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' 28 Things About New Customer von 4

Acquisition That Nobody Ever Tells You

Please silence your devices.
Audio/video recording is prohibited.
What do you think? Rate this session in the App!

Session Recap: retailsdigitalsummit.nrf.com/recap
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THERE ARE LOTS OF WAYS TO
ACQUIRE NEW CUSTOMERS ONLINE...
only a few of them really work.

Know that all online
customers are not
weighted equally.
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Different
screens have

different values.

Desktop * Handheld * Tablet
Wearables * Car * TV * |UIs

You need to continuously
try new things knowing that
only a few of them wiill

succeed.
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Set aside a test budget.
You need burn money.

The #1 key to your
success is adoption.
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' If you can’t get an order, get a lead v .. 4

Best ways to collect email
addresses and mobile
numbers:

* Delays (time or page)

° i SIGN UP TODAY TO JOIN DUR FAMILY
EXIt PO ps OF TRUE HALLOWEEN ENTHUSIASTS!

* Eyebrows (top) g e
* Windowshades (top)

* Shimmies (shakedowns)
* Midis (middle)

* Sidewinders (righthand)
* Catfishes (bottom)

EZZ RETAIL'S 250t #shoporg16

You simply must have a solid foundation.

Entry page(s) * Search and internal navigation * Cart/checkout

EZZ RETAIL'S 250t #shoporg16
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e,
Sell where the user wants to be sold
opye dell.com <
* User paths are a self-fulfilling _
prophecy. If you do mobile well, the
majority of your mobile orders will
come “offline” or on your desktop site.
* Show your phone number AND use e S msare . i 30 iy aviaec s
. counting...... That's an innovation streak!
click to call. S
Heed help? We're here for you. i
* Work your device-to-device transfer. i e
(Use hoppers, instigated chat, SMS, Ny e _
. B Email an expert
email captures, etc.)
=) IZ’-\:’:I-I:‘.I;.I:.II PCs powered
*C DIGITAL |
m RETAILS 2%t : H U7 | #shoporg1é
r ..... S — R )
omahasteaks.com ] :
Word Connect Voo, 4
and Visual Match
This is one of the most underestimated SsiEalie > 12 18 LT Citkres
things in optimization today. 12 (6 02.) Ribeyes 4oiNst
Over half our brain is dedicated to
visual processing power. We need to
see it to think it, feel it, believe it... _,
v .
Reg. $299.94 | Now Onl $150.00
[T
s perchest,
If you like the flavor of Prime Rib, you're
going to love our Filet Of Prime Rib. Cut from
*C DIGITAL ¢ > f m I
m RETAILS 2%+ 04 U] #shoporglé
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r weeec Verizon LTE 10:47 AM @ 4
. toysrus.com
Views TovsHlus Va

L]

il o

Varied (shorter, more distracted) sessions =2
coupled with s-I-o-w speed force you to
have:

* Impactful first view
* Heavily-weighted top view

* Efficient scrolled view(s)

* Succinct bottom view ®0000
Little Tikes® TotSports™ Easy B
Score™ Basketball Set $29.99
Page weight & number of scrolls will By: Lt Thes

impact your overall adoption-to-cart.
m Add to Wish List

EXZZ RETAILS 25t < “ o | #shoporgls

mi o n Di r e Ctiv e s = & homeweb.mcafee.com (]

U McAfee
* The BIGGER, the BOLDER, the , R e s
. You live your digital life. We keep it : _
better. The more the merrier. Sacurs £ Vitamix B
* This applies to everything ATC l
(adoption to cart) related, e )
especially the search box and '“_f_
your action directives. Protection for il your devices
Secrecovd srage e
» With action directives, the rule i
of thumb is one per view with You's covered for 1 year(s) Not
ample thumb space. This!

EEZARETAILS MG . 0 . - #shoporg16




Navigation

On a desktop site, the user struggles

in three places. On a handheld,

primarily struggle in one place.

they

You know you have one view (the
first view) to make the magic happen.

wees0 \arizon LTE 2:468 PM @ 5 .
cvs.com (]
Sign Inor Create an Account

hberui Stores. Search Basket

h Tap, Send, Save.

