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Digital marketing: implementation and practice

Delivery Digital Customer Experience

Defining site or app requirements

Online elements of service quality
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Delivering the digital customer
experience

Main topics:

* Planning web sites
* |nitiating digital experience project

« Defining site or app requirements . -

- Designing the user experience T i, S
« Managing and testing the concept > i
* Online retail merchandising
 Site promotion and traffic building

* The impact of service quality on e-loyalty
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Delivering the digital customer experience

The Offer The Experience Customer service

Value: Cost
& Offers

fi
Look and Feel The Ussi Confidence
experience
Emotional
. needs
Fit of Style & Credible
Tone
Rational
needs
Simple to use Customer fit Platform performance

Content
& clear
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Planning web sites, app design and
redesign projects

Main development tasks:

* Pre-development

« Discovery, analysis, design
« Content creation, coding development and testing
« Publishing or launching the site or improvement

* Pre-launch promotion or communications
« Ongoing promotion

« Ongoing development

@Pearson Copyright © 2019, 2016, 2012 Pearson Education, Inc. All'Rights Reserved



Summary of the process of website development

Main site development activities Key support activities
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Interactive approach to improving
site effectiveness

@ Pearson

Prototype #1 —3=| Usability test #1 3 Washup —3=| Prototype #2
Instrumentation |<e— Testing —~— Final build ~€— Usability test #2
o : Move to 50/50 Clicktale
Start 90/10% =3 Monitor — Acnibae —p onitoring
Contact channel E Leak model ’ Contact ’ :
analysis analysis centre YeSh anaiylics
Washup —_— Fixes — Rinse and
repeat!

Source: Sullivan (2011)
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Who should be involved in a digital
experience project?

 Site sponsor

« Site owner

* Project manager
« Site designer

« Content developer
 Webmaster

 Digital experience analyst @

« Stakeholder '
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Example of a website ‘Design and Build’
project timeline

1D | Task name Duration| Start [ stoctover | otNovember | o1December |  Otuanuay | 01 February |01 Mar|
26/09 | 10/10 24/10 I 07/11 I 2111 l 05/12 | 19/12 I 02/01 ] 16/01 ] 30/01 I 13/02 I 27/02

1 | Phase 1 - Scoping and planning 7 days | Fri10/10/05
2 Review documentation 2 days | Fri 14/10/05

3 Meet to agree requirements 1 day Wed 19/10/05
4 Define and agree page template 2 days | Thu20/10/05
5 Agree page template requirements | 0 days | Mon 24/10/05
6 | Phase 2 - Persona development 9 days | Thu 20/10/05
7 Set objectives and develop persona | 6 days | Thu 20/10/05
8 Feedback and sign off 3 days | Fri28/10/05
9 Agreed personas and scenarios 0 days | Tue01/11/05
10 | Phase 3 - Brand design 23 days | Thu 20/10/05
1" Initial brand design 10 days | Thu 20/10/05
12 Usability brand design 10 days | Tue 01/11/05
13 Revise brand design 5 days | Tue 15/11/05
14 Agreed brand design 0 days | Mon21/11/05 @ 21

15 | Phase 4 - Page layout/detailed design | 64 days | Thu 03/11/05

16 Refine wireframes 0 days | Thu 03/11/05

17 Usability wireframes 4 days | Fri11/11/05

18 Create/revise page design 40 days | Thu 17/11/05 I
19 Agreed page design - Brand 1 0 days | Mon 28/11/05

20 Agreed page design - Brand 2 0 days | Wed 14/12/05

21 Agreed page design - Brand 3 0 days | Mon 16/01/06

22 Agreed page design - Brand 4 0 days | Wed 01/02/06

23 | Phase 5 - Page creation and delivery | 58 days | Tue 29/11/05

24 Brand 1 - Page creation and delivery | 12 days | Tue 29/11/05

25 Brand 2 - Page creation and delivery | 12 days | Wed 14/12/05

26 Brand 3 - Page creation and delivery | 12 days | Mon 16/01/06

27 Brand 4 - Page creation and delivery | 12 days | Wed 01/02/06

Tk [ ] miestone O exernaiTascs [
Project: Project Plan =
Date: Fri 30/09/05 SPiit e— Summary =  extemal Miestones {»

Progress (] Project Summary (,—————)  Deadine 3

Page 1
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Initiation of a digital project

* Domain name selection and registration
 Uniform resource locators

» Selecting a hosting provider

* Web site performance optimisation
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Web Page performance test service results (
www.webpagetest.org )

