>:LNK> MA> L:FthdAB&imod of ranking
on a scale om 1 B 100.

e )+6 HF:.BG NMAHKBMR

e NKNLA 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 1216.

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

/H<B:E F>=B: :<<HNGML :K> >:LR MHNRHEEKEMH :G:ER8% F5R ;> ;;E> MH L>> PAB<A LI><B?B<
IHLML :K> @>MMBG@ >G@:@>F>GM ;NM MA> TRMEMRBAN NS BRMAABANM MHHEL /H NLBG@
MHHEL <:@>KR NL>?NE :G= LI:KD B=>:L ?HK PA:M MH PKBM> ;;HNM PA>K> MH ;> :<MBO> :G=F
<HEE:HK:M> PBMA
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(23K0

Are they getting mertraffic?

0A>K> :K> GH MHHEL MA:M PBEE IKHOB=> :G :<<NK:M> EHHDLIBGNHRRBXIK NHFMARKBHAHK >

P:RL MH @>M P>;LBNB< MKMBF:M>L /HF> H? MA> ;;HO> MHHEL <:G IKHOB=> :G HO>KOB>P BGM
@>MMBG@ FHK> OBLBMHKL PA>G MA>R OBLBM =>FH@K:IAB<L :G=;>A:0OBHNK =:M: OABL =:N\
BG <HFIE>MBG@ RHNK <NLMHF>K [>KLHG:L

(205;<9<4F

What technology is their site built on and what tooks they using?

3 >;LBM> M><AGHEH@R BL LNKIKBLBG@ER OBLB;E> :G= MA>K> :K> L>KOB<>L MA:M <:G ?BG=
IHP>KBG@ RHNK <HFI>RBMBM> :L P>EE L PA:M :==BMBHG:E MHHEL :G= IEN@BGL :K> ;>BG@
<:G IHM>GMB:EER IKHOB=> BG?HKF:MBHG :;HNM PA:M M:<MB<L RHNK <HFI>MBMHKL :K> NLBG
P>EE ?HK RHN

'A2=  ( 205;60.9 ?7<?@

*HP MA:M RHN A:0> K>0OB>P>= RHNK <HFI>MBMHKL" P>;LBM>L :G= IHLLB;ER A:O> B=>:L :;HNM
RHNK P>;LBM* B : EHHD :M MA> FHLM <HFFHG M><AGB<:E >KKHKL MA:M FB@AM >QBLM H
P>;LBM>

WHTTPs Status
):D> LNK> MA:M RHNK P>;LBM> A:L : O(/ //( <>KMB%BBN=L B><NK>= PBMA : O(/ //(
<>KMB?B<:M> PBEE =BLIE:R $00,/ :G= MA> LF:EE |:=EH<D B<HG BG MA>HPL>K :==K>l
$00,/ <HGG><MBHG BG=B<:M>L MA:M RHNK P>;LBM> BL L><NK> :G= MA:M <HFFNGB«<:V
RHNK P>; :KHPL>K :G= MA> P>; :IIEB<:MBHG :K> >G<KRIM>= $:0BG@ : L><NK>= P>;LBN
RHNK L>:K<A >G@BG> K:GDBG@ ;><:NL> P>;LBM>L PBMA 0(/ //( <>KMB?B<:M>L K:GD Al

WPage Speed dst
<<HK=BG@ MH K><>GM K>L>:K<A B? RHNK LBM> M:D>L FHK> MA:G L><HG=L MH EH::
RHNK IHM>GMB:E K>:=>KL 0A>K>?HK> BM BL <KN<B:E MH F:D> LNK> RHNK P>;l.:@>L E
K><HFF>G=>= MHHE MH M>LM ?HK P>;l:@> EH:= LI>>=L BL #HH@E> ,:@>/I>>= %GLB@#

WBroken Images and Links
(BGDL :K> JIJNBM> BFIHKM:GM MH RHNK /:#KHBPSEBGDL NG=>KFBG2HWAL %5=7?
=><K>:L> RHNKLLBMK<A >G@BG> K:GDBG@KB=GHEBG>LL /H K>SFHOBG@ :GR ;KHD>G
BF:@>L :G=EBGDL B> EBGDL MA:M GH EHG@>K K>LHEO> MH : O:EB=P>;l:@> BL :G
BFIKHO> RHNK L>:K<A >G@BG> K:GDBG@

W Mobile Optimization
%L RHNK P>;LBM> HIMBFBS>= ?HK : FH;BE> >QI>KB>G<> >BG@ FH;BE> ?KB>G=ER BF
>QI>KB>G<> :G= BG<K>:L>L RHNEDBM

#HH@E> :@>/1>>= %GLB@AML



https://pagespeed.web.dev/?utm_source=psi&utm_medium=redirect
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/IBG<> MA>L> M><AGB<:E >KKHKL :K>>:LR MH =>M><M NLBG@ : LBM> :N=BMHK MHHE BL AB@
:@:BG A>K>BL : EBLM H? P>;LBM> :N=BM MHHEL MA:M <:G ;> NL>?NE

Website Audit Tools
Name Price Features
Hubspot
Website "K>> W :LB< MHHE MH JNB<DER <A><D RHNK P>;LBM>
Grader
R W +G> =HF:BG
Hotjar "K>> KB:E W 2BLBMHK .><HK=BG@L [ A>EIL NG=>KLM:G= OBLBMHK ;>A
FH'SI\KAA W$>:M ):IL [ A>EIL MH NG=>KLM:G= PA:M L><MBHGL H? MA>
FHLM IHINE:K
Google W/AHPL >KKHKL HG MA> |:@>L
Search "K>>
Console W $>EIL MH FHGBMHK L>:K<A [>K?HKF:G<>
: W 1GEBFBM>= GNF;>K H? =HF:BGL
Serpstat I>K EHGMA W HFIE>Q :N=BM PBMA : P>;LBM> :N=BM K>IHKM MA:M EBLM
BLLN>L :G= IKHOB=>L K><HFF>G=:MBHGL HG AHP MH ?BQ
W"KHF MH =HF:BGL
RAVEN [ N .
Site Auditor | I>K FHGMA W:G:N=BM — MH L@>L
W HFIE>Q :N=BM ',% MK:<DBG@
W"KHF MH =HF:BGL
SEMrush [ W1IMH  1:@>L MH :N=BM
Site Auditor |\ _ . FLeMA W HFIE>Q :G:ERLBL
W HFI:KBLHG PBMA <HFI>MBMHKL" P>;LBM>L
‘R "K>> W"KHF MH =HF:BGL
WebCEQ OKB:E ~ ,
Sita A pitor [ W :G:N=BM MH  [@>L
I>K FHGMA W HFIE>Q :N=BM BG<EN=BG@ F>=B: :<MBOBMR

$N:LIHM 3>l BM> #K:=>K

$HMC:K

3 >E<HF> MH #HH@E> />:K<A HGLHE>

[>KILM:M

:OBHNKL
:@> K> M£

L MA> =>M
MA>F


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/
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'‘A2= #;,'6A2 #33'6A2'#

+G LBM> .G2 HBM> /I+ K>IK>L>GM MA> G>QM LM>I BG MA> ?K:F>PHKD /NFF:KBSBG@ MA> =>M
MASEO <A:IM>IRHN PBEE P:GM MH BFIKHO> RHNK MG.BBM*4GR H2=K>LLBG@ MA> ?HEEHPBG(
D>R :K>:L

WKeywords, Phrases, & Questions
%=>GMB?R :G= ;NBE=": <HFIK>A>GLBO> EBLM H? :IIKHIKB:M> D>RPHK=L IAK:L>L :G=J
RHNK @XM :N=B>G<>L FB@AM NL> ):GR H? MA> IK>OBHNL LM>ILB@MNBBM/M>| 3
IKH<>LL LAHNE=:LLBLM BG <HFIBEBG@ MABL EBLM

W Structural Elements of Webpages
):D> LNK> MH NI=:M> :G= BGLKEN=> RHNK D>RPHK=L BGMH MA> LMKN<MNK:E >E>F>GN
P>:l:@>L
(click on the pluses below for details)

WLink Building
%FIE>F>GM : <HFIK>A>@GhB©®rt marketing :G= EBGD ;NBE=BG@ LMK:M>@R MH BG<K>:L:
EBGD G>MPHKD :G= NERBRHNGERHNK EBGD :NMAKBEBHER ?HK G>P>K P>;LBM>L
=>0>EHIBG@ <HGM>GM NLBG@ D>RPHK=L PBEE NLN:EER IKHOB=> FHK> /I+ ;>G>?BM
. 21*/[BM> N=BMHK

[HKNLA /BM> N=BMHK
3 >; I+ /BM> N=BMHK



https://raventools.com/site-auditor/
https://www.semrush.com/siteaudit/
https://www.webceo.com/website-audit.htm
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‘A2=

MKRBG@ MH @>M ;:<DEBGDL /H MABGD :;HNMa@eiRMRE& @HGMEBMDEHM CNLM EBGL
MA>BK HPG

B@A<:2? )@2? E=2762;02 , ),

*HP MA:M RHN A:O> B=>GMB?B>= RHNK :N=B>G<>L :G= MA> :[IKHEHBAD>MNEM>ENF KBMG <> H?
<<>LLBG@ :G= =BL<HO>KBG@ MA:M <HGM3@DB{<HK=-BG@ MH

The user experience is how a user interacts with and experiencedwprsystem, or service. It
includes a persoa@eceptions of utilityease of use, and efficiency

#BO>G MA> ;;HO> =>?BGBMBHED B¥MHP RHNK P>;LBM> <HGMKB;NM>L MH RHNK <NLMHF>K >(
PA:M :K>:L RHN LAHNE= >O:EN:M>

W Simple / easy-to-use navigation
OABL F:R L>>F H;OBHNL ;NM F:GR P>;LBM>L :K> LH <HFIEB<:M>=:G= A:0> LH FN<A <HC
BM <:G ;> 2B2NEM MH ?BG= MA> <HGM>GM RHN P:GM 3A>G K>0OB>PBG@ RHNK P>;LB|
?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>> OABL BL I:KMB<NE:KER BFIH
MABGDBG@ :;HNM MA> FH;BE> OL =>LDMHI >QI>KB>G<>

e Is the navigation OintuitiveO, i.e., does it follow OstandardO navigation practices?
3A>G P> @H MH : G>P P>,LBM> MA>K> :K> LM:G=:K= G:OB@:MBHG >QI><M:MB
RHNK P>;LBM> ?HEEHP MA>F "HK >Q:FIE> BL MA> :<<HNGM EH@BG EBGD BC
A:G= <HKG>K H? MA> P>;l.@> 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 K}
‘KHPL> MA>BK P:R MAKHN@A : P>;LBM> <EB<DBG@ HG EBGDL MH =BL<HO>K
MA> P>:LBMe>KR %G <HGMK:LM L>:K<A>KL DGHP >Q:<MER PA:M MA>R P:GM |
‘K> EHHDBG@ ?HK LI><B?B< BG?HKF:MBHG HK :GLP>KL $:0BG@ : L>:K<A ;K
L>:K<A>KL MH FHK> >.LBER ?BG= PA:M MA>R P:GM PBMAHNM A:0> MH NGG><
‘KHNG= MA> P>;LBM>

WOUnnecessaryO obstacles / hurdles

):KD>M>KL H?M>G P.GM MH <HGO>KM OBLBMHKL :L JNB<DER :L IHLLB;E> PA>G HG MA
<:G K>LNEM BG |BGM>KKNIMBHGL”" EBD> IHI NIL PAB<A F:KD>M>KL F:R NL> MH @>M C
?HK LHF>MABG@ HK MH IKHBKIA> GHING<ABG@ MABL MARGD @HNM RHNK @H:EL
:G=H;C><MBO>L :G=:LD PBEE MA>L> M:<MB@>NNMY¥LMHANKNMIC AHP O:EN:;E> HK
EHG@ E.LMBG@ :K> MA>L> <HGO>KLBHGL ELH EHHD :M RHNK ;HNG<> HK >QBM :G:E
F:R L>> MA:M MA>L> M:<MB<L :K> FHK> =BLKNIMBO> MA:G A>EI?NE B > RHN :K> INLAI
1L> MA> ?HEEHPBG@ M:<MB<L <:K>?NEER :G= GHM MHH ?K>JN>GMER

e Pop-ups(can be especially pblematic on mobile)

e Automatic Live Chat pop-ups

WRelevant and cedible content


https://en.wikipedia.org/wiki/User_experience

Website and Landing Page Optimization 119

:L>= HG MA> IK>OBHNL LM>IL IKBHKBMBS> RHNK <HGM>GM ):D> LNK> MA> <HGM>GI
BL K>E>O:GM :G= <K>=B;E> @ RHNEBM3<>L %M LAHNE= :GLP>K :G= IKHOB=> LHENMI
M:@>M <NLMHF>KL" JN>LMBHGL I:BG IHBGML :G=<A:EE>G@>L ):D> I@ICBRHNK <HGI
:G=:==K>LL>L MA> ?HEEHPBG@

e Hierarchy
HGM>GM AB>K:K<AR K>?>KL MH MA> EH<:MBHG H? <HGM>GM HG RHNK P>;L|
"HK >Q:FIE> MA> FHLM BFIHKM:GM <HGM>GM LAHNE= ;> :0:BE:;E> HG BGBMB
:G= IK>?>K:;ERl MA> MHI H? MAHL> |:@>L 3A>G OBLBMHKL <HF> MH RHNK P>l
P> l:@> MA> FHLM BFIHKM:GM BG?HKF:MBHG LAHNE= ;> >:LBER OBLB;E> :G=
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 :
<K>=B;BEBGHNLMKR E>:=>KLABI :G=>QI>KMBL>

W_Clear calls-to-action O L
G= ?BG:EERK :G HIMBF:E <NLMHF>K >QI>KB>G<> F:D> LNK> MA:M :EE EBGDL ;NMMF
HMA>K <:EEL MH :<MBHGHG I<BMECGM :G= LM:G= HNM

IHHK <NLMHF>K >QI>KB>G<> G>@:MBO>ER BFIl:<ML RHNK >GMBKK>QBNHGKHIMBRBSR
‘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>KOE
G:OB@:MBHG AB=KGK<AEHNK PAB<A P> PBEE =BL<NLL BG MA> G>QM LM>I RHN <:G P:-M<A M
OB=>H

3 :M<A>R 3 >; >LB@G ,KBG<BIE>L *:0OB@:MBHG $B>K:K<ARFBGEHK

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=83#oembed-1

'‘A2= 2@64,

%G MABL G>QM LM>| P> PBEE ;KB>?ER =BL<NLL : ?>P P>;LBM> =>LB@G :K>.L MA:M <.G A>EIH
>QI>KB>G<>L $:0BG@ : P>EE =>LB@G>= P>EE E:B= HNM P>;LBM> <:G IHLBMBO>ER BFI:<M RF
[>K<>IMBHGL H? RHNK <HGM>GM :G= ;K:G= $>K> :K>: ?>P =>LB@G :K>:L RHN F:R P:GM MH K>(
RHNK P>;LBM> :N=BM

WDesign Consistency
/BG<> P>;LBM>L :K> EBM>K:EER EBOBG@ =H<NF>GML <HGLBLM>G<R H? =>LB@G >E:
?HK OBLBMHKL MH NG=>KLM:G=:G= G:0OB@:M> MA>F %G<HGLBLM>G<B>L :K> NLN:EE
LM:G=:K=L HK IK>?>K>G<>L <A:G@BG@ HO>K MBF> :G= HK : O:KB>MR H? I>HIE> <K>:M
=B2>K>GM LM:G=:K=L L :K>LNEM BM BL BFIHKM:GM MH :N=BM RHNK P>;LBM> :G= K>(
=>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 E


https://youtu.be/GJN7TemsZtY
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?HGML MA:M FB@AM ;> MHH LF:EE D>>IBG@ BG FBG= MA> FH;BE> >QI>KB>Gs
EHHDL ?BG> HG : =>LDMHI F:R GHM PHKD P>EE HG : FH;BE> =>0B<>

e Imagery
OKR MH LMB<D MHyiEBE BF: @>KIRK >Q:FIE> FBQBG@ :GBF:M>= BF:@>L HK
<EBI :KM PBMA K>:E PHKE= IAHMHL <:G <K>:M> :G BGKHGLBLM>GM P>;LBM> =
LMRE> H? BF:@>L :G= HK B<HGL :G= LMB<D MH MA>F

e Colours
):D> LNK> MA:M RHNK P>;LBM> <HEHNKL :K> HG ;K:G= %? IHLLB;E> PHKD ?KH
<HEHNK I:E>MM> HK :K:G= @NB=>EBG>L LH MA:M MA>K> BL <HGLBLM>G<R :K
‘K> NL>= :G= ?HK PAB<A INKIHL>L

e Layouts
1LBG@ P>;LBM> M>FIE:M>L <:G >GLNK> MA:M RHNK E:RHNML :K-BRQHGLBLM>G
RHNK P>;LBM> A:L LN; L><MBHGL > @ :<NLMHF>K LNIIHKM IHKM:E =H F:D> L
A:L <HGLBLM>GM G:OB@:MBHG :G=:EEHPL ?HK >:LR G:OB@:MBHG ;>MP>>G L

e Calls-to-Action 0 L
L F>GMBHG>=::HO> F:D> LNK> MA:M RHNK <:EEL MH :<MBHG :K> =>LB@G>=|
P:R LH MA:M MA>R K> K><H@GBS::E> :L <:EEL MH :<MBS8& 2H@M <HEHBIB@
‘HK=>KL >M<

e Brand voice
%L MA> OHB<> H? RHNK :K:G= <HGLBLM>GM MAKHN@AHNM RHNK P>;LBM> [
I>HIE> A:O0> :>>G F:BGM:BGBG@ MA> P>:LBM> <HGM>GM MA>K> F:R ;> :K>:L M
K>PKBMBG@ HK NI=:MBG@

WWhitespace
G :K>: H?M>G HO>KEHHD>= BG P>;LBM> =>| BQWIBle BRBL MA> |>FIMRN HK
;E:GD LI:<> ;>MP>>G <HGM>GM HG : P>;l:@> $:0BG@ :FIE> PABM>LI:<> F:D>L MA> <HG
> LBER L<:GG:;E> :G=<:G LB@GB?B<:GMER BFIKHO> <HFIK>A>GLBHG

,E>:L> GHM> MA:M P>;LBM> =>LB@G BL : <HFIE>Q =>M:BE>= =BL<BIEBG> 0A> :;HO> =>LB@G <
LBFIER : ?7>P AB@A E>O>E :K>:L MA:M <:G A:O> : LB@GB?B<:GM BFIl:<M HG RHNK P>;LBM> HIME

2164% .42@

*HP MA:M RHN DGHP MA> D>R :K>:L MH <HGLB=>K :L I:KM H? :IPM:IBMEHNHB M ESMKR
LI><B?B< MRI> H? P>;l:@> <EE>=: E:G=BG@ |.@> %G =B @d=Biir) p&d=BUBGB< . EER :
LM:G=:EHG> P>:l:@> <K>:M>= LI><B?B<:EER ?HK : F:KD>MBG@ HK :=O>KMBLBG@ <:FI:B@G E
PA>K>: OBLBMHK |E:G=L" :?M>K <EB<DBG@ HG :G :=HK : EBGD (:G=BG@ |:@>L <:G ;> >QBLME
P>:LBM> :NM PA>G IE:GGBG@ : F:KD>MBG@ <:FI:B@G F:KD>M>KL NLN:EER IK>?>K MH A:O> : [
PBMA LI><B?B< F>LL:@BG@: BEHEPMIGS : NGBIN> <:EE MH :<MBHG > @ :;HHD :G 456 =>FH >M-

(:G=BG@ l:@>L :K>=>LB@G>= MH F:QBFBS> <HGO>KLBHG L : K>LNEM MA>R H?M>G FBGBFB
EBGDL :G= HMA>K P>;LBM> G:OB@:MBHG HIMBHGL OABL BL K>?>KK>atteréw ratbl BEMBHG K:I
MA> GNF;>K H? MABG @ Lca@8HBNEHH: @> K>E:MBO> MH MA> GNF;>K HShbABS @GHBMO R

%G :G HIMBFBS>= F:.KD>MBG@ <:FI:.B@G MA>:MM>GMBHG K:MBH H? : E:G=BG@ |:@> LAHNE=
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<:FI:B@G A:L HG> <HGO>KLBHG @H:E >0O>KR <HKK>LIHG=BG@ E:G=BG@ I:@> LAHNE= HGER
:<MBHG B> HG> |IE:<> MH <EB<D %G <HFI:KBLHG : MRIB<:E AHF> :@> F:R A:0O> [ <:EEL Ml
NM :L MA>:MM>GMBHG K:MBH @H>L NI B> FHK>EBGDL MH <EB<D HG <HGO>KLBHGL @H -
<HGO>KLBHG >QI>KB>G<> F:KD>M>KL PBEE P:GM MH EBFBM MA> GNF;>K H? <EB<D HIMBHGL

NBE=BG@ HG MABL HIMBFBS: MBHGE HHK: M4 @58 <A >E>F>GML LAHNE= ;> BG<EN=>= BG :G HIN\
E:G=BG@ l:@> #>G>K:EER LI>:DBG@ MA>K> :K>?BO> D>R >E>F>GML MH :GR LN<<>LL?NE E:C
?HEEHPBG@ BF:@> IK>L>GML MA>L> >E>F>GML HG : @>G>KB< E:G=BG@ |:@>

(click on the pluses below for details)

Clear unique selling proposition 1/,

5HNK NGBJN> L>EEBG@ IKHHEHKBREBIBAVERRHN R MA> <HFI>MBBABHGINE=
AB@AEB@AM PA:M BL <HFI>EEBG@>bi MERINIKE RPIBSM: KN=B>G<> NG=>KLM:G=L
RHNK 1/,;> LNK> MH BG<EN=> BM BG RHNK F:BG A>:=EBG> :GR LNIIHKMBG@ A>:=EBG
:G=BG : <EHLB@RIFKGM ;>?HK> :LDBG@ ?HK MA> <HGO>KLBHG <:EE MH :<MBHG

Engaging heo shot

A>KH LAHM BL : OBLN:E >E>F>GM MA:M K>IRSH GMASTHNRHH@SM: N=B>G <>
>MM>K NG=>KLM:G= PA:M RFHB&&HK PA:M BM EHHDL EBD> %M <HNE= ;> .G BF:@>
:GR HMA>K OBLN:E F>=B: MRI|>

Compelling benefits
+?M>G F:KD>M>KL PBEE EBLM MA> ?>RHBKR MMHMAPBIKBE'RHNK ?>:MNK>L :G= IK>L>G
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MA>F ;L ;>G>7?BML RENHKINNSEB>G<> PBEE K><>BO> ?>:MNK> BL PA:M LHF>MABG@ Bl
>G>?BM BL PA:M NL>KL <:G =H HK :<<HFIEBLA PBMA BM +G RHNKOGRBIEBIE |:@> :GLI
M:@>M :N=B>G<> PBEE ;>G>7BM ?KHF RHNK IKH=N<RIEHXNMAKOBA(>INB<D ?>:MNK>
:>G>?BM >Q:FIE>

Product FH;BE> IAHG>

Feature : ;:MM>KR I:<D PBMA F A<:I:<BMR

Advantage: IHP>K?NE EHG@ E:LMBG@ ;:MM>KR

Customer benefit%oG<K>:L> RHNK IAHBM>KR EB?> ;R NIMH LH RHN <:G >GCHR
@:FBG@ HG RHNK EHG@ <HFFNM> PBMAHNM PHKKRBG@ ::HNM MA> ;::MM>KR KNGG|

Inspirational social proof

L =BL<NLL>= LH<B:E IKHH? AB@AEB@AML HRIZAGBIABEXSHHKIAKM A:O> ;HN@AM
<HGLNF>= K>:= :KMB<BI:M>= BG :Ga\B=>EER NLBG@ PA:M RPIKBGC®&? HFFHG
LH<B:E IKHH? >Q:FIE>L BGLEN=> M>LMBFHGB:EL <NLMHF>K EH@HL BG=NLMKR <>KI
>M<

Strong call-to-action 0
0A> @H:E H? >O>KR E:G=BG@ |:@> BL MH <HGO>KM :EP:RL :LD ?HK MA> <HGO>KLBH(
<:EE MH :<MBHG MA:M AB@AEB@AML MA> :>G>?BML MA> OBLBMHK PBEE K><>BO>

"HK FHK> =>M:BEL :G=>Q:FIE>L IE>:L> K>OB>P MABL 1GOANGK® #AWEBE3E>F>GML H? :
3 BGGBG@ (:G=BG@ ,:@>

>R 0:D>:P:RL

3> LBM> :G=E:G=BG@ |:@> HIMBFBS:MBHGL :K> <KBMB<:E MH LN<<>LL?NEER <HGO>KM IKHLI><MBO> <NLMHF>KL R I>K?
:N=BM :G= HIMBFBSBG@ RHNK E:G=BG@ |:@>L RHN <:G LB@GB?B<:GMER BFIKHO> RHNK <NLMHF>K >QI>KB>G<>L :L P>EE
<HGO>KLBHGL

W 0A> ?BO> D>R LM:@>L H? : P>;LBM> :N=BM :K>

HG=N<M : <HFI>MBMBO> :G:ERLBL
%=>GMB?R :GR M><AGB<:E >KKHKL
%FIE>F>GM :G /!'+ LMK:M>@R
10:EN:M> MA> <NLMHF>K NL>K >QI>KB>G<>
>0B>P MA> P>,LBM> =>LB@G
W 0A> ?BO> >E>F>GML H? : LN<<>LL?NE E:G=BG@ |:@> BG<EN=>

E>:K NGBJIN> L>EEBG@ IKHIHLBMBHG 1/,
IG@:@BG@ A>KH LAHM

HFI>EEBG@ ;>G>?BML

%GLIBK:MBHG:E LH<B:E IKHH?

/IMKHG@ <:EE MH :<MBHG 0



https://unbounce.com/landing-pages/elements-of-a-winning-landing-page/
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3 >LBM> (:G=BG@ ,:@> +IMBFBS:MBHG [ ==BMBHG:E .>LHNK<>L

%G :==BMBHG MH MA> K>LHNK<>L EBLM>KBEMAZRAAINSK: KMB<E>L :G= <HNKL>L MA:M IKHOB=> :==BMBHG:E =>M:BEL

W _/M>|3 >LBM> N=BM A><DEBLM >FIE:M>

W 0A> /M>I/!+ N=BM $HP MH "BGHBIK /!I+ )BLM:D>L +IIHKMNGBMB>L
W $HP MH H: :LB< 3>;LBM> N=BM MH %FIKHO> /I+ :G= 14

W $HP MH >K?HKF :G /!'+ N=BM BG /M>IL

W _"K>>">RPHK= .>| >:K<AHHEL

W _0 BIL MH %FIKHBNK $;L BM>1L>K !QI>KB>G<>

W $HP MH %FIKHGHNK $;LBM>14

W _/BFIE> 1% 14 > B@@0L ?HK3 >LB@G>KL

W _11L>K 0>LMBGHHBL MKRO
W 1G:HNG<> ((G=BG@ ,:@> <HKK:} AKL

1216. AA?6/BA6<;@

W LM>| P>;LBM> :N=BM IKH<>LL ;R .H<A>EE> #K:RLHG BL EBSGIEB<NG=>K :

W53 >: > B@G ,KBG<BIE>L *:0B@:MBHG $B>K:KRAENGIEHCFRBL EB<>GL>=
NG=>K : /M:G=:K=NWN;> (B<>GL>



https://www.seoptimer.com/blog/website-audit-checklist/
https://www.wordstream.com/blog/ws/2018/06/20/seo-audit
https://ahrefs.com/blog/website-audit/
https://www.semrush.com/blog/seo-audit/
https://ahrefs.com/blog/free-keyword-research-tools/
https://adoric.com/blog/10-tips-to-improve-your-websites-user-experience/
https://accesspressthemes.com/blog/how-to-improve-ux-of-your-website/
https://parachutedesign.ca/blog/8-simple-ui-ux-design-tips-web-designers/
https://blog.hubspot.com/blog/tabid/6307/bid/30557/6-guidelines-for-exceptional-website-design-and-usability.aspx
https://thelandingpagecourse.com/
https://creativecommons.org/licenses/by/4.0/
https://www.youtube.com/watch?v=GJN7TemsZtY
https://www.youtube.com/c/FluxWithRanSegall
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(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain D>R I:B=:=O>KMBLBG@ <HG<>IML LMKN<MNK>L M>KFBGHEH@R
W DescribeMA> ;:LB<L H? D>RPHK= ;B==BG@
W List MA> ZBK>GM MRI>L H? #HH@E> =L

.@60 27:6;<9<4F .;1 .90B9.A6<;@

0A>K> :K> F:GR I:B=:=0>KMBLBG@ HIMBHGL BG =B@BMEHSRBKNMBSEEO> BGMH LI><B?B<
M><AGBJIN>L :G= IKH<>ULK>@B#P LHF> ;:L B< M>KFBGHEH@R :G= <:E<NE:MBHGL

W Search Engine Marketing /')
+?M>G NL>= BGM>K<A:G@>:;ER PBMA [:B= :=O>KMBLBG@ L>:K<A >G@BG> F:KD>MBG
IK:<MB<> H? F.QBFBSBG@ F:KD>MBG@ K>LNEML ?KHF L>:K<A >G@BG>L 3ABE> MABL
:=O>KMBLBG@ BM EL@xEB=>Kt HKP>EE /H L>:K<A >G@BG> F:KD>MBG@ BL MA> NF;
<HG<>IM MA:M BG<EN=>L :EE PKRMUBGEHER MK NGI:B= [ MA:M F:QBFB8SSBS:NIBHG"
L>:K<A >G@BG> K>LNEML

WImpr essions
%FIK>LLBHGL K>IK>L>GM AHP F:GR I>HIE> A:O> ;>>G >QIHL>= MH [L>>G" .G =

WCPM
) BL MA> <HLM MH :G :=0>KMBL>K ?HK (@t milleOBFIK>LLBHGL %G HMA>K PHK=L
MABL BL MA> IKB<> :=O>KMBL>KL I:R ?MEWIKR I><B?B< :=
"HK >Q:FIE> B? RHNK ;N=@>M P:.L  :G= MA:M =>EBO>K>=  BFIK>LLBHGL RHNK ))
PHNE= ;$500 O (25,000 / 1,000) = $28F>F;>K MA:M ) :K> F>:LNK>= BG
BFIK>LLBHGL )>:GBG@ B? MA> MHM:E ?HK><:LM>= BFIK>LLBHGL :K>  RHN'EE G>>
'R MH <:E<NE:M>RHNK ,) ><:NL> MABL IKB<BG@ BH+>E-HANO>KR OB>P
K>@:K=E>LL H? PA>SMA>K MA> I>KLHG <EB<DL HG BM HK GHM MA>K:M>L I>K K> |
0A> NL> H? ,) <:FI:B@GL BL K>E:MBO>ER K:K> LBG<> BM BL GHM <HGG><M>= MH LI><|
K>LNEML $HPKB>M>KL F:R LMBEE NL> BM ?HK :K:G=BG@ HK :P:K>G>LL <:FI:B@GL ;
MA>R <:G IHM>GMB:EER @>M MA>BK F>LL@2>BBAHSM M EER>K K:M>L <<HK=BG@
OHIK:P. MA> ?HEEHPBG@ ,) K:M>L K>IK>L>GM :0>K:@>L :<KHLL : O:KB>MR H? HGEBC
|E:M?HKFL

125
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Average CPM Rates in 2021

Platform Average CPM*

Google Seach Ads

Google Display (Banner) Ads

Facebook Ads

Instagram Ads

Twitter Ads

LinkedIn Ads

Pinterest Ads

,E>:L> GHM> MA> :;HO> :FHNGML :K> :0>K:@>L ,) K:M>L PBEE O:KR LB@GB?B<:GMEF
HG MA> ?H<NL H? RBINY M+B>G<> /H B? RHRKBGE® MA> PHKE= ?HK >Q:FIE> RHNF
> IJNHM>=: FN<A EHP>K ,) K:M> ;><:NL> MA> :N=B>G<> BL JNBM> @>G>K:E :G==BO>K
$HP>0>IB? RHN P:GM @#$+M:KIM>GMB:E <NLMHF>KL BG : LI>@BPRR KIHNBSMKIRBHG
BG=NLMKHKRPBMA LI><B?B< BGM>K>LML ,) K:M>L <:G BG<K>:L> =K:F:MB<:EER

W Cost Per Click (CPC)
HLM I>K EB<D BL MA> <HLM MH :G :=O>KMBL>K ?HK >:<A <EB<D HG :G := %G HMA>K I
:=O>KMBL>K HGER @>MIPA&® LHF>ElIEks HG MA>BK := [ GHM : OB>P EBD> ,) /BG<>:
<EB<D BG=B<:M>L BGBMB:E BGM>K>LM F:KD>M>KL PBEE @>G>K:EER I:R FHK> ?HK M
<FI:.B@GL , <FI:.B@GL M>G= MH K>IK>L>GM MA> F:CHKBMR H? |:.B=:=O>KMBLBG@ <
"HK ;N=@>MBG@ INKIHLALLEBMHG<> :@:BG RHN A:O>: ;N=@>M G=MA>
?HK><:LM>= | KiM> ?HK RENHIINNGB>G<> BL ‘L>= HG MA>L> ?B@NK>L RHNK ;N=@
PHNE=<HO>K : F:QBFNF H? <EB<DL +G<>:@:BG A>K> K> LHF>:0>K:@>
, KiM>L ?KHF 8l K:P

Average CPC

Platform Average CPC*

Google Seach Ads

Google Display (Banner) Ads

Facebook Ads

Instagram Ads

Twitter Ads

LinkedIn Ads

Pinterest Ads

OHI K:P_+GEBG> =O>KMBLBG@ HLML %G
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(BD> MA> ;;HO> ) KiIM>L IE>:L> GHM> MA> | :FHNGML K> :O>K:@>L , K:M>L PBEE :E
O:KR =>I>G=BG@ HG MA> ?H<NLGINRINNBMK> /H B? RHRKBGE® : ;KH:=
:N=B>G<> RHN PBEE ;> INHM>=: FN<A EHP>K , K:MB7ZRRNIEG ME-NKHM>GMB:E
<NLMHF>KL §cific<kHNGMERH@K:IAB< K>@BHG BIGEBMAKR><B?B< BGM>K>LML ,
K:M>L PBEE H?M>G ;> AB@A>K

W Cost per Action / Acquisition (CFA)
HLM I>K <MBHG LHF>MBF>L K>?>KK>= MH :L HLM I>K <JNBLBMBHG F>:LNK>L AHP F
:=O>KMBL>K I:RL MH @>M : [<HGO>KLBHG" HGO>KLBHGL :K> =>LBK>= :<MBHGL MA:M
after <EB<DBG@ HG :G := LN<A L F:DBG@ : INK<A:L> =HPGEH:=BG@ LHF> <HGM>GM
=>FH >M< /BG<> MA>I<MBOBMB>L BGOHEO> FNEMBIE> LM>IL > @ <EB<DBG@ HG V
INK<AILBG@ : IKH=N<M HK L>KOB<> :G= HK F:R;> ?BEEBG@ HNM : ?HKF MA>R :K> MA
NM B? IHM>GMB:E <NLMHF>KL =H <HFIE>M> :EE MA>L> <HGO>KLBHG :<MBOBMB>L E
FHK> MH MA> :=O>KMBL>KL
><:NL> MA> L<HI> H? MA>L> <HGO>KLBHGL <:G O:KR LB@SBMHR£GHERMN:M> "HK
>Q:FIE> :G :NMHFHMBO> =>:E>KLABI FB@AM ;> PBEEBG@ MH LI>G=  ?HK LHF>HG>
?HK : M>LM =KBO> NM : F.KDKR&K@H>=HPGEH:=;;E> , " M>FIE:M> PA>K> RHN ?BEE HNN\
?HKF FB@AM HGER ;> PBEEBG@ MH LI>G= =HEE:KL ?HK MA:M <HGM:<M BG?HKF:MI
‘K> O:EB= <HGO>KLBHGL ;NM =>I>G=BG@ HGPAM-BG>RE&GETEN> BM IKHOB=>L MH |
=O>KMBMAC , KiM> PBEE?>=R?

W_Click-thr ough Rate 0. K>IK>L>GML MA> I>K<>GM:@> H? I>HIE> PAH A:O> ;>>G >QIHL>=|
.= HKEBGD * <EB<D>= HG BM MA>K>?HK> OBLBMBG@ MA> E:G=BG@ |:@> HK =>LM
EBGD %M BL <:E<NE:M>= ;R =BOB=BG@ MA> GNF;>K H? <EB<DL ;R MA> GNF;>K H? BF
clicks O impressions
%7? :G :=O>KMBEXA= BFIK>LLBHGL :G= MA>K> P>K> <EB<DL MA> <EB<D MAKHN@

0. PHNE= ;> *HP : <HFFHG JN>LMBHG :LD>=BL PA:M BL :
|@HH=" <EB<D MAKHN@A K:M> 0A> FHLM :lIIKHIKB:M> :GLP>K MH MABL JN>LMBHG BL
?:<MHKL <:G BG?EN>G<> RHNK 0. LN<A L

e %G=NLMKR
e ORI>H? = >@ L>K<A M>QM EB=HEHR>M<
e $HLM IE:M?HKF > @ #HH@E> ":<>;HHD BG@ (BGD>=%G >M<

e 5HNK =..GD PAB<ABL : F>MKB< MA:M =>M>KFBG>L MA> I[HLBMBHG H? RHNK :
H?M>G BM @>ML FAHPEB®> BGMH MABL E:M>K

OA:M L:B= BG @>G>K:E L>K<A M>QM :=L A:0>:G :0O>K:@> 0. H? :IIKHQBF:M>ER :G=
=BLIE:R ;:GG>K :=L A:O>: 0. H? NM :@:BG MABL <:G O:KR PB=>ER ;RHBG=NLMKR
>Q:FIE> L>:K<A :=L BG MA> E>@:E BG=NLMKR A:O> .G :O>K:@> 0. H? :IKHQBF:M>ER
=MBG@ :=L A:0>:G :O>K:@> 0. H?

W Conversion RateBL <:E<NE:M>= ;R =BOB=BG@ MA> GNF;>K H? <HGO>KLBHGL ;R MA> GN}
I>HIE> PAH <EB<D>= HG RHNKonvBrsions O ad clickor visitors)
%G HNK IK>OBHNL >Q:FIE> MA>K> P>K> <EB<DL HG MA> := PAB<A F>.GM MA:M RHN
K><>BO>= OBLBMHKL %? HG> H? MAHL> OBLBMHKL <HGO>KM>= MA> <HGO>KLBF}
,E>:L> GHM> MA:M MA> <HGO>KLBH&UEHYBL GHM ;:L>= HG MA> GNF;>K H? :=
BFIK>LLBHGL ;NM K:MA>K MA> GNF;>K H? :<MN:E OBLBMHKL OA:M L:B= B? RHN =H IE:
<HGO>KLBHG R2MBRERNK> MH <E:KB?R RHNK BGINML :G= F:D> LNK> >O>KRHG> BG
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HIQ:GBS:MBHG BL NLBG@ MA> L:F> ?HKFNE: +G<> :@:BG BG=NLMKR <HGO>KLBHG K:
E:I@>ER ;><:NL> MA> <NLMHF>K ;NRBG@ =><BLBHG IKH<>LL :G= E>®s=RB=HRFBMF>
"HK >Q:FIE> =><B=BG@ HG LN;L<KB;BG@ MH : LH?MP:K> :L : L>KOB<>?E£KIGMNMBHG
?KHF =><B=BG@ MH ;NR : - BK H? C>:GL 0A>K>?HK> RHN LAHNE= MKR MH <HFI:K> RH
K:M>L MH RHNK LI><B?B< BG=NLMKR :L : ;:L>EBG> "HK : O:KB>MR H? ;>G<AF:KDL RHN
K>:=MABL E>Q:;EH@ IBitI@> HGO>KLBHG .:M>L ;R %GENOBKRIG= )HK>

*HP MA:M RHN A:O> E>:KG>= :;;HNM LHF> ?NG=:F>GM:E |:B= :=O>KMRBLB&R: 2HB<>MNAE>M"
>Q>K<BL>L MH F:D> LNK> RHN NG=>KLM:G= AHP MA>R K>E:M> MH >:<A HMA>K

3 BMA :;N=@>M H? G :O>K:@> , H? AHP F:GR <EB<DL <:G MA> :=O>KMBL>K
K><>BO> ;>?HK> MA>BK ;N=@>M BL >QA:NLM>=

<EB<DL
; <EB<DL
< <EB<DL
= <EB<DL
3 BMA :G NGEBFBM>= ;N=@>M :G :O>K:@> , H? . 0.H? :G= BFIK>LLBHGL

AHP FN<A PBEE MA> :=O>KMBL>K LI>G=

<

3 BMA:G:O>K:@> , H? AHP AB@A =H>L MA> <HGO>KLBHG K:M> G>>= MH ;> BG HK
K>:<A: @H:E H?

<

%? RHN A:O>: 'N=@>M RHNK:O>K:@> , BL :G= RHNK <HGO>KLBHG K:M> BL
PA:M BL RHNK <NKK>GM ,

<

%? RHN A:O>: 'N=@>M RHNK:O>K:@> , BL :G= RHNK <HGO>KLBHG K:M>BL .
F:GR <HGO>KLBHGL <:G RHN @>M ?HK

HGO>KLBHGL
HGO>KLBHGL


https://blog.alexa.com/average-conversion-rates/
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< HGO>KLBHGL
= HGO>KLBHGL

+5.A @ $%

+G> H? MA> FHLM <HFFHG MRI>L H? I:B= :=O>KMBLBG@BIDVMA>HHR-IK PAB<A <:G ;>

IEB>= MH M>QM :=L OB=>H :=L :G=>0>G =BLIE:R ;:GG>K :=L =>I>G=BGCBHKIG NRAMAHMBHGL F
AHLM :=O>KMBLBG@ IE:M?HKF > @ #HH@E> =L )B<KHLH?M =L ":<>;HHD =PRBGD>=%G =L
marketing BL : ?HKF H? HGEBG> :=O>KMBLBG@ MA@ GESIMBRENHHKS K ;@C5E4K>:K<A
K>LNEML

,NM LBFIER F:KD>M>KL ;B= MH A:0> MA>BK :=:1I>:K PA>G I>HIE> L>:K<A ?HK LI><B?B< D>RPHK
IAK:L>L 3A>G>0>K MA> :=:llarttlLHF>HG> <EB<DL HG BM F:KD>M>KL I:R ?HK MA:M <EB<D [ A>C
IR I>K <EB<D” G:F> ):KD>M>KL H?M>G NI<EBRD>K I:KM H? : E>:= @>G>K:MBIGSLINHAAK@R
PHK=L F:KD>M>KL I:R MH @>M MA>BK F>LL:@>L :=L B@Z32KHSHBHG¥MA>BIFMWBF>L MABL
IIKH:<A BL K>?>KK>= MH :L ]IRBG@ ?HK >R>;:EEL"

<D $ .61 1C2?A6@6;4<P8@

3A>G : I>KLHG MRI>L : L>:K<A BGMH :G HGEBG> L>:K<A >G@BG> MA>K> :K> :=O>KMBL>KL BGN\
=L K>E:M>= MH MA:MLIEKIK4B BGINBYR L>:K<A MKB@@>KL :G :N<MBHG PAB<A F:KD>M>KL A
IK>OBHNLER ;B=HG 0A> :=L MA:M PBG MA> :N<MBHG MA>G :II>:K HG MA> L>:K<A >G@BG> K>L
<HF;BG:MBHG H? L>0O>K:E O:KB:;E>L BG<EN=BG@ ;B=:FHNGM MA> JN:EBMR H? MA> := :G=JN
l:@> =>M>KFBG> PAB<A := PBEE :1I>:K BG MA> MHI IHLBMBHG

OH <HFI>M> BG MA>L> IN;EB< := :N<MBHGL F:KD>M>KL <K>:M> :<<HNGML HG MA>L> AHLM>= :=
EBD>#HH@E> =L MH L>M NI MA>BK :=L :G= B=>GMB?R PA>K> :G= PA>G MA>R PHNE= EBD> ?H
NI /BG<>#HH@E> =L BL HG> H? MA> FHLM <HFFHGER NL>= EGEMPKEEHL>ENHD :M AHP
F:KD>M>KL L>M NI MA>BK :=O>KMBLBG@ <:FI:B@GL BG #HH@E> =L

.=.64,@

<<HNGML :K> LIEBMaBBMghs?HK MA> <HGO>GB>G<> H? FHGBMHKBG@ :G=KSEHNKMBG@ HG =
@>H@K:IAB< EH<:MBHGL IKHFHMBHGL MRI>L H? :=L :G= HK :GR HMA>K A>EI?NE :=O>KMBLB!(
MA> <:FI:B@G E>O>E F:KD>M>KL <:G L>M MA>BK

W;N=@>M

WE:G@N:@> IK>?>K>G<> L

WM:@>M EH<:MBHG L
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WMRI> H? <FI.B@G :G= FHK>

0A> ?HEEHPBG@ EBLML MA> FHLM <HFFHG MRI>L H? <BIlB@GL #HH@E> H?

