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Realtime is important to you too

e Realtime means data processing within a fraction of a second
e At some point, it will proberbly be important to you too
e Get Realtime capability in surrounding systems as well
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Realtime matters, example 1:

Content targeting after Authentication

AP
Arsrejseforsikring - har du p—

spergsmal i forbindelse med . 0 _-l
din rejse? a" I

Visit, open pages on tryg website.
Unknown visitor
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NEM 1D ?
Tryg

Bruger-id

I

Adgangskode Glemt kode?

Neeste

Authentication.

Predictive model

Log pa Min side

Har du faet MitID, skal du logge ind
med det. Har du stadig NemID, kan du
bruge det indtil sommeren 2022.

Fa hjzelp til at logge pa
Er du erhvervskunde? Log pa her

Log pa med MitID i stedet

.CDP

Identity resolution,
data transportation

Tryg Min virksomhed Ssgnykunde Hialp Kontaktos

Modaxo Europe A/S v

Minvirksomhed  Forsikringsoversigt ~ Skader ~ Dokumenter  Fordele  Opkraevninger

Bonus - Se virksomhedens bonus fra Tryghedsgruppen under Fordele X

H ej ANMELD SKADE

Du kan anmelde skader online dggnet rund og falge

Moda

Anmeld skade

Sommerve 31D, imputerprogrammering
Nukan du
nemt selv
booke et
Sadan er du forsikret Ny forsikring? Bestil et tilbud her Mine beskeder
Firma Personbil s N Ulnste dokumenter
BMW X3 20D 2,0 D Connected XDr, CG65534  16.093 kr./ar* Duhar 2 uleste dokumenter. Se >

adgangtilsmrige >

Front page of legged in Universe.



Content targeting:

What you don’t want

Trvg M|n Vlrksomhed S@eny kunde Hj=lp Kontaktos Modaxo Europe A/S

Min virksomhed Forsikringsoversigt Skader Dokumenter Fordele Opkraevninger

Bonus - Se virksomhedens bonus fra Tryghedsgruppen under Fordele X

I Iej ANMELD SKADE

Du kan anmelde skader online dgenet rundt og folee
status pa din skade
MOd Anmeld skade

Sommervej 31

Targeted advertisement
will load here shortly.

Sadan er du fors Ny forsikring? Bestil et tilbud her Please wait Whlle our batch-
based marketing system
finds the right advertisement

Firma Personbil Pris for you.

BMW X3 20D 2,0 D Connected XDr, CG65534  16.093 kr./ar* .
Reload the page in

approximately 7 minutes to
get your ad.




Realtime matters, example 2:

Automatic call routing

The business challenge

Calling Tryg Forsikring in Denmark:

(U|I:)VtFé v, Permission Satisfac_tion Queue &
layers) to record survey intro connect
\ J
|

Can be more than 3 minutes

Huge dropoff!
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Call routing:

Works with call tracking

Vil du | kontakt med os, har du flere forskellige muligheder. Vi sidder klar pd

Brug for at komme i kontakt med 0s?

Akut hjzlp by Anmeld skade by Bestiltilbud

Er der sket en akut skade eller ulykke? Vi rddgiver dig over telefonen elle Anmeld online dognet rundt. P4 Min side kan du se status pa din skade. Fd en af vores forsikringsrddgivere til at beregne pris pd en eller flere

rykker ud pd stedet 24 Limer | degnet. forsikringer.

Bliv ringet op b Bestil onlinemede S Skriv til os
Vaelg et tidspunkt - sa ringer vi, ndr del passer dig. Tal med en forsikringsradgiver ansigt til ansigt pa din computer - og fd en Skriv til os direkte her fra hjemmesiden med spargsmdl om forsikringer
skraeddersyet losning til dig eller din familie. eller andet.

Ring til en forsikringsradgiver pa 78 74 81 35

Regning og betaling
Mandag til torsdag kl. 8-21
Fredag kl. B-18
Lerdag k. 8-16

A call on this number
comes from my visit.

Call is redirected to
main number
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Realtime matters, example 2:

Imagine this Visit

) o S . .