Keep track of offers, send deals
and rewards to your card and more,

Get Our FREE App =3

9/26/2016

- QUICK LINKS -
With mobile, it primarily boils down Downioad our iPhone app 4
to 3-8 items and a text search box. Refill Prescriptions »
Rapid Refill »
Weekly Ad »
ExtraCare »
Drug Information »
EEZZE RETAIL'S 25t 4 [ )| H#shoporglé
< [ L []
T e R,
wees0 \arizon LTE 4:04 PM @ f s
& lafitness.com G - =t y
hertzequip.com [+ % y
Dl you know LA Fitness has an agg for your iPhone device? Hertz equipment Rental ¥ Cant =
In addition to the mobile web capabilities,
our mobile :pp le::nrn:.- e Renta!s
» Check-n using your mobde Membership Find Rental Equipment
Card
o Siarch for chibs B roup exerciss cassss Equipment Nare
« Update your membership profile
» Schedule your personal fraining Browse Catalog >
» Add friends o your VIP st
Express Request ™ v
Downlead our app
e - " FAST. EASY. EXPRESS REQUEST ™
[ Continue to site ] Category:
s i Choose One
Not | Not Interested | Subcategory: N "?t
This! ; Ghoose One ~ This!
Spec:
Choose One
Quantity Start Date  End Date
1 0G/DG/2015 | D3/07/2015
‘Contact Us >
7
PC DIGITAL
m RETA". SUMMIT < o m O #shoporg16
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Internal Text Search

EXZZ RETAILS 25t

R, 1)
Success is measured by adoption, not
presentation or number of finds.

The order in which the results are
shown matters most.

Refinements are different than facets.
Sort is different than filter. Work them

accordingly.

For mobile, make sure your auto-
suggestions are thumb/tap-friendly.

f#ishoporg16

' Availability and Delivery Info

* Availability information
should be in the first view.

*  Embedded urgency
information typically works
best underneath the add-
to-cart buttons.

* Make sure to repeat the
availability information in
the cart/checkout.

EXXZd RETAIL

DIGITAL
SUMMIT

#shoporg16
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- A SEPHORA e, * Prioritizing your merchandise in internal
MANEUP  SKWCARE  TRACRANCE NATHADCOY WAL AW omsamuwshes  wew oars s muscs [IESSRGCETEN .

search results and on your pages is a
critical element, especially for new
customer acquisition.

* You should be able to bet your house on
the first item they see. Your car on the
second.

* “Relevancy” can be a dangerous default.
Use it wisely. (Bestselling typically works
better.)

EXZZ RETAILS 25t #shoporg16

' Dynamlc Pricing

Qi latfehle aT— * Not just for Amazon and marketplaces,
DTN e s we o dynamic pricing is a new customer acquisition

Cooking _ Boking _ Dining _ Coffer&Tea _ Home  Food _ Clanses m secret weapon.
ROERS OVER 59 SHIP FREE! ENTER CODE SHIPFREE 3

OUR SEMI-ANNUAL

COOKWARE
SALE

UPTO

40% OFF

MORE BRANDS THAN EVER» _‘(

*  Alot of folks think this is about discounting
and losing margin. It’s actually more about
maintaining and maximizing margin (and
profits.)

* Consider segmenting by channel type as well
as customer type.

DEALS ENDING SOON *  Once you get dynamic pricing working, play

m ﬁ with variable inventory and urgency.
m RETA' L’ s"b‘ﬂﬁ‘s'f #shoporg16
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' Clearance

EXTRA 25% OFF QUTDOOR CLEARANCE® WITH CODE: EXTRAZS

¢ Clearance users can typically tolerate T a—
more frequency and because of the P'”' ERYBANY . | —
built-in urgency, their buying patterns '
tend to be more immediate.

* Develop different levels of clearance
based on time, availability, and so on. oA

. SEEY TN :70% OFF
* Clearly spell out the discounts. e

* Update your pages (at least the entry) |
based on traffic. Rule of thumb: the
fresher, the better.

EXZZ RETAILS 25t

weec0 Varizon LTE 1:54 PM @ 5 . 3
Hoppers — - \ ¥V

=, S ¥

* Hoppers, Spreaders, Skips, and
Bridges move the user from ‘ x
here they are struggling to a Yourcart[Dis:
w y. 8gling 279-084-330
place of action.