W Search Campaigns[ />:K<A <:FI:B@GL IK>L>GM M>QM :=L HG L>:K<A K>LNEML I:@>L B >
LHF>HG> MRI>L BG : L>:K<A D>R PHK= HK IAK:L> "HK >Q:FIE> B? RHN P>K> L>:K<ABG(
[IBSS:A RHN FB@AM L>> : M>QM := EBD> MA> ?HEEHPBG @

IQ:FIE> ,BSS: /MHK>T >LM .BSSHBGD"K>LA $HM ":LM
PPP IBSS:LMHK> <HF
#>M RHNK ?:OHNKBM> IBSS:L LM:KMBG@ :NHNK BSER/NVHK>

WDisplay (Banner) Campaigny BLIE:R <:FI:B@GL :K> BF:@> :=L =BLMKB;NM>= :G= IK>L>GNV
:<KHLL FBEEBHGL H? P>;LBM>L :G=:lIL <:EE>= MA> #HH@E> BLIE:R *>MPHKD BLIE:R
:‘ELH :EEHP RHN MH ?HEEHP NI PBMA I>HIE> PAH A:O> :EK>:=R L>>G RHNK :=L HK OBLE
<EE>=]K>F:KD>MBG@ :=L1 :&>KQ:FIE> H? IBSS: =BLIER =

W Shopping Campaigng /AHIIBG@ <:FI:B@GL :K> B=>:E ?HK K>M:BE>KL EHHDBG@ MH L>El
IKH=N<M BGO>GMHREB @ :=L :II>:K HG L>:K<A K>LNEML NG=>K MA> #HH@E> /AHIIBG@
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WYVideo Campaigng 2 B=>H <:FI:B@GL E>M RHN LAHP OB=FMNI¢>HEEHMA>K
P>:LBM>L

WUniversal App Campaigns[ 1GBO>KL:E :1l <:FI.B@GL A>EI RHN ?BG= G>P :Il NL>KL :G=
BG<K>:L> L:E>L PBMABG RHNK :lIl 1GEBD> MK:=BMBHG:E #HH@E> =L <:FI:.B@GL F:KD
G>>= MH <K>:M> BG=BOB=N:E :=L ?HK 1GBO>KL:E Il :FI:.B@GL %GLM>:= MA>R CNLM :
=B2>K>GM M>QM EBG>L :EHG@ PBMA BF:@>L OB=>HL HK $0)( :LL>ML #HH@E> MA>(
?KHF MABL BGO>GMHKR H? :LL>ML +O>K MBF> MA> |IE:M?HKF =BL<HO>KL MA> ;>LM |
<HF;BG:MBHGL :G= LAHPL MAHL> :=L MH NL>KL :<KHLL #HH@E> /5H{N8;¥HH@E> ,E:R
:G= HK MA> #HH@E> BLIE:R *>MPHKD

#HH@E> :ELPPHR

WLocal Campaigns| (H<:E <:FI:B@GL A>El ;KBG@ I>HIE> MH RHNK IARLB<:E LMHK>L :G=0
=L :K> :NMHF:MB<:EER HIMBFBS>= MH :1I1>:K :<KHLL />: i @GIEHER. :G=
5HNO;>

W Smart Campaigns[ /F:KM <:FI:.B@GL :K>:G >:LR P:R MH @>M RHNK :=L NI :G= KNGGBG@
RHNK@&KGBS:MBHG <K>:M>: ?>P =L :G=#HH@E> ?B@=-IMBSQ>NVM @V RHN MA> FHL
?HK RHNK MBF> :G= FHG>R

"HK FHK> =>M:BEL HG >:<A H? MA>L> <:FI:.B@G MRI>L Kb:NE&®AHAHERIBY tdGChoose the
Right the Campaign Type



https://support.google.com/google-ads/answer/2567043
https://support.google.com/google-ads/answer/2567043
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1 ?<B=@

L RHN <:G L>> BG MA> BF:@>>®HPFI:B@GC <:G <HGLBLM H? HG> HK FHK}E= @ GHNW>

MA:M :GR L>MMBG@ > @ @NMEEHA:MBHG E:G@N:@> >M< L>M :M MA> <:FI:B@G E>O>E PBELI
all := @KHNIL <K>:M>= ?HK MA:M <FI:B@G !'<A := @KHNI <:G <HGM:BG HG> H&AWK> :=L PAB<A
LA:K>=L>M H? NGBJN> D>RPHK=L

I:'<A = @KHNI <HGMuB@Gue D>R IAK:L>L HK D>R PHK=L :G= <:GGHM A:O> MA> L:F> D>R IAK:L>L H
PHK=L L :GHMA>K := @KHNI 1L> := @ KBNEBBHRHNK =L ;R : <HFFHG MA>F> LN<A :L MA> MRI>
H? IKH=N<ML HK L>KOB<>L RHN P:GM MH :=O>KMBL>

"HK >Q:FIE> E>MR RHN L>EE =>LL>KML ;>0O>K:@>L :G=LG:<DL HG RHNK P>;LBM><AG MA> M:
= @KHNI <HGM:BGL : D>RPHK= EBLM ?H<NLBG@ HG : IKH=N<M RHN L>EE 0A> D>RPHK= EBLM
MA> LRLM>F MH LAHP =L ?HK MA>L> IKH=N<ML HGER HG L>:K<A>L :G= P>;LBM>L K>E:M>= MH
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Ad Groups
Ad Group 1: Desserts Ad Group 2: Beverages Ad Group 3: Snacks
W <NI<:D>L W LH=: W IHM:MH <ABIL
W INFIDBG IB>L W <H?>> W IBM: <ABIL
W IIE> IB> W B<>= <> W :>>? C>KDR
W <AH<HE:M> <:D> W B<>= M>: W L:EM>= |>:GNML
W B<> <K>:F W LI:KDEBG@ P:M>K W FBQ>= GNML
W <HHDB>L WHK:G@> CNB<> W KB<> <K:<D>KL

Queries:K> MA> L>:K<A M>KFL I>HIE> MRI> BGMH MA> L>:K<A ;HQ H? :G HGEBG> L>:K<A >G@B(
F>GMBHG>= ;>?HK> MA>K> :K> MAK>> <HFFHG MRI>L H? L>:K<A JN>KB>L

W Navigational Queries[ 3 BMA MA>L> JN>KB>L MA> NL>K P:GML MH OBLBM : LI><B?B< LB|
<>KM:BG O>G=HK ;K:G=

W nformational Queries [ OA>L> :K> JN>KB>L MA:M <HO>K : ;KH:= MHIB< > @ =B@BM:E F:K
HK,, ?HK PAB<A MA>K> F:R ;> MAHNL:G=L H? K>E>0:GM K>LNEML

W Transactional Queries[ 0A>L> :K> JN>KB>L MA:M BG=B<:M> :G BGM>GMBHG MH <HFIE>M:
MK:GL:<MBHG LN<A':L ;NRBG@ LHF>MABG@

>R |AK:L>L HK PHK=L HG MA> HMA>K A:G= :K> PA:M F:KD>M>KL ;B@HM NEA>NE>BIGHBOR=N:EL
;R F:-M<ABG@ MA>BK L>:K<A JN>KB>L

):KD>M>KL A:0> L>0O>K:E D>RPHK= F:-M<ABG@ HIMBHGL PA>G F:M<ABG@ L>:K<A JN>KB>L

WExact Match EHP>LM K>:<A AB@A K>E>0:G<> AB@A <HGO>KLBHG PBEE LAHP RHNK
L>:K<A IN>K&MA> L:F> F>:GBG@ L MA> D>RPHK=L RHN ;B=HG



134 Generating Customer Demand and Nurturing Leads & Prospects

WPhrase Match EHP>K K>:<A F>=BNF AB@A K>E>0:G<> F>=BNF <HGO>KLBHG PBEE LAl
PA>G MA> L>:K<A JNclesMA> L:F> F>:GBG@ :L MA> D>RPHK=L RHN ;B=HG

WBroad Match AB@A>LM K>:<A EHP K>E>0:G<> EHP <HGO>KLBHG PBEE LAHP RHNK :=
JN>KRelatesMH MA> D>RPHK= />>>Q:FIE>L ;>EHP

Keyword Match Types

For the keyword lawn mowing service, we can match the following queries (Q)

Broad match Phrase match Exact match
Ads may show on searches Ads may show on Ads may show on searches
that relate to your keyword. searches that include the that are the same meaning
meaning of your keyword. as your keyword.
lawn aeration prices Q lawn mowing service near me Q lawn mowing service Q
hire company to mow lawn Q grass cutting service Q

landscaping service to cut grass O,

Notation for inputting keywords: Notation for inputting keywords: Notation for inputting keywords:
keyword “keyword” [keyword]
Loose matching Moderate matching Tight matching

"24.A6Q2 2FD<?1@

%M BL :ELH IHLLB;E> MH <AHHL> G>@:MBO> D>RPHK=L PAB<A IK>0>GM RHNK :=L ?KHF ;>BG(
MRI> BG LI><B?B< L>:K<A JN>KB>L :G= D>RPHK=L OABL IK>O>GML NGG><>LI?RBR <EB<DL <HLI

'2.205 ( 2EA 1@

L F>GMBHG>=:;HO> :=L K>IK>L>GM : LN;L>M H? = #KHNIL :G=:K> NLN:EER :KK:G@>= ;R <HFFF}
=L :K> PA:M I>HIE> PBEE L>> B? MA> :N<MBHG BL PHG LH BM BL OBM:E NRHIKDBNEMAHT KB@ AN
M>LM : O:KB>MR H? :=L MH L>> PAB<A HG>L I>K?HKF ;>LM !:<A M>QM := <:G BG<EN=> NI MH

WOAK>> $>:=EBG>L F:Q <A:K:<M>KL >:<A

W+G> BLIE:R 1.( <<GGHM ;> <A:G@>=:G=BL ;:.L>= HG MA> :<<HNGM 1.(

WOPH 1.(IEMAL F:Q <AK:i<M>KL >:<A

WOPH  >L<KBIMBHGL F:Q <A:K:<M>KL >:<A :G=
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W/>0>K:E =1QM>GLBHGL
=>QM>GLBHGL ;HHLM MA> EHHD :G= NL>?NEG>LL H? :=L "HK >Q:FIE> LBM>EBGD >Q
=BK><MER PH{=BM |:@>L PBMABG : P>;LBM> EH<:MBHG >QM>GLBHGL F:I MH RHNK E}
>QM>GLBHGL BG<EN=>: M>E>IAHG> GNF;>K MA:M RHN <:G <EB<D HG =NKBG@ ;NLBG

>QM>GLBHGL <:G ;> FHK> >GC@:@BG@ ?HK L>:K<A>KL :G= <:G <HFFNGB<:M> >0>G FH
BG?HKF:MBHG

%G MA> BF:@> ;HEHNP<:G L>> :G >Q:FIE> H? : #HH@E> M>QM := ?HK MA> L>:K<A JI>II>KHGB IBSS
AB@AEB@AMBG@ MA> O:KBHNL >E>F>GML F>GMBHG>= :;HO>

WDisplay URL !'O>KR := PBEE BGeR&l{}) display URL ,E>:L> GHM> Kie:Mbmain
name B> PPPFSHNK HF:BG <HEannot be changedG= BL ;:L>= HG MA> =HF:BG
‘LLH<B:M>= PBMA MA> #HH@E> =L :<<HNGM

WHeadlines:"HK >:<A := F:KD>M>KL <:G BG@gENtree (3) Headlines (max. 30
characters each)+?M>G MA>L> A>:=EBG>L :K> L>:K:M>= ;R : JO>KMB<:E ;;K* > @ $>:=E
$>:=EBG> T $>:=EBG> /BG<> MABL BL MA> F:BG A>:=EBG> ;> LNK> MH AB@AEB@AM
>G>?BML :G2>KHP :G= NL> D>RPHK=L MH F:M<A IHM>GMB:E L>:K<A JN>KB>L

WDescriptions |O>KR := :EEHPL ?HK MPH  =>L<KBIMBHGL F:Q <A:K:<M>KL >:<A +G<>
:@:BG MKR MH <:IMNK> MA> BGM>K>LM :G= :\gdNGMBBSG+?> RHNIONMRPHK=L :G= D>R
IAK:L>L $B@AEB@AM RHNK <HEIKEEBS@G$#?BML /AHP<:L> MA> K>:LHGL PAR RHNK
LHENMBHG F>>ML MAXLIBRARSABKM> G>>=L

W = IQM>GLBHGL =>QM>GLBHGL ;HHLM MA> EHHD :G= NL>?NEG>LL H? :=L "HK >Q:FIE:
e /BM>EBGD >QM>GLBHGL EBGD?=RKSMMERNHPBBIABG : P>;LBM>
e (H<:MBHG >QM>GLBHGL F:I MH RHNK EH<:MBHG :G=
e EE >QM>GLBHGL BG<EN=>: M>E>IAHG> GNF;>K MA:M RHN <:G <EB<D HG =N|
AHNKL

=>QM>GLBHGL <:G ;> FHK> >GC@:@BG@ ?HK L>:K<A>KL :G= <:G <HFFNGB<:M> >0>G |
BG?HKF:MBHG MA:M BL >:LBER :<<>LLB;E>:M MA> <EB<D H? : EBGD
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..=.64; B142A@ 6116;4

OH I:KMB<BI:M> BG :G :N<MBHG F:KD>M>KL G>>= MH =><B=> AHP FN<A MA>R :K> PBEEBG@ M
'R setting budgets at the campaign level and bidding at the Ad @Gup or keyword level N=@>ML

L>M :M MA> <:FI:.B@G E>O>E@:GBSHK?HK : LI><B?B< I>KBH= H? MBP>>>0@ RK BH&SMAER
:N=@>ML N=@>ML LAHNE= ;> >LM:;EBLA>= :<<HK=BG@ MH MA> HO>K:EE?BKDBNIBG @ ;N=@>|
LI><B?B< P:R H? <HGMKHEEBG@ RHNK := LI>G=

EE =#KHNIL G>>= MH A:O> ;B=L ;NM D>RPHK= E>0O>E ;B=L HO>KKB=> = #KHI@E>QDE ;B=L (>
MH HNK IK>OBHNL >Q:FIE>

Ad Groups

Ad Group 1: Desserts Ad Group 2: Beverages | Ad Group 3: Snacks

W <NI<:D>L WLH=: WIHM:MH <ABIL
W INFIDBG IB>L W <H?>> WIBM: <ABIL
W:IE> IB> W B<>= <> W;>>? C>KDR

W <AH<HE:M> <:D> WB<>= M>: WL:EM>= I>:GNML
WB<> <K>:F WLIEKDEBG@ P:MpK WFBQ>= GNML

W<HHDB>L WHK:G@> CNB<> WKB<> <K:<D>KIL

(>ML L:R RHN L>M MA> F:QBFNF ;B= IKB<> ?HK :EE D>RPHK= |IAK:L>L BG =#KHNI >LL>KML :M
F>:GL MA:M :M FHLM RHN PHNE= ;> PBEEBG@ MH 'R ?HK :GR L>:K<A JN>KB>L MA:M NL>= <|
INFIDBG IB>L :lIE> B> <AH<HE:M> <:D> B<><K>:F :G=<HHDB>L NM B? RHN P>K> ;B==BG@ <
OA:GDL@BOBG@ ]INFIDBG IB>L" FB@AM ;> >LI><B:EER IHINE:K :G= MA>K> FB@AM ;> : EHM FH
?HK JINFIDBG IB>LH &<<HNGM ?HK MABL BG<K>:L> BG IHINE:KBMR :G= <HFI>MBMBHG RHN <HN
F:QBFNF ;B=IKB<> ?HK ]INFIDBG IB>* MH :G= MA:M PHNE= HO>KKB=> MA> F:QBFNF = #Kl
;B= *HP RHNK F:QBFNF ;B= IK@8#y?HK ]INFIDBG IB>L" PHNE= ;> G= MA> F:QBFNF ;B=

IKB<> ?HK :EE H? MA> HMA>K D>RPHK=L BG =#KHNI PHNE=K>F:BG :M

%G M>KFL H? ;B==BG@ F:GR F:KD>M>KL P:GM MH DGHP B? MA>R LAHNE=;B= HG ;KH:= HK AB
D>RPHK=L 0A>K> :K> MRL=> H?

W KH:= D>RPHK=L PBEE ;KBG@ RHREBHIG=NE%:2L NM ;B==BG@ HG MA>L> |[HINE:K :G=
<HFI>MBMBO> D>RPHK=L PBEE EBD>ER <HLM FHK> [>K <EB<D :G= =>EBO>K E>LL ]IN
MA>L> E>:=L PBEE ;> FN<A FHK> @>G>KB< :G= <HGO>KLBHG K:M>L PBEE M>G= MH ;>

W)HK> LI><B?B< D>RPHK=L :G= D>R IAK:L>L PBEE =>EBO>K ;>MM>K JN:EB?B>= E>:=L :G-
;NM LBG<> MA>R :K> FHK> LI><B?B< MA>K> :K> ?>P>K I>HIE> PAH PBEE ;> L>:K<ABG@
M>KFL /H MA>R NLN:EER IKH=NKXMBRKK JN:EB?B>= E>:=L

%=>:EERIN P:GM MH ;B= HG : <HF:BG:MBHG H? :HMA H? MA>L> :><:NL> RHN F:R ;> ::E> MH <HG(
MA> |@>G>KB<"d@bad:RHN =>?BGBM>ER P.GM MH <HGO>KM MAHL> E>:=L MA:M FHLM <EHL>ERF
IKH=N<ML :G=L>KOB<>L
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GHMA>K <HFFHG JN>LMBHG BL $HP FN<A LAHNE= % ;B= HG D>RPHKABI G2EHAYNG:M>ER
F:GR =B>K>GM ?:<MHKL

W3A>G D>RPHK=L HK D>R IAK:Ixghii{eompetitive RHN <:G >G= NI LI>G=BG@ :L FN<A L
Q MA> LN@@>LM>= ;B=IKB<> L:?>LM:KMBG@ LMK:M>@R BL MH ;B= [ AB@A>KI
LN@@>LM>= ;B= IKB<> :G= PHKD RHNK P:R NI ;:L>= HG RHNK K>LNEMBG@ := K:GD :G=

W"HK FHK> LI><B?B< D>RPHK=L :G= D>R IAK:L>L PAB<A M>G= MH A:O> E>LL OHENF> :G
EHP>K <HFI>MBMBHG LM:KM PBMA MA> LN@ @>LM>= ;B= IKB<> :G= LEHPER BG<K>:L>
BFIKHO> RHNK := K:GD :G=IHLBMBHG

(HML H? F:KD>M>KL NL> :NMHF:M>= ;B==BG@ F>MAH=L 0A>L>>G:;;E>:=O>KMBL>KL MH L>M : <
MA>BK <:FI:B@GL :G=:?M>K MA:M A:0> MA> :=O>KMBLBG@ :G= F:KD>MBG@ LRLM>F >LM:;EBL
?HK >:<A :N<MBHG /BG<> ;B==BG@ LMK:M>@B>L :K> O>KR BFIHKM:GM BG @>MMBG@ RHNK :
O:KB:;;E>L MH <HGLB=>K

N> MH MA> <HFIE>QBMB>L H? MA> ;B==BGQUsREMNGMMA= ;R F:KD>M>KL ABG@>L HG
<HFI>MBMBO> :<MBOBMR :G=:= K:GDBG@ GHM LBFIBRKB>RBEKA>BM KB4K5L>GML RHNK
F:QBFNF ;B=IKB<> OABL F>:GL RHN :K> PBEEBGI@OMABLRKB<> $HPRAAW RHA¢tually

I:R =>1>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 ;|
0A>G MH PBG MA> :N<MBHG RHN HGER G>>= MH I:R actuél <RIHMKH>K <EB<D PBEE HGER ;>
[ >0>G MAHN@A RHN P>K>PBEEBG@ MH I:R NI MH

1&.;8

0A>K: >0>G FHK> MH PBGGBG@ MA> :N<MBHG MA:G A:OBG@ MA> AB@A>LM IHLLB;E> ;B= +C
EHHD :M O:KBHNL HMA>K >E>F>GML MH >LM:;EBLA PAB<A :=L @>M LAHPG :M MA> MHI H? MA>
l:@> :ELH <EE>=]/l.,A

+GEBG> L>:K<A >G@BG>L A:0> MA>BK O>KR HPG LI><B?B< F>:GL H? ?:<MHKBG@ BG HMA>K <
:= K:GD "HK >Q:FIE> #HH@E> M:D>L MA> ?HEEHPBG@ BGMH <HGLB=>K:MBHG
W B=IKB<>
W = K>E>0:G<> :G= IJN:EBMR
WOA> <HGM>QM H? MA> L>:K<A LN<A L MA=RIB=BOB=NVBF> H? =R
W >LB@G?XML > @ PA>MA>K BM BG<EN=>L >QM>GLBHGL MA:M >GA:G<> MA> := E:RF
W-N:EBMR /<HK> [ : F>MKB< MA:M <:E<NE:M>L := LB@GB?B<:G<>

O0A> I:KML H? MA> -N:EBMR /<HK> :K>

W!QI><M>= <EB<D MAKHN@A K:M> 0. ;:L>= HG ABLMHKB<:E 0.
WOA> K>E>0:G<> H? MA> D>RPHK=L MH MA> :=
WOA> K>E>0:G<> H? MA> L>:K<A IAK:L> :G= := MH MA> L>:K<A JN>LMBHG
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W(:G=BG@ I:@> JN:EBMR

EE H? MA>L> >E>F>GML :K> IJNBM> BFIHKM:GM ;><:NL> MA> AB@A>K MA> -N:EBMR /<HK> MA>
;> B> MA>E>LL : FFKD>M>K G>>=L MH I:R MH A:0> MA>BK := LAHPG />:K<A >G@BG>L I>G:EBS
;B= HG D>RPHK= |AK:L>L PBMA IHHK -N:EBMR /<HK>L ;R GHM LAHPBG@ MA>BK :=L >0>G B? F:
AB@A ;B=L

%M BL <KN<B:E MH A:0>>G@:@BG@ :L P>EE :L K>E>0:GM := <HIR MA:M BG<EN=>L MA> :lIKHIK
G=RHNK E:G=BG@ |:@> JN:EBMR LAHNEHIGMM5>BNIRBEKE ;> LAHPG E>LL ?K>IJN>GMER PA>G
MA>R IHBGM MH E:G=BG@ I:@>L MA:M =H GHM =>EBO>K HG PA:M MA> := IKHFBL>L 0A> E:G=B
;> K>E>0:GM MH MA> |[EHK=KIB=EB= IKHOB=> : @HH= NL>K >QI>KB>G<>

(.242A6:4

,B<DBG@ MA> ;>LM D>RPHK=L BL PA:M >G:;E>L F:KD>M>KL MH LAHP :=L MH MA> :[IKHIKB:M> :N\
MA>K> :K> HMAKMBE @ <AHBES=H/M F:QBFBS> <:FI.B@G K>LNEML 8GNWBG®G M:K

W >0B<>

W (H<:MBHG

W R :G= MBF>

W):KD>M HK BG=NLMKR
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R =HBG@ MABL F:KD>M>R>GIM:KL HG FH;BE> =>0B<>L BG MA> >0>GBG@ HK NL>KL NG=>
PBMABG : <>KM:BG =BLM:G<> H? : LI><B?B< EH<:MBHGL WK 2EAEGSMMEK K> BFIHKM:GM
LBG<> O:KB:MBHGL BG#HBEH-M:G<> FB@AM =H ;>MM>K ?HK HG> @KHNI H? NILBA@A:G ?HK
K>F:KD>MBG@ MHHEL F:KD>M>K@%=13 BRHEFBRNVKIK>OBHNL OBLBMHKL MH : LBM> MA:M =H ?HE
L>:K<A>L B=L <:G :ELH ;> K>:=CNLM>= ?HK LI><B?B< D>RP kB & &o- HGI BEKRGHP

F:KD>M>KL FN<A FHK> <HGMKHE HO>RB=>;LBMEBMK:?H<NLBG@ MA>BK ;B= HG MAHL> <NLMHF
K> FHK> :MMK:<MBO> M#i: GBS BKBHIG

<, Q?7@6<;,@

0A> IHBGM H? :EE MABL A:K= PHKD BL GHM CNLM MH @>M <EB<DL 0A> K>:E H;C><MBO>BL M
HGO>KLBHGL :K> MAHL> :<MBOBMB>L F:KD>M>KL P:GM NL>KL MH <HFIE>M> :?M>K <EB<DBGt¢
MA:M LNIIHKM MA> IKH=N<ML HK L>KOB<>L ;>BG@ :=O>KMBL>=

HFFHG >Q:FIE>L H? <HGO>KLBHGL BG<EN=>

W ,NK<A:LBG@ : IKH=N<M HK L>KOB<>
W/B@GBG@ NI ?HK :G > G>PLE>MM>K
W HHDBG@ : =>FH

W HPGEH:=BG@ <HGM>GM

W:.G= FN<A FHK>

%M BL <KN<B:E MH MK:<D <HGO>KLBHGL MH NG=>KLM:G= PA>MA>K :,, <:FI:.B@G BL =HBG@ F
F:GR <HGO>KLBHGL <:G ;> <K>=BM>= MH |:B= L>:K<A :L HIIHL>= MH HMA>K :=O>KMBLBG@ :G=
<A:GG>EL /RLM>FL EBD> #HH@E> =L <:G MK:<D <HGO>KLBHGL NMBEBSBG@ : IB><> H? <H=>
LHNK<> <H=> H? MA> <HGO>KWBidiBit @achedafter conversion, like a OThank youO page)
HGO>KLBHG FHGBMHKBG @BsBEMiBG <> <HGO>KLBHG I:MAL :ELH A:O> : M>G=>G<R MH ;> Ft
<HFIEB<:M>= MA:G : LBFIE> <EB<D H? :G :=:G=: LMK:B@AM INK<A:L> 0A>R MRIB<:EER <HGLBL
L>:K<A>L ;KHPLBG@ : O:KB>MR H? RBEBMM>#R>21.BM>L HK K>LIHG=BG@ MH :G >F:BE IAHG> -
BG LMHK> IKHFHMBHG ):DBG@ NL> H? :G :G:ERMB<L LHENMBHG EBD> #HH@E> G:ERMB<L <:
<K>=BM ?HK <HGO>KLBHGL BL :MMKB;NM>= MH : O:KB>MR H? <HGO>KLBHG I:MAL "HK FHK> =
:MMKB;NMBHG RHN F:R P:GM MtrikutroMAA: IM>K

*HP MA:M RHN A:O> E>:KG>=:EE ;;HNM,, MKR RHNK A:G=:M <K>:MBG@ : ,, :=O>KMBLBG@ <:F

https://opentextbc.ca/foundationsdigitalmarketing/?p=91#h5p-8

@ An interactive H5P element has been excludeu fthis version of the textlY can view it online her
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>R 0:D>:P:RL

,.B= =O>KMBLBG@ :EEHPL F:KD>M>KL Mi@kM<N=B=Gi&KL PBMA : @K>:M =>:E H? IK><BLBHG

W ><B=> PAB<A D>RPHK=L :G= D>R IAK:L>L RHN PBEE NL> BG RHNK I:B=:=L :G= HG RHNK E:G=BG@ |:@>L
W 1LBG@ RHNK <NLMHF>K I>KLHG:L B=>@MB?RFEBHBECKM:KIG MA> :IIKHIKB:M> := IE:M?HKFL
W 'GHP RHN ;N=@>M

W ,B<D MA> :IIKHIKB:M> MRI> H? := :G= <K:?M <HFI>EEBG@ <HGM>GM PBMA M:@>RIEN=BSSBML ?HK RHNK M:K

W EB@G RHNK D>RPHK=L :=L :G=E:G=BG@ |:@>L MABL BG<K>:L>L RHNK JN:EBMR L<HK> PAB<A <:G|K>=N<> RHN
W /MKN<MNK> RHNK <:FI:B@GL := @KHNIL :G=:=L LH MA:M >:<A <:FI:B@G A:L GEM: N2AB=<>G= M:K

,:-B= =O>KMBLBG@ [ ==BMBHG:E .>LHNK<>L

0A> ?HEEHPBG@ ?K>> <HNKL>L :G=:KMB<E>L <HO>K F:GR FHK> :=0:G<>= |:B= :=O>KMBLBG@ =>M:BEL :<KHLL|: O:KB>MR H
IE:M?HKFL

W PPC 101: A Complete Guide to PPC Marketing Basics

W PPC Fundamentals Course with Joel Bondawsky (Free: 5 hrs. B SEMrush)

W Google Ads Certification FREE CoursegSearch, Display, Video, App, Shopping)

W A Beginner® 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 ®ur 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

1216. AA?6/BA6<;@

W FI:.B@QGL ;R .H<A>EE> #K:RLHG BL EB<>GL>=GNGEBK>G<>
W,BSS: =BLIE:R := ;R .H<A>EE> #K:RLHG BL EB<>GL%= NEB=SG<>

W/<K>>GLAHM H? #HH@E> L>:K<A H? IBSS: LAHIIBG@ :=L Y #HH@E> (( :G= MABL ;HHD B
>G=HKL>= ;R HIBEB:M>= PBMA #HH@E> BlL>GRBNRA I>KFBLLBHG

W = <FI:B@G LMKN<MNK> ;R .H<A>EE> #K:RLHG BL EB<33GCLEBNGSE:=K :
WORI> H? D>RPHK= F:M<A>L ;R .H<A>EE> #K:RLHG BL EB<>GL>ENGS4L:
W = K:GD ;R .H<A>EE> #K:RLHG BL EB<>GL>=5NGEBK>G<>



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/

'<06.9 1216.1.78 2A6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W DescribePAR LH<B:E F>=B: BL BFIHKM:GM

W Develop: LH<B:E F>=B: LMK:M>@R :G= IE:G

W Explain MA> /M>| /H<B:E )>=B: ):KD>MBG@ "K:F>PHKD

W Differ entiate ;>MP>>G MA> O:KBHNL MRI>L H? LH<B:E F>=B: G>MPHKDL

141
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+5 F)@2 '<06.9 1216.

):GR I>HIE> MABGD LH<B:E F>=B: BL =B@BM:E F:KD>MBG@ 3ABE> LH<B:E F>=B: F.KD>MBG@ -«
F:KD>M>KL" :MM>GMBHG BM HGER K>IK>L>GML HG> <HFIHG>GM H? : =B@8M:BOGBGEAVBG@ |
BGMH LI><B?B< LMK:M>@B>L :G= M:<MB<L HXK3GEB:P PARBLHEB/E F>=B: BL BFIHKM:GM MH =B
F:KD>MBG@ O0A>K>:K> F:GR :=0:GM:@>L MH NLBG@ LH<B:E F>=B: ?HK IKH?>LLBHG:E INKIHL>
RHNK@KGBS:MBHG IKH=N<ML :G=L>KOB<>L $>K>:K>L>0>K:E :K>:L PA>K> LH<B:E F>=B: LAB

W Connecting with New Audiences
BEEBHGL H? I>HIE> PHKE=PB=> NL> LH<B:E G>MPHKDL HG : =:BER ;:.LBL 0A>K>?HK>
?HK @KGBS:MBHGL MH ;> IK>L>GM PA>K> MA>L> HGEBG> <HGO>KL:MBHGL :G= =BL<N
AIlI>GBG@ "HK>Q:FIE> U H? %GLM:@K:F NL>KL L:B= MA>R ?BG= G>P IKH=N<ML HG
IE:M?HKF F:DBG@ BM PHKMAPABE> MH ;> MA>K>

WBUuilding Relationships
*HP FHK> MA:G >B#K<KBMB<:E @H&BEHMBHGL MH A:O> : NGBJN> OHB<> :G=>GC@:@>
<NLMHF>KL HG : ANF:G E>O>E /H<B:E F>=B: IKHOB=>L :G >:LR P:R MH =H MABL :EEHP
F:KD>M>KL MH <K>:M> : ;K:G= I>KLHG:EBMR :L P>EE :L : OHB<> MA:M <HFFNGB<:M>L ;K
:G=>G@:@>L MA> <HFFNGBMR

W lncr easing Website Traffic
%? RHNK <HFFNGBMR EBD>L RHNK LH<B:E F>=B: <HGM>GM MA>R F:R L>>D HNM FHK
JHNM RHNK IKH=N<ML :G= L>KOB<>L HG RHNK P>;LBM> PAB<A PBEE K2IBNEM BG FHK
:G=IHM>GMB:EER FHK> L:E>L

WDistributing T argeted Messaging
%MO>KR >:LR MH =BLMKB;NM> :=L HG LH<B:E |IE:MPH{FEMH{HE CXB KKHRERIM: K
MA>BK =L :G= F>LL:@BG@ MH F:M<A MA> LI><B?B< G>>=L :G(@WMNCBANE<HR MA>BK
IMN=B>L A:O> LAHPG MA:M <NLMHF>KL K>:<M ;>MM>K PA>G :=O>KMBL>F>GML :K> <NI
LI><B?B< G>>=L :G= MABL LMK:M>@R <:G K>LNEM BG BG<K>:L>= BGM>K:<MBHGL :G=

W Conducting Market Reseach
/H<B:E F>=B: BUGCNLM @K>:M ?HK BGM>K:<MBG@ PBMAKRHMKKIHEBNGBNRL> BM MH
LM:R HG MHI H? PA:M MA>BK <HFI>MBMHKL :K>=HBG@ R EBLM>GBG@ MH MA> LH<E
<HGO>KL:MBHGL F:KD>M>KL <:G @E>:G PA:M BL PHKDBG@ P>EE HK GHM ?HK MA>B
<:G MA>G ;NBE= MA>L> BGLB@AML BGMH MA>BK LH<B:E F>=B: F.KD>MBG@ LMK:M>@

W Sharing Expertise
/H<B:E F>=B: LBM>L IKHOB=> F:GR HIIHKMNG® E3@ES*MBHKHKIH ;HMA A>:K :;;HNM :G=
=B2>K>GMB:M> MA>FL>EO>L ?KHF MA>BKai&BSMBHOG{ <¥K=H MABL ;R LAHP<:LBG@
MA>FL>EO>L :L BG=NLMKR E>:=>KL OB: >G@:@BG@ BGLB@AM?NE :G=K>E>0:GM <}
<K>:MBO> OBLN:E <HGM>GM HG %GLM:@K:F <HFIHLBG@ MAHN@AM?NE ;EH@ IHLML
K>0>EBG@ : ?K>LA OB>PRBGWF-RG 0

WManaging Reputation
>INM:MBHG BL >O>KRMABG@ :G= LH<B:E F>=B: LBM>L IKHOB=> : =BK><M P:R MH BG}
<NLMHF>KL :G= MH K>LHEO> IKH;E*HK ERBPMER-:KD>M>KL <:G =>O>EHI NGBJN>
A.LAM:@L MA:M <:G AB@QAEB@AM <HG<>KGL HK BGM>K>LML :G=>GLNK> MA:M MA>L:>
:==K>LL>= JNB<DER ;R MA> KB@AM I>HIE> /H<B:E F>=B: LBM>L <:G :ELH ;> E>O>K:@>=
IHLBMBO> K>OB>PL M>LMBFHGB:EL :G=<NLMHF>K ?>>=;:<D
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W Evaluating Analytics and Insights
JHLM LH<B:E F>=B: IE:M?HKFL A:0> MA>BK HPG :G:ERMB<L MHHEL PAB<A :EEHP RHN
PA:M RHNK <HFFNGBMR BL BGM>K>LM>= BG PAH BL >G@:@>= :G= PA:M :<MBOBMB>
>LM I>K?HKFBG@ OABL =:M: <:G A>El =>M>KFBG> PAB<A <HGM>GM MH IKHFHM> :G=
IIKHIKB:M>ER FH=B?R :GR :=O>KMBLBG@ HK F:KD>MBG@ :<MBOBMB>L

*HP MA:M P> NG=>KLM:G= PAR LH<B:E F>=B: BL : D>R <HFIHG>GM H? : =B@BNEEMEKIDEMBG @ L
‘M AHP F:KD>M>KL <:G LN<<>LL?NEER BFIE>F>GM : LH<B:E F>=B: IE:G

'‘A2="'<06.9 1216. .78 2A6;4 ?.:2D<7?8

OABL /M>I/H<B:E )>=B: ):KD>MBG@ "K:F>PHKD :BFL MH >GLNK> RHNK LH<B:E F>=B: LMK:M>@|
:<MBOBMB>L :K> HIMBFBS>= MH <HGO>KM IKHLI><MBO> <NLMHF>KL BGMH L:MBL?B>= [:RBG(
:=OH<:M>L L RHN E>:KG FHK> :;HNM =B@BM:E F:-KD>MBG@ RHN PBEE ;> IK>LGKI>GMBMA : C
?K:F>PHKDL >BG@ :;E> MH NG=>KLM:G= PA:M BL LBFBEKKSEWARBEBL=BFIHKM:GM
1EMBF:MN F:R <HF> NI PBMA RHNK HPG ?K:F>PHKD PAB<A PBEE EBD>ER ;> : <HF;BG:MBH(
?K:F>PHKDL $HP>OHBG@ : ?K:F>PHKD @BO>L RHN MA> ;>LM <A:G<> H? BFIE>SF>GMBG@ MA>
?HK RHNK <BK<NFLM:G<>L OABL ?K:F>PHKD PBEE :ELH IKHOB=> :EB@GF>GM ;>MP>>G RHNK
RHNK :<MBOBMB:L:[I>M<EHL>K EHHD :M >:<A H? MA> ?HEEHPBG@ LM>IL
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'‘A2=  6@AZ2;.;1 2.7,

/H<B:E F>=B: :EEHPL F:KD>M>KL MH EBLM>G @HRANABHGBH MKK L:RBG@ :GBMABR®@ 3
:GR IKHFIMBG@ F:KD>M>KL <:G GHP EBLM>G MH PA:M MA>BK <NLMHF>KL :K> L:RBG@ :;HNM
:G==>LBK>l>8&H EHG@>K A:O> MH @N>LL

(BLM>GBG@ BL MA> ?BKLM IE:<> ?HK F:KD>M>KL MH LM:KM PA>G =>0O>EKBBGIEGR GE@BEE F>=B
D>R MH NG=>KLM:G=BG@>RHNKBH&E=K<>IMBHGL K>E:M>= MH

W Your brand, products, and services
/IBG<> LH<B:E F>=B: <HGO>KL:MBHGL :K> A:lI>GBG@ BG K>:E MBF> :G= =BK><MER ?KF
<HFFNGBMRIN GH EHG@>K G>>= MH @N>LL :;HNM PAR I>HIE> :K> ;>A:0OBG@ : <>KM:B!
PBEE M>EE RHN

W Your competitorsO brands, prducts, or services
%7? RHN ?BG= HNM PA:M RHNK <HFI>MBMHKL :K> @HH=HK ;:=:M REBNB&MBRBGBHG |
MH F>>M LHF> H? MAHL> <NLMHF>K &k3=KA:MMRHN <:G B=>GMB?R G>P IKH=N<ML :G-
L>KOB<>L RHN 2xKH?

W General topics and tends
%? RHN <:G ?BG= HNMHRNBVRRHN F:R ;> :;E> MH M:D> :=0:GM: @ >@®BG&>K
HIIHKMNGBMB>L :G= @>G>K:M> G>P K>0O>GN> LMK>:FL

(BLM>GBG@ :G= E>:KGBG@ ?&HVRNNBAG+>L BL MA> ?BKLM BFIHKM:GM LM>| PA>G BFIE>F>G
LH<B:E F>=B: LMK:M>@R

'‘A2=  2K;2 <9@ #/720A6C2@ .;1 (.?42A B162;,02@

3 BMA : P>EE =>?BG>= L<HI> PAB<A BG<EN=>L LI><B?B< @H:E@>HCN=<BIB&=tl :6MMBIKIHLLB;E:
MH :<AB>0> IHLBMBO> HNM<HF>L LBG<> RHN DGHP PA:V/RHRHKPDBHEGRA: RHRHN P:GM

RHN <:G INM MA> LM>IL BG IE:<> MH @>M MA>K> /N<<>LLENEBKXMBMSKIDGHMRA:M MA>R
P:GM MH :<AB>0> :G=: <E>:K ?H<NL HG @H:EL :G= H;C><MBO>L BL PA:M NEMBF:M>ER @NB=>

%=>GMB?RBG@ @H:EL H;C>@BDN-B>CMAK BL : <KBMB<:E LM>| BG @>MMBG@ ;NR BG ?KHF
F:D>KL LLB@GBG@ K>LHNK<>L ANF:G ?BG:G<B:E :G= M><AGHEH@B<:E :G=IE:GGBG@ LHs
<:FI:B@GL :G= HG@HBG@ :<MBOBMB>L !'0@KEB&MBBGI AKNE= PHKD :G= IE:G MHP:K=L

:<AB>OBG@ MA>L> @H:EL :G= H;C><MBO>L LH BM BL BFIHKM:GM MH @>M MABL LM>| KB@AM

%=>EEB@BM:E F:KD>M>KL LAHNE= IE:G MH <HFIE>M> MABL LM>| <HEE:;HK:MBO>ER ;><:NL> L
BG?HKF:MBHG FB@AM =QREMN K=B?H? ®@GBEMBHG OABL BG?HKF:MBHG LAHNE= BG<EN=>

W (>LLHGL E>:KG>= ?KHF MA> EBLM>GBG@ LM>| H? MA> ?K:F>PHKD PA:M MA> <HFFNGI
3 HNM RHNK IKH=N<ML RHNK <HFI>MBMHKL :G= MK>G=L

W NLMHF>K I>KLHG:L :G= <NLMHF>K CHNKG>R F:IL =>O>EHI>=

W HFI>MBMBO> BGM>EEB@>G<> E>:KG>= BG MA> EBLM>GBG@ LM>I HK MAKHN@A HM.