Din bit omdig i advemae Dinpris Akut hjeslp » Anmeld skade N
)
Er der sket en akut skade eller ulykke? Vi rddgiver dig over Lelefonen eller Anmeld enline dognet rundt. P Min side kan du se status pd din skade.
P o s . ykker ud pd stedet 24 timer | dognet
Ad - www tryg.no/bilforsikring Hvad er bilens nummerplade?
Tryg - Spar mindst 20 % rabat pa de vigtigste forsikringer A j
rsrejseforsikring - har du :

Keb din bilforsikring, rejseforsikring eller indboforsikring anline og fa mindst 20 % rabat pa din sparg’smaulorb\r\zdelse med Blivringet op > Bestil onlinemade >
pris. Det er nemt og tager kun fa minutter. N din rejse?

PR BL88521 v Veelg et tidspunkt - s4 ringer vi, ndr det passer dig Tal med en forsil radgiver ansigt til ansigt pd din computer - og fa en

S skrazddersyet losning til dig eller din familie.

] .

. Din bil: Opel Astra 2016 Ring til en forsikringsradeiver pa 78 74 81 35
Goog Ie ads Cl ICk 3 PrOd UCt page Variant: 1,0 Turbo Essentia 105HK 5d o7 e & g P Regning og betaling
Drivmiddel: Benzin Mandag til torsdag k| 8-21

impressions

Lordag KL 3-16

Price calculation Made a call from contact page

Do we really need to
ask this caller what he

wants to talk about?!
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Automatic call routing:

The process

Mandag til torsdag kl. 8-21
Fredag ki 8-18
Lordag k. 8-16

Visit & Call on tracked number

Ring til en forsikringsradgiver pa 78 74 81 35

—_—

Call tracking server

Call forwarding

Visit data

Visit data
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Phone system

Rout call XXX to...

Tealium
AudienceStream CDP
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More than cart reminders and
content targeting



More than you think example one:

Predictive model deployment

User task

Buying something

Service (billing questions,
cover adjustments etc.)

This visitor has
the usertask...

Make a claim (or fraud?)

..etc...

Channel

The cheapest method with
highest proberbility of
succes is to make the
customer...

...Do it through self service
...Do it on phone

...Not do it

...Physically visit customer

Model maturity — CDP takes over the rest.

Action/influence/nudge

—

Nudged by...

...image A with call to action A

...image A with call to action B
...image B with call to action A

...image B with call to action B
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More than you think example 2:

Feedback loops

Imagine
a classic

webshop:

Cheap Shoes All £5 - Every Product Only £5
www_everythingSpounds.com/Shoes ~ 4.4 Jrdk %3 advertiser rating
New Arrivals. Updated Daily.

Featured Pragucts

P P £ S

SNBIO0 edimCark SID0SS  AAEn Cart
S0 L8 parETeCate St pepcen

)
58000 A inCart BIB0AS  ASTEo Cart
Sk percemats Sednd gor i
ALY
; Gk
ol ‘g-zn
< /in-f
v i
8BGO0 A inCart BISO00  Adito Carl
S pavmcicat Sed i i

BUF0AA  Add o Cart
S AL peTRst

Qﬁ
BAD000  Add o Cawk
T o permsicatin

&

BYGS4 ek IpEart
S 1f prrnziatn

BITOAE RAdE Cart
S0l o T

2

BITOSS  AAdbo Cast
T v por peciatia

&

BIEO0 At Cael
St b o it

e

s

THANK YOU PAGE

Thank You!

<I- Google Code for new_code Conversion Page —>
<script type="text/Javascript">

1% <I[CDATA[ */

var google_conversion_id = 1234567890;

var google_conversion_language = "en";

var google_conversion_format ="1%;

var google_conversion_color = "ffffff";

var google_conversion_label = "Wk66C]YKWABCg6zcowM";




More than you think example 2:

Feedback loops

Same thing in

Tryg forsikring:

Ad - https:/iwww.alka.dk/ ~ ifC)—DJ

Alka Bilforsikring - Beregn nemt og hurtigt »

Forbrugerradets blad Tzenk har karet Alka som testvinder pa Bilforsikring. Manedlig
betaling. Teenk Penge anbefaler. Se pris online. Forsikringsdeekning: Vejhjeelp, Friskade. Bil Indbo U |ykKe

. Blivringet op

% Kontakt Alka

nar det passer dig

II. Tealium

AudienceStream CDP’
Conversion data Sales data with PII
with click ID



Tryg | QO
Feedback that includes offline purchases in Alka*

. Campaign

Gclid and the latest
Search eg. for "car User does not give cookie purchase are matched G All purchases online and
inssurance” consent. No further tracking using partiD as key. offline as regular feed.
takes place. Special logic build for the

occation determines, if
purchase should be
credited to the click.