Web Page Performance Test for . . E—
www.smartinsights.com/

2 First Byte Keep-alive Compress Compress Cache Effective
From: Dulles, VA - Chrome - Cable Time Enabled  Transfer Images static use of
1“0’2015. 4:03:12PM content CDN

Summary Detalis Performance Review Content Breakdown Domains Screen Shot

Tester: IE9301-192.168.103.91 Raw page data - Raw object data
Export HTTP Archive (-har
See in ShowSlow
View Test Log
Document Complete Fully Loaded
Load Time First Byte Start Render DOM Elements Time Requests Bytesin Time Requests Bytesin
First View 3.251s 0.164s 1.790s 564 3.251s 102 1,221 KB | 4.391s 107 1,224 KB
Repeat View | 1.782s 0.135s 1.390s 564 1.782s 14 54 KB | 3.060s 16 138 KB
Waterfall Screen Shot

| Pease |

First View
(3.251s)
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Defining site or app requirements

The discovery or analysis phase involves using marketing research
techniques to find out the needs of the business and audience.

Key considerations:

« Business requirements

 Usability requirements

* Web accessibility requirements

» Personalisation requirements
 Localisation and cultural customisation

» Reviewing competitor web sites
 Designing the information architecture
 Blueprints, wire frames and landing pages
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Personalisation pyramid web site

Machine-driven

Rules-based

Segmentation

AB testing

Optimisation

Source: Monetate, with permission.
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Site structure diagram (blueprint) showing layout and
relationships between pages

| Home I

| Member login I-— On successful login =
]

| Members’ homepage

| Membership benefits I-—[ Registration form H Confirmation (email sent to user)

| SiEeEiEr I Either a description of a specific play activity or an editorial article

Contains list of related articles and related toys

Play by age e e
| 0-3 months { Overview and article listing }—-[ Article Email page to a friend
| 3-6 months I-— R R RRIERR :'j """"""""""" ) ;'""j": """"" ' Post a comment (members only)
i About play for this age range ; | ‘Signupto |
| 6-12 months |-— i List of articles grouped | | receive similar | Printer-friendly version
: by topic i articlesby |
= L] S § email’ | i i
| 12—-18 months |- Liat ot activiiion for #his R o AR View related videos (members only)
| 18-24 months I-— e feemnge
| 2-3 years I-—
I 3-5 years I-—
S S Email page
[ Toys Browse toys by age range Product listing H Product‘detalls o Aticna
Browse toys by type ".\ Printer-
= . friendly version
Retailers Postcode search results | s
Offers L Online retailer list | S

L} '

i ‘Become a member |

Research & development | e e e ' i to receive product |
‘Become a member 5 | updates’ |

to redeem vouchers’ ;| = to----o-oooooo-ooo-ood

= [ S I e S N [ [

I Science of play I

Testing I

Psychology

l Ask the experts

View answer |

[ News ‘ Post question

Forum

erved



Example wireframe for a children’s toy site
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Designing the user experience

Key topics:
« Evaluating
designs

* Elements of
site design

* Mobile design
requirements
and
techniques

rn
[y

|1
L] 0O
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Managing and testing content

« Criteria for selecting a content management system
« Testing the experience
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Online retail merchandising

Common approaches:

Expanding navigation through synonyms
Applying faceted navigation

Featuring the best-selling products

Use of bundling

Use of customer ratings
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The impact of service quality on e-loyalty

Tangibles

Reliability and responsiveness
Assurance

Multichannel communication preferences
Empathy
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Variation between product complexity,
customer value and type of online
experiences used to deliver service

@ Key

1 Straight-through processing
2 Call-backs

@ 3 Live chat

4 Co-browsing

5 Phone

A

Typical product;
Mortgage or loan

Typical product:
Car insurance

Typical product:
Travel insurance

Typical product:
Savings

Product complexity

Customer value
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Online elements of service quality

Tangibles Reliability Responsiveness | Assurance and
empathy

Ease of use Availability Download speed  Contact with call
centre
Content quality Reliability Email response Personalisation
Price Email replies Call-back Privacy
Fulfilment Security

@Pearson Copyright © 2019, 2016, 2012 Pearson Education, Inc. All Rights Reserved



Case study: Refining the online
customer experiences at i-to-i.com

Questions

1. Select one country that i-to-i operates in closest to the
area where you live. Define a persona based on their
age and product needs and then identify the main
customer journeys and content requirements for this

persona. Which routes through the site would this user
follow?

2. Review the range of engagement techniques on the
I-to-1 web site to engage the audience to generate leads

3. ldentify key area for improvement of i-to-i based on
your use of the site.
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