W'GHPE>=@> :;;HNM MA> IK>?>K>G<>L H? MA> HGEBG> <HFFNGBMB>L
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W (>LLHGL E>:KG>= ?KHF IK>OBHNL LH<B:E F>=B: <:FI:.B@GL HG@HBG@ :<MBOBMB>L
W+K@:GBS:MBHG:E @H:EL :G= H;C><MBO>L

%? WKGBS:MBHGMiKIGH>KER :EB@G MA>BK @H:EL H;C><MBO>L :G=LMK:M>@BMBR*A>R PBE
K>LHNK<>L ‘@HEM

"HK : LM:KMNI MABL <HNE= ;> JINBM> <HLMEK>GNEENMBEFRHEE@ HNM H? ;NLBG>LL "HK :G
>LM:;;EBLA>= ;NLBG>LL MABL F:R K>LNEM BG EHLBG@ @KHNG= MH MA> <HFI>MBMBHG FBLL
HIIHKMNGBEMBBG@ D>R I>HIE> PAH =H GHM ?>>E LNIIHKM>= ?:EEBG@ LMH<D IKB<>L HK >0O>
;NLBG>LL %M <:G :ELH E>:= MH <HFI:GB>L ;><HFBG@ K>:<MBO> @B8OMBHBGE@NEGMIKK> H?
<KBLBL F:G:@>F>GM PA>K> RHN :K> <HGLM:GMER ?B@AMBG@ ?BK>L BGLM>:= H? IE:GGBG@

%B608 <.9 964;:2;A %B6G

%7 ):KD>MBG@ BKF<MHK>>G MHE= ;R L>GBHK F:G:@>F>GM @AGBBIMBHIG:E @H:EL ?HK MABI
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 "
F:KD>MBG@ M>:F />E><M :EE MA:M :IIER

W9%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<> <HLREMRIA{BG@ 0

W9%G<K>:L>MB<: RH IKH=N<M 4 P>;LBM>

W9%G<K>:L> L:E>L H? IKH=N<RBMNIGIO

'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>0:>
PBMA RHNK BFIE>F>GM:MBHG IE:G 0A>K>?HK> BG MABL LM>| P> PBEE ?H<NL HG :<AB>0OBGC(
H;C><MBO>L ;R L>E><MBG@ MA> :IIKHIKB:M> =B@BM:E F:KD>MBG@ <A:GG>EL :G= IE:M?HKFL

/IBG<> MA>K> :K> LH F:GR LH<B:E F>=B: HIMBHGL F:KD>M>KL H?M>G LMKN@ @E> BG L>E><ME
LH<B:E F>=B: IE:M?HKF MH NL> %GLM>:= H? MKRBG@ MH IB<D LI><E2? &85 MBHEG>EBHNEA>L
?H<NL HG MA> MRI> H? LH<B:E F>=B: F:KD>MBG@ MA:M PBEEPHKIN-BM2HK NA>BIBEAK
IK>L>G<>HG [ IE:M?HKFL MA:M LNIIHKM MAHL> :<MBOBMB>L :G= <:M>K MH MAHL> :N=B>G<>

(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 %
L><MBHGL ;>BHR <:G K>:= MA> <M>@HKR =>L<KBIMBHG MA> IKHL :G=<HGL :G=>Q:FIE>L H?
BGMH MA:M <:M>@HKR

Social Networks

R ?:K MA> FHLM IHINEKB:E G>MPHKDL <HGG><M I>HIE> MH >:<AG®IEBSMBHGIH HK
+K@:GBS:MBHGL <:G NL> MA>L> G>MPHKDL MH IKHFHM> IKH=N<ML L>KOB<>L :G=<HGM>GM
=BO>KL> :N=B>G<>L :G= PHKD PBMA BG?EN>@@>KIL N#BKS<A MAG :==BMBHG F:KD>M>KL <:G
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BG HG IN;EB< <HGO>KL:MBHGL :;@NGBEMBHEIKHFI>SMBMHKL :GESBRI=NMAKR> BGLB@AML Mk
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?HKFI
W(HML H? :<MBOBMR
W%GM>@K:M>= BGMH F:GR F:KD>MBG@ :NMHF:MBHG MHHEL :G= L>KOB<>L

Cons

W B?7?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>I@:GRSIMBABKA F>.G
F:R G>>= MH I:R ?HK >QIHLNK>
Examples of social networking platforms
W'".<>:HHD
WOPBMM>K
WYGLM:@K:F
W (BGD>=%G

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

2BLN:E LMHKRM>EEBG@ AL ;><HF>: LM:IE> HG LH<B:E F>=B: L :K>LNEM BF.@> LA:KBG@ G:
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 :EE
MH LA:K> BF.@>L :G= OBLN:E <HGM>GM 0A>R IKHOB=>: IE:M?HKF MH LI:KD <HGO>KL:MBHGL
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

W3 >EE LNBM>= ?HK IKH=N<ML HK >QI>KB>G<>L MA:M <:G ;> IK>L>GM>= BG : OBLN:E ?H]
W#HH= <A:GG>EL MH IKHFHM> ;K:G= O:EN>L :G=;NBE= ;K:G=:P:K>G>LL

Cons

W2BLN:E <HGM>GM F:R GHM ;> :IIKHIKB: @ GB&: NBHBK BIG @ L
W.>IJNBK>L OBLN:E LMHKRM>EEBG@ >QI>KMBL>
W/HF> ?>:MNK>L F:R HGER ;> :0:BE:;E> HG FH;BE> =>0B<>L


https://facebook.com/
https://twitter.com/
https://instagram.com/
https://linkedin.com/
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Examples of image-sharing networks

WYGLM:@K:F
W,BGM>K>LM
W >AG<>
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
'B5<?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@
I[E:M?HKFL :kBBED %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>
LAHKM>K HK FHK> BGM>K:<MBO> O>KLBHGL [ EBD> EHG@ ?HKF OB=>H HK : L>KB>L I

Cons

W (BFBM>= MBF> MH <HFFNGB<:M> F>LL:@>L
W .>INBK>L LMKHG@ LMHKRM>EEBG@ >QI>KMBL> :L P>EE :L OB=>H IKH=N<MBHG :G=>:

Examples of short-form video networks

woBDBD

W%GLM:@K:F .>>EL
W5HNON;> /AHKML
WOKBEE>K

W/G:I<A:M /[HMEB@AM
W,BGM>K>LM /MHKR ,BGL

<;4 3<?:*612<

(HG@ ?HKF OB=>H K>?>KL MH OB=>HL EHG@>K NHN®;MFGFEBENWMK> MA> E>=BGC@
IE:M?HKFLHBION;> AL ;>MM>K /1+ ;NER2>H A:L : LMKHG@>K <HFFNGBMR :G= GH IK> KHEE :=L

Pros


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/
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Cons

W#K>:M ?HKgH&BS:MBHGL EHHDBG@ MH M>:<A BG =>IMA <HNKL>L LA:K>EHG@ CHNKC
MAKHN@A : IKH<>LL

W)HK> MBF> MH ;NBE=: G:KK:MBO>
W2B=>H :G:ERMB<L MH :LL>LL PA:M BL K>LHG:MBG@

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

W5HNO;>
W2BF>H
WOPBM<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>|
(BO>LMK>:FBG@ =>EBO>KL EBO> OB=>H <HGM>GM MA:M MRIB<:EER BGM>K:<ML PBMA : EBO:
(BO>LMK>:FBG@ BL :O:BE:;E> HG :EFHLM :EE IHINE:K LH<B:E F>=B: IE:M?HKFL

Pros

Cons

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 >0O>GML BG K>.E MBF>

W.>INBK>L : <HGLBLM>GM :G= AB@A JN:EBMR BGM>KG>M <HGG><MBHG :L P>EE ;L EB!
IKH=N<MBHG <:I::BEBMB>L > @ <:F>K:L EB@AMBG@ FB<KHIAHG>L >M<

Examples of livesteaming networks

WOPBM<A
W%GLM: @K:F (BO>
wWOoBDBD

WS5HNO;>



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/
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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>G
H?>K : O:KB>MR H? NGBJIJN> BGM>K:<MBO> :G= AB@AER >QI>KBF>GM:E ?>:MNK>L LN<A L . 2.
HO>KE:RL :G=BGM>K:<MBO> @:F>L 0A>L> G>MPHKDL M>G= MH ;> FHLM IHINE:K :FHG@ #>G ¢
)BEE>GGB:EL

Pros

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

WOA> :N=B>G<>L LD>P RHNG@>K :G=:K> : @HH= F:KD> D 2NIB K4 ®IeK G=
)BEE>GGB:EL

W/MHKB>L <:G ;> NL>= MH IKHOB=> : ;>ABG= MA> L<>G>L EHHD :M RHNK ;K:G= HK MA> |K
‘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> 2>:MNK>L F:R HGER ;> :0:BE:;E> HG FH;BE> =>0B<>L

W, KHFHMBHiBhin MA>L> G>MPHKDL <:G ;> <A[EE>G@BG@ PAB<A K>JNBK>L IKHFHMBG(
P>;LBM> HK HMA>K LH<B:E IE:M?HKFL

Examples of interactive media networks

WO0BDHD
WI/G:I<A:M

Community Forums

HFFNGBMR ?HKNFL >G<HNK:@> I>HIE> MH :GLP>K JN>LMBHGL IHL>= ;R MA> <HFFNGBMR :G=
DGHPE>=@> G>PL :G=B=>:L 0A>L> P>;LBM>L =BL<HNK:@> =BK><M :=O=KNBH1BA@>G= @>G>
K:G=1.@>L GLP>KBG@ JN>LMBHGL <HKK><MER :G= AHG>LMER BG MA>L> ?HKNFL <:G BG<K
<K>=B;BEBMR :G= MA:M <K>=B;BEBMR HK MKNLM <HNE= E>:= MH BG<K>:L>= P>;LBM> OBLBML

Pros
W#K>:M K>LHNK<> ?HK <HG=N<MBG@ F:KD>M K>L>:K<A :G= @>G>K:MBG@ E>:=L ?HK R
‘K:G= OABL <:G A>EIl ;NBE= FHK> ?H<NL>= F:KD>MBG@ <:FI:.B@GL

W ;:BEBMR MH @BO> <HFFNGBMR F>F;>KL >:KERKE<MKIRNHNM??K>>:B>L :G= @:MA>K
?>>=::<D

WOAHN@AM E>:=>KLABI :G=>QI>KMBL> <:G ;> K>P:K=>= MAKHN@A NIOHMBG@ H? <HGI


https://facebook.com/
https://pinterest.com/
https://www.tiktok.com/en/
https://snapchat.com/
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Cons

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

W, HM>GMB:E ?HK @KHNIMABGD B > >0O>KRHG> BG MA> <HFFNGBMR MABGDL MA> L:F
I>KLI><MBO>L :K> GHM <HGLB=>K>= HK :<<>|M>=

WOH ;NBE= F>.GBG@?NE K>E:MBHGLABIL <HFFNGBMR F.G:@>F>GM <:G ;> MBF> <HGLN
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 [
<HFIHG>GM H? RéiN&nt marketing strateqy HGLB=>K PKBMBG@ :;HNM AHP MH NL> RHNK IKH=N-<
<K>:MBO> P:RL HK IHLM G>PL :;HNM RHNK BG=NLMKR B¥MiH BRBINKHKSLBKE? HK HGEBG>
:<<HNGML

Pros

W R IN;EBLABG@ HG : LA:K>= G>MPHKD :L HIIHL>= \gHGESRIBRSHIIBM> HGER
F:KD>M>KL <:G :MMK:<M K>:=>KL ?KHF MA> >GMBK> IHHE H? I>HIE> PAH OBLBM MA:M
?HK BGM>K>LMBG@ <HGM>GM

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

W.>INBK>L PKBMBG@ LDBEEL :G= IKH=N<BG@ EHG@ ?HKF PKBMM>G <HGM>GM HG : |
W)NLM :=A>K> MH MA> GEMPHRDABG@ @NB=>EBG>L PAB<A FB@AM EBFBM MA> K:G@
MHIB<L

Examples of blogging and publishing networks

W)>=BNF

W3 HK=K>LL
WONF:EK
W'".<>:HHD



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/
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W(BGD>=%G
Podcast / Social Audio Networks

Podcast Networks

JHK> :G= FHK> @KGBS:MBHGL :K> M:DBG@ :=0:GM:@> H? MA> HIIHKMNGBMR MH F:KD>M MA>E
L>KOB<>L NLBG@ :N=BH N=BH IH=<:LML :G= LH<B:E :N=BH G>MPHKDL :EEHP EBLM>G>KL MH
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
BG<EN=BG@ PABE> <HFFRERBE @?HMPGEH:=>= HK LBFIER :L ;:<D@KHNG= GHBL>=NKBG@ =
:<MBOBMB>L ,H=<:LMBG@ BL E>LL K>LMKB<MBO> MA:G P:M<ABG@ : OB=>H HK >0>G L<KHEE

Pros

W3$B@A JN:EBMR :N=BH IH=<:LML :RMKEE>RMH IKH=N<> MA:G AB@A JN:EBMR OB=>HL
W LRG<AKHGHNL :G= FNEMB M:LDBG@ EBLM>GBG@ IHLLB;BEBMB>L

Cons

W3A>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:B

Examples of podcasting networks

W/IHMB?R

W IIE> H=<:LML
W#HH@E> ,H=<:LML
W,:G=HK:
WONG>%G
W/MBM<A>K

Social Audio Networks

/H<B:E :N=BH BL R>M :GHMA>K LH<B:E F>=B: G>MPHDHBRI> #BA-XNHLCBHGL 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>MPHKD
<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>=@> (
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


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/

152 Generating Customer Demand and Nurturing Leads & Prospects

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

Examples of social audio networks

W":.<>;HHD (BO> N=BH .HHFL
W/IHMB?R #K>>GKHHF
WOPBMM>K /l:<>L

W _EN;AHNL>

Messaging Apps

>LL:@BG@ :lIL A:O>>0OHEO>= MH ;> FHK> MA:G CNLM : LBFIE> P:R MH LA:RMKN2QWMRKHL @>L
?HK <:EEBG@ <K>MBG@ @KHNIL ;KH:=<:LMBG@ F>LL:@>L MH FNEMBIESGNMAL >Q<A:G@B(
HIMBHG H? <K>:MBG@ <A:M;HML F>LL:@BG@ :IIL@:GBSMBHBIRGIK: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 IK}
LN@@>LMBHGL :G= LA:K> G>PL PBMA MA>BK <NLMHF>KL

Pros

Cons

W NBEM BGMH MA> LH<B:E G>MPHKDL MA:M BG=BOB=N:EL :EK>:=R NL>
WO0><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:I
W-NB<D =BK><M <HFFNGB<:MBHG <A:GG>E MH K>LIHG= MH JN>LMBHGL

W >1>G=>GM HG MABK=I:LKMB>L > @ PA>G ":<>;HHD :G= 3A:VEB@>GMH>
HI®:GBS:MBHGL MiINBS&><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
W3A:ML Il

WO>E>@K:F
WYGLM:@K:F

W2B:>K

W3 > AM

W(BG>



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/
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"HK FHK> B=>:L HG AHP MH NL> MA>L> <A><D HNM MABLKMBEBS @ |IL ?HK NLMHF>K
[>KOB<>

Bookmarking & Content Curation Networks

HHDF:KDBG@ :G= <HGM>GM <NK:MBHG G>MPHKDL :K> IE:M?HKFIL %> KGNL&AKE =BL<HO>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
=BL<HO>K G>P <HGM>GM ;:L>= HG LA:K>= BGM>K>LML :G= MH =BL<NLL MK>G=L R <K>:MBGQ@
MA:M BL <NKK>GM :G= K>E>0:GM MF:RBNKBG=NEMNR MA>L> G>MPHKDL MH =BK><M I>HIE> |
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=
W/A:K> DGHPE>=@> :G= >LM:;EBL& FRFHBEMBHG L : MAHN@AM BG=NLMKR E>:=>K :G= >

Cons

W.>INBK>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=
WONF;EK

W KB;E>

Review Networks

>0B>P G>MPHKDL :EEHP I>HIE> MH ?BG= IK:RBBB?HKF:MBHG :;HNM ;K:G=L :G= MA>BK IKH=N
:G= L>KOB<>L 0A>L> MRI>L H? G>MPHKDL K>0>:E MA> <NLMHF>K >QI>KB>G<> #HH=HK ;:= K
B=>GMB?R PA:M BL PHKDBG@ :G= PA:M BL GHM :G= IKHOB=x2GBHBHNEBMIR Pk HK
BFIKHO>F>GML :G= HK K>LHEO> BLLNX®:$BB: 188G K>LIHG=L MH : K>OB>P PBEE H?M>G LAHI
K:G=L O:EN>L :G= AHP MA>R A:G=E> <NLMHF>K ?>>=;:<D 3A>G K>OB>PL :K@FGBEIMBRGSEE HI
<:G ;NBE= MKNLM :G= EHR:EMR PBMA MPRABAKEFGNGARBM®R IHLBMBO> LH<B:E IKHH? MH MA>
HI®:GBS:MBHG :G= BML <E:BFL

Pros

W,HLBMBO> K>0OB>PL <:G BGRB=:IG=NKE2L ;><:NL> MA>R K>?E><M MA> NG?BEM>K>= H
<NLMHF>KL

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

Cons


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

W.>OB>PL :K> AB@AER LN;C><MBO> :G= ;:L>= HA_MASKMRABPHL

Examples of eview networks

W5>E|

W#HH@E> )R NLBG>LL
WH#HE:LL=HHK

WOKBI =OBLHK

W E:SHG

Social Shopping Networks

/H<B:E LAHIIBG@ G>MPHKDL <K>:M> : <HFFNGBMR H? BG=BOB=N:EL PAH LA:K> LBFBE:K BGM?>
:G=BG?EN>G<> >:<AIHMK=K:LBG@ =><BLBHGL 0A>L> G>MPHKDL A>EI ;NR>KL LIHM MK>G=L |
?BG=L F:D> INK<A:L>L :G=?HEEHP MA>BK ?:OHKBM> :K:G=L 0A>R ?H<NL HG > <HFF>K<> :G=
>E>F>GM F:D>L BM >G@:@BG@ :G=>GM>KM:BGBG@ O0A>L> LH<B:E LAHIIBG@ LBM>L :K> B=>:
‘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> ":<>;HHI
:EEHPL I>HIE> MH L>EE BM>FL MH MA>BK ?KB>G=L ?HEEHP>KL E®BEABKI NRAX E:GBH R1H
L>EE NL>= IKH=N<ML

Pros

Cons

W ,NK<A:L> =><BLBHGL @>HRIK-KBO>G ;R MA> <HPRBSBMRGL@EBS:MBHGL LAHNE=
L>>= <HGO>KL:MBHGL PBMA MA> :IIKHIKB:M> ;>G>?BML

W/MKHG@ LH<B:E IKHH?
W3 HK=H? FHNMA <:G LIK>:= JINB<DER

W*>@:MBO> ?>>=;:<D <:G LIK>:= INB<DER
W"BKLM BFIK>LLBHGL <:KKR FHK> P>B@AM
WO0>G= MH ;> FHK> GB<A> F:KD>ML LH MA> F:KD>M NILB=> F:R ;> EBFBM>=

Examples of social shopping networks

W!IMLR

W"O>:E>

W%GLM:@K:F A><DHNM
W, HLAF:KD



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/
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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>LI
LHE>ER HG : LBG@E> :K>: H? BGM>K>LM > @ ;HHDL HR&4BGE@>U8@E BHEGER:MBHGL
EHHDBG@ MH <HGG><M PBMMAEB=<B>O4 K. MA>L> G>MPHKDL <:G =>EBO>K AB@A JN:EBMR K
?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
WS$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= GHN\
W*>@:MBO> ?>>=;:<D <:G LIK>:= INB<BERGBS:MBHGL F:R GHM ;> @BO>G : L><HG= <A:G

Examples of interest-based networks

W#HH=K>:=HHDL
W/MK:O:<R<EBG@ :G= KNGGBG@
W > GNMK>@G:G<R
WS$HNSSAHF> =>LB@G

"HK FHK> >Q:FIE>L <A><[EBBBIH? L H<B:E G>MPHKD :lIL ?HK BGM>K>LM ;:L>= <HFFNGBMB>L

Sharing Econony Networks

(BD> BGM>K>LM ;:L>= G>MPHKDL LA:KBG@ ><HGHFR G>MPHKDL :ELH <:M>K MH LI><B?B< GB
G>MPHKDL :K> ;NBEM :KHNG= MA> LAIKBG@ H? @HH=L :G= L>KOB<>L PBNBABHS<@H:E H? BF!
LNLM:BG:;BEBMEHFFNGBMR>GMB:EERAHHLBG@ MH LA:K> BM>FL LN<A :L O>AB<E>L K><K>:N
>INBIF>GM HK MHHEL MA>K> BL E>LL LMK:BG INM HG MA> F:KD>M MH IKH=N<> @HH=L LBG<
;R ;HKKHPBG@ :G= E>G=BG@ :<KHLL MAHKHKEFRIEBMRA:KBG@ ><HGHFR LBM> ?H<NL>= HG I>
<HNE= A>El : NL>K ?BG= LHF>HG> PBEEBG@ MH M:D> <:K> H? MA>BK =H@ PABE> HG O:<:MBH
<HLMER MA:G : D>GG>E :G= FHK> <HF?HKM:;E> ?HK MA> I>M %? RHNK <HFI:GR LHE= I>M MHR
IHM>GMB:EER @:BG G>P <NLMHF>KL ;R :=>aGHD BIGHE RVHAK L>KOB<> IKHFHMBHGL ?HK NL

Pros

W3 >EE <HGG><M>= :G= ARDAER NEB<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>


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
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Cons

W*B<A> F:KD>M LH BGLB@AML FB@AM HGER :IIER PBMABG MA:M <HFFNGBMR :G= GHN\

W*>@:MBO> ?>>=;:<D <:G LIK>:= INB=<BPERGBS: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!IMPBMA

W"BO>KK

WO:LD.:;:BM

Anonymous Social Networks

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

Pros

W1G?BEM>K>= ?7>>=;<D HIBGBHGL MKN> HK [>K<>BO>=
W%GLB@AML ?:<ML :G=HIBGBHGL F:R ;> LA:K>= MA:M HMA>KPBL> PHNE= K>F:BG AB=:

Cons
W .G ;><HF> JNBM> MHQB< :G= G>@:MBGBE®MBHKGL F:R GHM ?:BK P>EE
Examples of anonymous social networks

W <A:G
W3ABLI>K

Reflection
*HP MA:M RHN A:0> K>0OB>P>2-MASNMBARI>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 <@NMHRN=B<HG:L M:K
W 3AB<A HG>L ;>LM LNBM RHNK ;K:G=
W $HP <:G RHN E>0O>K:@> MA>L> <A:GG>EL MH :@AGBSMBHEEH®H:E :G= H;C><MBO>L



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/
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'‘A2= 72.A2 <AZA

?M>K <AHHLBG@ RHNK <A:GG>EL MA> G>QM LM>I BG HNK /M>|/H<B:E )>=B: ):KD>MBG@ "K:}
<HGM>GM <K>:MBHG ?M>K L>E><MBG@ MA> :IIKHIKB:M> LH<B:E F>=B: G>MPHKDL F:KD>M>K
MA> <HGM>GM MA:M PHKDL ;>LM ?HK MA:M LI><B?B>M:QEEEHEE= MBHBEKMH <HGLB=>K
BG<EN=>

W3A:M =H RHN P:GM RHNK <HFFNGBMR MH =H

W3A:M =H>L RHNKMM :N=B>G<> ?BG= FHLM >G@:@BG@
OABL BL GHM :;HNM <K>:MBG@ <HGM>GM ?HK MA> L:D> H? BM 0ABGD LMK:M>@B<:EER :;HNM
:<AB>0> PAB<A LAHNE= ;> <E>K :?M>K MA> EBLM>GBG@ LM:@> :G= MA>G =>EBO>K <HGM>C

K>F>F;>K MH ?HEEHP MA> <HGM>GNEMAMGEN=@BRG=K>:= F:@G>M K><HFF>G=:MBHGL =BL<NLL:
BG M@pntent Marketing <A:IM>K

'‘A2= ,4.42 A52 <:B;6AF

(BLM>GBG@ BL CNLM HG> LB=> H? MA> >JN:MBHG +G<> RHN A:O> EBRMNGBEHR KERHNWHHFF|
@H HNM :G=;NBE= IHLBMBO> K>E:MBHGLABIL MA:M E:LM OABL BL =HG> ;R >G@:@BG@ RHNK
MA>R ?BG= O:EN:;E> $HEPBEIER INLABG@ HNM <HGM>GM :G= AHIBG@ MA:M RHNK <HFFNGBM!
<HFF>GM :G= LA:K> MA> <HGM>GM BL LHF>PA:M NGK>:EBLMB< @=MNKACH=NMNBDA H?
<HGM>GM :G= MH =>0>EHI F>:GBG@?NE K>E:MBHGLABIL :G= MKNLM BM BL G><>LL:KR MH >C
<HFFNGBMR

1LN:EERIA> D>R MH LN<<>LL?NE >G@:@>F>GM BL <HGO>KL:MBHG !G@:@>F>GM <:G M:D> HC
‘L LAAKBG@ EBDBG@ :G=IHLMBG@ :G= MH : <>KM:BG >QM>GM RHNK <HFFNGBMR PBEE =>M
FHLM LNBM:;E> $HP=BGK>KL:MBHGL EB> :M MA> A>:KM H? LH<B:E F>=B: %M BL : <>GMK:E ?:<
MH M:ED MH >:<AABAMA>G E>:=L MH MA> ?HEEHPBG@ JN>LMBHGL :;HNM <HGO>KL:MBHGL

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

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

WHow do conversations impact business?

HGO>KL:MBHGL BG ;NLBG>LL :K> GHM G>P <HFF>K<> A:L K>SOHEO>= :KHNG= <HGO>}
FBEE>GGB: 0A> KNE>L MA:M :lIEB>= MH @HH= <HGO>KL:MBHG ;:<D MAMHSBHEH :IIER M
F>=B: ;NLBG>LL <HGO>KL:MBHGL %G B<>KH INM ?HKP:K= MA> ?HEEHPBG@ KNE>
<HGO>KL:MBHG

/I1>:D <E>.KER

/1>:D >:LBERNM 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>|
*>0>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?
*>0>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: "HlI
RHN HK RHNBCEBS:MBHG F:R P:GM MH M:ED :;HNM RHNK ;K:G= BM BL ;>LM MH :OHB= =BK><M |

L:E>L OB: LH<B:E F>=B: :L KM H? : <HGO>KL:MBHG HK =B:EH@N> %? BM F:D>L L>GL> MH ;KBC
<HGO>KL:MBHG ?>>E ?K>> NMG&PIGAHKCEEBG@

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

#>M MH DGHP PAH RHN :K> M:@ 2B@@dHyour customer personas?)
(BLM>GBG@ BL FHK> BFIHKM:GM MA:G M:EDBG@
%? RHN'K> @HBG@ MH ;> M:EDBG@ A:0> 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 M
?BG=HNM PA:M BM BL MA>R EBD> MH M:ED :;HNM'@+FB& @AMABIGEBHN <:G A:O0> 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> |:KI
L I:KM H? RHNK <HGM>GMRKBMA=ERG PA:M MHG> H? <HGO>KL:MBHG BL K>E>0:GM MH RHN
"HK >Q:FIE> =H RHN P:GM MH ;> EB@QAM :G= BG?HKF:E HK :K> RHN K>JNBK>= MH ;> FHK> L>KE
>0O>EHI RHNK <HGO>KL:MBHG:E LMRE> :<<HK=BG@ MH RHNK <HFFNGBMR
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4.42:2,A3F? .61

[Image description]

):KD>M>KL LAHNE= :ELH ;> :P:K> H? MA> >G@:@>F>GM IRK:FB= :G= MAHM LBOKFR-HGHIBGIR
LH<B:E F>=B: PBEE >G@:@> <<HK=BG@ MH MA>>G@:@>F>GM IRK:FB= MA> O:LM F:CHKBMF
;> |:LLBO> OABL F>:GL MA:M MAHL> BG=BOB=N:EL =HBG@ MA> M:EDBG@ K>IK>L>GM : LF:EE I>
M:@>M :N=B>G<> 0A>=B@BM:E F.KD>MBG@ M>:F G>>=L MH ;> :PK<NKARBIGL B NVIPBRIENK
<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>HBE>PA&B Ks=3=0B>P
P:M<A HK EBLM>G MH <HGM>GM ;NM <AHHL> GHM MH <HFF>GM HK LA:K> BM %G ?:<
E:i@>K LH<B:E G>MPHKDL : @HH=>G@:@>F>GM E>0O>E ":<>;HHD NL>L MA> M>KF _|>|
;HNM MABL™ BL NLN:EER :GRMABG@ :;HO> $>K>>G@:@>F>GM K>?>KL MH EBDBG(
<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>>L
<HFF>GMBG@ :G=LA:KBG@ OABL IKBF:KBER K>?>KL MH MA> >G=HKL>KL <HGMKB;N
BG MA> IRK:FB= =0OH<:M>L :K> MA> HG>L PAH M:D> >G@:@>F>GM MH :GHMA>K E>0O>
HG>L <K>:MBG@ MA>BK HPG IHLML :;;HNM RHNK ;K:G=:G= IKHFHMBG@ RHNK ;K:G= M}
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 |
RHNK <HGM>GM MARERBEEKB2I1>G=BG@ HG BG=NLMKR :G= AHP BGA>K>GMER LH<B:E RHN
"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>E>KL: N2BRHp& MK ?7EFRRKBLA +?
MA>F K>P:K=L :G= BG<>GMBO>L ?HK MASBKEAVKA>PHREIN AIK><B:M>MEKMIK G2 @BO> MA>F
LHF>MABG@ ;:<D BG K>MNKG OABL <HNE=@0SEKKBO><NGM>GM :G= HK <HH>SMBHKBHGL 0
>Q:FIE> : ,BGM>K>LM <HFI>MBMBHG <K>:M>= ;R ,>N@>HM <:KL %G MABL <HFI>MBMBHG ,>N(
H? <KL MH MA>BK ,BGM>K>LM ;H:K= LAHPBG@ MBGR L><MBHGL H? <:KL "HEEHP>KL MA>G A:
":<>;HHD Il:@> MH ?BG= HNM PAB<A <:K MA> IB<MNK> P:L M:D>G ?KHF ?HK : <A:G<> MH PBG LH

L P>EE :L <HGO>KL:MBHGL :GHMA>K D>R @H:E H? LH<B)HL+@ BIBSBABEENA:GM MA>BK
<HGM>GM MH @H OBK:E ):GR F:KD>M>KL A:0> LMN=B>= PAR : IB><> H? LH<B:E F>=B: <HGM>C
MA>K> =H>L GHM L>>F MH ;> HG> =>?B@BIABO>HBGALRCK: 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>@

W2>KR A>EI?NE IK:<MB<:E
W1GBJIN> 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 I
$HP>O>RKHF : ;NLBG>LL I>KLI><MBO> ;>?HK> MKRBG@ MH F:D>>G@:@BG@ <HGM>GM =>M:
JIKHIKB:M> ?HK RHEKM:N=B>G<> "HK >Q:FIE> PABE>>=@R :G= <:NLBG@ FHK> ;NSS :G= K>:<
<HGMKHO>KLB:E OB=>H ?BM PBMA RHNKkBIBHEBEEYRI>KLHG:EBMB>L RHNKGHGM>GM LMK:
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
HGEBG> K>E:MBHBIMBBGMH OBK:EBMR :G= :<AB>0> F:LLBO> K>:<A F:KD>M>KL PBEE G>>= N
PAB<A <HGM>GM MRI>L :K> FHLM EBD>ER MH MIKGNEBR: NGB @G> MA>BK M:K

'‘A2= 12.@B?2 ;9FG2 .;1#=A6:6G2

)>:LNKBG@ BL <KN<B:E MH LHkBH:EM-BG :G@tKBS:MBHEBAAHNM F>LNK>F>GM F:KD>M>KL
A:0> GH R:K=LMB<D :G= GH F>:GL H? NG=>KLM:G=BG@ PA>MA>K MA>BK :<MBOBMB>L :K> LN<
OAKHN@A :G:ERMB<L LNKO>RL :G=<HGM>GM :G:ERLBL BM BL GHP IHLLB;E> MH F>:LNK> MA
LH<B:E F>=B: :<MBOBMB>L HEE:M> :G=<HEE><M :EE RHNK =:M: LH MA:M RHN <:G :G:ERS> AH
MA> <NKK>GM <R<E> H? MA> ?K:F>PHKD %G :==BMBHG MH RHNK LH<B:E F>=B: :G:ERMB<L :G
IHM>GMB:EER G>>= HMA>K BG?HKF:MBHG LN<A L

WHGEBG> P>; :G:ERMB<L

W: MBF>EBG> H? BFIHKM:GM >0>GML HK :<MBOBMBx=MMANAE: BRSIMBPIG BG MA>
HGEBG> LH<B:E 2BEBG¥?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@C¢
:<MBOBMB>L ;R >Q:FBGBG@ AHP BM :EFOEBAL GRIESVASK E>:KG>= :G= HIMBFBS> RHNK LMK:
?HK MA> G>QM BM>K:MBHG H? MA> <R<E> +G<>:@:BG LM:KM PBMA : EBLM>GBG@ IA:L> MH
G>P :G= HK PAIMA:G@>= ?HK RHKMM=B>G<>L "HK >Q:FIE> B? RHN ?HNG= HNM MA:M HG> I
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 :MN
FHGBMHKBG@ D>RPHK=L :LLH<B:M>= PBMA MA:M IKH=N<M BG MA> G>QM EBLM>GBG@ IA:L>
HIMBFBS> RHNK :<MBOBMB>L LH MA:M RHN <:G IKHI>KER >O:EN:M> PAYMIABK Bt—< KN <FBABVI =B
?HK ?NMNK> |IE:GGBG@ H? RHNK LH<B:E F>=B Diguid ORivketihg?hGalfAcs <A:IM>IR> 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><MB@stM: BE=BRIG<>L

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

K>:M> <HGM>GM MA:NERNNK+#BKG<>L PBEE ?BG= <HFI>EEBG@
IG@:@> 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 EHO@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 .>0OB>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>0O>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:BElI
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W /[H<B:E )>=B: ):KD>MBG@ .>LHNK<>L ?HK HBBERGHE<:LML ;HHDL >M<
W /MKNLA /H<B:E )>=B: ):KD>MBG@ "NG=:F>GM:EL HNKL> PBMASK: BKLA:?
W $N;LIHM /H<B:E )>=B: ):KD>MBG@ >KMB?BKMBHG

W OPBMM>K "EB@AM /<AHHE [ B@BNMAKL/H<B:E

W $N;LIHM %G;HNG= ):KD>MBG@ >KMBRR<:MBHG

1216. AA?6/BA6<;@

W3 HK= <EHAKHR:Q,BO>EBL EB<>GL>= NG=2KEB< HF:BG

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

WIG@:@>F>GM IRK:FB= ;R .H<A>EE> #K:RLHG BL EB<>GL>EN&=GK>

142 2@076=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 P|
"KHF MHI MH ;HMMHF
W =OH<:M>L [ ;K:G= IKHFHM>KL
W/NI>K ?2: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
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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https://www.twitterflightschool.com/student/path/578806-digital-social
https://academy.hubspot.com/courses/inbound-marketing
https://www.maxpixel.net/Internet-Social-Media-Advertising-Content-Marketing-1573711
https://www.maxpixel.net/
https://creativecommons.org/publicdomain/zero/1.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
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1</692 .78 2A6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain AHP MH MH =>0>EHI : FH;BE> F:KD>MBG@ LMK:M>@R
W DescribeL>0>K:E FH;BE> LI><B?B< <HGM>GM HIMBHGL

W Identify D>R ?:<MHKL MA:M :K> NGBJN> BG FH;BE> >QI>KB>G<>L
W Determine NGBJN> HIIHKMNGBMEREIMMBE @:KH;BE> NL>KL

1</692 1.78 2A6;4 'AA24F

Mobile marketing K>?>KL MH MAHL> :<MBOBMB>L MA:M NL> .G= E>O>K:@> FH;BE> =>0B<>L > (
HK P:M<A>L MH <HGG><I@PBNMEBAG<>L :G= MH IKHFHM¥KHEE<ML HK L>KOB<>L >?HK>
=BOBG@ BGMH : O:KB>MR H? FH;BE> F:KD>MBG@ M:<MBRKL E=>XEpBMB+BE>MKD>MBG@
LMK:M>5%RIK FH:BE> F:KD>MBG@ LMK:M>@R BL : LN;:L>M H? RHNK HO>K:K<ABG@ =B@BM:E F
OABL F>:GL RHNK FH;BE> F:KD>MBG@ LMK:M>@B>L LAHNE= LNIIHKM :G=:EB@G PBMA :HMA F
=B@BM:E F:KD>MBG@ @H:EL :G=H;C><MBO>L 0A:M L:B= LBG<> LH F:GR I>HIE> :K> GHP :<<>l|
NLBG@ FH;BE>=>0B<>L B> LF:KMIAHG>L :G=M:;E>ML : FH:BE> F:KD>MBG@ LMK:M>@R F:R
=B@BM:E F:KD>MBG@ LMK:M>@R ?@KGBSMBNE GABK LMK:M>@ B< =@ BHGIRBEE G: IR
MAtarget audiencesG= MA>BK FH;BE> :>A:OBHNKL

OH ;>@BG =>0>EHIBG@ RHNK FH;BE> F:KD>RHBGRBEE R:1GMDMRH :LD MA> ?HEEHPBG@ D>R JN>

WWhere is our mobile strategy today?

LD RHNKL>E? PA:M FH;BE> >QI>KB>G<>L A:0> P> :EK>:=R <K>:M>= > @ FH;BE> ?KB>
FH;BE>:Il FH;BE> F:KD>MBG@ <:FI:B@GL HNMK>:<A >F:BE F:KD>MBG@ <:FI:.B@GL >
>LL>G<> RHN P:GM MH M:D> BGO>GMHKR H? RHNK FH;BE> :<MBOBMB>L :G= MA>G <}
<HFI>MBMBHG OABL :lIKH:<A BL H?M>G K>?>KK>= MH :L LEMbltiviEtH&nglySidatl BL

MA> IKH<>LL H? <KBMB<:EER >O:EN:MBG@ MA> BGM>KG:E :G=2>QMNK <HG=BMBH
HI®:GBS:MBHE> <HFFHG ;NLBG>LL ?K:F>PHKDL NL>= ?HK MABL :<MBOBMR :K>/3+0 G
0(! GEERLBL ,HKM>K "BO>"HK<>L G:ERLBL :G=2.%+ G:ERLBL

WWhere do we want our mobile strategy to be in the fute?

0A> LR #NB=> MH ,>K?HKFBG®<MBD> /BMN:MBHG G:ERLBL

163



https://creately.com/blog/diagrams/what-is-a-situation-analysis/
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3A>G :GLP>KBG@ MABL JN>LMBHG MABGRIe&NM;BEMMAMHF>K >QI>KB>G<> LAHNE
;> OABL >QI>KB>G<> LAHNE= == LB@GB?B<:GM O:EN> MH RHNK FH;BE> :N=B>G<>L LI
PBEEBG@ MH @BO> RHN MA>BK MBF> :G= HK FHG>R ?HK MA:M |JPHP” >QI>KB>G<>

WHow do we get thee?
%G MABL ?BG:E LM>1 >QIEHK> P:RL MH =>EBO>K MAHL> FH;BE> >QI>KB>G<>L MA:M Ik
<HFI>MBMBO> :=0:GM:@> G=:L I:KM H? MA>L> <HGLB=>K:MBHGL B=>GMB?R MA> Ol
<A:GG>EL RHN P.GM MH NL> > @ : FH;BE>P>;LBM> FH;BE> :ll LH<B:E F>=B: HIMBFBS
FH;BE> M>QM F>LL:@BG@ >M<

1</692 1C 2?A6@6;4 <;AZ;A 5.;,29@

(BD> HMA>K :K>:L H? =B@BM:E F:KD>MBG@ <HGM>GM BL : <HK> >E>RHGHLIHKBHVEEY F:KD>M|
RHNK <HGM>GM BL OB>P>= RHN G>>= MH F:D> LNK> RHNK <HGM>GM BL HIMBFBS>= ?HK : FH
3A>G K>0B>PBG@ RHNK FH;BE> <HGM>GM MABGD :;HNM MA> ?HEEHPBG@ :K>:L

WWebsite
%? RHNK P>;LBM> BL GHM FH;BEHVKIBSEREBEE FH;BE> OBLBMHKIN®4 REHNINB<DER
/'+ PBEE :ELH 1A%K

WEmail
):GR F:KD>M>KL NL> >F:BE MH IKHFHM> IKH=N<ML G>PL :G==>0O>EHI@&SNML PBMA M/
‘N=B>G<>L ):GR K>:=>KL PBEE HI>G MA>L> >F:BEL HG MA>BK FH;BE> =>0B<>L /H F:D:
>F:BE L>KOB<> RHN K> RbRBGEHHBE> HIMBFBS>= O>KLBHGL H? RHNK >F:BE F>LL:@>L

WMobile App
+K@:GBSBG@ IKHI>KER IK>L>GMBG@ :G=IKBHKBMBSBG@ RHNK FH;BE> :lIl <HGM>G|
?HLM>KBG@ F:QBFNF >G@:@>F>GM :G= NL>

W Social Media
<<HK=BG@ MH /M:M<HNGMEKMIAHG> NL>KL :<<>LL LH<B:E F>=B: HG MA>BK FH;BE>
=>0B<>L HG<> I>K/#&R-H;BE> NL>KL :K>: =HFBG:GM :N=B>G<> HG LH<B:E F>=B: /BG<>
LH<B:E F>=B: IE:M?HKFL H?M>G ?HKF:M :G= IK>L>GMMK>E6 KEBRYGENBGMNREBIK
IHLML <HG?HKF MH MA> <HKK><M LI><B?B<:MBHGL :G= MA:M MA>R :K> :ELH <HGLBLN
<HGM>GM BL OB>P>=:G= LA:K>= HG FH;:BE> =>0OB<>L OABL BL HG> K>:LHG PAR IE:M?]
<HGM>GM BL K><HFF>G=>= :L HIIHL>= MH K>IHLMBG@ MA> >Q:<M L:F> <HGM>GM :<K
<A:GG>EL

*HP E>MEHHD :M L>O>K:E LI><B?B< FH;BE> HIMBFBS>= <HGM>GM HIMBHGL

)H:BE> /H<B:E )>=B: /M:MHKE=PB=>



https://gs.statcounter.com/social-media-stats/mobile/worldwide
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&2@=<;@BE 2/ 2@64;

Responsive web desigBL ;;HNM <K>:MBG@ P>;LBM>L :G= P>;l:@>L MA:M =>EBO>K :G HIMBF:E <NI
>QI>KB>G<> K>@:K=E>LL H? L<K>:GI@RBO> P>;LBM> PBEE :NMHF:MB<:EER :=CNLM MA> <HGN
=B?>K>GM L<K>>G LBS>L @@=>1bKHI FHGBNHK M:;E>M O>KMB<:E HK AHKBSHGM:E HKB>GNV
:G=FH;BE> IAHG>L L MA> L<K>>G LBS> BG<K>:L>L HK =><K>:L>L P>;l:@> >E>F>GML PBEE :NN\
K>LARE> K>LBS> AB=> LAKBGO>HWH-EEBXKMA>F EHHD @HH=HG :EE =>0B<>L

JHLM P>; ;NBE=BG@ M><AGHEH@BLK>I@ B®) 3>,ERJIN:K>LE<> >M< A:0> K>LIHGLBO> P>;
=>| B@G ;NBEM KB@AM BGMH MA>BK IE:M?HKFL +K BG HMA>K <:L>L MA>L> MK:GL?HKF:MBH:
BGMH RHNK P>;l:@>L ;R =>0O>EHI>KL BG <HGCNG<MBHG PBMA MA> =>LB@G HK F:RR>MBG@ |
RHN :K> :NBE=BG@ LM:G=:EHG> E:G=BG@ |:@>L :G= HK HMA>K P>;l:@>L =H F:D> LNK> MA:M N
K>LIHGLBO> ;R M>LMBG@ :G= OB>PBG@ RHNK P>;l:@>L HG : O:KB>MR H? L<K>>GL "HK >Q:FIE
PA>MA>K RHNK <:EE MH :<MBHG ;NMMHGL :K> OBLB;E> HKHGHM ;G 2HKPF | EKHHEABS G 6
FB@AM K>:KK:G@> : P>;l:@> MH ;> K>SLIHGLBD MIEH@ IHLM ;R 'KBLMBG: 'E>=SBD H? )HS PA
P:EDL MAKHN@A MA> ?NG=:F>GM:E IKH<>LL>L MH <K>:M> K>LIHGLBO> P>;l:@>L

+K @BO> BM : MKR PBMA MABL K>LIHGLBO> E:G=BG@ |:@> >Q>K<BL>

0A> /'+ H? >LIHGLBO>38 >LB@G



https://moz.com/blog/seo-of-responsive-web-design
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H5P: Responsive Landing Page

>F>F;>K HNK IK>OBHNL >Q:FIE> H? : #K>:M (:G=BG@EHAGHR_ BMNK MNKG MH M:D> >E>F>GML ?KHF MABL Pp;l:@> :G=
<K>:M> : K>LIHGLBO> FH;BE> O>KLBHG

%? RHN P:GM MH <K>:M> : =BLMBG<M <NLMHF>K >QI>KB>G<> > @ :<NLMHF>K IHKM:E RHNF
<K>:MBG@ : <HFIE>M>ER L>I:K:M> FH;BE> P>;LBMz @BBEDMPPHKBEGM P>;LBM> >QI>KB>G<>L
PBEE ;> FHK> >QI>GLBO> :G= PBEE BGOHEO> LB@GB?B<:GMER FHK> MBF> PHKD :G=F:BGM:
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<<492H@ 0029221 !</692 $ .42@ !$@

%G >KER  #HH@E> E:NG<A>=:G HI>G LHNK<> IKHC><M :G= K>E>:L>= MA> BG?K:LMKN<MNK
FH;BE> |:@>Accelerated mobile pages (AMPsK> >LL>GMB:EER LMKBII>= =HPG O>KLBHGL H? >QB
P> l:@>L MA:M EH:= LB@GB?B<:GMER ?:LM>K HG FH;BE> =>0B<>L ), >G:E>=l:@>L H?M>G K>I
EBD> OB=>HL :=L :G=:GBF:MBHGL :G= D>>| MA> FHLM K>E>0:GM <HGM>GM :G= BF:@>L "HK|
HGER <:G ),L K>=N<> MA> MBF> MH EH:= MA>R <:G :ELH K>=N<> MA> :FHNGM H? ;:G=PB=MA K
<HGM>GM PAB<A HG FH;BE> =>0B<>L BL :G BFIHKM:GM <HGLB=>K:MBHG EE H? MABL LHNG:-
FH;BE> >QI>KB>G<>

$HP>O>WIH F:D> ),L PHKD F:KD>M>KL FNLM NL> £iBG@EEMKN<MNK> PAB<A A:L MAK>> D>R
<HFIHG>GML

WAMP HTML
), $0)( BL : LN;L>M H? K>@NE:K $0)( PBMA : ?>P ), LI><B?B< M:@L <:EE>= ), $0)(
<HFIHG>GML O0A>L> <NLMHF <HFIHG>GML <HF;BG>= PBMA MA> K>LMKB<MBO> $0)( F
), :@>L FNLM ;> <H=>= LEB@AMERBAER MA.G LM:G=:K=P>;l.@>L *HM> RHN <:G A:C
;HMA ), :G=GHG ), .@>L ;NM MA>BK NG=>KERBG@ <P=% PBEE =B?