-
i Call us at
, 1-866-751-0484
* You need to design them based o haoe st i
on your stats, not best practices.

ar

* Remember, there’s no shame in

sending people to the phone.

m RETAILS 2504+ p L eREGeS  gehoporg16

] L .
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ssees anizon fx ¢ 148 PM

neimanmarcus.com

BEAUTY EVENT:
FREE TOTE + MUST-TRY SAMPLES WITH BURCHASE

eaco Varizon (TE 148 PM &

Visual search and voice
activated buying are
both changing the new
customer acquisition
game.

neimanmarcus,com

How It works

THESPRING
| TREND EVENT

gift with $350 purchase
. ond code SPRINGNM

SHOP HOW »

Start small. Know that

it’s a commitment and

not likely going to work
the way you want it to

for 12+ months.

a

Mebeony ok

EZEE RETAIL'S 2530t #shoporg1é

Donuts and Holes saple com ¢ AN

Q Nearest store: Seattie, WA Open; 8-9

* A donut wraps around your mobile = q STAPES & w

site. (Holes are for the inside areas I

like checkout.) e Q
* Itcan be 1 page, 10 pages or 100 Search by Brand See all
Pages. @ brother Ccanon
* It may be a series of landing pages
designed specifically for Shopping EPSON Xerox §)
customers or it may be a special
mobile-friendly checkout with a diemok I  OKI
hopper.

. . Looking for our best deals? N
* They are fantastic for testing.

Free shipping Price match Ealsy returmns
a

aevery day* guarantee** always frae
EZS RETAILS 25t < W M (]| #shoporglé
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° wenco Varizon = 4:42 PM & o
B o ut I q u e s @ dimprint.com
Cell Phone Back Strap Energize Portable
normally as low as Power Bank - 2200
. #1.59 mah
* Boutiques are often referred to as ity o 16
sites-within-a-site but they’re more
like specialty kiosks. quick links g
* They are excellent as email landers. BoubiGus SoPe =
* Many companies use them for » High-Impact Tradeshow Giveaways
shopping, marketplace and social > Givaaways Under $1
media CUStomers' » Low Minimums
* Can be very useful for improving » Bestseller Showcase
conversion of non-branded traffic.
* Fantastic for clearance and it iia
Automatic Delivery items. aB
see full site call now 1-B77-446-7746 privacy palicy
' . ) 1994 - 2016 4imprint 1nc
EXEEX RETAILS 25t #shoporg16

' Flash Sales

GurNEYS

¥]
SEET &, NURSERY (L

Catac it | Catalog Quick Order | Order Status
0 Item(s)|

Itermn Nurmiber cr Keywords

e Number or Keyword M| £0.00

Vegetables Fruits Perennials Flowers Trees & Shrubs  Garden Supplies  Wab Exclusives NEW FOR 2016

GURNEYS } 5 HOUR
T FLASH SALE Hour

GET 5 % OFFI VALID ONLY 104M - 3PM EST,
r GET 50% OFF YOUR ORDER!

VALID ONLY 10AM - 3PM EST.
VALID ONLY 10AM - 3PM EST.

Hashsale] | soeor e ) Flash Sale

ORDER Now)

Shop All »

)

Shop Categories

Vegetables

Fruits

m RETA' L’ s"b‘ﬂﬁ‘s'f #shoporg16
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' Promo Code/Coupon Pages

* Design for new users and promo-bailers.

* Optimize these pages in coordination
with catalog/email sign-up & thank you
pages and sale, clearance, overstock &
other pages with deals.

* Great for email capture.

¢ Tend to work best with clear deadlines.

EXZZ RETAILS 25t

f#ishoporg16

r

One size does not fit all.

EZZ RETAIL'S 250t

Different channels require different treatment, especially creative & offers.

#shoporg16
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Facebook Ads

facebook . _ 8 + All ads are not created equal. Boosts are not the

: same as sponsored. Remarketing is not the same as
display.

* Facebook Math: The higher the relevance score, the
more impression share and the lower cost per
engagement.

T P : * Try putting the links in the comments.

* Test video & different lengths of video.

* Test your CTAs like your life depends on it.

* Try Facebook Call and local ads.

* Measure your custom audience traffic vs. a control.

* Test YOUR modeling against THEIRS.

* Sharing can have a value. Find a dollar # for it.

