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Data- och

kundinsiktsdriven
kommunikation

- Tips & Trix frén en 45-rig digital immigrant

Mattias Andersson, Friends & Insights, part of House of Friends



- Partner & Senior Analyst - Friends & Insights

- Head of CRM Analytics - SAS

- Business Analyst Manager - Ielia

- CBM- & Kundklubbsansvarig - Twilfit

) p
I

- Head of Analytics - 3 Sverige

- Part of the book "30 Advices from 30
Greatest Professionals in CRM and
Customer Service in the World”
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# Timing [och lite till}



Men Stefan.

Du verkar ha missat var nya linje mellan Brommma Airport och Arlanda.
Boka din biljett i var app eller pa flygbussarna.se nasta gang.

Flygbussarna

AIRPORT COACHES _ )

SO FARD
K AND BLUE

e vicims of abuse.
illusion.

N\
| — - PIROIN

e - — e

|

HE ol
o help, contact us on 021 638 5511 CAREHAVEN &
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Marknads-/CRM-avdelningens verklighet kring kampanjer(?)

Nar foretaget vill —

Timing
Foretaget </ 58% De foretaget vil
bestammer — Kanal Mé|grupp «— skicka till, oftast
kanalen .. alla
@ Det tOretaget vill
BUdSkap — saga/séalja
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la.

Customer enter site

-

v
(\ 2.
. ‘\Cus’romer searched for car model

A

1b.

— Customer searches for car model
on Google ® Clicks on an organic
post on Facebook

* or no email address available

‘ <24h Q

N

3.

Customer profile, no
purchase of product

N
oR

4a.

sales email no 1,
focus: inspiration

Q\

Customer goes

A
L LT .

directly to landing page

P
a

External banner
with product

Ac.

Social Media

Clicked in email

2 days

/
T

Product
Landing page

5a.

Sales email no 2,

focus: CTA

5b.

Tailored postal maill

Sc.

External banner
with product

Product Landing page

/
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# Sequential Marketing &

Peak - end rule
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P2
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# Attribuering & ROMI
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Attribution models

First click
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Attribution models

First click

Last click
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Attribution models

First click Last click

Linear




@ HOUSE OF FRIENDS

Attribution models

First click Last click Linear

Time-Decay

© 2018



@ HOUSE OF FRIENDS

Attribution models

First click Last click Linear Time-Decay

Data driven

© 2018



@ HOUSE OF FRIENDS

Attribution models

First click Last click Linear Time-Decay Data driven

© 2018
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LiIKellhood of purchase

lIon mode
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# Enkelhet
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Dr Nicola Millard

Future scientist, British Telecom

© 2017
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Bad response on
complains

Pricing
Ethical problems

Switching behavior

Bad treatment

Failure on core H./ s

values
difficult!
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e P 9:41 PM R e 0 T 9:41 PM - '70/, v .l L ol 16:25
©) ‘]wstaglmm N G Saved
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® andytir
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Interesting J

the camera button.

Sharing Settings...

S, .

@ 45 likes
andytir &8

A Q @

-
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Order Domino's with @

While the Emoji is most commonly known for its bizarrely
wide range of facial expressions, there is one in particular
we love most, the pizza slice. And if you have an Easy

Order™, now you can order Domino’s by simply texting
with It.

HOW YOU ORDER:

TEXT % OR “EASY ORDER”
TO DPIZZA (374992)

LEARN MORE
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CustomerkEffortScore lika viktigt
som NetPromoterScore i framtiden?

- The company made it easy for me to handle my issue.

Strongly disagree Disagree Somewhat Neutral Somewhat agree
disagree

“ How likely are you to recommend our company to a colleague or friend?

Not at all likely Extremely likely

0 1 Z 3 : O O 8 G 10
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# Kundresor
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# lesta, testa, testa




@ HOUSE OF FRIENDS

lesta budskap och kanal och malgrupp och timing
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# Nyttia tekniken
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@ HOUSE OF FRIENDS

DN Bot

Botar som driver guidade kundkonversationer under kép/anti-churn Hur ofta vil du isa
faser med utgdng fran beprévade format fran Messaging Appar. papperstidningen?

Syfte
Skapa en modern upplevelse for att trigga kép/anti-churn hos Va3 witigast o i i c
malgruppen genom att anvanda sig av bot- och konversationsgranssnitt. heter digtele

DN. bot

Nagon gang i veckan

Jag vill ha ett praktiskt och prisvart

U,I.fa I I alternativ till papperstidningen
Botarna resulterar 6kad konvertering och minskad churn. Vidare bidrar
dven botarna till 6kade kunskap om kunderna samt méijlighet fill aft
driva aktiveringar av inloggat lage hos DN.

Vad intresserar dig mest?

Nyheter @ Mat & dryck
o

© 2016
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# Filmvisning
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# Riva silos & Aagile Marketing &

Integrated Marketing &
Omnichannel Marketing &
Marketing Automation efc
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McKinsey&Company

37
Marketing/
Acquisition lead
o
Business

e ® unit owner

-
x
-
n

¢ Legal

» T



S\
AT

AUTOSHOP
N~

Clicked in email 5(] .
2 days Sales email no 2,

1q Aa. / focus: CTA
- \>

-

Customer enter site sales email no 1 , 5b

focus: inspiration
Tailored postal maill

v

) <24h
(\ 2. | ) > Q 3. Customer goes
K

~ @& Customer searched for car model Customer profile, no | REEEELEEEEED oIl ----- |m(-3|-' ------------
\ purchase of product Irectly fo landing page

1 Product Landing page

/

1b. 4b. 5c.

— Customer search for car model on External banner . External banner
Google ® Clicks on an organic post with product ‘ with product
on Facebook A Sad e
: : Landing page
* or no email address available 9 PYd

Ac.

Social Media
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Mattias Andersson
Partner, Friends & Insights (a part of House of Friends)

<@ > mattias.andersson@houseoffriends.se
073 - 511 33 71

m http://linkedin.com/in/mattiasandersson

@ friendsinsights
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