WAMP JavaScript (JS)
0A> ), & EB;K:KR A:G=E>L K>LHNK<>L :G=:LRG<AKHGHNL EH:=BG® ABEKZHKWNG : M>EF
&:0:/<KBIM BL GHM :EEHP>= PAB<A @HKBEMBHGL F:R IK>L>GM :G BLLN> "HK >Q:FIE>
F:GR LH<B:E F>=B: LA:KBG@ ;NMMHGL NL> MABK= I:KMR C:O:L<KBIM /H MA>L> ;NMMFE
:O:BE:;E> HG MA>L> l:@>L

WAMP Cache
OH :EEHP I:@>L MH EH:= >0O>G:RDMMEKKL <.G A:0> MA>BK ), >G:E>=.@>L <:<A>=
LMHK>= :G= =>EBO>K>= ?KHE #HEB@E>M =>EBO>KR G>MPHKD * /BG<> #HH@E>"
* AL <:<A>= O>KLBHGL H? RHNK I:@>L BM <:G =>EBO>K MAHL> |:@>L FN<A FHK> JNB

3ABE> ?.LM>K |:@> EH:=BG@ MBF>L :K> <HFI>EEBG@ MA>K> :K>L>0>K:E ?NG=:F>GM:E BLLN:

#HH@E> L <<>E>K:M>=)H:BE> ,:@>L



https://developers.google.com/amp
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W Difficult to Implement
3ABE> MA>K> BL :G >.LR MHKNIKSRL IEN@BG MH <K>:M> ), >G:;E>=:@>L B? RHNK P>;l
BL NLBG@?2=#8GM P>; IE:M?HKF <K>:MBG@ O:EB= ), >G:;;E>=.@>L <:G ;> <A:EE>G @B
F:R K>JNBK> PHKDBG@ PBMA RHNK P>;LBM> =>0O>EHI>KL OABL F:R :ELH BFI:<M RHNK
NI=:M> :G= F:BGM:BG MA>L> |l:@>L

WLack of Analytics
1G?HKMNG:RHER<:GGHM NL> LM:G=:K=:G:ERMB<L M:@L ;><:NL> MA> ), l:@>L EBO> Ht
#HH@EA>KO>KL L : K>LNEM RHN F:R GHM @>M MA> :G:ERMB<L RHN G>>= MH :LL>L|
F:KD>MBG@ :<MBOBMB>L > @ >G®aasW=GM MK:?

WDecreased Ad Revenue
3ABE> MA>K> :K> ), HIMBFBS>= =L ), >G:E>=[:@>L NLN:EER K>=N<> MA> GNF;>K H?
LAHPG PAB<A <:G LB@GB?B<:GMER BFIl:<Nl RH{$#OPSNBM>"

WFewer Leads
1G?HKMNG:NXBERKBIL HNM E>:= F.@G>M ?HKFL :G= =HPGEH:=;;E> :LL>ML PAB<A K>=N
RHNK ::BEBMR MH @:MA>K E>:=L

WLess Social Sharing
):GR LH<B:E LA.KBG@ ;NMMHGL NL> &:0:/<KBIM /BG<> ), =H>L GHM :EEHP MABK= |:KM
&:0:/<KBIM MA>L> ;NMMHGL F:R GHM ;> LAHPG F:DBBBM BHK©88P>KL MH >:LBER
LA:K> RHNK <HGM>GM

#BO>G MA> ;;HO> BLLN>L ), >G;;E>=[:@>L :K>;>BG@ NL>=E>LL :G=E>LL ), >G;;E>=1:@>L M>(
PHKD ;>LM ?HB®Ef&>=B: LBM>L MA:M A:O> MBF> L>GLBMBO> G>PL <HGM>GM MA:M BL IKBF:KE
HG FH;BE> =>0OB<>L L F>GMBHGSEB&INKKA>K> :K> F:GR HMA>K P:RL MH HIMBFBS> RHNK
P>;l.@>L :G= BFIKHO> RHNK /1+ PABE> F:BGM:BGBG@ <HGMKHE H? RHNK P>;l:@>L /H RHN PE
=><B=>B? ), >G;;E>=[:@>L ;>LM LNIIHKM RHNK LI><B?B< FH;BE> F:KD>MBG@ LMK:M>@R HK G
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.02/<<8 ;@A.;A ?A6092@

%GLM:GM KMB<E>L :K> LGMBIO> IN;EBLABG@ IE:M?HKF :G= :K> LBFBE.K MWA £HKKDE>"
HIMBFBS>= ?HK ?:LM EH:=BG@ LI>>=L :G=:EEHP NL>KL MH LM:R HG MA> IE:M?HKF MH K>:= MA

OH :==K>LL F:GR H? MA> BLLN>L F>GMBHG>=<BBHD YoGLM:GM KMB<E>L A:0> :==>= L>0>K:E
?>:MNK>L HO>K MA> R>:KL

WCirculation and Navigation Featues
0A> ?>:MNK>L :EEHP F:KD>M>KL MH BGL>KM ;NMMHGL BGMH MA>BK :KMB<E>L MA:M |
F:D>BM >.LR ?HK OB>P>KL MH LA:K> <HGM>GM > @ HG> ;NMMHG <EB<D MH LA:K>C
)>LL>G@>K

W Subscriptions
1G=>KLM:G=BG@ MA:M F.GR F:KD>M>KL P:GM>= MH =KBO> LN;L<KBIMBHGL ":<>;HHD
;BEBMR MH BGL>KM LN;L<KBIMBHG ;NMMHGL =BK><MER BGMH :KMB<E>L :L P>EE

W Call-to-Action Buttons
":<>:HHD % H2KL MA> :;:BEBMR MH BG<EN=> <:EE MH :<MBHG ;NMMHGL =BK><MER BC
:G:ERMB<L K>E:M>= MH MA>L> <EB<DL <:G ;> FHGBMHK>= OB: RHNK ":<>;HHD %GLB@
WPage-Like Option
OABL ?>:MNK> :EEHPL OB>P>KL MH EBD> : ":<>;HHD I:@> B> MA>":<>HHD I:@> F:G:@
IN:EBLA>K H? MA> :KMB<E> =BK><MER ?KHF PBMABG MA> :KMB<E>

WNo Code Instant Articles Builder
"<>HHD H2KL :G %GLM:GM KMB<E>L ;NBE=>K MA:M =H>L GHM K>JNBK> <H=BG@ /B|
:G= BGLM:EE MA> :NBE=>K :G= ?HEEHP MA> @NB=> MH @>M LM:KM>=

":<>;HHD %GLM:GM KMB<E>L



https://www.facebook.com/formedia/tools/instant-articles
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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

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

WReliance on Facebook

3ABE> ":<>;HHD =H>L A:0O> ;BEEBHGL H? :<MBO> NL>KL F:KD>M>KL :K> =>|>G=BG@ HC
:G= MA>BK <HGLM:GMER <A:G@BG@ :E@HKBMERMWMHEB>GEANMA>BK M:K

WLimited Analytics Functionality
3ABE> RHN <:G BGM>@K:M> MABK= I:KMR :G:ERMB<L M:@L MA>BGM>@K:MBHG F>M,
<:IMNK> ;>A:OBHNK:E :G:BEBWBHNM MA>L> BGLB@AML RHN <:GGHM MK:<D OB>P>KL"
:G= RHNK NG=>KLM:G=BG@ H? RHNKMBBIGE>L BL GHM KHDBS\E OB>P>K
>A:OBHNK BL : IHP>K?NE P:R MH =>?BG> :K>:L ?HK BFIKHO>F>GMaBtehtH :=CNLM RHN
strategy MH :<AB>0@ 8S:MBHG:E @H:EL :G= H;C><MBO>L

WBrand Identity Issues

1I0>G MAHN@A RHNK %GLM:GM KMB<E>L <:G ;> AHNL>= BG RHNK HPG <HGM>GM F:G
‘EE RHNK <HGM>GM BL <HGO>KM>= MH : LBG@E> ":<>:HHD M>FIE:M> =>LB@G 3ABE
‘M MA> MHI :G= LHF> <HEHNK :G= ?HGM <AHB<>L RHNK :KMB<E>L ;><HF> FHK> ]":<>;H
PBEE GHM <HFIE>M>ER K>?E><M RHNK :K:G= B=>GMBMR HK =>LB@G "KHF : F:KD>MB
MA>K> BL : KBLD H? EHLBG@ : OBLN:E <HGG>@MBHEFBNARANK FBEE GHM >QI>KB>
MA> |EHHD”" :G=]?>>E" H? RHNK ;K:G=

WAd Restrictions

0OA>K> :K> LMBEE LHF> EBFBM:MBHGL PA>G BM <HF>L MH :=L PBMABG %GLM:GM KME
=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 RH
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
=0>KMBLBG@ HO>KOB>P



https://developers.facebook.com/docs/instant-articles/builder
https://developers.facebook.com/docs/instant-articles/analytics/
https://www.facebook.com/business/help/252607612202707?id=858706964600987
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1</692 1@

JHLM :=O>KMBLBG@ G>MPHKDL EBD> #HH@E> =LPB¥MNEHKHD=EL(BGD>=%G =L >M< :EEHP
F:KD>M>KL M@MWHKIA>BK :=L MH FH;BE> =>0B<>L )H;BE> := LI>G=BG@ GHP >Q<>>=L =>LDMHI
AB@AEB@AML MA> BFIHKM:G<> H? MABL =03 MBHBGB@ K88 > KD>MHEH; . E

B@BM:E ¥8G=L :G:=:BL HG>H? MA>?.LM>LM @KHPBG@ :=O>KMBLBG@ F:KD>ML PBMA =L
‘M

B@BM:E F:KD>MBG@):#d>sGAR :ELH LM:M>= MA:M ":<>;HHD FH;BE> :=L P>K> ?BO> MBF>L c¢ FH
>?><MBO> MA:G MA>BK =>LDMHI O>KLBHGL /H FH;BE> :=O>KMBRBOWB Q. EM>KERIBOS MH
=>L DMHI :=O>KMBLBG@

#BO>G MA:M MA>L> =L :K> =BLIE:R>= HG FH;BE> =>0B<>L BM F:R IK>L>GM FHK> <HGO>GB>G
?HK IHM>GMB:E <NLMHF>KL MH <HGG><M PBMA RHN- i@ABUH BEEERNIN>OMA> |<:EE >QM>GLE
HIMBHG > @ BG#HH@E> =L PAB<A :EEHPL MA> |>KLE@G38S:MBEBHRKHHIMER ;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



https://99firms.com/blog/mobile-marketing-statistics/
https://www.statista.com/statistics/994000/mobile-ad-markets-growth-worldwide/

172 Generating Customer Demand and Nurturing Leads & Prospects

(F=2@ <3 1</692 1@

==l

Display Pop-up Native Video Interstitial

(BD> HMA>K =B@BM:E F:KD>MBG@ :=L MA>K> :K>: O:KB>MR H? FH;BE> := MRI>L @>8=BG@ }
‘N=B>G<> :G= MA> IE:M?HKF RHN PBEE G>>= MH L>E><M MA> :IIKHIKB:M> MRI> OA:M L:B= MA
H? MA> FHLM <HFFHGER NL>= FH;BE> :=O>KMBLBG@ ?HKF:ML

WDisplay (Banner) Ads
BLIE:R ;:GG>K :=L :K> MA> HE=>LM O>KLBHG H? FH;BE> :=L BLIE:R :=L :K> NLN:EER >
=BK><MER HG : P>;l:@> HK BG :G Il %G FHLM <:L>L MA>R NL> BF:@>L HK @K:AB<L P
K> =>LB@G>= MH @K:; MASLN#B>GMBHG ):GR H? MA> L:F> <HGLB=>K:MBHGL ?HK P>
=BLIE:R :=L :lER MH FH;BE> =BLIE:R :=L '0>G MAHN@A =BLIE:RB<IBXGMHLM >?
PB=>ER NL>= F:KD>M>KL :K> JNB<DER >QIEHKBG@ HMA>K HIMBHGL EBD> BGM>K:<
=><KB;>= ;>EHP

WVideo Ads
2B=>H :=O>KMBLBG@ BL : IHP>K?NE P:R MH <®NDNIB REHIK MHEN<M OB=>HL <:G ;>
I:KMB<NE:KER A>EI?NE =NKBG@ MA> INK<A:L> =><BL BIB&G+DBGZ>RUBOLER
=>EBO>K : ?NEE OBLN:E >QI>KB>G<> PAB<A A>EIL IKHLI><MBO> <NLMHF>KL ;>MM>K |
IKH=N<ML HK L>KOB<>L G=LBG<> FHK> I>HIE> :K> P:M<ABG@ OB=>HL HG MA>BK IAF
5HNO;> :=L :G= IK> KHEE OB=>H :=L <:G IHM>GMB:EER K><AN=B>GR-E:RB>P>KLABI
3A>G <K>:MBG@ FH;:BE> OB=>H :=L A>K> :K> LHF> MBIL ?HK ;>MM>K .+%

e >>| BM LBFIE>

e 1L> RHNK <K>:MBOBMR

e '>>| BM LAHKM :G= ?H<NL>=

e ):D>LNK> MA> :N=BH BL GHM MHH EHN=
e BLIE:R:<:EE MH :<MBHG

WFull-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:
IHBGMIH K>FHO> HK <EHL> MA>F NL>KL <:G NLN:EER <EB<D MA> 4 ;NMMHG H?M>G B
A:G=<HKG>K /RIK>Q:FIE> RHN :K> IE:RBG@ : OB=>HN@&B> ENLM 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 R}
LAHKM OB=>H :=|HI NI OA>L> :K> BGM>KLMBMB:E FH;BE> :=L

%GM>KLMBMB:E :=L @>M AB@A>K <EB<D MAKHN@A K:M>L <HFI:KAHMIWABLIE:R =L ¢
=L HGER :M MK:GLBMBHG IHBGML LH MA:M RHN =H GHM BGMMRINIM:RA> <HGM>GM
BG<EN=> M>QM @K:IAB<L HK KB<A F>=B: /BG<> MA>L> :=L ?BEE NI MA> >GMBK> HK |
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>
:G= MHG> H? MA> <HGM>GM BG PAB<A MA>R K> >F;>==>= /BG<> MA> =L F:M<A MA> <
HMA>K >E>F>GML H? MA> :Il MA>R ;E>G=BG FN<A FHK> L>:FE>LLER :G=G%HM BFIHKNM
;> ;EH<D>= L :K>LNEM MA>L> =L @>M =Bl@ER>= NN+BEK<>L PBMAHNM <:NLBG@
LB@GB?B<:GM BGM>KKNIMBHGL BG MA> ?EHP H? <HGM>GM IHINE:K >Q:FIE> H? G: M
:=O>KMBLBG@ BL ":<>;HHD :=L 1L>KL L<KHEE MAKHN@A MA>BK |.:@> G>PL ?>>=L :G=
LIHGLHK>= IHLML BGL>KM>= ;>MP>>G @H&BkBH LNK<6>: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>

e $>:=EBG>

e >M:BE>==>L<KBIMBHG
e K:G=EH@HHK G:F>

e 1(

W nteractive / Playable Mobile Ads

%GM>K:<MBO> =L :K>: MRI> H? @:FB?B>= OB=>H HK FNEMBF>=B: := 0A>L> :K> [K>?>K
F:KD>M>KL PAH P:GM MH <K>:M> BGM>K:<MBO> :=O>KMBLBG@ >QI>KB>G<>L #:F>L :k
@>G>K:M> <NLMHF>KL' BGM>K>LM ,E:R:;E> FH;BE> :=L PHKD >LI><B:EER P>EE PA>G |
1IL "HK >Q:FIE> B? RHNK :1I BL ;;HNM ?BG=BG@ =BK><MBHGL HG : F:l : IE:R:;E> FH;BE:
<HNE= IKHOB=>: LAHKM :G= JNB<D =>FH MA:M E>ML NL>KL MKR : LBFIEB?B>= O>KLBF
=HPGEH:=BG@ MA> :Il 0A>L>LAHKM BGM>K:<MBO> =>FHL =>EBO>K : IHP>K?NE := >QI
NEMBF:-M>ER @>ML IKHLI><MBO> <NLMHF>KL MH LI>G= FHK> MBF> BGM>K:<MBG@ P
PBMA MA> K:G= :G=<HGO>KMBG@

NI LM:G=L ?HK LAHKM F>LL:@> L>KOB<> :G= BL H?M>G :ELH K>?>KK>= MH :L : M>QM F>LL:@> ]
FNEMBF>=B: F>LL:@> L>KOB<> :G= BG<EN=>L M>QM F>LL:@>L PBMA :N=BH OB=>H HK BF:@>
LN<A :L /M:K;N<DL A:0>;>>G NLBG@ /)/ LN<<>LL?NEER MH :=O>KMBL> MA>BK IKH=N<ML :G= IK
=KBO> K>:E K>LNEML /I>4RAIBNEBRA:L NL>=:G /)/ AHEB=:R <:FI.B@QGMFAHEB=:R LI><B:EL

P>>DER =>:EL :G=<A>>K?NE AHEB=:R F>LL:@>L ):GR/)/ <:FI:.B@GL A:0> ;>>G JNBM> LN<<>LL?"
IHLLB;E> =H <HGLB=>K))/ <:FI:.B@QGL (BD> HMA>K F:KD>MBG@ :<MBOBMB>L IKHOB=BG@ FHK
OBLN:E <HGM>GM <:G A>El @>M RHNWMNGBIBBIG-:G= ;> FHK> F>FHK:;E> />M :LB=> :G :IIKHIKB:\
;N=@>M :G=>QIEHK> ;HMA H? MA>L> NG=>KNMBEBS>= HIMBHGL ;><:NL> MA>R F:R =>EBO>K L

<0.A6<;/.@21 1@

(H<:MBHG ;:L*also called geofencing or geo-tgating):=L K>?>K MH FH;BE> F:KD>MBG@ F>LL:@>L L>
MH : Me¥M :N=B>G<> ::L>= HG MA>BK EH<:MBHG R MK:<DBG@ MA> EH<:MBHG H? MA> FH;BE>
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<:G L>G= @KM>= F>LL:@>L MH BG=BOB=N:EL PA>G MA>R :K> PBMABG : LI><B?B< @>H@K:IAB:
IE:M?HKFL EBD> #HH@E> =L :G=":<>;HHD =L :EEHP F:KD>M>KL MH LI><B?R EH<:MBHGL HK @
PA>K> MA>BK :=L PBEE ;> LAHPG

1</692 ==@ $B@5 "<ABKO0.A6<;@

)H;BE> :IIL :K> IKH@K:FL MA:M @>M =HPGEH:=>= HGMH RHNK LF:KMIAHG> LF:KMP:M<A HK M:;
JIL NLN:EER L>KO> : O>KR LI><B?B< INKIHL> > @ >F:BE :lIL LH<B:E G>MPHKDBG@ :IIL HK @:]
Il;:L>= F:KD>MBG@ A:L KBL>G JNB<DER =N> MH MA> BG<K>:L> BG LF:KMIAHG> LF:KMP:M<A :
NL:@>

+G<>:G Il AL ;>>G =HPGEH:=>= MA> :Il =>0O>EHI>K <:G <HFFNGB<:M> PBMA MA> NL>K OB: INL:
GHMB?B<:MBHGL ,NLA GHMB?B<:MBHGL :K> F>LL:@>L HK GHMB?B<:MBHGL MA:M IHI NI HG M/
PBMAHNM MA> G>>= MH HI>G MA> :Il 3ABE> MA>L> GHMB?B<:MBHGL HGER K>:<A :G :N=B>G<:
LF:KMIAHG> NIMASR LAHNE= INLA O:EN:;E> BG?HKF:MBHG HK BGLB@ANH #8B>£MER MH MA> |
MA:M RHNK INLA GHMB?B<:MBHGL :K> ;>G>?B<B.E :G= GHM :GGHRBG@ F:KD>M>KL LAHNE=F
GHMB?B<:MBHGL ?HEEHP MA>L> MAK>> MBIL

WRelevant and Timely
><:NL> GHMB?B<:MBHGL :K> =BLKNIMBO> F:D> LNK> RHNK GHMB?B<:MBHGL :K> MKE
>A:OBHNEH<:MBHG HK IK>?>K>G<>L
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WPersonalized
/BG<> RHN A:O> :<<>LL MH MA> BG=BOBHWIKEH<:MBHGL :G= IK>?>K>G<>L F:D> LNK>
MA> <HGM>GM H? MA> GHMB?B<:MBHG :lI>:EL MH MA>F I>KLHG:EER

W Actionable
0A> GHMB?B<:MBHGL LAHNE= F:D> BM <E>:K PA:M RHN P:GM BIMANNM M<BP8:2QM
'<MBHG HK K>JN>LM BM :><HF>L >:LR ?HK NL>KL MH =BLEBIGH&= RENIBF:M>ER
GHMB?B<:MBHGL

0A> ?HEEHPBG@ MRI>L H? INLA GHMB?B<:MBHGL @>G>K:EER I>K?HKF P>EE

W+?7?2>K : IKHFHMBHG > @ : MBF> EBFBM>= =BL<HNGM HK LHF>MABGEXREL> MA:M <K>
W,BIN> MA> NL>KBHLBMR

WS$>EI NL>KL F>>M MA>BK @H:EL > @ :?BMG>LL :Il MA:M M>EEL MA>F BM BL MBF> MH
W*N=@> NL>KL PA>G MA>R ;><HF> BG:<MBO>

W.>FBG= NL>KL MH =H LHF>MABG@

W,K>L>GM .G >Q<BMBG@ NI=:M> HK >0O>GM

W):D> NL>KL ?>>E EBD> :G BGLB=>K

W/AHP : F>LL:@> IK>OB>F® :G >F:BE F>LL:@> IK>OB>P

WO>EE NL>KL PA>G I>HIE> MA>R ?HEEHP :K> :<MBO>

W):D> I>KLHG:EBS>= LN@@>LMBHGL

W%G<EN=> FNEMBF>=B:

"HK FHK> B=>:L <A><D HNM MA>L> INLA GHMB?B<:MBHG >Q:FIE>L :G= BGLIBK:MBHGL MH =K
>G@:@>F>GM

*HP MA:M P> A:O> <HO>K>= PA:M PHKOIOB>R!: ?>P IK:<MB<>L MH :OHB= /M>>K <E>:K H? MA>L:
<HFFHG FBLM:D>L

W Generic Blasts
)H;BE> NL>KL @>M INLA GHMB?B<:MBHGL :HA=:R:ENNMRBGR MA>R G>>= BL MH ;> MA
LN;C><M H? : @>G>KB< F.LL F:KD>MBG@ <:Fl:B@® {=BEAMGNNBHGIA>F ):D> LNK>
RHN L>@F>GM RHNK :N=B>G<> LH RHN :K> GHM <HGMKB;:NMBG@ MH MA> =:BER =B(

WWrong Time
):D> LNK> RHNK GHMB?B<:MBHGL :K> EH<:EBSIBFMISIM&> 8= FBG=?NE H? MA> FHLI
(NIKHIKB:M> MBF> MH L>G= MA>F NL>K PAH :1IK><B:M>L : FB==:R PHKD K>E:M>= GHMIE
FB@AM ;> :GGHR>= ;R MA> L:F> GHMB?B<:MBHG PA>G PBG=BG@ =HPG MH @H MH ;>=

W Clickbait
3ABE> RHN =H P:GM MH IBIJN> RHMKBHHBNMRK> MH =>EBO>K HG RHNK GHMB?B<:MB}
IKHFBL> %? GHM RHN PBEE LBFIER :GGHR RHNK NL>K :G= MA>R F:R LM:KM B@GHKB
GHMB?B<:MBHGL

.NLA *HMB?B<:MBHG !Q:FIEMKB@ @>K !FHMBHGL %G



https://www.izooto.com/blog/50-push-notification-examples-to-get-inspired
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W Multimedia without Context
2BLN:E F>=B: EBD> BF:@>L OB=>HL :G=:GBF:M>= #%"L <:G F:D> HK ;:K>:D MA> NL>K >
3A>G =HG> P>EE MA>L> GHMB?B<:MBHGL <:G =>EB@AM :G=>G@:@> NL>KL NM LHF
F:R LMKN@@E> MH =BLIE:R KB<A F>A#B: EHRIKER> LNK> RHNK F>LL:@> F:D>L L>GL>
HMA PBMA :G= PBMAHNM MA> FNEMBF>=B: <HGM>GM

3A>G RHN <K>:M> :G= L>G= INLA GHMB?B<:MBHGL NHABGILIEBM-MAHBKMBF> :G=>QI>KB>G<>
0A> FHK> RHN NG=>KLM:G= RN NILESK BM BL MH D>>1 MA>F BG?HKF>= >GM>KM:BG>= :G=

I</692 ; .2 1@

%G @:F> FH;BE> :=L K>?>K MH :=L IE:<>= PBMABG FH;BE> @:F>L PAB<A :II>ANKBGCG@ @:F>IE
MA:M I>K?HKF ;>LM :G= =>EBO>K MA> AB@QA>LM <HGO>KLBHGL :K> MAHL> BGM>@K:M>= =BK:
MA:M MA>R ;><HF> :G >QM>GLBHG H? MA> @:FBG@ >QI>KB>G<> 0A>L> L>:FE>LL := >QI>KB>G
>G@:@>F>GM K>M>GMBHG :G= <HGO>KLBHG K:M>L

):GR F:KD>M>KL A:0> <HG<>KGL :;HRMMBO>G>LL H? FH;BE> BG @:F> :=LB&HRABEKKMB<E>
HFFHG )RMAL :;HNM )H;BE> %G @:F> =O>KMBIMBGHBKB 3.EE:<> K>?NM>L MA> ?HEEHPBG@
?HNK FRMAL

W Advertising interrupts the gaming experience
K>IHKM =HG> ;R 0CHR LM:M>L MA:M @:F>KL NG=>KLM:G= MA> KHE> :=O>KMBLBG(
FH;BE> @:F>L :G=>0>G :<MBO>ER >G@:@> PBMA =L

W Gaming environments aenOt brand safe
3A>G F:GR I>HIE> MABGD H? OB=>H @:F>L MA>R MABGD H? @:F>L MA:M A:O> JKBLDR
<HGM>GM" $HPBGMA> PHKE=H? FH;BE> @:F>L FHLM ;K:G=L A:0> ?HNG= MA:M MA>
>LI><B:EER MA> ?K>> MH IE:R :lIL :K> ?:BKER ;K:G=L:?>

W Gaming is a niche audiencgyoung males)
/M:MBLMB<L LAHP MA:M @:F>KL >LI><B:EER MAHL> IE:RBG@ HG FH;BE> :K> BG<K>:LlI
>KM:BG MRI>L H? FH;BE> @:F>L LN<A :L INSSE>L =K:P >0>G FHK> PHF>G |IE:R>KL MA
G=MA>RK> GHM G><>LL:KBER RHNG @&RAGHKIHMNBMASKK<A ?HNG= MA:M [>K<>GM |
FH;BE> @:F>KL :K>:@> :G=HO>K

Wit is impossible to measue success
)H;BE>BG @:F> :=O>KMBLBG@ BL JNBM> F>:LNK:;E> :G=BG LHF> <:L>L F:KD>M>KL <:
BGM>@K:M> MABK= I:KMR MHHEL MH O:EB=:M> MA> :G:ERMB<L :G= K>LNEML

JRMAL :;HNM FH;BE> BG @:F> :=O>KMBLBG@ =>;NGD>=
0A> )H=>KG )H;BE> #:F>K [ ,>KLHG:L _ I:HHD



https://blogs.oracle.com/advertising/post/4-myths-about-mobile-in-game-advertising-debunked
https://www.tapjoy.com/lp/mobile-gamer-demographics-2019/
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0A6<; <12@

JH;
0L

<MBHG <H=>L BG<EN=> L<:GG:;E> OBLN:E <H=>L EBD> -. <H=>L HK ;:K <H=>L L>>BF:@>L :;HO
<L>L MA>L><H=>L :K> IK>L2EBG= 2@ MK:GLBM :=L IHLM>KL F:@:SBG> =L HK IKH=N<M E:;
PA>G L<:GG>= ;R FH;BE> =>0OB<>L [>HIE> :K>L>GM MH : K>E:M>= HGEBG> E:G=BG@ |.@> +G>
H? MA>L> <H=>L A:L ;>>G MA> KBL> H? =B@BM:E F>GNL BG K>LM:NK:GML =NKBG@ MA> |:G=>F
LBFIER IKBGM>= -, <H=>L :G= E>?M MA>F HG MA>BK M:;E>L BG>KL <HNE= MA>G L<:G MA> <H=
K>LM:NK:GM F>GN :G= MABL :OHB=>= MA> G>>= MH IKBGM F>GNL HK G:OB@:M> |:G=>FB< L:?>
I>HIE> LA:KBG@ F>GNL -. <H=>L A:O>:ELH ;>>G NL>= MH O>KB?R +2% 0O:<<BG:MBHGL *HP |
I>HIE> A:O> ;>>G NLBG@ -. MA>K> F:R ;> >0>G FHK> :K>:L PA>K> F:KD>M>KL <:G NL> MA>F

1</692 :.69

>:=BG@ >F:BEL HG FH;BE> IAHG>L BL <HGLB=>K>= HG> H? MA> MHI :<MBOBMB>L ?HK LF:KMI
@EH;:EER= :<<HK=BG@ MH : K><>GM )H;BE> I<HLRLM>F "HKNF LNKO>R H? LF:KMIAHG> NL>KL
F:KD>ML PHKE=PB=> :EFHLM ?BO>BG K>LIHG=>GML IK>?>KK>= K><>BOBG@ ;NLBG>LL <HFI
>F:BE /H FH;BE> ?KB>G=ER >F:BEL :K> >LL>GMB:E BG <HFFNGB<:MBG @@EH#<NSB>B#RGC@ R
OA:M L:B= F:KD>M>KL =H G>>= MH IKHOB=> <HFI>EEBG@ :G= O:EN:;E> >F:BEL ;><:NL> B? MA>F
PBEE >BMA>K =>E>M> HK B@GHK> MA>BK F>LL:@>P>%HINK QRS <A IBREK.KD>MBG@ BG
FHK> =>M:BE
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2F@ A< @B002@ @

L RHN <:G L>> MA>K> :K> F:GR LBFBE:KBMB>L ;>MP>>G P>;LBM> :G= FH;BE> MB>KMBLBG@ ¢
=>EBO>K : LN<<>LL?NE FH;BE> F:KD>MBG@ >QI>KB>G<> <HGLB=>K MA> LBS> H? MA> L<K>>C
HIIHKMNGBMB>L > @ <:EEBG@ MA>#,/ <:I;;BEBMB>L :G= MA> IHKM:;BEBMR MA:M F:D> FH;BE
I>SKLHG:EBS>= LI><B:E :G= NGBIN®:GM:@> H? MA>L> ;NBEM BG ?>:MNK>L MH =>EBO>K KB<A:
BGM>K:<MBO> >QI>KB>G<>L ?HK RHNK FH;BE> :N=B>G<>L

ELH <HGLB=>K FH;BE> F:KD>MBG@ BG <HGCNG<MBHG PBMA HMA>K F:KD2EB&Q@ <A:GG>EL
IN<<>LL A:lI>GL PA>G :EE F:KD>MBG@ <A:GG>EL LNIIHKM :G= IKHE HIVBA=GARHIKS K
F:KD>MBG@ :<MBOBMB>L :K> P>EE BGM>@K:M>= ):KD>M>KL :K> BG<K>:LBG@ER <HF;BGBG(
FH;BE> :<MBOBMB>L :ELH <:EE>=/H (H )H BGMH HG> <HFIKBS3:BGb< BNEKEM=ED BL
BG<K>:LBG@ER FHK> FH;BE> ?KB>G=ER :@>MBBE> BHNEKNLMHF>KL :G= =KBOBG@ EH<:E
<HGO>KLBHGL MA> MAK>> :K>:L PHKD P>EE MH ;NBBt HGLNEMHBSGNLMHF>K MHN<AIHBGM
:<KHLL FNEMBIE> F:KD>MBG@ <HFFNGB<:MBHG <A:GG>EL : G+ IHKSIGHERMAKGENM BGE:-G=
F>LL:@BG@ LMK:M>@B>L

G= ?BG:EERIGV ?@M MH I>KLHG:EBS> RHNK FH;BE> BGM>K:<MBHGL :G=:=L NLMHF>KL <HC
K>LIHG=;>LM MH I>KLHG:EBS>= F>LL:@>L <NLMHFBS>= ?HK MA>F PA>MA>K MA:M ;> ;R @>H(
LI><B?B< EH<:MBHG HK ;>A:OBHNKL "HK >Q:FIE> >LM NR :G=/N;P:R NL> @>H EH<:MBHG M><
=>EBO>KaMM>= F>LL:@>L MH <NLMHF>KL PAH A:O> HIM>= BG MH MA>BK FH;BE> F:KD>MBG@
F:KD>M>KL PHG=>K :;HNM MA> PBEEBG @@>M.:N2B#>BH MK HIM BGMH FH;BE> F:KD>MBG@
IKH@K:FL $HP>O#><>GM LMN=R ;R #HH@E> ?HNG= MA:M :EFHLM A:E? H? MA> PHF>G LNKO>
LA:K> MA>BK EH<:MBHGB? HMHK> <K>=BM G= MA:M I>K<>GM:@> CNFI>=MK>= PA>G H?
LMHK> <K>=BM /H PBMA MA> :lIIKHIKB:M> BG<>GMBO> F:KD>M>KL <:G >G<HNK:@> <NLMHF>k
FH;BE> <:FI.B@GL :G= BGBMB:MBO>L

0A> ?HEEHPBG@ OB=>H IKHOB=>L : GB<> LNFF:KR H? F:GR H? MA> MHIB<L <HO>K>= BG MABL

3 :M<A3A:M BL YH:BE> ):KD>MBG@ FBGL

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=109#0embed-1

>R 0:D>:P:RL

Mobile marketing K>?>KL MH MAHL> :<MBOBMB>L MA:M NL> :G= E>O>K:@> FH;BE> =>0B<>L >@ M:;E>ML IAHG>L HK P:M<A
M:@>M :N=B>G<>L :G= MH IKHFHM3¥KHKH&E<ML HK L>KOB<>L

W OH <K>:M> RHNK FH;BE> F:KD>MBGI@® LMK:M>@R

e 3A>K>BL HNK FH;BE> LMK:M>@R GHP
e 3A>K>=H P> P:GM HNK FH;BE> LMK:M>@R MH ;> BG MA> ?NMNK>



https://youtu.be/pyb-9N65M-M
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e $HP =H P> @>M MA>K>
W 0A>K> :K> F:GR P:RL MH IK>L>GM :G= =BLMKB;NM> RHNK FH;BE> LI><B?B< F:KD>MBG@ :G=:=O>KMBILBG@ <HGM:>

e >LIHGLBO> P>;LBM>

e #HH@E> ), >G:;E>=:@>L

e ":i<>;HHD %GLM:GM KMB<E>L
e )H;BE> =L

d BLIERR =L

d 2B=>H =L

d %GM>KLMBMB:E =L

d *MBO> =L

d %GM>K:<MBO> ,E:R:;E> =L
Nl ) =L
(H<:MBHG ;:L>= =
)JH;BE> IIL ,NLA *HMB?B<:MBHGL
JH;BE> %G #:F> =L
<MBHG H=>L
e )H;BE>!F:BE

® ® @d® @ @

W '>RL MH LN<<>LL?NE FH;BE> F:KD>MBG@ BG<EN=>

e (CO>K:@BG@ MA> ;NBEM BG ?>:MNK>L H? FH;BE>=>0B<>L > @ <:F>K:L <<EEBG@ #,/ :G=|IHKM:;BEBMF
e %GM>@K:MBG@ RHNK FH;BE> F:KD>MBG@ LMK:M>@R :<KHLL :EE F:KD>MBG@ <A:GG>EL
e ,>KLHG:EBSBG@ RHNK F>LL:@>L MH FaMA: REBHGMAOBHNKL EH<:MBHGL :G= IK>?>K>G<pL

)H;BE> ):KD>MBG@ [ .>LHNK<>L

OH >QIEHK> FH;BE> F:KD>MBG @ RNKKHA>RSP :==BMBHG:E K>LHNK<>L

W A Mobile Marketing Guide
W Google D Discover the Possibilities of Mobile FBG

W Google B Make Mobile Vérk for You FBG

1216. AA?6/BA6<;@

W.>LIHGLBO>3 >LB@G HG =>OBR<2(>>|HE) EB<>GL>= NG>K (B<>GL>
W ), ‘R />H;BEBMR BL EB<>GL>= NG=#K : EB<>G<>
W":<>:HHD BGLM:GM :KMB<EHHD ?HK >=N<:MBHG:E GHG <HFF>K<B:E NL> HGER

W2:KBHNL FH;:BE> IAHG>L = FH<D NI :G= @>HF>MRBKbAIE EB<>GL>= NG&K
(B<>GL>
W3A:M BL )H:BE> ):KD>MBR@GLM:|: B>EB<>GL>= NG=>K : /M@= 5B<>GL>



https://www.evinex.com/mobile-marketing/
https://learndigital.withgoogle.com/digitalgarage/course/digital-marketing/module/16
https://learndigital.withgoogle.com/digitalgarage/course/digital-marketing/module/17
https://www.freepik.com/free-vector/responsive-web-design-devices_724794.htm
https://www.freepik.com/author/freepik
https://www.freepikcompany.com/legal?_gl=1*8pne5p*fp_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*fp_ga_QWX66025LC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..*test_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*test_ga_18B6QPTJPC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..#nav-freepik-license
https://www.seobility.net/en/wiki/AMP_(Accelerated_Mobile_Pages)
https://www.seobility.net/en/wiki/Creative_Commons_License_BY-SA_4.0
https://facebook.com/
https://www.freepik.com/free-psd/various-mobile-phones-3d-mock-up-geometric-shapes_7072441.htm
https://www.freepik.com/author/freepik
https://www.freepikcompany.com/legal?_gl=1*8pne5p*fp_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*fp_ga_QWX66025LC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..*test_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*test_ga_18B6QPTJPC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..#nav-freepik-license
https://www.freepikcompany.com/legal?_gl=1*8pne5p*fp_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*fp_ga_QWX66025LC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..*test_ga*NTMyNTAyODE1LjE2NTg0MzQ5OTE.*test_ga_18B6QPTJPC*MTY1ODUzMDM5NC4zLjEuMTY1ODUzMTE5My4xMQ..#nav-freepik-license
https://www.youtube.com/watch?v=pyb-9N65M-M
https://www.youtube.com/c/Instapage
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WORI>L H? FH;BE> =L ;R .H<A>EE> #K:RLHG BL EB<>GI5>= HB<>G<>
W,NLA GHMB?B<:MRBH&GA>EE> #K:RLHG BL EB<>GL>=HNGEBK>G<>
W K <H=>:G=-. <H=>R .H<A>EE> #K:RLHG BL EB<>GL>=HNGERK>G<>



https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/

.691.78 2A6;4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain PAR >F:BE F:KD>MBG@ BL BFIHKM:GM MH =B@BM:E F:KD>MBG@
W List MA> L>0O>G LM>IL H? :G >F:BE F:KD>MBG@ <:FI:B@G

W Create>?><MBO> <HGM>GM ?HK >F:BE F:KD>MBG@

W Explain MA> “BK>GM MRI>L H? >F:BE :G= AHP MA>R :K> NL>=

W DescribeP:RL MH IK>O>GM >F:BEL ?KHF ;>BG@ F:KD>=:L LI:F

W Evaluate :G= BFIKHO> >F:BE F.KD>MBG@ |>K?HKF:.G<>

v v
Email Marketing Role in Lead Generation Framework

>?>KKBG@ MH HNK E>:= @>G>K:MBHG ?K:F>PHKD >F:BE F:KD>MBG@ IE:RL : <KBMB<:E KHE>
GNKMNKBG@ :G=<EHLBG@ E>:=L <<HK=BG@ MH MA> HGNM>GM-BKBFMBG@ %GLMBMNM>"
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N=@>ML :GK¥G=L /MN=RBE F:KD>MBG@ BL MA>EMLHEM>GM MRI> BG L><NKBG@ :G= GNKNM
E>:=L :G= MA> L><HG= FHKMB®> BG <HGO>KMBG@ E>:=L

i

SECURE LEADS NURTURE LEADS CONVERT LEADS

e Email newsletters (16%) ¢ Email newsletters (24%) * In-person events (22%)
» Social media content (13%) ¢ Social media content (17%) * Email newsletters (21%)
* |n-person events (13%)

(>ML M:D> : 2NKMA>K EHHD BGMH : ?>P D>R LM:MBLMB<L K>E:M>= MH >F:BE F:KD>MBG@ MA:\
F:KD>MBG@ BL H?M>G <HGLB=>K>= MA> <HGM>GM F:KD>MBG@NHIKEBBML> BG : F:KD>M>K

+5 F :.691.78 2A64

7.9 Billion
World Population

4.03 Billion
Email Audience

3.2 Billion
Facebook +
Instagram

%G ;BEEBHG I>HIE> :KHNG= MA> PHKE= NL> >F:BE :G= MA:M GNF;>K BL >QI><M>= MH K>:
;BEEBHG ;R OAIMA:E? H? MA> PHKENE:MBHG GH HMA>K =B@BM:E IE:M?HKF <HF>L <EHL> V

+*0*0) .'10%*# 7,"8



https://contentmarketinginstitute.com/wp-content/uploads/2019/12/2020_B2C_Research_Final.pdf
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IHM>GMB:E K>:<A H? 0ABEM>1d4;HHD LM:MBIKMB+#HM HO>K ;BEEBHG FHGMAER :<MBO> NL>|
>0>G :==BG@ %GLM:@EEBHG NL>KL MH MA:M GNF;>K =H>L GHM <HFI:K> MH MA> K>:<A H? >|

G= BG : K><>GM :G:=B:G ):KD>MBG@ LLH<B:MBHQG LEKBXR. K>LIHG=>= MA:M MA>R :K>
<HF?HKM:;E> K><>BOBG@ ;K:G=:G= <HFI:GR <HFFNGB<:MBHGL OB: >F:BE %G <HFI:KBLHG LF
BG L><HG= |IE:<> PBMA3A:M BL :ELH BGM>K>LMBG@ BL MA:M HO>K:EE :N=B>G<>L" K><>IMBO:>
K><>BOBG@ K:G=F>LL:@>L K>@:K=E>LL H? <A:GG>E BL =><K>:LBG@ OABL AB@AEB@AML M
IKHOB=BG@ O:EN:;E>:G= BGLB@AM?NE ;K:G= <HFFNGB<:MBHGL :G= BG MA> :IIKHIKB:M> <A:C
M:@>M :N=B>G<>L K>:= RHNK <HGM>GM ):GR I>HIE> :K> GHP L>I:K:MBG@ MA>BK I>KLHG:E :G-
LH<B:E G>MPHKDL :G=:L : K>LNEM F:KD>M>KL G>>= MH F:D> LNK> MA>BK <HGM>GM BL :lIKHI|
<A:GG>E :G= PA:M MARBKI :N=B>G&r<M E>:KERBE BL :G :<<>IM:;E> =B@BM:E F:KD>MBG@
<A:GG>E ?HK ;K:G=F>LL:@BG@

Returns

(money in)

Investment

(money & time spent)

GHMA>K D>R ;>G<AF:KD MH K>OB3PIBIMNKBEHG BGORdMFrGMinvestment .+%

F>:LNK>L AHP FN<A K>O>GN> >0O>KR =HEE:K BGO>LM>= BG : F:KD>MBG@ <:FI:B@G @>G>K:M:
>F:BE F:KD>MBG@ =>EBO>KL HG> H? MA> AB@A>LM K>MNKGL HG BGCG@ABIFBIGEHER>G =HG>

><:NL>>F:BE F:KD>MBG@ <:G ;> >:LB>K :G= <A>:|>K MH <K>:M> :G= =BLMKB;#@M&:G= NLN:EER

:N=B>G<> BL :EK>:=R : LHF>PA:M JN:EB?B>= :N=B>G<> B > LN;L<KB;>KL A:O> :EK>:=R >QIK>LL
BG RHNK :K:G= IKH=N<ML :G= L>KOB<>L %G MA> :O>K:@> >F:BE .+% P:L ?HK >O>KR =HE
>F:BE F.KD>MBG@ :<<HK=BG@ MH ;HMA ) :G#(BMHARLKBLHG #HH@E> LM:M>L MA:M ?HK >0O>
LI>GM HG #HH@E> =L ,, ;NLBG>LL>L >:KG :G :O>K:@> K>O>GN>H? OABL BL GHM MH BG?>}
:K>GHM :L O:EN:;E>:L >F:BEL MA>BK F:BG INKIHL> BL MH :MMK:<M G>P :N=B>G<>L :G= ;NBE=;
$HP>O>K:KD>M>KL LAHNE= GHM> MA:M >F:BE <:G 2><dMBOSPA>G BM <HF>L MH .+%

*NF;>K H? > F:BE NL>KL PHKE=PB=> ?KHF MH

[A:K> H? <HGLNF>KL PAH :K> <HF?HKM:;E> PBMA K><>BOBG@ :K:G= :G= <HFI:GR <HFFNGB<:MBHGL OB: L>E><M>= =B@BM:E <
:G=

2:KD>M>K >F:BE MK:<D>K  7,"8

IF:BE ):KD>MBG@ .+% 3A:M E>:=L MH ;:>MM>K K>MNKGL 7, "8



https://www.statista.com/statistics/255080/number-of-e-mail-users-worldwide/
https://www.statista.com/statistics/553738/leading-methods-consumer-online-interaction-with-companies-canada/
https://www.statista.com/statistics/553738/leading-methods-consumer-online-interaction-with-companies-canada/
https://dma.org.uk/uploads/misc/marketers-email-tracker-2019.pdf
https://www.litmus.com/resources/email-marketing-roi/
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Unsubscribe
0.1%

Click-thru Click-to-open
6% 28%

G= ?BG:EER>= HG MA> E:M>LM >F:BE ;>G<AF:KDBG@ KM KIAGKMA> ?HEEHPBG@ >F:BE
LM:MBLMB<L :K> PA:M :G:=B:G F:KD>M>KL :K> L>>BG@ HG :0>K:@>

WOpen rate +.
+I>G K:IM> GNF;>K H? HI>G>=>F:BEL GNF;>K H? >F:BEL =>EBO>K>=¢
'>>| BG FBG= MA:M :EE >F:BEL HG RHNK >F:BE EBLM F:R GHM ;> LN<<>LL?NEER =>EBO
RHN F:R :ELH P:GM MH FHGBMHK MA> =>EBO>KR K:M>

WDelivery (or bounce) rate GNF;>K H? >F:BEL =>EBO>K>= GNF;>K H? >F:BEL L>GM ¢

W Click-thr ough rate 0.
IF:BE <EB<D MAKHN@A K:M> 0. M>EEL RHN MA> GNF;>K H? I>HIE> PAH <EB<D>= HG:
EBGDL BGLB=> H? RHNK >F:BE
0. GNF;>KH? <EB<DL GNF;>K H? >F:BEL =>EBO>K>=c¢

W_Click-to-open rate 0 +.
0A> <EB<D MH HI>G K:M><HFI:K>L MA> GNF;>K H? I>HIE> MA:M HI>G>= RHNK F>LL:@>
PBMA MAHL> PAH <EB<D>= HG :GR H? MA> EBGDL OABL BL :G BFIHKM:GM F>MKB< MH
AHP K>E>0:GM :G=>G@:@BG@ RHNK >F:BE <HGM>GM :G= <:EEL MH :<MBHG P>K>
EB<D MH HI>G K:M> <EB<D MAKHN@A K:M> HI>G K:M>c¢

WUnsubscribe rate
OABL BL MA> |>K<>GM:@> H? >F:BE LN;L<KB;>KL PAH HG :O>K:@> NGLN;L<KB;>

WSpam
OABL K>IK>L>GML MA> [>K<>GM:@> H? LN;L<KB;>KL PAH F:KD >F:BEL :L LI:F

H5P: Email Marketing Campaign Calculations
*HP E>MIK:<MB<> <:E<NE:MBG@ LHF> >F:BE F:.KD>MBG@ K:M>L Z
0A>?HEEHPBG@ F>MKB<L :K> K>E:M>= MH : K><>GM >F:BE <:FI.B@G

W OHM:E LN;L<KB;>KL
W IF:BEL =>EBO>K>=
W +>G>= >F:BEL

W (BGDL <EB<D>=

W HGO>KLBHGL



https://www.getresponse.com/resources/reports/email-marketing-benchmarks
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#BO>G MA> ;;HO> K>LNEML |E>:L> <:E<NE:M> MA> ?HEEHPBG@
W >EBO>KR HNG<>..M>

e $BGM >F>F;>K MH IK>L>GM MABL L : I>K<>GM:@>
W +I>G .:M>
W EB<D MAKHN@A .:M>

e $BGM +GER HG> =><BF:E IE:<> G>>=>=
W EB<D MH HI>G .:M>

e *H=><BF:E IE:<>L K>JNBK>=

10>G MAHN@A P> AMOKEOB=>=sjgcific ?HKFNE:L MKR MH <:E<NE:M> MA> ?HEEHPBG@ K:M>L ;:L>= HG RHNK NG=>KLM:G
MA> HMA>K ?HKFNE:L

W HGO>KLBHG .:M>

e $BGM Bshilar MH 0. (only one decimal poinequired for the answer)
W HGO>KLBHG MH HI>G .:M>

e $BGM Bshilar MH G-. (only one decimal poinequired for the answer)

,E>:L> GHM> MA:M MA>K> <:G ;> LB@BB@B=GBG-E>K:@>L ;:L>= HG MA%.EGMINERRG <>

:G= FHLM BFIHKM:GIMERIRI> H? >F:BE <:Fl:.B@@®Wwx@IMeview the various types of emalil later

in this chapte) "HK >Q:FIE> E>EHHD :M MA> :0>K:@> >F:BE LM:MBLMB<L K>E:M>= MH |BGM>KG>
PAB<A K> L ?7HEEHPL

WOpen rate +.
OABL BL LEB@AMER EHP>K MA:G MA> HO>K:EE :G:=B:G >F:BE HI>G K:M> H?