Win a year’s supply of flour
31 days, 31 winners

by of flower - King Arthor Fleur
0k = Ky ay hemng Rt Fes base:

EXZZ RETAILS 25t #shoporg16

Facebook Ads, part Il

* Determine your goal(s) first. Then figure out how
you're going to measure for success:
* Post engagement
i it ¢ Shares
ey 0wl - c: : N * Clicks to your site
- '  Leads/orders
* Profiled actions
* Installs/engagement
* Video views

The Yankee
Candie
Company &

P e Other

Don‘t let your sneaky tricks backfire. One of the
reasons why slideshows and carousels “work much
: better” than solos is because the last click is a

= .| clickthrough.

- e
MRETA".’ Eb‘ﬂm% #shoporg16
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Coupon Sites

* Easy to manipulate but you need to be on top of them.
* Redirect the traffic to a specific experience.
* Proper error handling will account for 33%+ more sales.

#8 Codes and Deals

Recommended deals for you

oY

Develop your coupon/promo code/deal pages

E ::: :m [ ] DIGITAL and update them frequently.
RETAIL'S Sidiir #shoporg16

YouTube Ads

‘fuu@ luledermon

lululemon CE=n

Home  Videos  Playlan

There’s a HUGE difference between a
YouTube channel and YouTube ads.

Size matters. Length of video has different
applications.

Work your call to actions.

Measure your ATV (avg. time viewed.)

Test shoppable video.

B RETAIL'S 25 #shoporg16

hululeman | product education

16



CPO/CPA Deals (order/action)

TVLine

HotShows - Spollers  Ask Auslello  March BADness  Glimore Girls Revival

Criminal Minds Star Tells Alll

SPCHLER ALBHT! Sheimas MAors st 1D aDut Detsh's g decmsin

EXZZ RETAILS 25t

| Follow u=on § B

Office puroT ORIGINAL HP INK
OfficeMax P STARTING AT $9.99 »
: #n

WLk BE GIVEM
A POURLE
ESPRESSO AND
A PUPPY)

For the love of all things

.

holy, please use burn
pixels.

Keri Russell Warns Against Felicity
Haircut Fail in Late Night Video

winiperemisinosinsy: | POTEMARIS

14 yBars &g, bt stav Karl Russall stil ; 'f‘fl
st quits gatten cver the ridculn she

recsiued for that unforgettable Season 2
RaTELE, READ MORE & WATEH iDED

Commermal Pat Wasts Cposss Sysim

Today's Hottest Stores
Py & =

f#ishoporg16
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Partner Targeting

Join Editor in Chief Matt
Atchity and Senlor Editor Grae
Drake each week as they talk
about the latest movies & TV
shows and interview the
hottest stars in Hollywaood.,

EXXZd RETAIL

LATEST EPISODES

* Ep. 168 - BETTER CAUL SAUL 52E4 and 5 RECAP
Grae, Z, and Kerr blaze through the offerings in theaters just to get dewn to
brass tacks in episodes 4 and 5 of Better Call Saul. You will hear lawyer
|okes, fierce arguments, and a big call to action in honor of Batman V Su.... $25 Best Western
Gift Card

* Ep. 167 - Reggie Warts Has 'Creative Control'

+ Ep. 166 - Better Call Saul Episodes 2 and 3 Recaps

B\ | Best Western.

Hotels & Resorts

Geta

Matt blazes through this week's releases to leave time for Reggle Watts to
Join Grae in a talk about augmented reality featured In the film Creative
Control, in limited release this week. They make some pit stops along th...

WHEN YOU STAY 2 SEPARATE TIMES

Although it's a good week in theaters according to Matt and Grae, the team
takes on TV this week to discuss "Cobbler” and "Amarilla” from season
two of Better Call Saul. Bonus points for anyone who comes up with mor. .,

All Episodes »

Best Western Gift Card

'WHEN YOU STAY 2 SEPARATE TIMES

FOLLOW US

v 6 Dt

DIGITAL
SUMMIT

#shoporg16
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Caller |

Sell smarter with the
world's #1 CRM solutio

More leads, Less work.

Pieew i Salwaforce? Populer Links About Saiesfrcs Soclal
oty s Saimfoend Mose Aoy Qg Fecetin

-~ I

I

DIGITAL
SUMMIT

f#ishoporg16
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The future was yesterday.