Campaigns, ads, search
keywords administration

Click on add. Google Click :
ID is added to the landing
page url on Alka.dk
Further logic on the google
side determines, if the click ‘
should get credit for the
purchase.

User accepts cookies

User makes price calculation,
purchase or login, or has
previously done so.

*...Because the association between gclid and identity is stored serverside, this method is not as

vulnerable to deleted cookies, counter-tracking meassures etc.




Preliminary perspectives and results

4 times more conversions could be tracked

Go g|e bilforsikring X m 3§ Q

Both online and offline conversions are tracked.

Far less prone to to adblockers, browser cookie
restrictions and cookie deletion.

Annonce - htips:/www gjensidige di/bilforsikring ~
Bilforsikring hos Gjensidige - Spar 10 % ved online keb

Vaelg en bilforsikring du kan have tillid ul. Bliv elitebilist fra dag 1. Gratis lanebil o¢

reparation af stenslag. Hurtig behandling af din skade. Eltebiist fra dag 1. Gratis

Can track across multible devices:

. . . Se din pris online Bliv ringet op
« Attribution is more correct. ey
« SEM accounts for roughly 1/3 of the traffic/conversions Al < i B orsling =5 ik e i &

Beregn din pris - F4 gavekort pa min 500 kr - Alka Mobil - Kun 59 kr/md
Hvorfor vaelge Alka

on the site — important to track the impact correctly.

Annonce - htips.//www forsikningsportalen dk/bilforsikring

Sammenlign bilforsikringer - Sammenlign bilforsikringer her ﬁ

Klar til at spare penge pa din biforsikring? Sammenlign tilbud hos
Fa tilbud her - Ulykkesforsikring - Indboforsikring - Bilforsikringer
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Go for a "best of breed” stragegy



A classic discussion in any IT department:

Best of breed vs. Single vendor

Best of breed Single Vendor (aka. Monolithic systems)

PRO: PRO:

« More likely to meet your business « Simpler to manage, less complex tech
requirements (and then some) landscape (at least from the outside).

« Working with the best can be done as « Reduced chance of forced IT-changes due to
exploration. Will lead to discovery of new mergers/accusitions/bankrupt. (but the
practices and capabilities. consequences are bigger)

« More flexible. Will let you respond faster. « Easier to find external experts that can help.

Less prone to key personel leaving.

CONTRA: CONTRA:

 More complex to manage and maintain. « Rarely meets all your business needs.

* Vendors may be small businesses and can « Often only really good at a few things, while
close or change ownership. the rest are bolted on to fit more business

« May require more inhouse expert needs.
knowledge. « Vendor lock-in. Data portability and external

integrations are impaired.
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Organizing it




Avoid complete decentralization:

The hub and spoke approach

AN
\ RS ] _ _
y~—i—=/ Decentralization: Hub and spoke:

Each team or unit can log in and do what A centralized team handle most needs on

they want. request from business units.
Pro: Pro:
Closer to the end users — more attuned to (more) Tidy

business needs Use case and best practise transfer medium

Centralized competence - potential for
further specialization.

Contra: Contra:

Messy Actively seek out interaction or become disconnected

Risky (stability, legally) Little or no mandate
Prone to changes in staffing

No-one excels
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The skills wish list

 Former Online marketeer, website manager or CRM manager.
* OQutreaching talkative salesman type

 Technically adept developer-type (but not necessarily an actual
developer).

« Web analytics experience
* Understands the business and its technical landscape
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Get cracking!
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Don’t over-analyze and over-plan

Start exploring!
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