W Click-thr ough rate O.
OABL BL LB@GB?B<:GMER EHP>K MA:G MA> <BM>=:HO>

W Click-to-open rate
OABL K:M> BL FHK> MA:G EHP>K MA:G MA> <BM>=:<KHLL :EE BG=NLMKB>L %M :lI:
<HGM>GM BG BGM>KG>M F.:KD>MBG@ <:FI:B@GL F:R GHM ;> :.L <HFI>EEBG@ :L BG HN
RHN A:O> :GR B=>.L :L MH PAR MA>L> <EB<D K:M>L FB@AM ;> LH FN<A EHP>K

WUnsubscribe rate
OABL I>K<>GM:@>BL AB@A>K MA:G MA> HO>K:EE :O>K:@> PAB<A F>.GL BG BGM>K
LN;L<KB;>KL :K> FHK> EBD>ER MH NGLN;L<KB;> EMAHN@A MA> HO>K:EE I>K<>GM:
EHP

WSpam
OABL LI:F K:M> BL MA> L:F> :L MA> :O>K:@>

"HK FHK> BG=NLMKR ;>G<AF:KDL :G= =>M:BEL =H&UE<E>-NNNIIMEG&E> LMN=R



https://www.getresponse.com/resources/reports/email-marketing-benchmarks
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.B:056:4 . 'BO02@@3B9 :.69 .:=.64:

Define Target
Audience
and Goals &
Objectives

Test, Select Your
Measure & Email Service
Iterate Provider

Schedule & Build Target
Automate Email List

Create and Determine
Design the
Content Email Type

*HP MA:M P> A:O> IK>L>GM>= F:GR K>:LHGL PAR F:KD>M>KL LAHNE= <HGLB=>K :G= LI>G= MBF
F:KD>MBG@L. EBU> BGMH MA> L>0>G LM>IL MH E:NG<A : LN<<>LL?NE >F:BE F:KD>MBG@ <:FI:E

Define Your Target Audience and Goals & Objectives

L F>GMBHG>= PBMA :EE <HGM>GM F:KD>MBG@ LMK:M>@B>L MA> ?BKLM LM>| BL :EI
target audience(remember youcustomer persondy:G=L>M RHNK LI><B?B< >F:BE F:KD>MBG
goals and objectives

Select an Email Service Ravider (ESP)

*>QM RHN P:GM MH <AHHL> RHNK >F:BE L>KGBxrdKs@tBsekovider HK !/, BL

: <HFI:GR MA:M?HRL >F:BE F:KD>MBG@ L>KOB<>L OA>L23KHEBBE>KI>BBE <EB>GM
EBD> #F:BE HK +NMEHHD ;><:NL> MA>R :EEHP F:KD>M>KL MH L>G= HNN@>F:BEL BG ;N
JN:GMBMB>L :G=BIKH+D2.G<>= ?>:MNK>L MA:M A>EI| F.KD>M>Q>MGNBHMM> .G=
F>:LNK> MA>BK >F:BE F:KD>MBG@ :<MBEBBMBHL BIMIGKH? MA> FHLM IHINE:K >F:BE
F:KD>MBG@ L>KOB<> IKHOB=>KL IKBF:KBER>¥<:NK>MABRHR.KD>MBG@ L>KOB<> IE:
$HP>0O>K>1>G=BG@ HG RHNK G>>=L RHN F:R P:GMMEGISLEB<> $2BKBR:
<HFIK>A>GLBO> EBLM H? IHINE:K >F:BE F:KD>MBG@ L>KOB<>L BG<EN=BG@ IKB<BG(

Build Your Target Email List(s)
?M>K =><B=BG@ HG RFN <:G NL> >F:BE LB@G NI ?HKFL MH <:IND{A RIFBKGAKL



https://www.adamenfroy.com/best-email-marketing-services
https://www.adamenfroy.com/best-email-marketing-services

Email Marketing 187

MA>F MH RHNK >F:BE EBLM N> MH MA>?HEEHPBG@

>F:BE :==K>LL :G=:==

:GMB LI:F

IKHM><MBHG E>@BLE:MBHG BM BL LMKHG@ER K><HFF>G=>= MA:M F:KD>M>KL ;NBE

L<K:M<A K:MA>K MA:G INK<A:L> EBLML ;><:NL> MA> [>G:EMB>L :G= K>I>K<NL

LBHGL <:(C

GMB /l:F >@BLE:MBHG :M: ,KHM><MBHG (:PL

COMPARISON BETWEEN INTERNATIONAL
ANTI-SPAM & DATA PROTECTION LAWS

(%)
&

#BO>G MA> @EH;:E G:MNK> H? =B@BM:E F:KD>MBG@ MA> ?HEEHPBG@ >E><MKHGB< <HFFNGH
:G=A:0> LB@GB?B<:GMER BFl:<M>= :G= BG?EN>G<>= AHP >F:BE EBLML :K> H;M:BG>= :G= PAH F]
MH

e General Data Potection Regulation (GDPR B EU),.LL>=BG :G=>G?HK<>=LM:KMBG@ BG

<:MBHG E:PL
KD>M>KL <:C

#,..1IEB>L MH ;HMA BG=BOB=N:EL :G=;NLBG>LL>L %M BL LBFBE:K MH /( FHK> ;>EHP ;NM
>QM>G=L HIM BG KNE>L MH <HEE><MBHG LA:KBG@ :G=IKH<>LLBG@ H? I>KLHG:E BG?HKF:MBHG
K>G>P>= <HGL>GM >0>KR M@BGEBSaMBIG P:GML MH NL> I>KLHG:E BG?RPKIHIGRHERG : 9B
PBMA : ?>P >Q<>IMBHBHIE:[2BHG H? MABL IHEB<R <:G K>LNEM BG NI MH b FBEEBHG BG ?BG>L HK
:GGN:E @EH;:E MNKGHO>K PAB<A>0>K BL AB@A>K
+G> K><>GM >Q:FIE> BL FISHHGFBEEBHG # ,. ?BG> :GGHNG<>=BG MA>I<BIREBR"
> KGBG@L K>BRAAWPNEE K>:LHGL ;>ABG= MA> ?BG> A:0> GHM R>M ;>>G <HG?BKF>= ;NM MA> <:NL>,

=H PBMA <HHDB> <HGL>GM 1GN#BINEL: IGHBRMA> ?BKLM MBF> F:SHG AL ;>>G INGBLA
P:R BM <HEE><ML :G= LAIK>L I>KLHG:E =:M: OB: <HHDB>L %G E:M> "K:G<>?BG>= F:
BM :EE>@>=ER ?:BE>= MH @>M <HHDB> <HGL>GM HG BML P>;LBM> 3ABE> BM BL M>F
MH <HHDB>L\HK F:D> HIMBG@ HNM H?B<HHIDBMH=8PEE><M L FN<A I>KLHG:E =:M: :L IHL
INKHI>:G K>@NE:MHKL :K> L>KBHNLER >GRHIKKEIRD KHANBRK>F>GML %? F:SHG A:= H;M
]1?K>>ER @BO>G" BG?HKF>= :G= NG:F;B@NHNL HIM BG <HGL>GM ;>?HK> L>MMBG@ <
=>0B<>L MA> <HFI:GR IKH;:;;ER <HNE= A:0> :OHB=>= MABL AN@> # ,. ?BG>

Canadian Anti-Spam Legislation (CASL B Canada)

,LL>=BG :G=>G?HK<>=LM:KMBG@ BG /(:IIEB>L MH ;HMA BG=BOB=N:EL :G=;NLFH
K>INBK>L F:KD>M>KL MH A:O> LN;L<KB;>KL HIM BG PBMA O>K;.:E HK PKBMM>G <HGL>Q
<HFF>K<B:E >E><MKHGB< F>LL:@>L !) PAB<A BG<EN=>L >F:BE /)/ :N=BH :G= OB=>H
:G:=: OABL :ELH :lIIEB>L MH :GR F>LL:@>L KHNM>= MAKHN@A :G:=B:G L>KO>KL :G= IKH
LH?MP:K> EBD> LIRP:K> :G= F:EP:K> 0A>K> :K> MPH MRI>L H? <HGL>GM NG=>K /([ >QI
BFIEB>= |QIK>LL <HGL>GM =H>L GHM >QIBk&>AHRBMBsIGM A:L MA> KB@AM MH PBMA=k
<HGL>GM :M :GR MBF> G= MA> HGNL BL HG MA> I>KLHG L>G=BG@ MA> F>LL:@> MH |
<HGL>GM MH L>G= MA> BBHE®BHGL H? MABL IHEB<R <:G K>LNEM BG NI MH FBEEBH
BG=BOB=N:EL :G= FBEEBHG I>K ;NLBG>EBI$K®?BIA> E:M>LM /( OBHE:MBHGL :G= MA
LLH<B:M>= PBMA MA>F

e Controlling the Assault of Non-Solicited Pornography and Marketing Act (CAN-SRM b

A>= ?HK MA>
SHG b FBEE
MBG@ MH ?t
LLB;E>
1:BG>=
HHDB>L HG E

BG>LL>L %M
M ;>?HK> K>
| >GM PBMAB
AB;BML BGM
K>LL :G=
‘P MA>BK
KHO> MA>R £
G BG ?BG>L “
\> ?BG>L

:M: IKHM><MBHG .NE>L ?HK MA> IKHM><MBHG H? I>KLHG:E =:M: BGLB=> :G= HNMLB=> MA> !1
3AR F:SHG'LV F#, ?BG>K>.EER F:MM>KL
:G:=" L GMB/L.F (>@BLE:MBHG _/(



https://crtc.gc.ca/eng/ce/actions.htm#casl
https://crtc.gc.ca/eng/ce/actions.htm#casl
https://ec.europa.eu/info/law/law-topic/data-protection_en
https://www.wired.co.uk/article/amazon-gdpr-fine
https://crtc.gc.ca/eng/internet/anti.htm
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us)

,.LL>=BG MA> 1/ BG :G=>G?HK<>= LM:KMBG@ BG ) :[IEB>L MH :GR <HFF>K<B:E

>E><MKHGB< F:BE F>LL:@>L >F:BEL :G= K>JNBK>?FKKIBEEMAKLMB HRL :G HIM HNM HIMBHG

HG :EE <HFFNGB<:MBHGL G=aBGESHKBHG BL ?HNG= OBHE:MBEE<NABL?B{EB<RI 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 :I
MA> @H:E %G ?:<M BM BL FN<A FHK> BFIHKM:GM MH D>>| RHNK >F:BE EBLML NI MH =
$:0BG@ :G >F:BE EBLM PBMA EHML H? LN;L<KB:>KL PAH =H GHM HI>G HK BGM>K:<M F
RHNK =>EBO>KR K:M>L :G= NEVBF-MMERRHNK F>LL:@>L MH ;> OB>P>=:L LI:F

OH >GLNK> MA:M RHNK LN;L<KB;>KL P:GM MH K><>BO> RHRKCH-BEESHIMGBG H?

>@ <HG?BKF <HGL>GM ;R L>G=BG@ : ?HEEHP NI >F:BE PBMA : <HG?BKF:MBHG EBGIL
LN;L<KB;®KeF:BE :==K>LHI :ELH P:GM MH IKHOB=> <E>:K NGLN;L<KB;> =BK><MBHGL B
<HFFNGB<:MBHG G= B? RHN =H A:O> LN;L<KB;>KL PAH :K> GHM >G@:@BG@ PBMA R
FHO> MA>F MH : L>I:K:M> >F:BE EBLM B > L>@F>GM @AM-NANF NEBGIE : K>
>G@:@>F>GM <:FI:.B@G FHK> :;HNM MABL E:M>K BG MA> G>QM L><MBHG %? :IIKHIKI
P:GM MH L>@F>GM RHNK >F:BE EBLM ;:L>= HG BGM>K>LML EH<:MBHG INK<A:L> :>A:(
EBLM L>@F>GM:MBHG BL O:EN:;E> ;><:NL> BM >GLNK>L RHNK F:KD>MBG@ F>LL:@>L
LI><B?B< G>>=L H? MA:M L>@F>GM>= :N=B>G<>

Decide on the ¥pe of Email

*HP MA:M RHN A:O> ;NBEM RHNK >F:BE EBLM L :G= DGHP MA> BGM>K>LML :G= G>>=L
LAHNE= =><B=> HG MA> MRI> H? >F:BE RHN P:GM MH L>G= )HLM >F:BEL ?:EE BGMH M
<:M>@HKB>L

e Triggered Emails
OKB@@>K>= HK MK:GL:<MBHG:E HK ;>A:OBHNK:E >F:BEL :K>>F:BEL L>GM :N|
:L>= HG IK> =>?BG>= >O0>GML HK <HG=BMBHGL F>M ;R :G BG=BOB=N:E MAKH
>A:OBHNKL :<MBHGL HK HMA>K LB@G:EL 0A> FHLM <HFFHG MKB@ @>K>=>
P>E<HF> >F:BEL OA>L> >F:BEL :K> L>GM BFF>=B:M>ER :?M>K LHF>HG> LB@G
P>E<HF>L MA>F PBMA MBIL EBGDL BG?HKF:MBHG :;HNM MA>BK EH@BG BG?
OKB@@>K>=>F:BEL M>G= MH A:O> LB@GB?B<:GMER AB@A>K HI>G K:M>L ;><
MH : K><>GM :<MBOBMR :G= MA> K><BIB>GM BL NLN:EER BGM>K>LM>= BG M/
IKHOB=>= "HK >Q:FIE> HI>G K:M>L ?HK MKB@ @>K>= >F:BEL :K>:KHNG= OL
G>PLE>MMBSKIL>Q><NM> MA>L> ;>LM RHN PBEE G>>= MH L>MNI :G :NMHF:M>=
<FI:B@G LHF>MBF>L <:EE>=: =KBI <:FI:.B@G LH MA:M RHNK !/, DGHPL PA>G N
L>G= MA> :IIKHIKB:M> >F:BE 3A>G L>MMBG@ NI : MKB@ @>K>= >F:BE <:FI:B@(

d Which Triggered Emails to Include
G :NMHF:M>= =KBI <:FI.B@G MRIB<:EER BG<EN=>L [ L>Il:K:M>>F:BEL

IG?HK<>F>GM :<MBHGL
0:<MB<LO>K:@> .>LNEML ;R )>LIR®> 0
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https://www.getresponse.com/resources/reports/email-marketing-benchmarks#tactics

Email Marketing 189

>|1>G=BG@ HG MA> G:MNK> H? MA> <:@:B@&WBH{K LHF> >F:BE
MRI>L F:R ;> E>LL :[IIKHIKB:M>

d Timing for Each Emaill
P>E<HF> >F:BE LAHNE= <HF> O>KR NNBNMHEFBG@ H? MA> K>F:BGBG(
>F:BEL <HNE= ;> HK =:RL :I:KM :G=>:KEB>K MKB@ @>K>= >F:BEL
<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 >0O>KR G>P >F:BE LAHNE-
MK>:M>2=R2GMER MA:G : G>P LN;L<KB;>K PAH ?:BEL MH HI>G MA>
HG;H:K=BG@ >F:BEL /BFEEX@BM LNKO>R" PHNE= HGER @H MH MAH
PAH =B= GHM NI@K:=> HK K>LIHG= MH IKBHK >F:BEL 0A>L> :K>>Q:FIE
=>|>G=>G<R MA:M PHNE= G>>= MH ;> ;NBEM BGMH MA> >F:BE :NMHF:!

d Content within Each Email
%G /M> P>PBEE @H BGMH FHK> =>M:BE :;HNM AHP MH =>LB@G :G-
>F:BE <HGM>GM

d >EHP :K>L>0>K:E >Q:FIE>L H? <HFFHG MKB@ @>K>= >F:BEL

d 3 >E<HF> >F:BEL NI L>EEBG@ >F:BEL

d <<HNGM <K>:MBHG >F:BEL  d +K=>K LM:MNL >F:BEL

d ,LLPHK= K>L>M >F:BEL d >HK=>K >F:BEL

d ;:G=HG>=<:KM >F:BEL d ,NK<A:L> K><>BIM >F:BEL

d +K=>K <HG?BKF:MBHG >F:BELd <<HNGM ::E:G<> NI=:M>L

d 0A:GD RHN >F:BEL d .>OB>P K>JN>LM >F:BEL B> :LDBG@
d HFIE>F>GM:KR IKH=N<M <KHLLCTiKSNLMHF>KL MH E>:0>: K>0B>P

e Informational Emails
%G?HKF:MBHG:E >F:BEL K>IK>L>GM MA> L><HG= <:M>@HKR H? >F:BEL O0A>L:
>=N<:M> HK >GM>KM:BG :G= A>K>BL : EBLM H? <HGM>GM NLN:EER BG<EN=>
>F:BEL

o

%G=NLMKR :KMB<E>L d ,KH=N<M K>OB>PL :G= :GGHNG<>F>GML H?

d KH=N<M M>LMBFHGB:EL G>P IKH=N<ML

NLMHF>K LN<<>LL LMHKB>L HK I HMERGRrO>CML <E>G=KL

d
<:L> LMN=B>L d HGM>LM :GGHNG<>F>GML
d '=N<:MBHG:E :KMB<E>L d ">:MNK>= JNHM>L
d (BGDL MH NL>?NE L><MBHGL H? RENKNKOBPBRUSHEEL :G= ?>>=;:<D
P "HK LHF> OBLN:E >Q:FIE>L H? ;HMA

d -N>LMBHGL :G=:GLP>KL '
MKB@ @>K>= :G= BG?HKF:MBHG >F:BEL IE>

d /1><B:E H>KL HK <HNIHGL =H <A><D HNM MABL KMB{EE> H?

d !QI>KM HIBGBHGL IF:BEL BHN *>>= MH > />G=BG#NIK5
IF:BE (BLM

d OBIL :G=:=0B<>

Create and Your Design Content
+G<> RHN A:0> =><B=>= HG MA> MRI> H? >F:BE RHN PBEE ;> L>G=BG@ BM BL MBF> V
<K>:MBG@ :G==>LB@GBG@ RHNK >F:BE <HGM>GM 3A>G RHN :K> <HFIHLBG@ RHNK


https://optinmonster.com/13-types-of-emails-you-need-to-be-sending-your-email-list/
https://optinmonster.com/13-types-of-emails-you-need-to-be-sending-your-email-list/
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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:KI
?HEEHPBG@ <HFFHG ]LI:F MKB@ @>KL" :K>HG>L RHN PBEE P:GM MH :OHB=

e

e

e

e

All Caps
+?7?>KL :G= IKHFHMBHGL BG :EE <:IL :K> H?M>G LI:F /H =H GHM ]L<K>:F* :M RH
LN;L<KB;>KL :G=?BG=HMA>K P:RL MH LAHP RHNK >Q<BM>F>GM :G=>GMANL

OSpammyO Content

/I':FFR <HGM>GM BL <HGM>GM MA:M BL FBLE>:=BG@ L>GL:MBHG:E :G=H? Gt
K>:=>K:D> LNK> RHNK >F:BE F>LL:@>L IKHOB=> O:EN> :G= F:M<A MA> BGM>K>
K>:=>K

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
BGMH :G BF:@> L :K>LNEM B?:G >F:BE A.L EHML H? BF.:@>L PBMAHNM F:GR
=>L<KB;BG@ MAHL> BF:@>L HK L>GM>G<>L IKHOB=BG@ <HGM>QM MA>K> B
RHNK >F:BE <HNE= ;> F:KD>=:L LI:F %? RHN =H NL> BF:@>KR bQKt>RBHBO>ER
NL> MA> $0)( :EM M>QM M:@L MH >QIE:BG PA:M BL BG MA> BF:@> :G= LA:K> L}
:L MH PAR BM BL ;>BG@ BG<EN=>=

Poor HTML coding

OABL <HNE= <HF> NI B? RHN :K> F:GN:EER <H=BG@ :G= HK L>G=BG@ HNM RH
>Q:FIE> ;>LM IK:<MB<>L BG<EN=> L>G=BG@ HNM ;HMA $0)( IE:BG M>QM O>K
@BOBG@ MA> LN;L<KB;>K MA> HIMBHG MH OB>P MA> > fBEHGN P>;3KHPL>K
I/,  MA>L>IK:<MB<>L :K>;NBEM BGMH MAHL> L>KOB<>L :G=:K> PAR BM BL ;>
G,

Exclamation Marks
+G<>:@:BG LIF F>LL:@>L H?M>G BG<EN=> >Q<>LLBO> >Q<E:F:MBHG F:KDL
GHM> MA:M RHN <:G BG<EN=> MA>L> CNLM NL> MA>F LI:KBG@ER

Embedded Forms

3ABE> BM BL :MMK:<MBO> MH <HEE><M BG?HKF:MBHG ?KHF RHNK LN;L<KB;>
>F:BE BM BL :ELH : M:<MB< LI:FF>KL NL> MH @>M K>:=>KL MH LA:K> I>KLHG:E
=:M: %? RHN A:O>: 7HKF BG<EN=>: EBGD MH BM LH MA:M LN:;L<KB:>KL DGHF
>BG@ <HEE><M>= :G= MA:M BM BL :LLH<B@SBBBABAHRBHNK HK

Videos

3ABE> LMN=B>L LAHP MA:M OB=>HL BG >F:BEL =H BG<K>:L> BGM>K:<MBOBMI
LI:FF>KL :ELH NL> OB=>HL MH <BK<NFO>GM fFHEBMHRB@®L NL> OB=>HL
<:K>?NEfR F:D> LNK> RHN IKHOB=> <HGM>QM

Attachments

[HF>MBF>L :MM:<AF>GML <:GGHM ;> :OHB=>= 1GPHFKMNM GEUHENR >
‘MM:<AF>GML MH =>EBO>K F:EP:K> HK OBKNL>L %? IHLLB;E> MKR MH :OHB=
‘MM:<AF>GML :G= LBFIE> IKHOB=> : EBGD PA>K> LN;L<KB;>KL <:G =HPGEH:=H
MA> ?BE> *HP MA:M P>"0O> =BL<NLL L>0O>K:E LI:E M¥E® @&NKL?H=NL MH
F:DBG@ LNK> MA> HMA>K >E>F>GML H? RHNK >F:BEL :K> LMKHG@ :G=:IIKHIK

Subject Lines

0 RI>L H? IF:BELHN *>>= MH > />G=BGIRI5!F:BE (BLM
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OA>K> NL>= MH ;> : LMKHG@ K><HFF>G=:MBHG MH D>>| LN;C><M EBG>L LAHI
<A:K:<M>KL ;><:NL> MA>R FB@AM BGMANK>HRIBEBHA <EB>GIWP>0>K

K><>GM LMN=B>LA:0> LAHPG MA#IFEHGHRBKVBO> LN;C><M EBG>L <:G I>K?HK
>IN:EER P>EE B? GHBAANIB>SBFIHKM:GM BL MH A:O> RHNK LN;C><M EBG> ;> |
?HKP:K= =>L<KBIMBO> :G=<HFI>EEBG@ ):KD>M>KL F:R :ELH P:GM MH EBFBN\
ING<KMN:MBHG > @ E>LL MA:G ING<MN:MBHG F:KDL I>K LN;:C><M EBG> NL>
<:K>?NEfR :OHB= A:K=L>EEBG@ EMAHN@A :L PBMA :GR K><HFF>G=:MBHG
F:D> LNK> %G AlBKesting chapter P> =BL<NLL M>LMBG@ ;>LM IK:<MB<>L BG FH
=>M:BE OA:M L:B= MA>?HEEHPBG@ BL : EBLM H? MA> FHLM IHINE:K MRI>L H-~

d %GM>K>LML HK >G>?BML /I><B@Bz=KMi:KIA>

><BIB>GM 4 *>pL
d NKBHLBMR d /H<B:E ,KHH?
d +72>K d IMHKR

d 1IK@>G<R /<:K<BMR

e Sender and Recipient Fields
1L>: ?2.:FBEB:K L>G=>K G:F> > @ E>QlBHEH#K=: @>G>KBXE8RS:MBHG:E
G:F> +I>G K:M>L M>G= MH BG<K>:L> PBMA >F:BE I>KLHG:EBS:MBHG B > PA>
JOH”N :G=]"KHF" ?B>E=L :K> I>KLHG:EBS>= /H PA>G>0>K IHLLB;E> MKR MH <:IN
G:F> H? MA> LN:L<KB:>K MH ;>MM>K I>KLHG:EBS> RHNK F>LL:@>L

e Preview / Peheader Est
JHLM >F:BE M>FIE:M>L A:O> :G :K>: :M MA> MHI H? MA> >F:BE MA:M @>ML LAHF
>F:BE <EB>GM IKBHK MH HI>GBG@ MA> F>LL:@> L>>K>=;HQ ;>EHP

MarketingCharts The Changing Role o Marketing | Future of dentity Solutions | And More...- The atestdata and charts rom MC Featured articles: Almast 3n 4 CMDs Say M

0:D> :=0:GM:@> H? MABL <HGM>GM :G= IK>L>GM LI><B?B< LN;L<KB;>K ;>G>7B
MA> >F:BE )HK> =>L<KBIMBO> IK>0OB>P [IK>A>:=>K M>QM :ELH BG<K>:L>L HI>

e Imagery
+G<>:@:BG NL> EM M:@L MH =>L<KB;> :EE RHNK >F:BE BF:@>L :G= OB=>HL

e Body Content

'>>| >F:BEL LAHKM :G= ?H<NL>= 0A> @H:E PBMA FHLM >F:BEL BL MH GNKMNK
RHNK LN;L<KB;>KL /AHKM>K :G= FHK> ?K>JN>GM >Q<A:G@>L :K>: ;>MM>K LM
EHG@>K :G= E>LL ?K>IJN>GM HG>L %? IHLLB;E> ;K>:D NI RHNK <HGM>GM BG
MABL PBEE @BO> RHN FHK> HIIHKMNGBMR MH >G@:@> PBMA RHNK :N=B>Gs
:MM>GMBHG EHG@ MA>L> EBG>L :ELH EBFBM ¢k bdE BieMHertibRHG
ratio?) ">P>K <:EEL MH :<MBHG D>>| RHNK >F:BEL ?H<NL>=:G=:EEHP RHN MH ;
LL>LL RHNK :N=B>G<>L' BGM>K>LML ;:L>= HG MA>BK >G@:@>F>GM PBMA >:<
3ABE> >GM>KM:BGF>GM <:G PHKD P>EE ?HK <:FI.B@GL <HGM>GM LAHNI
HG O:EN> ;:L>= BG?HKF:MBHG:E :G=IKH?BM ;:L>= MHIB<L PAB<A :ELH PHKD
:N=B>G<>L 0A:M L:B= :EP:RL M>LM MH ?BG= HNM PA:M LI><B?B<:EER K>LHG:I
M:@>M :N=B>G<>L

0A>K> :K> L>0O>K:E L>KOB<>L MA:M <:G A>EI B=>GMB?R |LI:F MKB@@>KL" $>k
MA:M IKHOB=> ?>>=;:<D MH HIMBFBS> RHNK >F:BEL ?HK BFIKHO>= =>EBO>K:;}

0:<MB<LO>K:@> .>LNEML ;R )>LIR®> 0



https://www.getresponse.com/resources/reports/email-marketing-benchmarks#tactics

192 Generating Customer Demand and Nurturing Leads & Prospects

d Mail-T ester

IO>KR MBF> LHF>HG> OBLBMIME-OMA>R EE L>> : MK>>AHNL> PBMA
‘NMH @>G>K:M>= >F:BE :==K>LL EBLM>= HG BM MA:M <A:G@>L >O>KF
OBLBM MA> LBM> /BFIER L>G= RHNK >F:BE MH MA> :==K>LL EBLM>=

] A><D 5HNK /<HK3:BE 0>LM>K PBEE @BO> RHN : ?K>> >F:BE =>EBO>K
L<HK> ::L>= HG MA> >F:BE MA:M P:L L>GM MH MA> NGBJN> >F:BE :==K
NL>KL <:G :<<>LL MA> K>|HKM ?HK L>0O>G =:RL ,:B=LN;L<KB:>KL @>M
>F:BE M>LML :G= K>IHKML MA:M E:LM ?HK =:RL

e Landing Pages
?M>K =>O>EHIBG@ MA> <HGM>GM ?HK RHNK >F:BE F>LL:@>L F:D> LNK> MA:
L>GMBF>GM BF:@=KHEL MH :<MBHG :K> <HGLBLMaGihBREfeGR
K>E:M>= MH MAHL> HRBEGM MA> F>LL:@BG@ MH ;> MA> L:F> :G= MH =>EBO>
PA:M RHN =BL<NLL>= BG MA> >F:BE

Schedule & Automate

10>G MAHN@A MA>K> :K> GNF>KHNL :KMB<E>L MA:M PBEE LN@@>LM MA> ;>LM MBF>
;>LM MBF> MH L>G= RHNK >F: BB EHE3< HGRidNKaudience OABGD :;HNM

PA>G RHNK :N=B>G<> BL FHLM EBD>ER MH <A><D MA>BK BG;HQ>L :G= PA>G PBEE M/
K>:= RHNK <HGM>GM "HK >Q:FIE> @2RHNNB8M3<> BL NGBO>KLBMR LMN=>GML RHN F
MH L>G= RHNK >F:BEL BG MA> E:M> >0>GBG@ :?M>K MA>R A:O> ?BGBLA>= MA>BK <E
>F:BE BG MA> FB==E> H? MA> =:R F:R GHM ;> L>>G B? MA>R :K> :NLR PHKDBG@ HK :M
+IMBF:E MBFBG@ BL LHF>MABG®@ RHN <:G >:LBER M>LM %M BL K><HFF>G=>= MA:M |
‘M =B2K>GM MBF>L :G2HG-EBP=:RL MH L>> PAB<A <HF;BG:MBHGL K>LNEM BG MA> AE
LN;L<KB;>K >G@:@>F>GM :G= <HGO>KLBHGL +GER MAKHN@A RHNK HPG IKBF:KR K>
MKNER NG=>KLM:G= MA> ;>LM MBF>L MH L>G= HKM MFEBERAGH-RHNK M:K

"HK MKB@ @>K>= >F:BEL L<A>=NEBG@ PBEE NLN:EER ;> MB>= MH LI><B?B< >O>GML
>A:OBHNKL %G MA>L> <:L.>L RHN PBEE P:GM MH NL> :G :NMHF:M>= >F:BE LRLM>F M/
=>M>KFBG> :G= IKH@K:F : LI><B?B< L>JN>G<> :G= MBFBG@ H? >F:BEL B> PA>G >:<A
> L>GM :G=:;:L.>= HG PAB<A MKB@ @>KL %G MABL :KMB<E> >HWHEWE> NMHF:MBHG C
‘NMAHKL K>0B>P L>0O>K:E !/,L MA:M PHKD I:KMB<NE:KER P>EE ?HK :=0:G<>= :NMHF:M
>F:BE <:FI:B@GI0A>BK LAHKMEBLM BG<EN=>L

e Sendinblue
e Mailchimp
e Mailjet
e Drip
e ConvertKit
e Infusionsoft
):BE 0>LM>K
>LM !F:BE ):KD>MBG@ NMHF:MNBEG/8G=BG;EN> OL KBI OL HGO>KM'BM OL ):BE<ABFI OL ):BEC>M OL %G?NLBHGLH?M
[>G=BG:EN>
):BE<ABFI
):BEC>M

KBI

HGO>KM'BM


https://www.mail-tester.com/
https://www.codeinwp.com/blog/best-email-marketing-automation-tools/
https://www.sendinblue.com/
https://mailchimp.com/en-ca/
https://www.mailjet.com/
https://www.drip.com/
https://convertkit.com/
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Test, Measue, and Iterate

OH HIMBFBS> RHNK >F:BE :<MBOBMB>L BM BL <KBMB<:E MH M>LM K>OB>P RHNK K>l
MAHN@A >F:BE F:KD>MBG@ <:G A:O>: AB@QA .+% BM BL LMBEE G><>LL:KR MH K>0OB>
NG=>KLM:G= PA:M BL PHKDBG@ :G= PAM BHEHM-G=BG@ MBF>L LN;C><M EBG>L <:E
'<MBHG :G=<HGM>GM 3ABE> MA>K> :K> F:GR >F:BE F:KD>MBG@ K><HFF>G=:MBHGL
HG RHNK@#K :N=B>G<> LI><B?B< >F:BE <HGM>GNoCOABCENQMKRAMBEE =BO>
BGMWB testing :G=>F:BE F.KD>MBG@ BL HG> :K>: PA>K>RHN <:G :IIER M>LMBG@ M>
JNBM>*>2MBO>ER

>R 0:D>:P:RL

%G<HKIHK:M> RHNK >F:BE F:KD>MBG@ LMK:M>@R BGMH RHNK HO>K:K<ABGI@MHGN =(EAGHD>B SV INKBGE2@ R
LMK:M>@B>L

W IF:BE F:KD>MBG@ A:L MA> AB@A>LM IHM>GMB:E K>:<A :G=.+% H? :EE =B@BM:E F:KD>MBG@ <A:GG3EL

W OH :G:ERS> RHNK >F:BE F:KD>MBG @ :<MBOBMB>L:GE<NH:K> MASOBHEEHPBG@ K:M>L K>E:MBO> MH BG=NLMKR
;>G<AF:KDL :G= K>LNEML ?KHF RHNK IK>OBHNL >F:BE <:FI:B@GL :<MBOBMB>L

e >EBO>KR HK;HNG<> K:M>

e +I>G K:M>

e EB<D MAKHN@A K:M>

e EB<D MH HI>G K:M>

e HGO>KLBHG K:M>

e HGO>KLBHG MH HI>G K:M>

e 1GLN;L<KB;> K:M>

e /lF

W 0A>K> :K> L>0>G D>R LM>IL MH EING<ABG@ : LN<<>LL?NE >F:BE <:FI:.B@G

>?BG> RHNKGMM :N=B>G<> :G= @H:EL H;C><MBO>L

/>E><M :G >F:BE L>KOB<> IKHOB=>K !/,

NBE=: M@&>M >F:BE EBLM

>M>KFBG> MA> MRI> H? >F:BE [ MKB@ @>K>= HK BG?HKF:MBHG:E >F:BE

K>:M> :G==>LB@G MA> >F:BE <HGM>GM

/<A>=NE> :G= :NMHF:M> MA> L>G=BG@ H? >F:BEL

0>LM F>LNK> :G= BM>K:M> MH HIMBFBS> RHNK >F:BE F:KD>MBG@ K>LNEML :G= .+%

W 1L> RHN#Gstomer persona@BGM>K>LML FHMBO:MBHGL @H:EL <A:EE>G@>L I:BG IHBGML >M< MH =KBO> RHNK H
<NK:M>= >F:BE <HGM>GM MHIB<L .>F>F;>K MA> BRtHiskéGddhteiit> H?

W K:?M <HFI>EEBG@ LN;C><M EBG>L :G= >F:BE <td@ktdbiliéttc RFNK>K MH NL> RitB}words and key
phrasesBG RHNK >F:BE <HGM>GM :L P>EE

%G?NLBHGLH?M


https://keap.com/
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IF:BE ):KD>MBG@ [ ==BMBHG:E .>LHNK<>L

>EHP :K> L>0>K:E :KMB<E>L :G=:G BG=NLMKR <>KMB?B<:MBHG MA:M IKHOB=> FHK> =>M:BEL :G= MBIL :;HNM pF:BE F:KD>N\

W _IFE:BE ):KD>MBG@ />KOB<>L ?HK /F:EE NERBMAL3EH@L :G= > HFF>K<XifBMfdatues & pricing plans)
W __ 0 HI!F:BE /N;C><M (BG>L H?

W 0A> 1EMBF:M> (BLM H? 'F)RE /KB@ @+K3L

W _'F:BE >EBO>K:;BEBBIR ®HK

wW IF:BE'Q:FIE>L 0 >FIE:M>L

W !IF:BE ):KD>MBG@ >G<AF:KDL

W $N;:LIHM !F:BE ):KD>MBG@ HNKL>(B'Krs>)

1216. AA?6/BA6<;@
WI!F:BE F:.KD>MBG@ KHE> BG E>:= @>G>K:MBHEACERHKORLHG BL EB<>GL>= NG=>K
5 EB<>G<>

W!F:BE F:KD>MBG@ K>LNEML ?KHF HGM>GM ):KD>MBRGH%GIRES MK NRE HRANBER
EB<>GL>= NG=K : EB<>G<>

W!F:BE @QEH;:E :N=B>G<> ;R .H<A>EE> #K:RLHG BL EB<>G|>E B!
W .>MNKG OL BGO>LMF>GM ;R .H<A>EE> #K:RLHG BL EB<>GB<>N&=>K :
W O>K:@> !F:BE LM:MBLMB<L :G:=: ;R .H<A>EE> #K:RLHG BL EB§>GEB=NG=>K :

W/M>IL ?HK : LN<<>LL?NE >F:BE F:KD>MBG@ <:FI:B@G ;R .H<A>EE> #K:RLHG BL EB<>GL:
5 EB<>G<>

W GMB LI:F E>@BLE:MBHG <HFI:KBLHG [#,. /( */,);R .H<A>EE>#K:RLHG BL
EB<>GL>= NG=K : EB<>G<>



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
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/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/

' 9FG6:4 ;1 #=A6:6G6:4 - <B? 646A.9!1.?782A6:4
$27?3<?:.:02

HG@K:MNE:MBHGL RHN A:0> <HO>K>= MA> ?BKLM MPH H? MAK>> <HK> L><MBHGL

% "NG=:F>GM:EL BG B@BM:E ):KD>MBG@
%YH#H>G>K:MBG@ NLMHF>K >F:G=:G=*NKMNKBG@ (>:=L ,KHLI><ML
%% % :ERSBGEMNK B@BM:E ):KD>MBG@ ,>K?HKF:G<>

%G MABL ?BG:E L><MBHG P> PBEE ?H<NL HG :G:ERSBG@ :G= HIMBFBSBG@ RHNK =B@BM:E |
HNM<HF>H 6<HFIEBLA MABL P> PBEE <HO>K

WMA> ?NG=:F>GM:EL H? M>LMBG@

W=B@BM:E F:KD>MBG@ :MMKB;NMBHG FH=>EL
W<HGO>KLBHG K:M> HIMBFBS:MBHG :G=

W<HFFHG =B@BM:E F:KD>MBG@ :G:ERMB<L :G= <:E<NE:MBHGL

1216. AA?6/BA6<;@

W B@BM:E F:.KD>MBG@ M>QM;HHD LMKN<MNK> ;R .H<A>EE> #K:RLHG BL EB<>GL>= NG
EB<>G<>
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( 2@A6:4

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W DescribePA:M  M>LMBG@ BL :G= AHP MH NL> BM

W List L>O>K:E <HFFHG :K>L MH M>LM

W Explain MA> K>JNBK>= LM>IL MH <HG=N<M :G= M>LM

W NamelL>0O>K:E HGEBG> MHHEL MA:M LNIIHKM  M>LMBG@

. . 22%

CONVERSION

Variation A

 Crr—

- < 52%

CONVERSION

Variation B

%G BML LBFIE>LM/BHESting :ELH DGHPG L LIEBM M>LMBG@ BL MA> IKH<>LL H? <HFI:KBG@ M
O:KB:MBHGL H? : F.KD>MBG@ LL>M > @ :P>l.@>>E>F>GM <:EE MH :<MBHG E:G=BG@ |:@>
NLN:EER ;R M>LMBG@ NL>KL® KHXB4GN>IOUKR:GM :G= <HG<EN=BG@ PAB<A H? MA> MPH O:K
BL FHK>22xMBO> L>> ?B@NK> ;;HO>

+5 F-<B'5<B91 ( 2@A<B?!.78 2A6;4 OAG6CH6A62@

):GR F:KD>MBG@ =>I:KMF>GML K>ER HG M>LMBG@ ;><:NL> BM Bt<iMBOB PNRaidHILM >?