EZZZ RETAIL'S 25

#shoporg16
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" The current state
of search...

19
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Meet Your
New
AssistaL\t...

20
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Fix your technical issues. Then, figure out a Plan B. *-.
' RIJTITE T 2727 -

NO-PIXEL MARKETING

Integrates your online and offline marketing
efforts.

Widely used for cross-device targeting.

Allows you to make better use of your historical
data/information.

Examples: Google Customer Match, Facebook
Custom Audience, Twitter Tailored Audience
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R

A solid follow-up program is crucial to your success.
Email * Triggers * Retargeting * SMS * Push Notifications

RETAIL'S siviie #shoporg16

Things you should know

The majority of your success is dependent on items outside of the
envelope.

Thrusts, triggers, transfers and texts ALL have a place in your plan.
Dynamic/contextual emails will replace frequency.
You aren’t mailing enough.

The good news is email addresses are one of the top two profiling
tools you have in your arsenal. The bad news is that email addresses
are one of the top two profiling tools you have in your arsenal.

The ESPs are destroying your program. You have the power to stop
them.

EZZ RETAIL'S 250t #shoporg16
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v

here are lots of ways to get new names

Usual suspects
* Entrance and exit pops
* Eyebrows (top)

* Catfishes (bottom) SR \y/'
* Hoppers LQ 300/0

* Incoming customer service emails on orders over $249° |

* Inbound phone calls

* Live chat

* In-store sign-ups
* ECOA (email change of address)
* eAppend

EXZZ RETAILS 25t #shoporg16

.
Onboarding is key '

100% Money Back Guarantie

%5z | e Your onboarding series should come
after or as a continuation of your

w¥ Just For You % .
welcome series.
10% OFF
o . .
EVERYTHING * Onboarding for 10-12 weeks is one of

the best tools for cementing inbox

placement. It also reduces churn rate
and increases initial conversion by 3x+.

ﬁ..., =

Lamidd

m RETA' L' I ﬁ #shoporg16
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R, 1)
Reactivation

Target based on where they are on the l[adder | ‘'
Schedule them as a series, not individually.
Utilize several different types of emails

* Personalized letter

Amy Africa
* Text only (no graphics) $20 s
° Survey Imm —
* Postcard (2-3 links) R e
* Hunt/Sweeps/Download/Webinar/Etc. |

No thinly-veiled threats
Read and react! Measure the results and
iterate!

o by gy | i Liocelor |48 S | Svwty & B |
Vre Eroal Pt

EXZZ RETAILS 25t #shoporg16

r SMS Y 4

* Triggered texts work best, especially those that need
immediate actions.

FREE SHIPPING Orilne & In Stores.Use Code FREESHIP

* Test the creative but pay careful attention to timing as

SIGN UP FOR SAKS TEXT
well. ALERTS

W'l text yos) when something special is happening at
Saks Filth Avenue. Now sales, svents & insider aceess arn
closer—and more immediate —than ever. And don't

* Figure out a throttle plan that you can handle. This is one T memm——
of the biggest mistakes companies make with SMS.

* Coordinate blasts with your email program —the 1-2 25 cose
punch is worth it.

Mobils Mumiber (mouired)

< i) I o

m RETA' L’ Eb‘ﬂm% #shoporg16

24



9/26/2016

PNs (push notifications)

Get the scoop.

The best performing PNs are typically: st your rguta
* Flash sales/limited-time special offers '
* We miss you/come back
* Contextual @3

Should be integrated with your SMS program

Use a preferences center

Don’t break the permissions

-

Yes, Please!

Mo Thanks

EXZZ RETAILS 25t #shoporg16
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MEASURE WHAT MATTERS

*TTI (time to information)

"'-\-‘_‘-_1--.

*AAUS (average active user session) o

=5 *DTS (days to sale) h
2.

*User linking
*QOrigin source
*CV (customer value)

— .
™

RETAIL'S siviir

Dallas, TX | September 26-28 | #shoporg16

THANK YOU!

Amy Africa, Eight By Eight
amy@eightbyeight.com
802-881-0061

26
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Girls Who Code is a national non-profit organization dedicated to closing the gender gap in technology.

EXZZ RETAILS 25t #shoporg16
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