197
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your approach to customers3ABE> =:M: :G= MK>G= :G:ERL>L :K> BFIHKM:GM >E>F>GML BG =>LB(@
>G@:@BG@ P> l:@>L M>LMBG@ IKHOB=>L IK:<MB<:E M:G@B;E>>0B=>G<> H? RHNK FHLM
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>LNE
M>LMBGEMA :G:ERMB<L RHN <:G >:LBER FHGBMHK D>R F>MKB<L BG<EN=BG@

WAHP F:GR I>HIE> P>K> >QIHL>= MH >:<A O>KLBHG
WAHP EHG@ MA>R BGM>K:<M>= :G=>G@:@>= :G= FHLM BFIHKM:GMER
WPA:M I>K<>GM:@> <HFIE>M>= MA> <:FI.B@G @H:E :G= <HGO>KM>=

G M>LMM:D>L:LB@GB?B<:GM :FHNGM H? @N>LLPHKD HNM H? F:KD>MBG@ "HK >Q:FIE> E
G>P F:KD>MBG@ :lIIKH:<A MA:M <HNE= BFIKHO> RHNK*HMH:GR> 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>LNEI
PBMA RHNK G>P IE:G %? MA> HKB@BG:E M><AGBJN>RINBEG = KEGHKFEN>MMBMA RHNK K>@NE
KHNMBG> :G= MABGEXHGMB2?KD>MBG@ :IIKH:<A>L BG MA> ?NMNKt> " INBBE M>ER. RHN

F:D> =><BLBHGL ;:.L>= HG =:M: OABL P:R RHN DGHP PA>G : :KMB<NE:K F:KD>MBG@ M:<MB< HK
PHKDBG @ FHK> BFIHKM:GMER HG> BL ?:BEBG@

/IBG<> >O>KRHIKBS:MBHG?BK=BNM MHEGLNF> MA:M PA:M PHKD>= ?HK HMA>KL PBEE :NMHF:MB<
?HK RHN 3A>G RHN M>LM RHNK F:KD>MBG@ :<MBOBMB>L :G= <HGN>&M:MB=KBFEGBRLPBN
BL NL>?NE ;><:NL> LHF>MBF>L : LF.EE <A:G@> <:G PESGBE@BBMA> 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 ?MSAGMGS AHP FB@AM
B=>:L

<< 22.@ A< ( 20A

3ABE> GHM >QA:NLMBO> MA> ?HEEHPBG@ EBLM IK>L>GML L>0O>K:E <HFFHG D>R :K>:L PA>K

WHeadlines and subheadings
3A>MA>K BM BL MA> [MBME>L" HG : P>;l:@> A>:=EBG>L ?HK: IB><> H? <HGM>GM HK|
RHNK >F:BE RHN F:R P:GM MH >QI>KBF>GM PBMA MA>L> MH L>> B? LPEE&A XS @>L F.
BG >G@:@>F>GM K:M>L

W Copy
HIR BL LBFIER MA> M>QM MA:M RHN A:0> PKBMM>G BG RHNK F:KD>MBG@ F:M>KB:EL
BG<EN=> MA> PHK=L :G= M>QM BML>E? <HIR <:G :ELH BG<EN=> MA> EH<:MBHG H? R}
MPH HIMBHGL :G= L>>BG@ PAB<A O>KLBHG BL FHK>>G@:@BG@ :G= HK <HGO>KML |
:G :K>: MH >QIEHK>

WForm design
3A>G RHN EHHD :M RHNK ?HKFL :G= MA> ?B>E=L MH ;> ?BEE>= HNM MABGD :;HNM MA
:G= MA> BG?HKF:MBHG K>JN>LM>= MH L>> PA:M IHM>GMB:E E>:=L LN;FBM :G= PA>G <
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=KHI LB@GB?B<:GMER

W _Calls to action (CTA)
L F:KD>M>KL A:OBG@ <HFI>EEBG@ <:EEL MBL<BNMB<(E MH @>MMBG@ E>:=L MH <|
0>LMBG@ : O:KB>MR H? HIMBHGL IKHOB=>L =:M: HG PAB<A PHK=L =>EBOQ&K MA> ;>LM
:KMB<E> >QIE:BE@B @@ can test CRAs using Hubspot

WImages
(BD> OL RHN <:G M>LI#BTGM BF:@>L :G= BF:@> MRI>L "HK >Q:PHK> GMRAEBMHL
MH L>> PAB<A HG> L <:IMNK> RHNK BG>K=M RHKFEQ@AM >0>G >QIEHSGNB?
MRI>L H? BF.@>K&R IAHMHL B<HGL <EBI:KM >M<

W Colours
G= ?BG:EERF>MBF>L <HEHNK <:G A:O> :G BFl:<M BG AHIVRNNBIGEL> ;>A:O>L
0>LMBG@ <HGMK:LMBG@ <HEHNKL :KB@AM>K <HEHNKL >M< <:G H?M>G IKHOB=> E
<:M<A>L RHNE MK N=BIAGEHV>GMBHG :G= PA:M MA>R IK>?>K

"HK FHK> M>LMBG@ B=>1I :B>KMB<d>>A/B Testing Examples to Get ¥u More
Conversions



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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<D A< <;1BOA.; ( 20A

*HP MA:M RHN DGHP PA:M :G  M>LM BL :G= L>0>K:E IHM>GMB IE=RE{NVIH AR MHE=NG=N<M
‘G M>LM %? RHN'K> K>:=R MH ;>@BG M:DBG@ :=O0:GM:@>H? M>LMBG@ MH ?BG= MA> ;>L
:<MBOBMB>L ?HKOREGBBMBRHG 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:0> :;;HNM R
<:G BG<EN=> ;HMA =BK><M H;L>KO:MBHGL :;HNM RHNK <NLMHF>KL :G= BG=NLMKR B(
B=>E <A:K:<M>KBLMB<L K>E:M@&>MHNRHENIIHR>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 IHLBMI
<FI:B@GL .>F>F;>K RHNK <NLMHF>K [>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 R
?HK : ;K:G=:P:K>G>LL <:FI.B@G PBEBKSEB? MA:G MAHL> ?HK : <:FI.B@G ?H<NL>= HG
F:QOBFBSBG@ L:E>L $:0BG@ : <E>:K @H:E BG FBG= F:D>L BM >.LB>K MH DGHP PAB<A
?H<NL HG>PBEE IKHOB=> FHK> >Q:FIE>L :G= =>NDBiEha| B&MAtNg Analytics

<A:IM>K

Create a theory

+G<> RHN A:0> RHIGM:KN=B>G<> =>?BG>= :G=: @H:E BG FBG= RHN <:G <K>:M> : F:KI
MA>HKRBL BL H?M>G <:EE>= RHNK JARIHMA>LBL" >M*HIRBGBPA ;M BF#&MBO>
F>MAH= ?HK RH@KM:Kl=B>G<> MH :<AB>0> MA> @H:E RHN :K> L>>DBG@ OABL MA>H]
?K:F>PHKD ?HK RHMK=BM M>LMBG@ HIMBHGL "HK >Q:FIE> RHNK ARIHMA>LBL FB@.
<HEHNK H? MARNIMHG?2<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?HKP>KMSIMML PBMA F:
O:KB:GML BM BL NLN:EER ;>LM MH EBFBM >:<A KHNG= H? M>LMBG@ MH MPH HK MAK
RHN MH JNB<DER’BBBHONWPBAKGNF;>KL HK OHENF> ?HK >:<A HIMBHG LH RHN <:G <HFI:
MA>F %M :ELH F:D>L BM >:LB>K MHIBtGEMBGBAA> HIMBHGL MH =>M>KFBG> PAB<A N\
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>l
GH I>K?><M L:FIE> LBS> %GLM>:= MA> KB@AM LBS> =>|>G=L HG RHN{@GEKIBSNBGC@ |
: LF:EE>K L:FIE> LBS> PBEE :EEHP RHN MH :G:ERS> RHNK K>LNEML :G= :=CNLM FHK> .
EHP>K <HLM PABEMBG @R K :FIE> LBS> IKHOB=>L RHN PBMA FHK> BG?HKF:MBHG I
LNIIHKM BKK<:E> =><BLBHGL EMKBHR> :K> IKHL :G= <HGL MH >:<A :IIKH:<A /H MA>
=><BLBHG PBEE ;> ::I@=H¥XHG RHNK @H:EL H:C><MBO>L :G=E>0O>EL H? <HG?B=>G<

Analyze the results

+G<> RHN A:0> @:MA>K>= >GHN@A =:M: MH F:D> :G BG?HKF>= =><BLBHG RHN <:G ;>(
MA> =:M: @:MA>K>= ):D> GHM> H? MA> D>R F>MKB<L RHN :K> MKMBEBIGZRIM. : IKBHKBN
>GMBK>ER B@GHK> HMA>K F>MKB<L "HK >Q:FIE> B? RHN :K>KNGGBG@ : <:FI.B@G I
‘P:K>G>LL :G= =BL<HO>K MA:M HG> O>KLBHG BL @>G>K:MBG@ LB@GB?B<:GMER AB(
PABE> MABL F:R GHM F:D> BM MA> B=>:E HIMBHG ?HK MA> <NKK>GM <:FI:B@G BM LN
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BG?HKF:MBHG RHN <:G NL> MH FHG>MBS> HMA>K <:FI:B@GL 0A> PBGGBG@ HIMBHC
I>K?HKFBG@ ;>LM :G= MA:M O>KLBHG LAHNE= ;><HF> MA> ::LBL ?HK RHNK :<MBOBME
2HKP:K=

Make adjustments as needed

?M>K RHN =BL<HO>K PAB<A HIMBHG PHG MA> M>LM :=CNLM RHNK :<MBOBMB>L :L
F>MKB<L ?HK MA> PBGGBG@ O:KBJHN_KRHEK: KGMBKM MNKB>G<> MH MA:M HIMBHG ¢
BM BL LHF>PA:M NG<E>:K PAB<A HIMBHG BL <EEKHRMWMASPBGOAKLM ;R :==BG@

BG G>P HIMBHGL :G= M>LM :@:BGLM MA> E>:=BG@ O:KB:MBHG 3A>G M>LMBG@ G>P
IK>OBHNLER E>:=BG@ O:KB:MBHG M:D> K>LNEML ?KHF MA> ?BKLM M>LM BGMH :<<H
;>LM HIMBHG

Continue monitoring

10>G :?M>K FNEMBIE> KHNG=L H? M>LMBG@ RHN PBEE LMBEE G>>= MH K>@NE:KE
F:KD>MBG@ :<MBOBMB>L MH >GLNK2Z>MABR>K} KMBEBEG@ M:<MB<L PBEE <HFFHGER
IHBGML H? =BFBGBLABG@ K>MNKGL >BMA>K :L MA> <HGM>GM ;><HF>L E>LL K>E>O:
HNM H? IHM>GMB:E B=>:L ?HK : LI><B?B< <:FI:.B@G ):D>: A:;;BM H? FHGBMHKBG@ MA>
I>K?HKF:G<>>0>G :?M>K RHN A:O> ?HNG=: PBGGBG@ O:KB:GM :G= >QIHL>= MA> >G\
BM /AHNE= I>K?HKF:G<> ;>@BG MH LEBI RHN <:G >G= MA> <:FI:B@G HK K>MNKG MH /
MAKHN@A : G>P KHNG=H? M>LMBG@

"HK : INB<D LNFF:KRH? M>LMBA@ ABGNM>OB3AMBL 0>LMBG@ T :M:/<B>G<>BG
) BGNM>L

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#o0embed-1

+G> :==BMBHG:E M>KF RHN LAHNE= ;> :P:K> H? BL FNEMBDu&Ba-td4Hnly BG @M><AGBIN>

?HK M>LMBG@ : ARIHMA>LBL BG PAB<A FNEMBIE> O:KB:;E>L :K> FH=B?B>= 0A> @H:E H? FNE!
=>M>KFBG> PAB<A <HF;BG:MBHG H? O:KB:MBHGL I>K?HKFL MA> ;>LM HNM H? :EE H? MA> IHLL
L>> BF:@> ;>EHP

VS VS | VS VS

12% 36% 62% 9.5% 0.7% 2.5%

Conversion Conversion Conversion Conversion Conversion Conversion
Winner! Winner!


https://youtu.be/zFMgpxG-chM
https://youtu.be/zFMgpxG-chM
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(<<9@ 3<? QR@A6;4

*HP MA:M RHN NG=>KLM:G=PA:M M>LMBG@ BL :G= AHP MH <HG=N<M HG> MA> ?HEEHPBG(
?>P ?K>IJN>GMER NL>= MHHEL ?HK M>LMBG@
(Please note that the tools listed below afl free or offer fee trials.)

WGoogle Optimize[ #HH@E> +IMBFBS> BL : #HH@E> MHHE MA:M E>ML REAMNKMGIM :G= M:B
O:KB:MBHGL H? RHNK P>:LBM> 0A> F:BG L>EEBG@ IHBGM H? #HH@E> +IMBFBS> BL E
BGM>@K:MBHG PBMA #HH@E> G:ERMB<L :EEHPBG@ RHN MH @:BG :NMHF:MB< :<<>
BGLB@ANN PBEE :ELH :> ::E> ®BNVUMA> O:EN:;:E> L>@F>GML RHN A:O> :EK>:=R =BL<HC
NLBG@ G:ERMBRIHEM #HH@E> +IMBFBS> ?HK ?K>> :G= NI@K:=> MH #HH@E> +IMBFB
>GM>KIKBL> E>O>E P>;LBM> M>LMBG@ :G= I>KLHENBBB:MBHSH $#BSKOB>P

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#o0embed-2

WKameleoon[ :F>E>HHG BL :G :=0:G<>= HIMBFBS:MBHG |E:M?-KF: \DAKBHPR H?
?>:MNK>L 1LBG@ "F>E>HHG <:G KNG :=0:G<>= LIEBM :G= FNEMBO:KB:M> M>LML J
>:LBERHN <:G :ELH L>> D>R NL>K BGLB@AML PBMA MA>BK G:OB@:MBHGKSMHRLBL MF
NL>K L>@F>GML PBMA HO>KIBEI@& <KBM>KB: RIBFB=EVK:®BHG :E@HKBMAFL :ELH
F:D> LNK> RHNK?BKBL HIMBF:EER =BOB=>= BG HK=>K MH LAHKM>G RHNK =><BLBHG
BFIKHO> K>MNKG HG BGOMHNESERPME LM:KM>= HG "F>E>HHG ;R <K>MBG@ : ?K>> :<<
:G= NI@K:=> MH :G >GM>KIKBL> IE:G B? MA> MHHE LNBML RHNK G>>=L

One or moe interactive elements has been excludeah fihis version of the texilY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=126#o0embed-3

W Symplify (formerly SiteGainer) #RFIEB?R BL : <HFI:GR MAXH??NEE LNBM> H? <HGO>KLB
HIMBFBS:MBHG MHHEL BG<EN=BG@ M>LMBG@ FNEMBO:KB:M> M>LMBG@ I>KLHC
IHINIL :G=LNKO>RL OA>R :ELH A:O>: M>:F H? >QI>KML MH :LLBLM RHN PBMA M>LM B-
IKH@K:FFBG@ :G:ERMB<L :G=|>KLHG:EBS:MBME&LRPIEBRKE.E KB<BG@ IE:GL :K>
;:L>= HG FHGMAERBAKI'RF>GM L<A>=NE> :G=:==BMBHG:E L>KOB<>L

"HK FHK> HIMBHGL K>OB>PL :G=IKB<BG@ =>M:BEL |E>:L> </24< BNtV & Bholk & E>
MABL :KMB<E> MA>R F:.D> MA> ?HEEHPBG@ K><HFF>G=:MBHGL

WOA> >LM /HENMBHGL @4#KNKBG>LL>L

Symplify
Optimizely


https://marketingplatform.google.com/about/optimize/
https://www.kameleoon.com/en
https://symplify.com/conversion/
https://www.convertize.com/ab-testing-tools/
https://symplify.com/conversion/
https://www.optimizely.com/
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Google Optimize 360MA> BGM>@K:MBHGL :EHG> F:D> MABL : @K>:M HIMBHG

WOA> >LM 0>LMBGBL ?HK ):KD>MBE@ 0

VWO B? RHN A:O> MA> :N=@>M
Convertize
Freshmarketer

WOA> >LM 0>LMBGBL ?HK /F:EE :G= )>=BNF /BS>= NLBG>LL

Convertize
Zoho Pagesense
OmniConvert

WOA> >LM (:G=BG@ ,:@HEL

Unbounce
Clickthr oo
0A> M>LMBG@ LH?MP:K> F:KD>M BL BG : A>:EMAR IE:<> PBMA LHENMBHGL ?HK >O>KR LBS:

;NLBG>LL )HLM H? MA> HIMHBovRAist BGKEN=>: ?K>> MKB:E LHF>:LEHG@ :L =:RL LH MA>
GH K>:LHG GHM MH MKR MA>F ?HK RHNKL>E?

>R 0:D>:P:RL

W M>LMBG@ :ELH DGHPG :L LIEBM M>LMBG@ BL MA> IKH<>LL H? <HFI:KBG@ MPH O:KB:MBHGL H? :|F:KD>MBG@
PAB<A H? MA> MPH O:KB:MBHGI>BMBBK> >®>LMBG@ <:G ;> :IIEB>= MH

e 3>l:@>L

e 'E>F>GML PBMABG : P>;l:@>
e :EEL MH :<MBHG

e ((G=BG@ l:@>L

e IF:BEL

e %F:.@>L :G= FHK>

W OH <HG=N<M :G M>LM ?HEEHP MA>L> LM>IL

e #MA>K BGLB@AML

e />M RHNK @H:EL

e K>M>:MA>HKR ARIHMA>LBL
e NBE=RHNK O:KB:MBHGL

e NG M>LML

e G:ERS>MA> K>LNEML

HFLKBLHG H? MA> >LM >QMBGHHBL BG



https://marketingplatform.google.com/about/optimize/
https://vwo.com/
https://www.convertize.io/
https://www.freshworks.com/crm/features/conversion-rate-optimization/
https://www.convertize.io/
https://www.zoho.com/pagesense/
https://www.omniconvert.com/
https://unbounce.com/
http://www.clickthroo.com/
https://www.convertize.com/ab-testing-tools/#ab-testing-tools-comparison
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e ):D>:=CNLMF>GML :L G>>=>=
e HGMBGN> FHGBMHKBG@

0 >LMBG@ [ ==BMBHG:E .>LHNK<>L

>EHP :K> LHF> :KMB<E>L PBMA FHK> =>M:BEL :;HNM M>LMBG@

W $HP MH=H OLMBG@ :G= %FIKHNB>HGO>KLBHGL -NB<DER
W_>LM 0 >LMBGHBELBG

1216. AA?6/BA6<;@
W_ M>LMBG@ HO>KRBHP>LM :NMABHKKHGH-" BL EB<>GL>= NG=5K:* /
EB<>G<>

W3AIMBL O0>LMBG@ T :M:/<B>G<>BG ;BGCGMMx%B>G<> HOBL EB<>GL>= NG=>K:
IM:G=:K=HBNWN;> (B<>GL>

W)NEMBO:KB:M> MRU'MDHM BL EB<>GL>= NG5>K/ EB<>G<>
W#HH@E> +IMBEFBSAHKREHO>L :M:BL EB<>GL>= NG=>K : /M@= $B<>GL>
W3A:M BL I>KLHG:EBS:RBIHEGE>HH@®BL EB<>GL>= NG=>K : /MI@ERK> $B<>GL>



https://www.crazyegg.com/blog/ab-testing/
https://www.ventureharbour.com/best-a-b-testing-tools/
https://technofaq.org/posts/2017/03/heres-how-you-should-approach-ab-testing-for-marketing/
https://technofaq.org/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://creativecommons.org/licenses/by-nc-sa/4.0/
https://youtu.be/zFMgpxG-chM
https://www.youtube.com/@Datasciencedojo
https://devopedia.org/a-b-testing
https://creativecommons.org/licenses/by-sa/4.0/
https://www.youtube.com/watch?v=6RMpCNrc7Ds
https://www.youtube.com/@LovesData
https://www.youtube.com/watch?v=U39SZCB_i9w
https://www.youtube.com/@kameleoon17

AA?6/BA6<;

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain PA:M F:KD>MBG@ :MMKB;NMBHG BL :G= AHP MH NL> BM

W DescribeL>0>K:E F:KD>MBG@ :MMKB;NMBHG :lIKH:<A>L

W List MA> K>IJNBK>= LM>IL MH =>0O>EH]I : F:KD>MBG@ :MMKB;NMBHG FH=>E
W NamelL>0>K:E HGEBG> MHHEL MA:M IKHOB=> F:KD>MBG@ :MMKB;NMBHG

1.78 2A6;4 AA?6/BA6<;

Marketing attribution BL MA> IK:<MB<> H? >O:EN:MBG@ MA> F:KD>MBG@ MHN<A IHBGML : <NLM
HG MA>BK I:MA MH : =>LBK>= F.KD>MBG@ HNM<HF> =>LBK>= HNM<HF> BL H?M>G : INK<A:L>
BG<EN=> HMA>K HNM<HF>L :G=:<MBHGL LN<A :L : LB@GBG@ NI ?HK :G >F:BE G>PLE>MM>K L
K>L>:K<A l:I>KHHDBG@ : =>FH >M< 0A> @H:E H? :MMKB;NMBHG BL MH =>M>KFBG> PAB<A F:KI
:G=F>LL:@>L A:0> A:= MA> @K>:M>LM BFI:<M HG=><xMIBHE>KMH <HGO>KM HK M:D> MA> =>LBK
LM>l +G<> F:KD>M>KL NG=>KLM:G= PAB<A <A:GG>EL :G=F>LL:@>L :K> FHLM LN<<>LL?NE MA
MA>BRERML :G= ;N=@>ML

OH F:D> MABL <Es=KIP:ED MAKHN@A : ?B<KMBMBHNL L<>G:KBH

MMKB;NMBHG /<>G:KBH

(>ML :LLNF> MA:M : <NLMHF>K P:L >QIHL>= MH L>0O>K:E F.KD>MBG@ <:FI:B@GL :G= F:KD>MBG@ F>LL:@>L :<KHLL : O:KB>MR
<A:GG>EL LN<A':L

Social Media Purchase

%G MA> LBFIEB?B>= <NLMHF>K CHNKG>R :;;HO> P> L>> MA:M : <NLMHF>K F:=>:  INK<A:L>:?M>K L>>BG@

W : =BLIE:R :=

205



206 Analyzing and Optimizing Your Digital Marketing Performance

W :G H:GB< L>:K<A K>LNEM
W :l:B=:= :G=
W : LH<B:E F>=B: IHLM

*HP MA> JN>LMBHG <HFEewhith channel or activity do we attribute this $700 puchase +K AHP FN<A H? MA:M  =H P>
<K>=BMAMHF:KD>MBG@ :<MBOB@G HK MHN<AIHBGM

1G?HKMNG:MOBR PBMA HNK <NKK>GM =B@BM:E F:KD>MBG@ :G:ER&N=Yir&EtEdNzEL BB BIA=B2 IN>LMBHGL $HP>O>K
MA>K> :K>: 2>P <HFFHG BG=NLMKR FH=>EL :G= IK:<MB<>L MA:M F:KD>M>KL <:G NL> MH :IKHQBF:M> MA> <HGMKB;NMBHG!|
F:=> MH MA> NEMBF:M> INK<A:L>L HK <HGO>KLBHGL

W First or last touch attribution

W Even (linear) attribution

W Time decay attribution

W Starter / Player / Closer / OUO attribution

W Custom attribution

(>ML M:D> : <EHL>K EHHD :M >:<A HZ-MAGIM MBAKB;NMBHG :1IKH:<A>L

67@A <? .@MO5 <? ;A220A6<; AA?6/BA6<;

Paid Search Socu:l Media Purchase
Ad = $700
(last touch)

"BKLM MHN<A :MMKB;NMBHG @ BO>Lfift MEHMN<A BIRGMN BGAMA> <NLMHEK NIANKIBOR
L<>G:KBH MABL PHNE= F>:G MA:M MA> F:KD>M>K PHNE= <K>=BM MA>BK ] BLIE:R =" <:FI:.B@G
INK<A:L> :FHNGM

Display Ad
(first touch)

/BFBE:KE#St touch attribution @BO>L ?NEE <K>=aM MHNAAHHBGM BG MA> <NLMH%KHNMNKG>R
L<>G:KBH MA:M PHNE= @BO> ]/H<B:E )>=B:* ?NEE <K>=BM ?HK MA>  INK<A:L>

0A> F:BG ;>G>?BM H? MABL FH=>E BL MA:M BM BL LBFIE> MH <:E<NE:M> :G= MK:<D OA:M L:B="
MA> ;K:G=BG@ BG?7EN>G<> B=<MEMA>HMA>K <:FI:B@GL F:R A:O> A:= BG <HGOBG<BG@ MA!
<NLMHF>K MH INK<A:L>

*HP E>MIK:<MB<>Z

H5P: First Touch 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"
first touch attribution model
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Aftribution Spot #1 Affribution Spot #2

W /H<B:E)>=B: [

W BLIER =[

W ,B= =L[

W +K@:GB< />:K<A[

Aftribution Spot #3

W BLIEIR ==

W BLIE:R =[

W +K@:GB< />:K<A[
W IF:BE [

Affribution Spot #4 Attribution Spot #5

W :B= =L[

W IF:BE [

W +K@:GB< />:K<A[
W /H<B:E)>=B: [

H5P: Last Touch 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> : I MBAMSPERMIB;

: last touch attribution model
Aftribution Spot #1 Affribution Spot #2

W /H<B:E )>=B: [

W BLIER =]

W ,B= =L[

W +K@:GB< />:K<A[

Aftribution Spot #3

W BLIER =[
W BLIER =[

W +K@:GB< />:K<A[
W IF:BE[

Affribution Spot #4 Attribution Spot #5

W ,:B= =L|

W IF:BE[

W /H<B:E )>=B: [

W +K@:GB< />:K<A[

NMBHG /IHM”

C2; 6;2.?7 AA?6/BA6<;

Display Ad
(25%)

I0>G EBG>:K :MMKB;NMBHG K><H@GBS>L MA:M >:<A MHN<AIHBGM IEIRK<AKIM BG MA> <NLM

=><BLBHG :G= MA>K>?HK> =BLMKB;NM>L MA>
F:KD>MBG@ :<MBOBMR <:FI:B@G PHNE= ;> <K>=BM>= PBMA

Paid Search Social Media Purchase
Ad (25%) Post (25%) $700

>JN:EER :<KHLL :EE MA> MHN<¢detBGML /H |
a [@RRBE=xR>K+EHK

I:B=:= :G=LH<B:E F>=B: +G<>:@:BG MA> F:BG ;>G>?BM H? MABL FH=>E BL MA:M BM BL LBFIE
$HP>O>RA>G P> MABGD :;HNM HNK HPG INK<A:LBG@ A:;BML P> DGHP MA:M >:<A F:KD>MBG(
GHM <:KKR MA> L:F> P>B@QAM "HK >Q:FIE> FHK> K><>GM F:KD>MBG@ F>LL:@>L :G= <:FI:B@C
MA> INK<A:L> =:M> F:R A:O> FHK> BG?EN>G<> BG <HGO>KNBE@A MABSILMHMHKMA> G>QM

‘MMKB;NMBHG FH=>E

+G<>:@:BG EXMB@G : EBG>:K :MMKB;NMBHG FH=>E MH MA> ?HEEHPBG@ L<>G:KBH
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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> : INMH MBMSPEMIB;NMBHG /IHM”
. linear attribution model

Aftribution Spot #1 Affribution Spot #2 Aftribution Spot #3 Affribufion Spot #4 Attribution Spot #5
W /H<B:E )>=B: [ W BLIERR =[ W ;;B= =L[
W BLIERR =[ W BLIERR =[ W IF:BE [
W ,;B= =L[ W +K@:GB< />:K<A [ W +K@:GB< />:K<A [
W +K@:GB< />:K<A [ W IF:BE [ W /H<B:E )>=B: [

(6:2 20. F AA?6/BA6<;

Display Ad ‘gg?,::: Paid Search Social Media Purchase
)
(10%) Result (20%) Ad (30%) Post (40%) $700

0BF> =><:R :MMKB;NMBHG @BO>L MA> EHP>LM [>K<>GM H? <K>=BM MH MA> ?BKLM MHN<A P
RHN FHO> MHP:K=L MA> E:LM MHN<A "HK >Q:FIE> BG MA> BF:@> :;HO> MA> F:KD>M>K A:L =>

=BLIE:R :=L PBMA H? MA> INK<A:L> :FHNGM@:GBKL>:K<A PBMA I:B=:=L PBMA

:G= LH<B:E F>=B: PBMA ,E>:L> GHM> MA:M MA>L> [>K<>GM:@>L :K> HGER >Q:FIE>L
GHMA>K F:KD>M>HifB£eentHI®:GBS:MBHG F:R <AHHL> MH LIEBM NI MA>BK INKXAKESWMERGML =
>@ OABL LBFIER F>:GL MA:M MA> MBF> =><:R FH=>E RHN NL> PBMABG RHNK

HIQ:GBS:MBHG <:G ;> <NLMHFBS>= MH ;>LM :[IKHQBF:M> PA:MRIuA AN GBEEKREBVMKG>RL

(>ML @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”
: time decayattribution model

W /H<B:E )>=B: [ W BLIERR =[ W ;B= =L[
W BLIERR =[ W BLIERR =[ W IF:BE [
W ,;B= =L[ W +K@:GB< />:K<A [ W +K@:GB< />:K<A [

W +K@:GB< />K<A | W IF:BE W /H<B:E )>=B: [
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'‘A?A2?7 $9R2? 9<@2? $@6A6<;/.@21 1)J AA?6/BAG<;

Display Ad Social Media Purchase
(30%) Post (50%) $700

0A> ?BG:E FH=>E LLB@@BLEBRPI>K<>GM:@>L =>I>G=BG@ HG PA>K> MA> MHN<AIHBGM BL BG |
CHNKGBAR>starter (initiating) touch K><>BO>L : L>M I>K<>GM H? <K>=BM ?HK MA> <HGXBtKLBHG
BL K>E:MBO>ER AB@A LBG<> MA> BGBMB:MBG@ MHN<A F:D>L MA> <NLMBERBGE:KAsE? RHNK
HMA>K PHK=L PBMAHNM MABL LM:KM>K MHN<A MA>K> PHNE= GittiderQa&); touidk&iAiL > 0A>
K><>BO>L : L>M I>K<>GM:@> H? <K>=BM ?HK MA> <HGO>KLBHG G= :@:BG MABL I>K<>GM:@
;><:NL> BM BL MA> ?BG:E [MKB@ @>K" MA:M @HM MAP lapibiEhiE it MKKAY MHN<A>L BG
MA> FB==E> H? MA> <NLMHF>ECHNKB>R>BO> : I>K<>GM:@> H? MA> K>F:BGBG@ <K>=BM ?H}
<HGO>KLB¥BE> |IE:R>K MHN<A>L A:0> GHM BGBMB:M>= MA> :<MBHG MA>R =H <HGMKB;NM>
;K:G=:EBO> BG MA> FBG= H? MA> <NLMHF>K :G= LAHNE= MA>K>?HK> K><>BO> LHF> <K>=BM"

%G HNK L<>G:KBH :;;HO> =BLIE:R := :G= LH<B:E F>=B: @>M <K>=BM ?HK : MHM:E H? H? MA> I
:G= MA> K>F:BGBG@ MPH <:FI.B@GL @>M >:<A /HF>MBF>L MABL FH=>BBDK>?>KK>= MH :L
attribution ;><:NL> MA> LM:KM>K :G= <EHL>K MHN<AIHBGML K><>BO> AB@A>K I>K<>GM:@>L M
MHN<AIHBGML BG MA> FB==E> /H MA> I>K<>GM:@> :FHNGML EHHD : ;BM EBD> : |]1" +G<> :@!|
I>K<>GM:@>L :K> CNLM >Q:FIE>L L : RHD>MSK><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
<KBMB<:E BL MH ;> <HGLBLM>GM :G= NL> MA> L:F> FH=>E ?HK :EE <HGO>KLBHGL PBMABG RF
OABL F>:GL NLBG@ MA> L:F> FH=>E ?HK :EE RHNK F:KD>MBG@ :MMKB;NMBHG <:E<NE:MBHGL
FH=>E F:R GHM ;> :<<NK:M> :EE F:KD>MBG@ :<MBOBMB>L PBEE ;> X&=ERAWS&= LBFBE:KER
FH=>E BL :IIEB>= <HGLBLIRHGMEREMBF:M>ER <HFI:K> :G= :G:ERSMB>GLL H? RHNK
F:KD>MBG@ <:FI:.B@GL :G=:<MBOBMB>L :@:BGLM >:<A HMA>K

(>ML IK:<MB<> MABL HG<> :@:BG

H5P: Starter / Player / Closer / Position-based / OUO Marketing Attribution Model
<NLMHF>K A:L F:=>: INK<A:L> ?HK

K:@ MA> IKHI>K :FHNGML ?KHF MA> O:KBHNL F:KD>MBG@ <ArSilecEdstafet? plad/btAxloser / position-based /
OUO attribution model

W /H<B:E )>=B: [ W BLIERR =[ W ,;B= =L|[
W BLIERR =] W BLIERR =] W IF:BE [
W ;;B= =L [ W +K@:GB< />:K<A [ W +K@:GB< />K<A[

W +K@:GB< />:K<A[ W IF:BE[ W /H<B:E )>=B: [
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B@A<: AA?6/BAG<;

>|1>G=BG@ HG RHREHS:MBHG RHN F:R P:GM MH <HGLB=>K <K>:MBG@ : [<NLMHF :MMKB;NMI
FH=>E F.R ;> : AR;KB= H? MA> IK>OBHNLER F>GMBHG>= FH=>EL HK BM F:R ;> : FH=>E MA:M RH
L<K:M<A ,E>:L> GHM> MA:M ;NBE=BG@ : F:KD>MBG@ :MMKB;NMBHG FH=>E ?KHF L<K:M<A K>]
‘FHNGM H? K>LHNK<>L :G= MBF> /H RHN P:GM MH F:D> LNK> MA:M BM PBEE ;> PHKMA RHNK

SHN LAHNE= ;NBE=: <NLMHF :MMKB;NMBHG FH=>E B? RHN

W$:0>: E:k@> F:KD>MBG@ M>:F :G= :<<>LL MH FHK> K>LHNK<>L

W1L> FNEMBIE> HGEBGZ2EBGHR:KD>MBG@ <A:GG>EL

W,K>OBHNLER MKB>= HG> HK FHK> LM:G=:K= F:KD>MBG@ :MMKB;NMBHG FH=>EL PBM/

W#*>>= MH IKHOB=> LM:D>AHE=>KL PBMA : FHK> <HFIK>A>GLBO> HK =>M:BE>= K>|HKM
%? RHN :K> BGM>K>LM>= BG =>EOBG@ =>>I>K BGMH :MMKB;NMBHG FH#iElbulisK> BL : FBGI

Modeling B An In-Depth Guide MA:M <HO>KL F:GR FHK> =>M:BEL :;HNM :MMKB;NMBHG FH=>EEBC
<:G ;><HF> :G :MMKB;NMBH®EF.UBK>H <HO>KL

W ":.<>;HHD :=L :MMKB;NMBHG FH=>EBG@ W MMKB;NMBHG FH=>EBG@ @HH@E> :G:ERMB<L
W#HH@E> ;=L :MMKB;NMBHG FH=>EBG@ W MMKB;NMBHG FH=>E ?HK #HH@E> =L

W ):KD>MBG@ :MMKB;NMBHG FH=>EBG@ W )NEMB MHN<A :MMKB;NMBHG FH=>EEBG@ :G= FHK>
W :M: =KBO>G :MMKB;NMBHG FH=>E

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=134#o0embed-1

<D A< B691.; AA?6/BA6<; <129

*HP MA:M RHN DGHP PA:M :MMKB;NMBHG FH=>E HIMBHGL :K> :0:BE:;E> MH RHN $HP =H RHN
RHNK@KGBS:MBHG $>K>:K> LM>IL MA:M PBEE A>ElI RHN B=>GMB?R :G==>0>EHI :G :[IKHIKB:|
FH=>E


https://youtu.be/Cr8UQXIcQ50
https://youtu.be/Cr8UQXIcQ50
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Conduct a Marketing Audit

¢ Review all marketing channels and touchpoints

Set Clear Goals

e Establish clear marketing goals and targets

Map Your Customer Journey

* Document the channels you will monitor

Score Your Leads and Prospects

 |dentify which leads are more likely to convert

Invest in the Right Attribution Tools

¢ CRM systems help automate your analyses

Conduct a Marketing Channel / Touchpoint Audit

L =BL<NLL>= BGcBemer journey chapter <NLMHF>K CHNKG>RL LAHNE= =H<NF>GM :EE
F:KD>MBG@ <A:GG>EL :G= MHN<AIHBGML RHNK IHM>GMB:E :G=>QBLMBG@ <NLMHF:
>K?HKFBG@ : ?HKF:E :N=BM PA>K> RHN EBLM :G= B=>GMB?R :EE MA> IHM>GMB:E Mt
MH RHNK LI><B?B< IKH=N<M HK L>KOB<> BL :G BFIHKMtS A R\NP3WBKa - H BN LS
PBMA :G >Ql:G=>= M>:F OB: : ;KiIBGLMHKFBG@ L>LLBHG MH >GLNK> RHN @>M : O:KB>|
:G=B=>.L G= RHN LAHNE=:ELH GHM> MA:M MAR>K>GNR<NEBPMF>K CHNKG>RL ?HK
=B?2>K>GM IKH=N<ML HK L>KOB<>L PBMABEBEMBHEG> HKF:D> LNK> MA> <NLMHF>K
CHNKG>R RHN :K> K>0B>PBG@ :IIEB>L MH MA> IKH=N<ML HK L>KOB<>L RHN P:GM M}

Set Clear Goals

+G> H? MA> K>:LHGL MH <K>:M> :MMKB;NMBHG FH=>EL BL MH 28KNK>RHNK F:KD>ME
=>EBO>KBG@ MA> K>LNEML G>%x:BR:MBNR/BKNM <E>:K @H: ) >ME B BL
=B?B<NEM MH :LL>LL AHP P>EE RHNKPRKREM8GHBGC@ /H BM BL <KBMB<:E MH L>M L
@H:EL :G=>QI><M:MBHGL ?HK MA> F:KD>MBG@ M>:F

Map Your Customer Journey

%G F:1IBG@ RHNK <NLMHF>KREHNNKGAR> PAB<A <A:GG>EL :G=<:FI.B@GL RHN PBEE ;:
FHGBMHKBG@ G= PA>G RHN :G:ERS> MA> <NIRHWN-BREEHNKG>RIH :LL>LL PAB<A
MHN<AIHBGML A:O> FHK> BFIl:<M :G= LAHNE= ;> P> B@AM>= :<<HK=BG@ER

Score Your Leads and Piospects
(>:= L<HKBG@ PBEE A>EI RHN B=>GMB?R PAB<A E>:=L :K> FHK> EBD>ER MH <HGO>KI
HG>L F.:R G>>=:==BMBHG:E <HGOBG<BG@ :G= F>LL:@BG@ MH <HGO>KM

Invest in the Right Attribution T ools
OK:<DBG@ :G= FHGBMHKBG@ MA> BG?HKF:MBHG ?HK >0O>KR MHN<AIHBGM F:GN:EEF
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M>=BHNL :G= M:QBG@ G= NG?BNMAMEBDHER MH BGMKH=N<> FBLM:D>L 1LBG@ : BC
LM:G=:K= <NLMHF>K K>E:MBHGLABI F:G:@>F>GM .) LRLM>FL F:D>L BM >:LB>K MH Ml
‘:NMHF:M> RHNK :MMKB;NMBHG FH=>E :G:ERL>L %M :ELH :EEHPL RHN MH <HEE><M =:
:=O>KMBLBG@ :G= F:KD>MBG@ <:FI:B@G G>MPHKDL MAKHN@AHNM RHNK <NLMHF>!
<K>:M> =LA;H:K=L :G= K>IHKML H? :EE >LL>GMB:E I>K?HKF:.G<> F>MKB<L

1.78 2A6;4 AA?6/BAG6<<E9@

2;2KA@ <3 1.782A6;4 AA?6/BAG<<LI@

%7? RHN :K> MK:<DBG@ RHNK <HGO>KLBHGL NLBG@ #HH@E> G:ERMB<L MA> ?HEEHPBG@ N
LHF> D>R :=0:GM:@>L MH :NMHF:M>= F:KD>MBG@ :MMKB;NMBHG LHENMBHGL >EHP :K> <H|

WBetter understand what is working and what is not
):KD>MBG@ :MMKB;NMBHG MHHEL <:G A>El RHN JNB<DER K><H@GBS> RHNK FHLM K
F:KD>MBG@ <A:GG>EL 3A>G >O:EN:MBG@ RHNK LI>G=BG@ ;N=@>ML RHN PBEE ;> :;
FHK> K>LHNK<>L BGMH MAHL> G>MPHKDL MA:M A:0> MA> FHLM BG?EN>G<> :G= =><k
MAHL> MA:M :K> GHM =>EBO>KBG@ K>LNEML

WDiscover the number of touches your leads need betoconverting
%7? RHN CNLM K>E>:L>=: G>P := <FI:.B@G HK K>E>:L>=: ;K:G= G>P IB><> H? <HGM>GM
=BL<HNK:@BG@ B? RHN =H GHM L>> <HGO>KLBHGL XID=(MBE®@®=BtMKBERIMBHG MHHE
<:G A>EI RHN IKHO> MA> .+% H? RHNK :<MBOBMB>L :M MA> ;>@BGGBG@ HK FB==E> F
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
MA> ;>LM BFIl:<M HG RHNK .+% :G=:ELH :EEH<:M> RHNK LI>G=BG@ IE:G :<<HK=BG@EF

/HF> F:KD>MBG@ :MMKB;NMBHG :lIEB<:MBHGL <:G :ELH :LLBLM PBMA BGJNBKB>L H?M>G :LD>
<EB>GML LN<A'L

W $HP =H>L F.KD>MBG@ A>EIl ;KBG@ BG <EB>GMBA:M BL FR K>MNKG HG BGO>LMF>GM HG MA> 456 IKHC
W $HP <:G P> =KBO> FHK> L:E>L PBMA HNK F:KD¥BEES@ F:KD>MBG@ :<MBOBMB>L =KBO> MA> AB@A>LN

W3AB<A <FIB@GL K> FHLM HK EskMBep» Heo > MBF>O:EN>
<HGO>KMBG@ <NLMHF>KL W 3A>K> LAHNE= P> :> BGO>LMBG@ HNK FHG>R

6@A <3 1.78A6;4 AA?6/BA6<sE9@

0A> ?HEEHPBG@ EBLM H? F:KD>MBG@ :NMMKBENWMBHIHG RKEHHEI>HPBHG HK :K> BG>QI>GLBO>

W Google Attribution Model
1L> #HH@E>=0:G<>= F:<ABG> E>:KGBG@ MH FHK> :<<NK:M>ER =BLMKB;NM> <K>=BM
MA:M E>= MH : <HGO>KLBHG OABL L>KOB<> BL :0:BE:;E> MH :EE >EB@B:E> #HH@E> ::

WGooqgle Analytics
#HH@E> G:ERMB<L PHKDL PBMA BML HPG :=O>KMBLBG@ :G=IN;EBLABG@ IKH=N<MI



https://www.google.com/analytics/attribution/onboarding?utm_source=foundationsindigitalmarketing
https://analytics.google.com/analytics/web/provision/#/provision?utm_source=foundationsindigitalmarketing
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AHP BML IKH=N<ML :K> I>K?HKFBG@

WRuler Analytics
.NE>K G:ERMBKL<EHL>= EHHI FNEMB <A:GG>E :MMKB;NMBHG MHHE MA:M A>EIL F:KD

BGLB@AM BGMH MA>BK F:KD>MBG@ .+%

WHubSpot
):KD>MBG@ :MMKB;NMBHG BL : I:KM H?) MAMSNKHMAB<A BL ?NEE H? F:GR MHHEL :G=
BGM>@K:MBHGL [ ?KHF <NLMHF>K L>KOB<> :LLBLM:G<> MH P>;LBM> ;NBE=BG@

W AppsFlyer )H;BE> IIL
IIL"ER>K ?H<NL>L HG :MMKB;NMBHG ?HK FH;BE> :ll BGLM:EEL :G= MA> F>=B: LHNK<>L
MA>F > @ QP P>EE :L NGBGLM:EE :MMKB;NMBHG <NLMHF>KL EHLM

W_Chartable ,H=<:LML
A:KM::E> IKHOB=>L IH=<:LM :G:ERMB<L :G= :MMKB;:NMBHG MHHEL MH A>EI| IN;EBLA>KI
:G=:@>G<B>L NG=>KLM:G= MA>BK LI>G=

"HK :G >0>G FHK> <HFIK>A>GLBO> EBLM |E>:L> kitbeB3ANMIKABLO Attribution
Services

>R 0:D>:P:RL

W ):KD>MBG@ :MMKB;NMBHG BL MA> IK:<MB<> H? >O:EN:MBG@ MA> F:KD>MBG@ MHN<A IHBGML : <NUMHF>K >G<H
=>LBK>= F:KD>MBG@ HNM<HF>

W 3ABE> INK<A:L>L :K> MA> FHLM <HFFHG MRI> H? : =>LBK>= HNM<HF> :ELH <:EE>= <HGO>KLBHGL MA>K> :K> F:Gl
<HGO>KLBHGL MA:M F:KD>M>KL FREFHBRMEBGC@ NI ?HK : G=APESEH-BGC@ <HGM>GM HK ;HHDBG@|: =>FH

W ):KD>MBG@ :MMKB;NMBHG BL D>R MH NG=>KLM:G=BG@ PAB<A F:KD>MBG@ <A:GG>EL :G=:<MBOBMNB>L :K> I>K?
F:GR =B2>K>GM :MMKB;NMBHG FH=>EL :G=>:<A HG> A.L :=O:GM:@>L :G= =BL:=0:GM:@>L 0A> FHLM 4HFFHG :MMK
K> MA> ?HEEHPBG@

e "BKLM HK E:LM MHN<A :MMKB;NMBHG

e !0>G EBG>:K :MMKB;NMBHG

e OBF>=><:R :MMKB;NMBHG

e /MIKM>K ,E:R>K EHL>K ]1* :MMKB;NMBHG
e NLMHF :MMKB;NMBHG

W ):KD>M>KL <:G ;NBE= MA>BK HPG :MMKB;NMBHG FH=>E NLBG@ MA> ?HEEHPBG@ LM>| IKH<>LL

HG=N<M :):KD>MBG@ A:GBN=EAMBGM N=BM
/I>M E>:K #H:EL
):15 HNK NLMHF>K &HNKG>R
/<HK> BINK (>:=L :G= ,KHLI><ML
%GO>LM BG MA> .B@AM MIMEB;NMBHG 0
W 3ABE> MA> O:KBHNL :MMKB;NMBHG FH=>EL F:R GHM ;> :<<NK:M> BGUAHEH@BMBG@ MAKMA> F:KD>MBG@

<A:GG>EL :<MBOBMB>L BM BL <KBMB<:E MA:M F:KD>M>KL ;> <HGLBLM>GM :G= NL> MA> L:F> FH=>E MH ;>MM>K"
>?><MBO>G>LL H? MA>BK F:KD>MBG@ <:FI:B@GL :G=:<MBOBMB>L :@:BGLM >:<A HMA>K

W 0A>K> :K> L>0O>K:E F:KD>MBG@ :MMKB;NMBHG MHHEL :0:BE:;E> MH A>El :NMHF:M> MA> :MMKB;NMBHG IKH<>LL :



https://www.ruleranalytics.com/?utm_source=foundationsindigitalmarketing
https://www.hubspot.com/?utm_source=foundationsindigitalmarketing
https://www.appsflyer.com/?utm_source=foundationsindigitalmarketing
https://chartable.com/?utm_source=foundationsindigitalmarketing
https://leadsrx.com/blog/35-marketing-attribution-software-companies
https://leadsrx.com/blog/35-marketing-attribution-software-companies

214 Analyzing and Optimizing Your Digital Marketing Performance

Google Attribution Model
Google Analytics

Ruler Analytics

HubSpot

AppsFlyer )H;BE> IIL
Chartable ,H=<:LML

MMKB;NMBHG [ BL<NLLBHG -N>LMBHGL ==BMBHG:E .>LHNK<>L

Discussion Questions

® ® ® d® ®d D

W #B0O>G MA> G:MNK> H? <NKK>GM :MMKB;NMBHG FH=>EL AHP FB@AM P> BFIKHO> HNK :<<NK:<R K>
<HNE= BFIKHO> HNK OBLB;BEBMR BGMH HNK <NLMHF>KL" :<MBOBMB>L

W %? P> <HNE= MK:<D <NLMHF>KL FHKAHRNE@&ERVABL BFI:<M HNK IKBO:<R G=BEHIARLEBR>MABG
PHNE= ;> HD:R PBMA

Additional Resources

W BSB:EE):KD>MBG@ MMKB:NMBHG > HHD
W _MMKB;NMBHG )H=>EL ?HK ):KD>M>KL OA> >?BGBMBO> #NB=>

MA>K> :GR N

@ RHN

1216. AA?6/BA6<;@

W):KD>MBG@ :MMKB;NMBHE& H#}xRHEE> #K:RLHG BL EB<>GL>=HNGERC>G<>
W"BKLM HK E:LM MHN<A :NRVIKBAHABHEK:RLHG BL EB<>GL>=HNGERC>G<>
W!O>G HK EBG>:K :MMKB;NMBHEE> #K:RLHG BL EB<>GL>=HNGERC>G<>

WIM:KM>K [ ,E:R>K [ EHL>K [ ]1* MMKERNMBAKEE> #K:RLHG BL EB<>GL>=HG=>K :

EB<>G<>
WOBF> =><:R :MMKB; MM BHG>EE> #K:RLHG BL EB<>GL>=HNGERKC>G<>

W _MMKB;NMBHG JH=>EBG@ [ G %G >IRIAMNBERMBLI EB<>GL>= NG=>K : /IM:G=:K=

5HNWN;> (B<>GL>
W K>:MBG@ :G :MMKB;NMBRGHRA=EE> #K:RLHG BL EB<>GL>=HNGEBC>G<>



https://www.google.com/analytics/attribution/onboarding?utm_source=foundationsindigitalmarketing
https://analytics.google.com/analytics/web/provision/#/provision?utm_source=foundationsindigitalmarketing
https://www.ruleranalytics.com/?utm_source=foundationsindigitalmarketing
https://www.hubspot.com/?utm_source=foundationsindigitalmarketing
https://www.appsflyer.com/?utm_source=foundationsindigitalmarketing
https://chartable.com/?utm_source=foundationsindigitalmarketing
https://info.bizible.com/intro-guide-b2b-marketing-attribution
https://agencyanalytics.com/blog/marketing-attribution-models
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/
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/

<, QR?7@6<; &.A2 #=A6:6G.A6<;

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W Explain MA> K>E:MBHGLABI ;>MP>>G <HGO>KLBHG K:M> HIMBFBS:MBHG .+ :G=<NLMHF>K CHNKG>RL
W DescribeMA> D>R :K>2>2MBG@ .+

7,777 6% 2019-03-20 - 2019-03-27
@ This funnel is based on a sample of your total visitors. Learn more.
Homepage Signup Step 1 Signup Step 2 Signup
SES.
7,777 841 495 465

©

DROPOFF

89.2% 6.1% 6%

(6,936)

Watch Watch Watch Watch

0 >LMBG@ BL : LN;L>M H? <HGO>KLBHG K:NondévissBiateBplnization .+ BL MA>
IK:<MB<> H? BG<K>.LBG@ MA> I>K<>GM:@> H? NL>KL PAH I>K?HKF : =>LBK>= :<MBHG >LBK>:
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 <
HIMBFBS:MBHG EHHDL :M MA> >GMBK> <NLMHF>K CHNKG>R :G= MKB>L MH B=>GMB?R :K>:L :
PA>K> HIMBFBS:MBHG <:G A:lI>G

[:FIE> /<>G:KBH

7,777 6% 2019-03-20 - 2019-03-27

@ This funnel is based on a sample of your total visitors. Learn more.

Homepage Signup Step 1 Signup Step 2 Signup

SESS

7,777 841 495 465

DROPOFF DROPOFF

89.2% 41.1% 6.1% 6%

(6,936)

Watch Watch Watch Watch

%G MA> <NLMHF>K CHNKG>R BF:@> ;;HO> MA>K> :K> MPHA LIB@GBBRB<GM SKEI/M2] MA>K>BL : =RHPAB<A
F>.GL :EFHLM H? :EE L>LLBHG :K>>G=BG@ :?M>K OBLBMBG@ MA> AHF>|:@> "KHF MAHLBMAMM KBABGBL =KHI H?

<HG<>KGBG@ LBG<> MA>K> :K> HGER L>LLBHGL E>?M ;R /M>I PAB<A K>IK>L>GML HGER H? :EE L3LLBHGL MA:I
MA> AHF>l:@>

L : F:KD>M>K ?H<NL>= HG <HGO>KLBHG K:M> HIMBFBS:MBHG MABL PHNE= BFF>=B:M>ER AB@AEB@MNL BG> G>>= MH K>=
IM>IL :G= :G= EHHD :M PA:M F:KD>MBG@ <HNE= =H MH BG<K>:L> K>M>GMBHG ?KHF /M> MAKHN@A MH /M>

O0ABL FB@AM BGOHEO> K>0OB>PBG@ MA> <:EEL MH :<MBHG HG MA> AHF>l:@> /M>l :G=BG MA>/B@GNI/M>|| /M>l HKIH
MA> F:KD>MBG@ :<MBOBMB>L :G= <:FI:B@GL MH ;>MM>K JN:EB?R MAHL> PAH :KKBO> HG MA> AHF>l:@> 0A>L> MP>:DL F:R
:==BMBHG:E M>LMBG@ $AR>@M.E H? <HGO>KLBHG K:M> HIMBFBS:MBHG BL MH F:QBFBS> MA> GNF;>K H? IHM>GMB:E E

#>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@:(

WTarget Audience
/HF>MBF>L MA> K>:LHG ?HK : E:<D H? <HGO>Kt&H& BudibAddBUAGHM MA>
JIKHIKB:M> HG> "HK >Q:FIE> B? RHN =KBO2BE+IMH RMMK P>;LBM> OB: : F.KD>MBG@
<FI:B@G ;NM MA> OBLBMHKL PAH >G= NI HG RHNK P>;LBM> :K> GHM MA> MRI> H? <N
BGM>K>LM>= BG RHNK LHENMBHGL RHNK <HGO>KLBHGL F:R ;> EHP

W Content
EM>KG:MBB¥HRR;> :==BMBH@RBRA> <HGM>GM RHN IK>L>GM =H>L GHM F>>M MA> G
RHNK &@¥M :N=B>G<> RHN F:R L>>?£KHIPEE %G MABL <:L> RHN F:R P:GM MH <HG=N
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LHF> M>LML MH <HFI:K2>B®Bbdhtent options

WLanding Pages
L =BL<NLL>= BGBi#ding Pages<A:IM>KEGLNK> MA:M RHNK E:G=BG@ |:@>L BG<EN=>

e Unique selling propositions
3A:M BL NGBJN> ;;HNM RBEIKK H?

e Specific customer benefits
> LNK> MH BG<EN=> MA> :<MN:E ;>G>?@MMV¥ERBGKINGKIM CNLM RHNK IKH=}
HK L>KOB<> ?>:MNK>L

e Clear calls-to-action
H RHNK <:EEL MH :<MBHG@K&EN¥R NK

e Appropriate visuals / imagery
H RHNK OBLN:EL LNIIHKM RHNK <:EEL MH :<MBHGL NGBJN> L>EEBG@ IKHIHL
<NLMHF>K ;>G>?BML G= B? OBLBMHKL A:0> E:G=>=HG MABL l:@> ;;L>=HG :
:=O>KMBL>F>GM F:D> LNK> MA:M MA> OBLN:EL :G= <HGM>GM F:M<A MAHL> E
PA:M MA> OBLBMHKL >QI><M MH L>> :G= K>:= PA>G MA>R E:G= HG RHNK l.@>

e Social proof and credibility elements
O0A>L> >E>F>GML K>:LLNK> RHNK OBLB@HBRFHVI BHGE K FMMAHKBMR :G=
<K>=B;BEBAER FB@AM BG<EN=> M>LMBFHGB:EL IK>OBHNL <EB>GM EH@HL

@:BG BG <EHL>ER K>0OB>PBG@ :EE MA> ::HO> >E>F>GML RHN F:R <AHHL> N
M>LML MH ;:>MM>K NG=>KLM:G= PAB<A >E>F>GM <A:G@>L K>LNEM BG AB@!/

"HK FHK> HG AB@A <HGO>KMBG@ E:G=BG @HARGNMAXDB=Ft

Anatomy Of A High Converting Landing Page

One or moe interactive elements has been excludeah fthis version of the texily can view them
online hee: https://opentextbc.ca/foundationsdigitalmarketing/?p=137#0embed-1

WBudget
G= ?BG:EBR RHN :K>NLBG@ |:B=:=O>KMBLBG@ MMB=KBANRNNKMKI?HK ;B==BG@
LMK:M>@R F:R GHM ;> :IIKHIKB:M> ?HK MA> @H:EL :G= H;C><MBO>L RHN L>>D +G<> i(
>QI>KBF>GM PBMA ;B==BG@ LMK:M>@B>L HK BG<K>:L> RHNK ;N=@>M MH L>> B? MA:
<HGO>KLBHG ?NGG>E :G= :MMKWL: REBHGMXK

>F>F;>K HNK <HGO>KLBHG ?NGG>EugkitifreMaurney <A:IM>K



https://youtu.be/hcPxMuxh5Tc
https://youtu.be/hcPxMuxh5Tc
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(>ML GHP K>0OB>P LHF> K>LNEML ?KHF : ?2B<MBMBHNL AHM>E :G= >QIEHK> AHP P> FB@AM HII
:<MBOBMB>L

An interactive H5P element has been excludeu fthis version of the textlY can view it online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=137#h5p-18

H5P: Conversion Funnel Calculation & Optimization Exercises



https://opentextbc.ca/foundationsdigitalmarketing/?p=137#h5p-18
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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:K|
:<MBOBMB>L K>E:M>= MH MA:M LM: @> #BO>G MA> :;HEhat e hisLIBHEEROB @& &ation rate?

<

micro <HGO>KLBHG K:M> BL MA> <HGO>KLBHG K:M> ;>MP>>G ?NGG>E LM:@>L 3AB<A H? MA> ?
K>IK>L>GMIcdtreet micro-conversion rates for the hotel?

>0B>P >M:BEL
#N>LM %G?H
HHD>=

>0B>P >M:BEL
#N>LM %G?H
HHD>=
< .>0B>P >M:BEL
#N>LM %G?H
HHD>=
= .>0OB>P >M:BEL
#N>LM %G?H
HHD>=
%7? MA> MHM:E GNF;>K H? GB@AML ;HHD>= ?HK :EE K>L>KO:MBM®GL ifthe ave@B@#@Adlthber of
nights per booking / reservation?

MB<BI:M>= B(

HEEHPBG@ |
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#BO>G MA:M MHM:E K>O>GN>L ?HK :EE MA> K>L>KO:MBHGU BL:IMA> :0>K:@> K>O>GN> I>K ;HHDBG@

<

*HP MA:M RHN NG=>KLM:G= MA> ;:LB< ?NGG>E «:ENDMBHGE>EHMBFBS:MBHG L<>G:KBHL Z
0A> <NKK>GM MHM:E K>O>GN>L :K>%? MM BG<K>:L>=;R how much total revenue would thee
be? And, how many moe conversions would esult?

Revenues Conversions

Revenues Conversions
< Revenues Conversions
= Revenues Conversions

G= A>K®: 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
<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>
=KBEE =HPG :G=NL> M>LMBG@ MH ;>MM>K NG=>KLM:G= PA:M G>>=L MH ;> BFIKHO>=:G=N
=>M:BEL K>OB>P MABLakMB@&P»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>LNEN
: O:KB>MR H? MHHEL RHN <:G NL> 0A> MHHE RHN K>JNBK> PBEE =>I>G= HG MA> :K>: RHN G>:
$>KL : @K>:M :KMB<E> NeA: IIEEB kddlisLIEBM 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
WA/B Testing Your Content

W Starting to Talk To Visitors

W_Creating Social Poof



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
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/HF>H? MA> MHHEL PBEE ;> MB>édsfg toolsBG MA> IK>OBHNL MHIB< BINZABEKN@F>GM
:G= <HFIE>F>GM MAHL> MHHEL :G= <:G IKHOB=> RHN PBMA :==BMBHG:E =:M: :G= BGLB@AML :
<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 :E
PA>K> HIMBFBS:MBHG <:G A:lI>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@ 3l:@>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 |E>:L> K>OB>P MA> ?HEEHPBG@ :KMB<E>L

W HGO>KLBHG .:M> +IMBFBS:MBHG :RL Bl #>M /M:KM>=

W HGO>KLBHG .:M> +IMBFBS:MBHBNBA$@/6$:0> )N<A R:?B<
W HGO>KLBHG .:M> +IMBFBE: RBttthmendedodls)

W __HGO>KLBHG .:M> +IMBFBS:MIBHG BIFIK>A>GLBO> #NB=>

1216. AA?6/BA6<;

W_G >Q:FIE> H? ?NGG>E OBLN:HBSHIBHBKHG BL EB<>GL>= NE5=>K : EB<>G<>

WOA> G:MHFR +? $B@A HGO>KMBG@ (:G=BG@ ,:@>T HGO>KLBHG .:fd#t :RMBFBS:MB}
*>BE ;M EB<>GL>= NG=>K : /MI@NN>= §B<>GL>

W HGO>KLBHG ?NGG>E PBMA = R<H{8MBBS#K:RLHG BL EB<>GL>=HNG=>K:
EB<>G<>



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/




646A.9 .78 2A6;4 ;. 9FAG0@ .;1 .90B9.A6<;,@

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W DescribeL>0>K:E <HFFHG =B@BM:E F:KD>MBG@ ',%L :G= MA>BK INKIHL>
W Calculate K>SMNKG HG BGO>LMF>GM .+% :G= K>SMNKG 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.91.28 2A64 $ @

%G Méead Generation<A:IM>R> =BL<NLL>= MA> BFIHKM:G<> H? L>MMBG@ RHNK @H:EL :G= H;C
>Q:FIE>

WPrimary conversions
e ,NK<A:L>
e HG:M>

W Secondary conversions

223
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e /B@G NI IKHOB=> <HGM:<M BG?HKF:MBHG ?HK
d "K>> HK (BFBMKB:&
d 3>BG:KK >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
[>MMBG@ LI><B?B< :G= F>.LNK:;E> D>R I>K?HKF:G<> BG=B<:I@EKIL 74K RERK:K
F:KD>MBG@ :<MBOBMB>L "HK >Q:FIE> AHP F:GR INK<A:L>L =H RHN P:GM MH @>M +K
I>HIE> =H RHN P:GM MH LB@G NI ?HK RHNK G>PLE>MM>K HK MH :MM>G= RHNK P>;BG

3A>G BM <HF>L MH =B@BM:E F:KD>MBG@ :G:ERMB<L MA> FHLM ?K>IJN>GMER :LD>= JN>LMB'}
which KPls, analytics, metrics should | be monitoringZZABE> MABL <A:IM>K PBEE K>OB>P L>0O>K:E
<HFFHG =B@BM:E F:KD>MBG@ ',%61:GBSAMBHG PBEEAIOSGNB@H:EL :G= H;C><MBO>L /H MA>
FHLM BFIHKM:GM :G:ERMB<L MH FHGBMHK :G= <:IMNK> PBEE ;> MAHL> MA:M A>EI| F>.LNK> F>
HIKY:GBS:MBHG:E @H:EL :G=H:C><MBO>L 0A:M L:BE>B BERARECRRBRAN>K

WOA> INKIHL> H? L>O>K:E <HFFHG F:KD>MBG@ ',%L
WS$HP MA>L> F>MKB<L :K> <:E<NE:M>= :G=
W3A:M MA>L> F.KD>MBG@ ', %L LB@GB?R

$HP>0O>K>?HK> =BOBG@ BGMH PA:M F:KD>M>KL F:R P:GM MH FHGE&S*HAKRIKBUKNID 6:B3BMR
F>MKB¥anity metrics :K> MAHL> F>MKB<L MA:M =H *+0

W%FI:<M RHNK ;HMMHF EBG>
W%G<K>:L> K>0O>GN>L
W ><K>:L.> <HLML

%G HMA>K PHK=L O:GBMR F>MKB<L :K> F>MKB<L MA:M RHNK & KKMDH®IBEKLPBEE MK:<D
F>MKB<L ;><:NL> MA>R :K>>:LR MH <:IMNK> HK :K> LBFIER :O:BEGBS: MBHE? G3BHM <HGG><M
MAHL> F>MKB<L =BK><MER HKB&B8K>KMEBRGEMAEIIMBHG>K: EE I>K?HKF:G<> MAHL>
:G:ERMB<L LAHNE= GHM ;> ?HEEHP>= %G LHF> F.KD>MBG@ <:L>L EBD> ;K:G=:P:K>G>LL MA:
;> BG=BK><M > @ ;RBG<K>LBG@ ;K:G=:P:K>G>LL MA>EBD>EBAHH=H? <HGO>KLBHG :ELH
F:R ;> =B?B<NEMR BG MRBG@ ;K:G=:P:K>G>LL =BK><MER MH BG<K>:L>= K>O>GN>L HK =><K>
<HGG><MBHGL :K> ?BG> MA>R LBFIER G>>= MH ;> NG=>KLMHH= :G=>QIE:BG>=

%=>EEB@BM:E F:KD>M>KL PBEE P:GM MH JN:GMB?R AHP :G BG<K>:L> BG ;K:G=:P:K>G>LL Mk
I>K?HKF:G<> "HK >Q:FIE> ?HK >0O>KR 4 GNF;>K H? I>HIE> PAH ;><HF> :P:K> H? HNK IKH=N<M (
L>KOB<>L 5 GNF;>K H? G>P <NLMHF>KL <HG@*BBS : MBMGFKK> GHM :M MABL LM:@> ;NM HG<:
F:KD>M>KL LM:KM <EHL>ER MK:<DBG@ MA>BK =:M: :G=:G:ERMB<L MA>L> <HGG><MBHGL :G=
=>0>EHI>= HO>K MBF>
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*HP MA:M P> DGHP PAB<A ",.%L GHM MHPRB&B MWK =H FHLM F:KD>M>KL MK:<D $>K> :K> LHF> H
MA> FHLM <HFFHG ",%L LIEBM BGMH : ?>P <:M>@HKB>L

2;2? 9178 2A6;4 &2Q2;B2 $ @

#>G>K:E F.KD>MBG@ ', %L :K>",%L MA:M LAHNE= ;> MK:<D>= ;R :EE F:KD>M>KL O0A>L> :G:ERMB:
O:EN:;E> <NLMHF>K :G= K>O>GN> ?>>=;:<D MA:M BG?EN>G<> F.KD>MBG@ ;N=@>ML :<MBOBVN

W Customer Acquisition Cost

NLMHF>K :<JNBLBMBHG <HLM K>IK>L>GML AHP FN<A BL LI>GM MH :8ARBK%: G>P <NL
BL BFIHKM:GM BG <HFI:KBLHG MH AHP FN<A K>O>GN> BL ;>BG@ @>G3KK/>= ;R G>P <
>Q:FIE> B? :G@IGBS:MBHG DGHPL MA:M BM K><>BO>L HG :O>K:@>  ?KHF : G>P <NI
:G=F.KD>MBG@ L:E>LBLLI>G=BG@ HG :0>K:@> MH :=O>KMBL> IKHFHM> :G= <}
<NLMHF#A> @KGBS:MBHG BL EHLBG@ HG MA:M G>P <NLMHF>K PA>G MA> <NLMHF
LB@GL NI "HK MA> L:D> H? MABL >Q:FIE> P> A:0> HGER EHHD>=:M MA> F:KD>MBG@
MH ?NEER <:E<NE:M> MA> MHM:E NLMHF>K <JNBL8BBNBH{EMB@AM ;== BG HMA>K
<HLML $HP>OHK F.KD>MBG@ :G=L:E>L A>K> BL MA> FHLM <HFFHG P:R MH <:E<NE:V
GNF;>K

e Customer Acquisition Cost B Calculation
EE/.E>L IQI>GL>L EE ):KD>MBG@ !QI>GL>L BG MA> >KBH= >@ FHGMA J
>M<  *NF;>K H? *>P NLMHF>KL BG MA> ,>KBH=

W Customer Lifetime Value (02 HK (02
3ABE> :G BKGBS:MBHG F:R EHL> FHG>R PA>G : <NLMHF>K BGBMB:EER LB@GL NI MA:
F:K@BG:EER HD:R B®:GBEMBHG <:E<NE:M>L MABL G>QM F>MKB< MA> <NLMHF>K EE
OA>customer lifetime value<:E<NE:M>L HG :0>K:@> MA> MHM:E :FHNGM H? K>O>GN> :G
HI®:GBS:MBHG PBEE @>G>K:M> ?KHF : <NLMHF>K HO>K MBF> .>MNKGBG@ MH HNK |
MA> @KGBS:MBHG K><H@GBS>L MA:M MA> :0>K:@> <NLMHF>K EB?>MBF> O:EN> BL
MA:M BGBMB:E EHLL BG LN;L>JN>GM FHGMAL R>:KL >M<

LBFIE> P:R MH <:E<NE:M> MABL BL MH M:D> MA> :0>K:@> FHGMAER K>0O>GN> I>K NL
=BOB=> MA:M ;R MA> :0>K:@> FHGMAER <ANKG K:M> 0A> FHGMAER <ANKG K:M> BL N
<NLMHF>KL PAH A:0> |E>?M" ;R MA> >G= H? MA> FHGMA =BOB=>= ;R MA> GNF;>K H? <
>@BGGBG@ H? MA> FHGMA /NIIHL> RHN A:=  <NLMHF>KL :M MA> ;>@BGGBG@ H? \

<NLMHF>KL :M MA> >G= H? MASHRMHGIMNISG K:M> PHNE= ;> <ANKG K:M> [
HK  G= B? RHNK O>K:@> )HGMAER .>O>GN> I>K 1L>K P:L
RHNK >LMBF:M>= <NLMHF>K EB?>MBF> O:EN> PHNE= ;> 0A>K> :K> LHF>
FHK> =>M:BE>= P:RL MH <:E<NE:M> MABL F>MKB< :G= B? RHN :K> BGM>K>LM>= A>K>
HNMEBG>L /BFIRL3MH :E<NE:M> NLMHF>K (B7ENIBF> 2

e Customer Lifetime Value B Simple Calculation
O>K:@> .>O>GN> I>K 1L>K .,1 BG MA> >KBH= ANKG .:M> BG MA> ,>KBH=

WLTV to CAC Ratio (Return on CAC)
*HP MA:M P> A:O> <:E<NE:M>= MA> <NLMHF>K :<JNBLBMBHG <HLM :G= <NLMHF>K EB?
;> A>EI?NE MH EHHD MA> K:MBH H? MA> MPH20BBE :MEHIG: N GHSKLM:G= MA>BK K>MNK

/BFIE> 3 :RL MH :E<NE:M> NLMHF>K (B?7BENIBF> 2
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<NLMHF>K :<JNBLBMBHG <HLML %G HMA>K PHK=L AHP FNRZCBSIMBNG RBEE-K3 MK
?KHF : <NLMHF>K ?HK >O>KR LI>GM MH :<JNBK> MA>F "HK >Q:FIE> LH?MP:K> :L : L>|
2l <HFI:GB>L @>G>K:EER :BF MH A:02MH( K:MBHG MA:M BL AB@A>K MA:G MAK>>
F>:GBG@ MA> <NLMHF>K EB?>MBF> O:EN> H? : <NLMHF>K BL :M E>.LM MAK>> MBF>L
MH :<IJNBK> MA>F GHMA>K P:R MH EHHD :M MABL BL MA:M ?HK >O>KR =HEE:K LI>GM
:<IJNBLBMBHG MAHL> <HFI:GB>L K><>BO> BG®&RMGNKIMBH

e LTV to CAC Ratio b Calculation
(02

IQ:FIE>

%G MA> ?HEEHPBG@ >Q:B@ESBEMBHG LIEBMRIGHA> O:EN>L ;R I:B=:=O>KMBLBG@ <A:GG>E

M ?BKLM @E:G<> BM FB@AM :II>:K MA:M (BGD>=%G BL MA> ;>LM F:KD>MBG@ <A:GG>E @BO>G MA:V
<NLMHF>K EB?>MBF>02:EjP$¥O>KPA>G <HGLB=>KBG@ MA> <NLMHF>K :<JNBLBMBHG <HLML  :G=
<:E<NE:MBG@MMH ( K:MBH F:KD>M>KL <:G JNB<DER L>> MA:M @SViBO®@.HHRB=>L MA> AB@A>LM
+% ;><:NL> MABZ MH K:MBH BL

Customer Lifetime Value (LTV) to Customer Acquisition Costs (CAC) Ratio for Different Channels

Channel LTV CAC Ratio

Paid LinkedIn

Paid Facebook

Paid Google

Retargeting

L : KSLNEM H? MABL :G:ERLBL F:KD>M>KL <:G :=:IM ?NMNK> |:B= :=O>KMBLBG@ :<MBOBMB>L :G=:EEI
;N=@>ML :<<HK=BG@ER

W Conversion Rate

L :EEN=>= MH BG&MP<A:IM>KHGO>KLBHG K:M> K>?>KL MH MA> GNF;>K H? I>HIE> PAI
<HFIE>M> : =>L BK>= <HGO>KLBHG IKBF:KR HK L><HG=:KR HNM H? MA> |[MHM:E :N=B>
>QIHL>= MH MA:M HIIHKMNGBMR [HLLB;E> :<MBHG "HK >Q:FIE> ?HK >F:BE MA> :N=B
MA> MHM:E GNF;>K H? =>EBO>K>= HK HI>G>= >F:BEL ?HK : P>;LBM> MA> :N=B>G<> Pl
GNF;>K H? P>:LBM> OBLBMHKL HO>K : LI><B?B>= MBF> +G LH<B:E F>=B: MA> MHM:E :
MA> K>:<A HK MHM:E OB>PL ?HK : LI><B?B< IHLM 1LBG@ MA> P>;LBM> >Q:FIE> <HGO
> <:E<NE:M>=:L ?HEEHPL

e Conversion Rate D Calculation

*NF:>K H? 2BLBMHKL 3AH HGO>KM>= BG MAN:SKBHBMEB2 BMHKL BG MA>
>KBH=Q

WRevenue per \sitor (RPV)
>0>GN> |>K OBLBMHK K>IK>L>GML MA> :0>K:@> :FHNGM H? K>O>GN> @>G>K:M>= ?I
OABL ',%L BL BGM>K>LMBG@ ;><:NL> BM?EB=BRBBERIKINK=O>GN>L /H B? : F:KD>M:
<:G LAHP MA:M : LI><B?B< <:FI:B@G BG<K>:L>=Bx;|BMMAKR LAHNE= ;> ;;E> MH
<:E<XNE:M>: LI><B?B< BG<K>:L> K>E:M>= MH MABK:==BMBHG:E MK:?
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IQ:FIE>

INIIHL> :G H®:GBS:MBHG A:=: K>0O>GN> I>K OBLBMHK O:EN> H? BG )HGMA O0A>G :?M>K: F:KD>MBG@ <:FI:B(
P>;LBM> L:P :G BG<K>:L> H? :==BMBHG:E P>;LBM> OBLBMHKL <HFI:K>= MH MA> IK>OBHNL FHGMA :L>=HG N
GNF;>KL MA> F:KD>M>K <®INEMAM MA> <:FI:.B@G ;KHN@AM BG Q BG :==BMBHG:E K>0O>GN>L
IKHOB=>= MA> K>O>GN>L I>K OBLBMHK K>F:BG>= MA> L:F> ?HK )JHGMA %? MA> .,2 BG )JHGMA BG<sK>:L>= MH
BG<K>:L> BEBAKPHNE= K>IK>L>GM Q %G :==BMBHG MH MA> BG<RB<LEBEMWSEN>L :

F:KD>M>K FB@AM@NH MA:M MA> :==BMBHG:E G>P OBLBMHKL A>EI>= :G= <HGMKB;NM>= MH MA> K:BL> BG MA>
O:EN> ?KHF MH

GHMA>K K>:LHG .,2 BL LB@GB?B<:GM BL ;><:NL> BM K>IK>L>GML MA> FHLM : F:KD>M:
MH :<IJNBK> : OBEBMAKNM EHLBG @:EH@#R>K PHK=L B? : F:KD>M>K P>K> :B==BG@ H(
:=O>KMBLBG@ MA> .,2 O:EN> PHNE= K>IK>L>GM MA> F:QBFNF , MA>R PHNE= ;> PBEI
MH :OHB=:G BGBMB:E <NLMHF>K :<JNBLBMBHG <HLM EHLLGBS:@3G B? MA> H
>EB>0>L MA:M BM <:G K><HO>K : EHLL ;:L>= HG MA> <NLMHF>K EB?>MBF> O:EN> F:K
:E> MH ;B= AB@HAPKRO>KL : KNE> H? MANF; BM BL K><HFF>G=>= MH NL> .,2 :L : ;B==BG(
<>BEBG@

e Revenue per \iitor (RPV) B Calculation
>0>GN> BG MA> >KBBI=BMHKL BG MA> ,>KBH=

WMonthly Recurring Revenue (MRR) Churn Rate
3 BMA FHK> <HFI:GB2KB%G @ FHGMAER LN;L<KBIMBHG I:RF>GM IE:GL MA>K> BL : EHM
=BL<NLLBHG :;HNM FHGMAER K><NKKBG@ K>O>GN> ).. :G= LBFBE:KER MA>).. <ANK(
).. <ANKG K:M> AB@AEB@AML MA> I>K<>GM:@> =><K>:L> BG).. ?KHF HG> FHGMA MH
HMA>K PHK=L <HFI:K>=MH MA> IK>OBHNPRHGEMR<>GM:@> H?).. P:.L EHLM =N>
MH <NLMHF>KL E>:OBG@ BG MA> <NKK>GM FHGMA

e Monthly Recurring Revenue (MRR) Churn Rate B Calculation
ANKG>= HK EHLM ).. ,K>OBHNL )HGM&

W Customer Churn Rate
/BFBE:K MH MA> IK>OBHNL <:E<NE:MBHG MABL HG> MK:<DL MA> |>K<>GM:@> H? EHL

e Customer Churn Rate B Calculation
*NF;>K H? NLMHF>KL (HLM BG MA> ,>KBH= *NF;>K H? NLMHF>KL :M MA> /M|
MA> >KBH=Q

Please note that a healthy churn rate isand 5-7% annuallywhich translates to
between 0.45% and 0.55% monthly

WRevenue Renewal Rate

"HK F:GR HB:GBS:MBHGL K>M>GMBHG :G= K>G>P:E H? LN;L<KBIMBHGL <:G ;> <KBMB<:
0A>K>?HK> EHHDBG@ :M PA:M I>K<>GM:@> H? K><NKKBG@ K>O0>GN>L @>M K>G>P>
MH FHGBMAKK>:LHG MABL BL LHF>MABG@ MA:M F:KD>M>KL PBEE P:GM MH MK:<D BL
<HFFNGB<:MBHGL > @ >F:BE G>PLE>MM>KL IKHFHMBHGL >M< A:lI>G PBMA >QBLN
:G= MAHL> <HFFNGB<:MBHGL LAHNE= ;> IKHFHMBG@ MA> O:E»GBS:MBHIBBIL MA> H
IKHOB=BG@ %? K>G>P:E K:M>L @H =HPG MA>K> F:R ;> KHHF ?HK BFIKHO>F>GM BG |
F>LL:@>L MH MAHL> >QBLMBG@ <NLMHF>KL
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e Revenue Renewal Rate B Calculation
).. 11 ?HK MA> .>G>P:E :M /IM:KM H? >KBH=[).. *HM .>G>P>=:M MA> |G= H?
,>KBH=).. 11 ?HK .>G>P:E :M /M:KM H? ,>KBH=Q

&2AB?:<; i Q@A2A & $@

%G :==BMBHG MH @>G>K:E F:KD>MBG@ ',%L MA>K> :K>: <HNIE> H? LI><B?B< K>MNKG HG BG
MA:M >0O>KR F:KD>M>K LAHNE= NG=>KLM:G=

WReturn on Ad Spend (ROAS)
>MNKG HG =/I1>G=LAHPL MA> F:KD>MBG@ M>:F AHP P>EE MA>BK := LI><B?B< LI>G=E
I>K?HKFBG@ OABL =H>L GHM M:D> BGMH <HGLB=>K:MBHG :@R GRRMBARE-MBG@ +
<HLML /H MABL ',% AB@AEB@AML MA> BFIl:<M H? LI><B?B< := LI>G=BG@ HG MA> F:KL
?KHF : I:B=:=O>KMBLBG@ I>KLI><MBO> <:G IKHOB=> BFIHKM:GM ;>G<AF:KDL :L MH PA
:G=PA:M BL GHM

e Return on Ad Spend (ROAS) b Calculation
>0O>GN> #>G>K:M>= ;R = HLMH? =

WReturn on Investment (ROI)
3ABE> LBFBEXHMNKG HG BGO>LMF>GM BG=IIBKNH>E:M>= MH K>O>GN>L :G=
AB@AEB@AML MA> BFIl:<M MH@IABISOHBH-EE EHKHLML

e Return on Investment (ROI) B Calculation
0 HM:E .>O>GN>HME !QI>GL>L .>E:M>= MH MAHL> .>O>GN>L *HM:KH?BM 0
IQI>GL>L .>E:M>= MH MAHL> .>O>GN>L

IQ:FIE>

5HNK <HFI:GR LI>G=L  HG (BGD>=%G :=L BG : LBG@E> FHGMA PAB<A @>G>K:M>L BG K>0O>GN> NM MA> JHEEHPBG@
.LLH<B:M>= PBMA MA>L> K>O>GN>L
W HLM MH <K>:M> (BGD>=%G :=
W [:E:KR :G= +O>KA>:= IKH K:M>= ?HK MA> F:KD>MBG@ I>KLHG
W HLM H? #HH=L /HE=
ROAS .>O>GN> #>G>K:M>=;R = HLMH? = 6X HK BG K>0O>GN> ?HK >O>KR BG LI>GM HG (BGD>=%G
=L

ROl 0 HM:E .>O>GN>HME !QI>GL>L .>E:M>= MH MAHL> .>O>GN>L *MM:KHIBEL>Q .>E:M>= MH MAHL> .>O>GN>L [
[ 1/2x HK  ?HK>0O>KR LI>GM HG
>QI>GL>L PAB<A GHP K>IK>L>GML : EHLIGMEBSAABHG

0A> =B2K>G<> ;>MP>>G = <>GMKB< .+ /:G= .+% BL MA:M .+% BL : F:<KH F>MKB< MA:M F>:LNK>
LI><B?B< :=2:<ML Mdganization®HO>K:EE IKH?BML PABE> .+/BL : FB<KH F>MKB< MA:M >0:EN:M
>P?><MBO>G>LL H? MA> := BML>E? K>@:K=E>LL H? MAX@3IB8 BMNIBH&E? BKAL GLHRHN <:G L>>

BM BL BFIHKM:GM MH <:E<NE:M> ;HMA MA>L> K>MNKGL LBG<> LHF>MABG@ MA:M EHHDL IKH*
IKHC><M HK <:FI:B@G E>O>E F:R GHM ;> IKH?BM:;E> @GBS MBHG: HE>0>E
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5.;;29 '=206K0 $ @

%G :==BMBHG MH MA> :;HO> <:M>@HKB>L MA>K> :K>:ELH F:GR <A:GG>E LI><B?B< ", %L )HLM
=BL<NLL>= BG IK>OBHNL <A:IM>KL ;NM F:D> LNK> RHN :K> <HF;BGBG@ MA>L> PBMA MA> :lIKF
F:KD>MBG@ ',%L :@-E&RBS:MBHG:E ',%L :L P>EE

W Search Engine Optimization / Website
):GR H? MA> ?HEEHPBG@ P>K> =BL<NBED-chBGI&A>

e (>=L e HF:BG:NMAHKBMR =HF:BG K:GDBG@

e +K@:GB< MEB% OBLBMHKL e +K@:GB< 0. ?KHF L>:K<A >G@BG> K>LNEML I:@>L
e >RPHK=K:GDBG@ e HNG<>K:M>L

e />:K<A OBLB;BEBMR :ELH @QEEB<= RKD>MO>K:@> L>LLBHG =NK:MBHG

LA:K> /1+ OBLB;BEBRGB< OBLBBEBMR
>?>KK:E EBGDL ;:<DEBGDL

e ,;@>EH:=LI>>=
e >0B<> MRI>

(¢

WPaid Advertising
):GR H? MA> ?HEEHPBG@ P>K> =BL<NLL>= :jPHid At &GsMigehapter

e %FIK>LLBHGL :G= K>i<A e NLMHF>K <JNBLBMBHG HLM HLM 15K
e EB<DL <MBHG ,

e EB<D MAKHN@A K:M>L e +/

e HGO>KLBHGL :G= <HGO>KLBHG K:M>

W Social Media
):GR H? MA> ?HEEHPBG@ ',%L <:G ;> MK:<D>= NLBG@ ;NBEM BG LH<B:E F>=B: :G:ERMI
":<>'HHD %GLB@RBUMM>K G:ERMB<L >M<

e %FIK>LLBHGL :G= K>:<A e .>:<MBHGL EBD>L <HFF>GML F>GMBHGL LA:K>L
e <MBO> ?HEEHP>KL <HGG><MBHGL Be> HBABIMARMN@A K:M>L

K>>G@:@BC@ PBMARHNK <HGM>GM ¢ 11G05>KLBHGL :G= <HGO>KLBHG K:M>L
e N=B>G<> @KHPMA K:M>L

W Mobile
"HK FH;BE> P>;LBM>L MA> F>MKB<L PBEE IKBF:KBER ;> LBFBE:K MH MA> P>:LBM> F>M
?HK FH;BE> =>0B<>L 0A:M L:B= F:GR H? MA> ?HEEHPBG@ ',%L :IIER MH FH;BE> :IIL

e HPGEH:=L e +I>K:IMBG@ LRLM>FL

e %GLM:EEL e BER:<MBO>NL>KL 1

e 1GBGLM:EEL e />LLBHG E>G@MA :G= ?K>IN>G<R
e (H:=MBF> e >M>GMBHG :G= <ANKG K:M>L

e KILAK:M> e >OB>PL :G=K:MBG@L

e /<K>>G K>LHENMBHGL

"HK :G >0>G FHK> <HFIK>A>GLBO> EBLM |E>:IZNB=0BHRP YMAR> ' %L
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WEmail
@:BG MA>L> P>K> <HO>K>EnBH Marketing chapter

e >EBO>K>= HK;HNG<>= >F:BEL e 1GLN;L<KB;> K:M>L

e +I>G>=>F:BEL e /lF KIM>L

e EB<D MAKHN@A K:M>L e HGO>KLBHG K:M>L

e EB<D MH HI>G K:M>L e HGO>KLBHG MH HI>G K:M>L

(?2.086;4 646A.9!.78 2A6;4 ..=.64,@

*HP MA:M RHN DGHP PA:M ',%L MH NMKkE>TERFEBL<NLL IK>: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><
<NLMHFBS>= 1.(L MA:M <:G Bex&M@F"R>K> : <EB<D <:F> ?KHF "HKMNGBSHRL P:R MH >:LBER
<K>:M> <NLMHFBS>= := <:FI:B@G I:K:F>M>KL LH MA:M RHN <:G MK:<D <:FI:.B@QGL NLBG@ :G:ERI
#HH@E> G:ERMB<L

('S .2.2A27@

1K<ABXXDBG@ )H=NEM) parameters <:G ;> :==>= MH :GR 1.( PBMAHNMMBG@ 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 <:C
MK:<D MA>=RIBO>G>LL H? MA>BK =B@BM:E F:KD>MBG@ <:FI:B@GL :<KHLL : O:KB>MR H? F>=E
?BO> |:K:F>M>KL BG<EN=>

WUTM Medium
OABL ?B>E= BL NL>= MH B=>GMB?R MA> MHI E>O>E F:KD>MBG@ <A:GG>E ;>BG@ NL>:
>@ LH<B:@HIB< |:B= >F:BE FH:BE> K>?2RBKEM? >M<
Example: utm_medium=social

WUTM Source
OABL B=>GMB?B>L MA> LI><B?B< LBM> PBMABG MA> :;HO> <A:GG>E "HK >Q:FIE> ]":<>
: LHNK<> PBMABG RHNK JLH<B:E”" F>=BNF ?HK @&RGEBSHHHLM>= HG ":<>;HHD
$HP>0>B? RHN P>K> KNGGBG@ : I:B=":<>;HHD := HK ;HHLMBG@ : IHLM ]":<>;HHD” PH
LHNK<> PBMABG RHNK ]I:B=" F>=BNF G= B? RHN P>K> ;NBE=BG@ : EBGD ?HK :G >F:E
MA> LHNK<> FB@AM ;> MA> LI><B?B< >F:BE EBLM RHN NL>=
Example: utm_soge=facebook

WUTM Campaign
OABL K>?>KL MH : LI><B?B< <:FI:B@G G:F> $>K> F:KD>M>KL <:G >GM>K :GR G:F> HK =>
MA>R P:GM > @ G:F>L MA:M >:LBER B=>GMB?R IKH=N<M E:NG<A>L IKHFHMBHG:E <:F
BG=BOB=N:E >F:BEL LH<B:E F>=B: IHLML >M<
Example: utm_campaign=halloween_202Jlompiotion

WUTM Content
OABL BL :G HIMBHG:E ?B>E= %? RHN A:O> FNEMBIE> EBGDL BG MA> L:F> <:FI:B@G EE
MA> L:F> >F:BE RHN <:G ?BEE MABKBGMBMB2>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
E>O>E H? MK:<DBG@ =>M:BE



Digital Marketing Analytics and Calculations 231
Example: utm_content=email_link_1

WUTM Term
OABL ?B>E= BL :ELH HIMBHG:E :G= <:G MK:<D LI><B?B< D>RPHK=L NL>= ?HK |:B= <:FI:B
#HH@E> =L A:L BML HPG MK:<DBG@ F>MAH=HEH@R :G= BL =>>IER BGM>@K:M>= PBI
G:ERMB<L F:KD>M>KL M>G=MH HGER NL> MABL ?B>E= PA>G <K>:MBG@ |:B= <:FI:B@
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 emaileA>G PA>G LHF>HG> <EB<DL HG MA:M EBGI
:G= E:G=L HG MA> =>LMBG:MBHG I:@> F:KD>M>KL DGHP >Q:<MER PAB<A <:FI:.B@G IHLM HK:>
<:F> ?KHF :G= MA:M =:M: :NMHF:MB<:EER :11>: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 0
;> L>GM MH :EE >F:BE LN;L<KB;>KL ;NM K:MASICRBHIBHEGAX:HK>?BG>= L>@F>GM>= HNM :L [:<MBO> "

3 BMABG MA> >F:BE MA>K> BL : <:EE MH :<MBHG EBGD MA:M L>G=L |>HIESMA MAXGKB<BIG@ B@HBMGR MK:<DBG@

W PPP <HFI:GRLBM> <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> ?KHI
MA> IKB<BG@ |:@> $HR>KEKIA> L:F> 1.( PBMA ?HNK 10) I:K:F>M>KL :==>=

W PPP <HFI.:GRLBM> <HF
IKB<BG@ NMFOLHNK<> :<MBO> NL>KL NMF9F>=BNF >F:BE NMF9<:FI:B@G ?>:MNK> E:NG<A NMF9<HGM>GM ;HMI
<M: ;NMMHG

,E>:L> GHM> MA:M ;R :==BG@ MA>L> :==BMBHG:E 10) |:K:F>M>KL [>HIE> PBEE LMBEE >G= NI HG MA> L:F> IKB<BG@ |:@> OA.
LBFIER F:D> BM >:L B>K ?HK F:KD>M>KL MH MkselrddA2 MREBRMK MA> IKB<BG@ |:@>

(>ML ;K>:D =HPG >:<A BG=BOB=N:E >E>F>GM H? MABL <NLMHFBS>= 1.( MH G0 E€b te-pK LiMsGatiB®purposes)
www.yoursite.com/
pricing 2utm_source=active%20user& utm_medium=email& utm_campaign=feature%20launch& utm_content=bottom%?20c
ta%20button

W yoursite.com/pricing [ /:F> 1:@> :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%20userg P> A:0> =>?BG>=]:<MBO> NL>KL" :L HNK 10) /HNK<> /BG<> LI:<>L <:GGHM |> NL>=BG :
1.( MA> LI:i<>BL K>IE:<>= PBMA] ”* L:K><HFF>G=MBHG NL>=:LA>L HKNG=>KL<HK>L 9 BGLM>:3 ?HK ;>MM>K
K>:=:;;BEBMR

W & [ MABL BGLMKN<ML HNK F:KD>MBG@ :G:ERMB<L MHHEL MA:M MA> IK>OBHNL 10) I:K:F>M>K BL <HRIE>M> :G=": C
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 LIx<B?B< EBGD
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@ )>=
‘FI:.B@G <HGLBLM>GBMERS:ERMB<L MHHEL :LLNF> MA>L> MAK>> PBEE SNREDBHEG®@A>K
HG> RHN <:G <K>:M> =:M: @:IL BG RHNKHK>IHBEB&@: > MA>L> <NLMHFBS>=1.(L #HH@E> A:
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?K>BTM Campaign Builder MA:M PBEE :NMHF:MB<:EER ;NBE= MA>L> 1.(L ;:L>= HG MA> =>L<KBIN
BG?HKF:MBHG RHN MRI> BG

OH L>> FHK> :;HNM 10) :K:F>M>KL [E>:L> ?>>E ?K>> MH P:M<A MA> THEEBIBB@Q@ OB=>H
‘FI.B@GL PBMA 1.( NBE=>K

One or moe interactive elements has been excludeah fihis version of the textolY can view them online her
https://opentextbc.ca/foundationsdigitalmarketing/?p=140#o0embed-1

. OFABO@ £<9@

*HP MA:M P> A:0> <K>:M>= <NLMHFBS>4 1 KB>E2HR =BL<NLL MA> :G:ERMB<L MHHEL MA:M F:KD:
MH :G:ERS> :G= K>0OB>P MA> K>LNEML :G=",%L ?KHF MAHBHKLF)KDMVIB ERMB<L MHHEL MK:<D
<EB<DL P>;l:@> OBLBML [:B=:=O0>KMBLBG@ <EB<DL >F:BE <EB<DL /!'+ I>K?HKF:G<> FH;BE>
:G= FN<A FHK> $HP>MK> F:BG K>:LHG F:KD>M>KL NL> :G:ERMB<L MHHEL BL MH MK:<D :G= N(

W3AH :K> HNK OBLBMHKL :G= <NLMHF>KL

W3A>K> =B= MA>R <HF> ?KHF

WS$HP =H MA>R ;>A:0>

W3A:M =B= MA>R =H

W3A:M BL MA>BK <NLMHF>K CHNKG>R

W$HP K>E>0:GM BL HNK HGEBG> <HGM>GM

W3AB<A =>0B<>L :K> MA>R NLBG@

W B= MA>R <HGO>KM G= PA:M IKHFIM>= MA>BK <HGO>KLBHG
0A> =:M: <:IMNK>= :R MA>L> :G:ERMB<L MHHEL 2ustdmesDEBEMBEISG=customer journeys
:EEHPBG@ F:KD>M>KL MH ?NKMA>K AHG> :G= MP>:D MA>BK :<MBOBMB>L MH ;>MM>K F>>M M
MA>BK@4K :N=B>G<>L G:ERMB<L MHHEL :K><KBMB<:E BG NG=>KLM:G=BG@ AHP I>HIE> ;>A:
<HGG><M PBMA MA>F :G= AHP MH =>EBO>K PA:M MA>R P:GM %M BL LI><B?B<:EER MA>L> D>

=B@BM:E F:KD>MBG@ LH IHP>K?NE BG F>>MBG@ :G= AHI>?NEER >Q<>>=BG@ MA> G>>=L :G
<NLMHF>KL

$>K> BL : EBLM H? L>O>K:E <HFFHG :G:ERMB<L MHHEL MA:M F:KD>M>KL NL>

WGoogle Analytics
#HH@E> G:ERMB<L # BL ;RA*KFHLM IHINE:K :G:ERMB<L MHHE %M BL NL>= ;R FHLM
F:KD>M>KL IKBF:KBER ;><:NL> BM A:L : IHP>K?NE ?K>> O>KLBHG MA:M NLN:EER <HO>
FHLM F:KD>M>KL G>>= $HEB@G=KBM <HO>KL LH F:GR :K>.L BM <:G ;> HO>KPA>EFBG@
E>KG "HK ;>@BGG>KL #HRFHARE2KZ> <HNKL> #HH@E> G:ERMB<L ?NMA:M@BGG>KL

:FI.B@G 1.( NBE=>K
#HH@E> G:ERMB<L



https://www.youtube.com/watch?v=pNRgUq5sDhc
https://www.youtube.com/watch?v=pNRgUq5sDhc
https://ga-dev-tools.web.app/campaign-url-builder/
https://analytics.google.com/analytics/web/provision/#/provision
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IKHOB=>L : GB<> HO>KOB>P H? PA:M #HH@E> G:ERMB<L <:G =H :G= AHP MH ;>@BG N

W Statcounter
IM:M<HNGM>K BL : LBFIEB?B>= O>KLBHG H? #HH@E> G:ERMB<L :G=<:G PHKD P>EE ?
LF:EE KKGBS:MBHGR>M: HBFIE> BGM>K?:<> ?HK ;:LB< LBM> :G:ERMB<L :G= K>|HKML
:@>OB>PL L>LLBHGL LBM> OBLBMHKL :G= G>P OBLBMHKL OABL ;:LB< =:LA;H:K= BL
l:@> OB>PL /M:M<HNGM>K :ELH IKHOB=>L :=0:G<>= |:.B= ?>:MNK>L PAB<A BG<EN=> K
‘HNG<> K:M> <HGO>KLBHG K:M> ®B<|:B= MK:?

W Clicky
EB<DR BL :GHMA>K LBFIE> K>:E MBF> :G:ERMB<L LHENMBHG. FEBHAMABMHHE H?
:G:ERMB<L LN<A :L LBM> K>?>KK>KL :G= OBLBMHKL BM :ELH BG<EN=>L LHF> LNKIKB
2>:MNK>L BG<EN=BG@ A>:M F:IIBG@ :G= NIMBF> FHGBKIHHBS T 0ALR HB= |E:GL

WMatomo

):MHFH (formerly known as PiwikBL : =HPGEH:=;;E> IKBO:<R ?H<NL>= ?K>> :G:ERMB<L
IE:M?HKF MA:M IKHOB=>L =>M:BE>= =:M: HG RHNK P>;LBM> OBLBMHKL BG<EN=BG@ |
LI>:D I:.@>L MA>R OBLBM ?BE>L MA>R =HPGEH:= D>RPHK=L MA>R NL>= MH ?BG= RHI
K>?>KK:E L>:K<A >G@BG> OABL HI>G LHNK<> LH?MP:K> <:G ;> =HPGEH:=>= :G= BGLM:
HPG P>; L>KO>KL ?HK ?K>> G= MA> BGLM:EE:MBHG IKH<>LL BL ?:BKER BGMNBMBO>
=>0>EHI>K LDBEEL "HK MAHL> PBMAHNM :<<>LL MH MA>BK HPG L>KO>KL ):MHFH =H
EHN=LHENMBHG

WAdobe Analytics
=H;> G:ERMB<L BL I:KM H? MA> =H;> IQI>KB>G<> EHN= LNBM>@>LB@NEs+IRBIKSE:K
HI®:GBS:MBHGL %M BL : KH;NLM F:KD>MBG@ MHHE MA:M MK:<DLB<LBMK>E= FH;BE
MBF> NL>K ;>A:OBVNL>L MABL =:M: MH <K>:M> IKH=N<M K><HFF>G=:MBHGL :G= <NLM
E:G=BG@ l:@>L 0A> IE:M?HKF :ELH >G:;E>L =:M: :<KHLL :EE =H;> EHN=IKH=N<ML /BG
G:ERMB<L BL IKBF:KBER :G >GM>KIKBL> LHENMBHG BM BL >QI>GLBO> :G=F:R K>JNE
:G= A:KG>LL BML ?NEE IHM>GMB:E

WHubspot
"KHF : F:KD>MBG@ I>KLI><MBO> $N;LIHM G>>=L MH ;> BGEN=>= HG MABL EBLM 3AB
HO>KE:l ;>MP>>G $N;LIHM :G= #HH@E> G:ERMB<L F:GRHP;BERMBAL K> :>LM
=>| <KB;>=:L <HFIE>F>GM:KR MH #HH@E> G:ERMB<L $N;LIHM LABG>L :L :G :EE BG HG
EB?><R<E> :G:ERMB<L MHHE $N;LIHM A:L : EHM?KPIRNEGEMEBHS EBMRK>:MBHG MH
LH<B:E F>=B: F>GMBHG MK:<DBG@ >F:BE I>K?HKF:G<> F>:LNK>F>GM :G= E>:= GNKM
PA>G BM <HF>L MH F:G:@BG@ RHNK =B@BM:E F:KD>MBG@ :<MBOBMB>L :<KHLL FNE
$N;LIHM <:G ;> : IHP>K?NE :G:ERMB<L :G=:NMHF:MBHG MHHE

OABL BL : LAHKM EBLM H? MA> FHLM IHINE:K :G:ERMB<L MHHEL IKBF:KBHRKIH-EMBB&BM:E F:
0A>K> :K> F:GR FHK> :G= ?HK : FHK> <HFIK>A>GLBO> EBLM |E>:L> <A>#BHH{NEPMABIRWBE<E>
EM>KG:MBO#NKBG@ K>LNEML BL <KBMB<:E MH MA> LN<<>LL H? :GR =R@BNN&FAKD>MBG @

#HH@E> G:ERMB<L ?HK >@BGG>KL
[M:M<HNGM>K

EB<DR

):MHFH

G:ERMB<L :GRPA>K> BG MA> <NLMHF>K CHNKG>R
):KD>MBG@ G:ERMB<L :LA;H:K=/H?MP:K>



https://www.leadfeeder.com/blog/google-analytics-alternatives/
https://www.leadfeeder.com/blog/google-analytics-alternatives/
https://analytics.google.com/analytics/academy/course/6
https://statcounter.com/
https://clicky.com/
https://matomo.org/
https://business.adobe.com/ca/products/analytics/adobe-analytics.html
https://www.hubspot.com/products/marketing/analytics
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F>LNK>F>GM :G= BM>K:MBHG F:KD>M>KL <:G BFIKHO> :G= HIMBFBS> MAHBHHB@BM:E F:KD>
;NBE= LMKHG@>K K>E:MBHGLABI® PEM¥-BAGBKLM:K

>R 0:D>:P:RL

B@BM:E F:KD>MBG@ :G:ERMB<L :K> <KBMB<:E MH NG=>KLM:G=BG@ RHNK F:KD>MBG@ I>K?HKF:@=M:G= MA> G>>=L BGNMN
‘N=B>G<>L

W 0K:<D ', %L MA:M RHN <:G :<M H&<NK :?
W )HGBMHK : <HF;BG:MBHG H? ',%L
e General marketing and revenue KPIs

d

d (02 ( 02

d (02MH ..MBH

d HGO>KLBHG ..M>

d .2

d )JHGMAER .><NKKBG@ .>O>GN> ).. ANKG ..M>
d NLMHF>K ANKG .:M>

d .>O>GN> .>G>P:E ..M>

e Return on Investment KPIs
d .+/
d .+%

e Channel-specific KPIs

d /'+

d ,:.B= =O>KMBLBG@
d /H<B:E )>=B:

d )H;BE>

d 'F:BE

W />MNI <NLMHF <:FI:B@G 1.(L NLBG@ 10) I:K:F>M>KL LH MA:M RHN <:G MK:<D MA> K>LNEML BG RHNK :G:ERMB<L IK

W G:ERMB<L MHHEL :K> <KBMB<:E MH NG=>KLM:G=BG@ AHP I>HIE> ;>A:0> AHP MH <HGG><M PBMA MA>F :G= AHF
P:GM OA>R :ELH LNIIHKM :G= ?:<BEBM:M> <:FI:B@G HIMBFBS:MBHG :G= LMKHGEB»K:K=BMBHGLABIL PBMA M:K

B@BM:E ):KD>MBG@ G:ERMB<L [ ==BMBHG:E .>LHNK<>L

$>K> :K> L>O>K:E :KMB<E>L :G= OB=>HL MA:M IKHOB=> FHK> =>M:BEL :;HNM =B@BM:E F:KD>MBG@ :G:ERMB<L|
W B@BM:E ):KD>MBG@ %L :G= )XMHKBELM>
W _ =O>KMBLBG@ )>MKB<L
W ):KD>MBG@ ):MA



https://dashthis.com/blog/digital-marketing-kpis-and-metrics-ultimate-guide/
https://instapage.com/blog/key-advertising-metrics
https://www.digitalthirdcoast.com/blog/marketing-math
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W B@BM:E ):KD>MBG@ ):MA

W 10) 0 K:<DBG@ 3A:M K>10) H=>L :G=$HP H % 1L> 0A>F

W _'>R B? ?>K>G<>L #HH@E> G:ERMB<L OL 1GBO>KL:E G:ERMB<L

W #HH@E> G:ERMB<L OL 1GBO>KL:E G:ERMB<L "NG=:F>GM:E JN>LMBHGL :GLP>K>=

e >>| BO>HG 1L>K G:ERLBEAGBJNZ2IB=>H
e >>| BO>HG 1L>K >A:OBHNKAGGBJINZ2IB=>H
e (HNM# G:ERLBL] #HH@E> /NIIHKM KMB<E>

1216. AA?6/BA6<;@

W NLMHF>K G:ERMB<L %<HG :R .H<A>EE> #K:RLHG BL EB5>GEB=MN&G=>K :

WOK:<DBG@ <:FI:B@QGL PBMA 1.( NBE=>R #HH@E> G:ERBBEB<>GL>= NG=>K:
IM:G=:K=BN®N;> (B<>GL>



https://www.campaignmonitor.com/blog/email-marketing/2019/03/digital-marketing-math-all-the-formulas-you-need-to-know-on-one-page/
https://agencyanalytics.com/blog/utm-tracking
https://online-metrics.com/google-analytics-app-web/
https://clicktrust.be/en/level/channel-specialist/google-analytics-4-vs-universal-analytics-12-fundamental-questions-answered/
https://www.youtube.com/watch?v=LrjpgPcRWgY
https://www.youtube.com/watch?v=SaaDLcC0ahM
https://support.google.com/analytics/answer/7579450?hl=en&ref_topic=9266525
https://creativecommons.org/licenses/by/4.0/
https://www.youtube.com/watch?v=pNRgUq5sDhc
https://www.youtube.com/@GoogleAnalytics
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BAB?2 646A.9 .?72A6;4 (?2,1@

(>:KGBG@ +;C><MBO>L

R MA> >G= H? MABL <RHM3AHNE= ;> :;E> MH

W List ?BO> D>R =B@BM:E F:KD>MBG@ MK>G=L
W DescribeP:RL G>P M><AGHEH@B>L :G= MHHEL FB@AM BFI:<M =B@BM:E F:KD>MBG@ BG MA> ?NMNK

\'4

646A.9 1.78 2A6;4 ?2,1@ 2 Q29<=:2,A@

0A> @EH;:E I:G=>FB< :<<>E>K:M>= MA> @KHPMA H? =B @BM: M AKNMBG@HEE:IL> H? ?:<> MH
?:<> BGM>K:<MBHGL@ 8BS MBHGL :G= <HGLNF>KL JNB<DER LAB?M>= MA>BK :MM>GMBHG :G
):KD>M>KL A>:OBER BGO>LM>= BG LH<B:E F>=B: >F:BE F:.KD>MBG@ FH;BE> :IIL P>,LBM>L E(
;EH@L P>BG:KL :G=:0O:KB>MR H? HMA>K =B@BM:E <A:GG>EL MH ;NBE= <EHL>K :G= LMKHG(
FHK> =B@BM:EER L:OOR <NLMHF>KL L : K>LNEM MA> PHKE= H? =B@BWE&EG&MIMBIG @ EHHL
I:G=>FB< :G=F.GR =B@BM:E F:.KD>MBG@ LMK:M>@B>L :G= M:<MB<L :K> A>K> MH LM:R

#BO>G MABL :<<>E>K:MBHG BG =B BWV-H>XMBOBRNMNK> AHE= ?HK =B@BM:E F:KD>MBG@ 3/
‘EP:RL <A:EE>G@BG@ MH IK>=B<M MA> ?NMNK> MA>K> :K@B&® MRA>CBHNEE MAKI F:R
LB@G:E PA:M BL R>M MH <HF> $>K> :K> ?BO> :K>:L MA:M PBEE EBD>ER A:0>: LB@GB?B<:GM
MA> G>:K ?NMNK>

.78 2A6;4 BA< .A6<; $2?@<;.96G.A6<;

N> MH MA> <HFINM:MBHG:E IHP>K MA:M BL GHP :O:BE:;E> :KMB?B<B:E BGM>EEB@>G<> % |
)( :G==>>| E>KGBG@ ( :K>IE:RBG@ : IBOHM:E KHE> BG AHP F:KD>M>KL I>KKRKBM>BK CF
MA> ZBK>G<>L :KMB?B<B:E BGM>EEB@>G<> >G:;E>L <HFINM>KL MH FBFB< ANF:G BGM>EEB(
E>:KGBG@ NL>L :E@HKBMAFL MH I:KL> =:M: E>:KG ?KHF MA:M =:M: :G= F:D> BG?HKF>= =><BL
PA:M BM AL E>KG>= G==>>| E> KGBG@ LMKN<MNK>L :E@HKBMAFL BG E:R>KL MH <K>:M> :(
G>MPHKD" MAM <:G E>:KG :G= F:D> BGM>EEB@>GM =><BLBHGL HG BML HPG

"KHF : F:KD>M*®K>KLI><MBO> F:GR MHHEL :G= LRLM>FL :K> GHP NLBG@ )( MH B=>GMI
F>:GBG@?NE I:MM>KGL :G= =>KBO> BGLB@AML ;:L>= HG NL>K =:M: :G= HK ;>A:OBHNK
F:GR F:KD>MBG@ M:LDL :G=:<MBOBMB>L MA:M NL>= MH ;> =HG> F:GN:EER :K> :>BG@
IHM>GMB:EER ?K>>L NI F:KD>M>KL MH LI>G= FHK> MBF> MABGDBG@ LMK:M>@B<:EE!
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P:RL MH >G@:@> :G= <HG@>MMMBCSG<>L

3ABE> LHF> >:KER F:KD>MBG@ :NMHF:MBHG BL :EK>:=R A:lI>GBG@ MA>K> BL LMBEE
@KHPMA MA:M PBEE A:lI>G BG MA> <HFBG@ R>:KL >EHP :K>: ?>P >Q:FIE>L PA>K> F::
E>KGBG@ BL :EK>:=R A>EIBG@ F:KD>M>KL HIMBFBS> MA>BK F:KD>MBG@ :<MBOBME
MA>L> M><AGHEH@B>L :K> LMBEE BG MA>BK BG?:G<R :G=:K>HGER ;>BG@ NL>= ;R >

$7<4?2::.A60 1C 2?A6@6;4

Programmatic advertisingBL MA> NL> H? :NMHF:M>= M><AGHEH@R MH ;NR :=O>KMBLBG@ LI:<>
F:KD>M>K F:GN:EER ;B==BG@ |E:<BG@ <HGHWEHHLBAR MA> MBFBG@ ?HK : LI><B?B< :=
IKH@K:FF:MB< :=O>KMBLBG@ NL>L =:M: BGLB@AML :G=:E@HKBMAFL MH L>KO> :=L MH MA> k
MBF> :G=:M MA> KB@QABNKBMA>E > LRLM>FL F:KD>M>KL LBFIER IKHOB=><HGM>GM <:Fl:B@!
>@ FHLM BFIK>LLBHGL ;K:G=:P:K>G>LL <HGO>KLBHGL >M< ;N=@>M EBFBML :G= HMA>K
<HGLMK:BGML > @ EH<:MBHG =>FH@K:IAB< >M< :G= MA> LRLM>F PBEE HIMBFBS> MA> <:F|
AB@A>LM IHLLB;E> K>MNKGL ;:.L>= HG MA> LM:M>= @H:EL <HGLMK:BGML /BEERSHFINM>KL :
:G=:=:IM MH F:KD>M <A:G@>L JNB<D>K MA:G FHLM ANF:GL IKH@K:FF:MB< :=O>KMBLBG@ <:G
K>MNKGL @K2BABSCGRB=>K K>:<A :G= FHK> = |[E:<>F>GML $NESD>K RLM>FL M>G= MH ;>
FHK> >QI>GLBO> F:R GHM :EP:RL IKHI>KER F:M<A MA> := MH MA> :N=B>G<> :G= MA>K> A:0> ;:
HGEBG> <EB<D ?K:N= BLLN>L :LLH<B:M>= PBMA IKH@K:FF:MB< :=O>KMBLBG@ L PBMA :GR :N
LMBEE BL BFIHKM:GM MH K>0B>P MA> K>LNEML :G= MH F:D> LNK> MA>L> :NMHF:M>= LRLM>F
RHNK LI><B?8xGBS:MBHG.E G>>=L :G= @H:EL

$27@<;.96G.A6<; &20<:2;1.A6<; ;46;2@

personalization engine,! :ELH <:EE>=: K><HFF>G=:MBHG >G@BG> NL>L BGLB@AML ?KHF : NL
;>A:OBHNK <HF;BG>= PBMA =:M: ?KHF HMA>K LBFBE:K NL>KL MH =>EBO>K : I>KLHG:EBS>= >QI
<HGM>GM MA:M BL =>EBO>K>= MH MA> NL>K LAHNE= ;> <HGM>QMN:EER>EEOEEM :G= F:M</
IK>?>K>G<>L /BG<> I>KLHG:EBS:MBHG >G@BG>L NL> :=0:G<>= % :G= F:<ABG> E>:KGBG@ ;:L:
F:D> IK>=B<MBHGL H? PA:M NL>KL PBEE G>>= MA> FHK> =:M: MA>L> >G@BG>L :<<>LL :G=:G:E
:<<NK:M> MA>BK IK>=B<MBHGL :K> |IL :K> ?K>JN>GMER NL>= ?HK ><HFF>K<> MH F:D> IKH=N<
K><HFF>G=:MBHGL ;NM MA>R :K>:ELH PB=>ER N@&BSHYBBIGIK> @ G>PL FNLB< HK
LMK>:FBG@ <HFI:GB>L /HF> H? MA> ;>G>?BML H? ,'L BGKEN=>

W"BG>K <NLMHF>K L>@F>GM:MBHG B > MA> :;BEBMR MH L>@F>GM RHNK :N=B>G<>L
L>@F>GML :G= LMBEE LNIIHKM MA>BK G>>=L

WO0:BEHK>= F:KD>MBG@ F>LL:@>L MA:M <:G ;> HIMBFBS>=:M MA> BG=BOB=N:E E>O>E
W/AHKM>K <HGO>KLBHG MBF>L ;><:NL> MA> <NLMHF>K CHN&GMR-BL FN<A FHK> M:K

W%G<K>:L>= K>O>GN>L =N> MH IKHFHMBG @ <HFIE>F>GM:KR :G= HK K>E:M>= IKH=N<M
;>LM F>>M MA>ING>k=L

3ABE> MA>K> :K> F:GR :=0:GM:@>L ,IL <:G ;> INBM> >QI>GLBO> :G= K>JNBK> MBF> MH L>MNI "
>GHN@A =:M: ;>?HK> ;>G>?BMMBGENHB>GAK > :P:K>H? MA> LB@GB?B<:GM NI?KHGM BGO>L
;HMA MBF> :G= FHG>R ;>?HK> K>:IBG@ MA> ;>G>?BML H? MA>L> MHHEL
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<, Q7@.A6<;.9 .?8A6;4

Conversational Marketing BL : P:R H? >G@:@BG@ PBM&RHM<BRKG<> OB: K>.E MBF> =B:EH@N>
=KBO>G :<MBOBMB>L LN<A :L EBO><A:M F>LL:@BG@ :lIL HK <HGO>KL:MBHG:E % <A:M;HML
<HGO>KL:MBHG:E F:KD>MBG@ BL MH <K>:M> F>:GBG@?NE <NLMHF>K K>E:MBHGLABIL MAKH]
F:D> MA> <NLMHF>K >QI>KB>G<> L LFHHMA :G= >:L R4 L4+ BHESO>»KL:MBHG:E F:KD>MBG@
F:GR F:KD>M>KL :K> MNKGBG@ MH <A:M;HML

A:M;HML <:G A>El :NMHF:M> LHF> F:KD>MBG@ <HFFNGB<:MBHGL :G=>GLNK> BGLM:GM :G=M
MH <NLMHF>KL R F:DBG@ <HGO>KL:MBHG:E % <A:M;HML :G BGM>@K:E I:KM H? F:KD>MBG@
HIQ:GBS:MBHGL <:G @NB=> <NLMHF>KL MAKHN@A MA> <NLMHF>K CHNKG>R FHK> JNB<DER
FHK> <HGO>KLBHGL /HF>H? MA> D>R ;>G>?BML H? : <A:M;HM F:KD>MBG@ LMK:M>@R :K> MB
BG<K>:L>= <NLMHF>K >G@:@>F>GM ?:LM>K K>LIHGL> MBF>L :G= BG<K>:L>= <NLMHF>K =:M:
BGM>K:<MBHGL :K> <:IMNK>= :G= <:G ;> :G:ERS>= :G= K>0OB>P>= +G MA> HMA>K A:G= <A:M;HN\
L>MNI :G= <:GGHM <HFIE>M>ER K>|E:<> ANF:GL 0A>R PHKD P>EE ?HK K>I>MBMBO> JN>LMBH(
LA.IKBG@ >M< $HR#A>K =H GHM PHKD P>EE BG =>:EBG@ PBMA >FHMBHGL HK GN:G<> /H : <,
HGER ;> : LNBM:;E> LHENMBHG ?HK : IHKMBHG H? RHNK <NLMHF>K BGM>K:<MBHGL "HK FHK>
<A><D HNM MABL :KMB%EA:NMiNM ,E:M?HKFL

$?2160A8C,.9FAG0@

Predictive analyticsNL> ABLMHKB<:E =:M: MH IK>=B<M ?NMNK> MK>G=L >0O>GML :G=IHM>GMB:I
:G:ERMB<L LRLM>FL :K> GHP FHOBG@ :P:R ?KHF LBFIER K>IHKMBG @ RBGI@ P &><: MH_HPA:M
<:G A>EI NL>KL IE:G :G= IK>:K> ?HK MA> ?NMNK> 0A> FHLM H;OBHNL >Q:FIE> BL #HH@E> G:E
O>KLBHG H? #HH@E> G:ERMB<L E:NG<A>= BG +<MH;>K :G=BL NLBG@ F:<ABG> E>KGBG@
FHK> BGLB@AML :G= IK>=B<MBO> :G:ERMB<L H?M>G K>E:M>= MH BFIKHOBG@ <HGO>KLBHG
MH :LLBLM F:KD>M>KL BG B=>GMB?RBG@ D>R MKB@ @>KL ?HK BFIKHO>= <HGO>KLBHG BL :C
F:KD>MBG@ M><AGHEH@B>L PBEE EBD>ER ;> ?H<NLBG@ HG

*<602 '2.705 <2702

H? MH R>K HE=L LI>:D MH MA>BK OHB<> >G:;E>= =>0B<>L :M Ex4<MKBG@ KH:R
K><>GM LMN=R :R3R>MA>K LI>:DBG@ BGMH MA>BK FH;BE> =>0B<>L HK :LDBG@ : OHB<> >G:;I
#HH@E> *>LM HK F:SHG E>Q: FHK> :G= FHK> [>HIE> :K> L>:K<ABG@ ?HK BG?HKF:MBHG NLBC
L : KSLNEM OHB<> HK:E L>:K<A>L PBEE IE:R : FHK> LB@GB?B<:GM KHE> BG MA> <NLMHF>K :
):KD>M>KL G>>= MH MABGD ;>RHG= MK:=BMBHG:E D>RPHK=L :G= D>R IAK:L>L :G=<HGLB=>K L
JN>LMBHGL MA:M FB@AM ;> O>K;:EER :LD>= ;R IKHLI><MBO> <NLMHF>KL EHHDBG@ ?HK BG?}
L>KOB<>HBXx> L>:K<A A:L ;><HF> : AHM MHIB< BG FH;BE> /'+ HIMBFBS:MBHG LBG<> NL>KL :K> >
OHB<> L>:K<A PA>G MRIBG@ BL >BMA>K GHM L:?> >@ PA>G =KBOBG@ HK LBFIER GHM <HC(

"NKMA>KFHK> OHB<> L>:K<A BL GH EHG@>K CNLM :;;HNM =>EBO>KBG@ BG?HKF:MBHG ;NM }
<HFF>K<> 3L I>HIE> K> ;NRBG@ IKH=N<ML :G= L>KOB<>L LBFIER NLBG@ MA>BK OHB<> /BG<
F:KD>MBG@ @H:E BL MH =>EBO>K MA> KB@AM BG?HKF:MBHG :M MA> KB@AM MBF> MH MA>
>PHKM OHB<> L>:K<A :G= <HFF>K<> PBEE ;> >LL>GMB:E BG F>>MBG@ :N=B>G<>L PA>K> MA>
MA:M F>>ML MA>BK BFF>=B:M> G>>=L


https://shanebarker.com/blog/best-ai-chatbot/
https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/voice-assistants.html
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OH IK>I:K> ?HK MA>SLX@BGK L>:K<A JN>KB>L F:KD>M>KL G>>= MH LM:KM MABGDBG@ :;HNM P
LD ?HK BG?HKF:MBHG K>E:M>= MH MA>BK IKH=N<M HK L>KOB<>L OABL PBEE H?M>G MK:GLE
JN>KB>L B> FHK>PHK=L ):D>LNK> RHNK <HGM>GM BG<EN=>L MA>L> |AK:L>L JN>LMBHGL
BL LMBEE =>O>EHIBG@ GHP BL MA> MBF> MH >QI>KBF>GM :G= MH E>:KG LH MA:M PA>G OHB
M:D> A”RHN :K> P>EE IHLBMBHG>= MH M:D> :=0:GM:@> H? MA> F:KD>M @KHPMA

'<06.9 <::2?702

"N>E>= ;R MA> @QEH;:E I:G=>FB< :G= MA> LAB?M MH HGEBG> LAHIIBG@ F@BSIGHIE=>BkK :ELH F
LH<B:E F>=B: :<MBOBMR PBMA MA>BK LAKGBM@ KHABEEMRA:O> :KHN@AM G>P F>:GBG@ MH
LH<B:E <HFF>K<> :R E:NG<ABG@ L>0O>K:E ?>:MNK>L MA:M :EEHP NL>KL MH ;NR IKH=N<ML =BK
LH<B:E F>=B: IE:M?HKFL /BG<> F:GR I>HIE> :EK>:=R ?HEEHP ;K:G=L MA>L> G>MPHKDL :K> F:Dl
>:LB>K MH <HGO>KM

K:G=L :K> E>O>K:@BG@ LH<B:E F>=B: <A><DHNM :G= LAHIIBG@ BGM>@K:MBHGL :L M><A L:O!
>G@:@> PBMA LH<B:E <HFF>K&bLFHIE> LD ?NEER <HFI>M> BG MA> LH<B:E <HFF>K<> F:KD>M F:
PBEE G>>= MH >QIEHK> BG?EN>G<>K F:KD>MBG@ <K>:MBO>@:EEIKMI><NMBEIBMEY 8L>K
HO>K BEEBHG BG LH<B:E <HFF>K<> L:E>L ABG: E>:=L MABL F:KD>M /H F:KD>M>KL >GM>K
>SF>@BG@ <HFF>K<> F:KD>M F:R P:GM MH EHHD MH ABG: ?HK : KH:=F:| :G= BGLIBK:MBHG

EA2;121 &2.96AF & ::2?7@6C2 E=2762,02@

10>G MAHN@A F:KD>M>KL A:0> ;>>G =BL<NLLBG@ OBKMN:E K>:EBMR 2. ?HK =><:=>L MA>K>
BGM>K>LMBG@ =>O>EHIF>GML A:II>GBG@ :KHNG=>QM>G=>= K>:EBMR 4. :G= BFF>KLBO> >(
LAHNE= ;> GHEIxtended reality 4. BL :G NF;K>EE: M>KF K>?>KKBG@ MH :EE K>:E :G= OBKMN:E <I
>GOBKHGF>GML :G= BGM>K:<MBHGL @>G>K:M>= ;R <WMNEGE NI=HAGKIEFHHGR>= K>:EBMR .
:G= OBKMN:E K>:EBMiBghented reality BL :G BGM>K:<MBO> >QI>KB>G<> MA:M <HF;BG>L : OB>|
MA> K>:E PHKE= PBMA <@BIBiM&KI>= >E>F>GML NLN:EER HO>KE:B= HG MHI H? l&&<K>:E PHKE
‘N=B>G<>L P:GM =RG:FB< >G@:@BG@ >QI>KB>G<>L F:KD>M>KL G>>= MH FHO> ;>RHG= LM:M
F>LL:@>L :G= IKHOB=> FHK> BFF>KLBO> >QI>KB>G<>L

%G <HGMK:LM MH OBKMN:E K>:EBMR 2. >QI>KB>G<>L ?>QIXKBFELBOS FHQI>KB>G<> PBMA
EBMME> :==BMBHG:E A:K=P:K> K>JNBK>=[ H?M>G CNLM : FH;BE> =>0B<> 0ABL F:D>L MA>L> >
FHK> :<<>LLB;E> MH : PB=>K :N=B>G<>MARSBK->KLBO> >QI>KB>G<>L :EE K>JNBK> LB@GB?!
NI?KHGM BGO>LMF>GML BG MBRA:GH FBIGKRA> <HLM H? F:GR KB<A F>=B: IKH=N<MBHG M><A(
LM:KM>2 3l BM> AB@A /H I>KA:IL BG MA> <HFBG@ R>:KL P> PBEE L>> MA> IKH=N<MBHG <HLN
=KHI MH :EEHP FHK> F:KD>M>KL MH =>0>EHI MA>L> <HFI>EEBG@ :G=>G@:@BG@ >QI>KB>G<
>Q:FIE>H?: 2. F:.KD>MBG@ OB=>H

https://opentextbc.ca/foundationsdigitalmarketing/?p=144#oembed-1

a One or moe interactive elements has been excludeah fihis version of the textolY can view them online her



https://www.youtube.com/watch?v=FzrkpXlRP1M
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<;@B:2? $?6C.0F .A. A560@

L FHK> :G= FHK> =:M: BL <HEE><M>= :G= MK:<D>= MA>K> PBEE <HGMBGN> MH ;> : M>GLBHG ;
P:GMBG@ MH DGHP FHK> :;HNEIMNAPNBIBMIK>L :G= <HGLNF>KL P:GMBG@ MH IKHM><M MA>BK
I>KLHG:E =:M: 0A>K> :EK>:=R :K> <HG<>KGL ;;HNM MA> >G=H? K=I.KMR <HHDB>L BG :G=M
BFI:<M HG :=O>KMBG=KL =BL<NLL>= BEMA} <A:IM>K:M: IKHM><MBHG BL ;>BG@ FHGBMHK>=;|
@HO>KGF>GML :<KHLL MA> @EH;> L : K>LNEM F:KD>M>KL PBEE A:O0> MH K>ER HG ;NBE=BG(
K>E:MBHGLABIL PBMAMM-BIKBEK<>L MA:M K> ;:L>= HG MKNLM O:EN> :G= <HGL>GM PAB<A ;
=M. >MAB<L

:M: >MAB<L BL :;HNM K>LIHGLB;E> :G= LNLM:BG:;E> NL> H? =:M: ):KD>M>KL PBEE G>>= MH A:C
IE:<> MA:M L>KO> MA>BK :N=B>G<>L P>EE OABL PBEE EBD>ER BGOHEO> @BOBG@ <HGLNF>
=:M: IKHOB=BG@ : E>O>E H? MKABIH#B&@RBIBS:MBHGL :<<HNGM:;E> :G= D>>IBG@ <NLMHF>K
L><NK> L P>:EE DGH®R: BL : IHP>K?NE :LL>M ?H®:GBFIMBEM PBMA MABL IHP>K <HF>L
BG<K>:L>@H&BS:MBHG:E K>LIHGLB;BEBMR MHKHLKBM-HR=>ERAB<:EER

B@BM:E F.KD>MBG@ A:L @KHPG >QIHG>GMB:EEBMBSG MASSEBIERD®. KIK-3G=L :G= =>0O>EHIF>GM
F>GMBHG>= ;;HO> MA> ?NMNK> EHHDL O>KR ;KB@AM 0A>K> PBEE EBD>ER ;> >0>G FHK> M>
:G==BL<HO>KB>L MA:M PBEE LI:KD <A:EE>G@> :G==KBO> G>P <K>:MBO> :G=<HFI>EEBG@ F
>QI>KB>G<>L L EHG@ :L F:KD>M>KL <HGMBGN> MH F>>M MA> G>>=L P.GMI>M5= =>LBK>L H?
:N=B>G<>L BM PBEE NG=HN;M>=ER ;> :G >Q<BMBG@ CHNKG>R ?HK NL :EE

>R 0:D>:P:RL

3ABE> MA>K> :K> :EP:RL G>P =B@BM:E F:KD>MBG@B&AGAGCBAEL?HEHHPBG@ MK>G=L :G==>0>EHIF>GML PBEE EBD>ER A:0>
LB@GB?B<:GM BFl:<M HG F:KD>M>KL BG MA> <HFBG@ R>:KL
W ):KD>MBG@ NMHF:MBHG ,>KLHG:EBS:MBHG
W 2HB<>/>:K<A HFF>K<>
W /H<B:E HFF>K<>
W IQM>G=>= >EBMR %FF>KLBO> !QI>KB>G<>L
W HGLNF>K ,KBO:<R :M:!MAB<L

1216. AA?6/BA6<;@

WIQI>KB>G<> FLM>K=:F #NB=>= BHINK(J 2.2 B=>kR 2. #HKBEE: [ BKMN:E
>EBMR 2 B=>HBL EB<>GL>= NG=>K : /M@= tB<>GL>

$HP OH ,K>I:K> 5INK B@BM:E ):KD>MBG@ ?HK MA> !G= H? 0ABK=,:KMR HHDB>L



https://www.youtube.com/watch?v=FzrkpXlRP1M
https://www.youtube.com/@Vrgorilla1
https://www.youtube.com/@Vrgorilla1
https://boldorange.com/news/how-to-prepare-your-digital-marketing-for-the-end-of-third-party-cookies/
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Rochelle Grayson) BG "BG:G<>:G= NLBG>LL ,HEBERO>KLBMR
H? AB<:@H BL MA> =>:KMF>GM <A:BK :G= ,KH?>LLHK H? ):KD>MBC
(G@:K: HEE>@t<AHHE H?).G:@>F>GM /A> BL :ELH MA> BG=NLMK}
<A:BKKH@K:F :=0OBL8K :G BGLMKN<MHK ?HK MA> 1GBO>KLBMR H?
HENF;B:L /:N=>K /<AHHE H? NLBG>LL B@BM:E (>:=>KLABI :G= :M:
):KD>MBG@ G:ERMB<L ,KH@K:FL %G :==BMBHG MH A>K >=N<:ME
.H<A>EE> BL :ELH :G IQ><NMBO> BG .>LB=>G<>GRBWKSt>P 2
PA>K> LA> F>GMHKL @KHPMA LM:@> M><AGHEH@R <HFI:GB>L Kl
L:E>L :G= F.KD>MBG@ LMK:M>@B>L .H<A>EE>AHE=L: BG #>KF:C
(BM>K:MNK> ?KHF /P:KMAFHK> HEE>@> :L P>EE :L /BQ /B@F:
E:<D;>EM F:.LM>K <>KMB?B<:MBHGL BG ,KH=N<M >O>EHIF>GM
):G:@>F>GM :G= NLBG>LL ":<BEBM:MBHG

><:NL> .H<A>EE> LMK:==E>L MA> PHKE=L H? BG=NLMKR :G= :<:=>F
M>:<A>L NLBG@ : @EH;:E :IIEB>=:G= BGGHO:MBO> :IIKH:<A .H<A>
M:N@AM :G:=B:G :G= BGM>KG:MBHG:E LMN=>GML K:G@BG@ ?KHF
MAKHN@A MH !Q><NMBO> I=N<:MBHG :G= AL K><>BO>= MA>1 &t}
"KB>L>G IQ<>EE>G=x<BBO@ :P:K= .H<A>EE> A:L BGMKH=N<>= LBFNE:MBHGL :G= <HNKL>L BG
):KD>MBG@ :G=/H<B:E )>=B: MH ;HMA (G@:K: HEE>@> :G= MA> MA> 1GBO>KLBMR H? KBMBL.
.H<A>EE> >GCHRL E>O>K:@BG@ K><>GM M><AGHEH@B<:E :G=;NLBG>LL =>O>EHIF>GML BG
?H<NL>= HG IK>I:KBG@ A>K LMN=>GML ?HK MA> CH;L H? MA> ?2NMNK> "NKMA>KFHK> :L : MKE
BG=BOB=N:E PAH A:L EBO>=:G= PHKD>=BG ?KB<: INKHI> (:MBG F>KB<: :G=*HKMA F>KB<: .
MKNER :IIK><B:M>L :G= ;KBG@L : @EH;:E I>KLI><MBO> MH A>K <E:LLKHHFL

H<A>EE> A:L E>= :G= E:NG<A>= GNF>KHNL BGGHO:MBO> =B@BM:E BGBMB:MBO>L PHKDBG@
;HMA K& :G= LF:EE <HFI:GB>L .H<A>EE> BL MA> <H ?HNG=>K H? KM/BM>L : =B@BM:E F:KD>M
OBLN:E :KMBLML :G=BL I:LM IK>SHBE>GVMEHRB@BM:E :@>G<R ?H<NL>= HG <HFFNGBMR ;NBE-=I
:G= =B@BM:E <HGM>GM FHG>MES: WBBB/AHKIBKF>GM <HFI:GB>L LNSMMUYE :G=

3 :KG>K KHMA>KL .H<A>EE>BL :ELH : [:LM IK>LB=>GM H? + >A:0> IGM>KM:BGF>GM :G >:KER
G>MPHKDBG@ <HEHGRNG=>K H? |E:LMB< IGM>KM:BGF>GM : =B@BM:E F>=B: >GM>KM:BGF>C
<AB>? ;NLBG>LL :@BEBLM PBMA @BE> NLBG>LL /MK:M>@B>L !+ :G=<H ?HNG=>K H? "E:LA(H
' EH@@BG@ :G= G>PLE>MM>K F.G:@>F>GM LRLM>F <AB>? ;EH@@>K H? "E:LA HFF>K<> <HF
)>=B:):0>GL IH=<:LM :G= ?HNG=>BH T2 : F>=B: NG<HG?>K>G<>

H<A>EE> AL ;>>G HG MA> ;H:K=L ?HK MASHEB&.:G=3/IHKM MA> :G:=B:G %GM>KG>M .>@BLMK
NMAHKBNER=B:G 3 HF>G BG HFFNGB<:MBH{FH>G BG "BEF :GEGOBLBHG<BNO>K :G=

#>KF:GR HFINM>KL ?HK /<AHHEL :G=*>P )>=B: /A> AL :ELH ;>>G : CNKHK ?HK MA> :G:=B:G
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