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6 emocionalnih pokretaca prodaje
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Poznavanje
kupca

) \ Razumijevanje
Susretljivost

Povjerenje
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Ispunjavanje Jednostavnost
ocekivanja poslovanja

Izvor: https://thecxacademy.org/
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84% kupaca spremno je podijeliti svoje podatke (k)ako bi stvorili
personaliziranije iskustvo.

Izvor: https://www.accenture.com/us-en/insights/retail/retail-sourcing-personalization

McKinseyjevo istrazivanje pokazuje da 71% kupaca oCekuje
da Ce tvrtke pruziti personalizirane interakcije.

Izvor: https://www.mckinsey.com/featured-insights/mckinsey-explainers/what-is-personalization

Kada se kupci osjecaju cijenjeno, 76% njih kaze da Ce ostati lojalni
brandu.

Izvor: https://www.forbes.com/sites/forrester/2021/04/29/cx-is-a-critical-driver-of-emotional-loyalty/
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Sve pocinje s podacima

Poznavanje

PRIKUPLJANJE
PODATAKA

Optimal timing
Email responses

@ Most likely to engage at 10:00, Wednesday

= Coenrs & Clicied Puschased from small

i

amazon —— Googhke i

.u.-‘ut' ! How this col P h . t t
E Sarah opened urchase inten s Sarah purchased
{
H Sarah opens Sarah clicks Sarah purchases
H - 25.48 - 2719 253
SR Server hen oo i ] — =
Opened once Aways opens  Clicked ance Aways clicks  Purchasedonce  Always purchases

Product recommendations for this contact

~ Last web session Latest product recommendations © Affinity for new products
Not happened yet

o Time spent

My , min 9 \:f i \\

Last visited categories
Woman c!

Ar:

Aothes and skirts

{

i

5T S/4 HANA H @ Replenishable product (in 5 days)

— H Flawless leather Cleaner
{
{
H Average purchase Last purchase
{

Oudergantty  Average aaer vae Orcer qusemiy Order vave Orter quareey r—

Most valuable purchase

CADS
—

Detaljan profil kupca temeljen na bogatim First
| Zero-party podacima i kontinuiranom

: 2-3 135 2 198 3 256
il ‘_zﬂ-COMMERCE ‘

progresivnom profiliranju
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Al Segmentation
Create Segment /
Segment details
Al segment g
Create a segment using Template
our Artificial Intelligence
algorithms. Al - Predictive Lifecycle segments for leads v
Contact, Email behavior, Geo, Smar Al — Predictive email engagement

Create a segment based on a contact's

geolocation and customer lifecycle dat Al — Predictive web engagement

Al — Predictive revenue
Relational segment

Create a segment using your own busi

+/ Al - Predictive lifecycle segments for leads
external databases. g

Web behavior segment

Create a segment based on web beha  Leads who, in the next 30 days,
the Web Extend scripts

are likely to convert v
Loyalty segment

Create a segment based on your conte—

are likely to remail inactive
and points.

are likely to become cold
Web Push segment

Create a segment based on browser al + are likely to convert Combine
by Web Push @ this segment

Dinamicki segmenti i prediktivna analiza vodena

umjetnom inteligencijom

91% marketinskih stru¢njaka navodi pripremu i segmentiranje podataka kao zadatak koji oduzima najviSe vremena,
dok 27% marketinskih stru¢njaka ne uspijeva postici svoje ciljeve personalizacije jer ne mogu djelovati na temelju svojih postojecih

korisni¢kih podataka
Izvor: https://emarsys.com/learn/white-papers/retail-roadblocks/
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Predefinirani predlosci ubrzavaju reakcije na promjene i potrebe trzista’s - Sg

Tactics
BRZA Acquisition and Conversion Tactics

REAKCHA

It's your lucky day!

Abandoned browse Abandoned browse Blocks

(Top Selling Category) ga (Top Selling Product)
e rbaite
i LIFESTYLE LABELS
Weather & | Rainy days?
 weatner ST berrli

Post-purchase .
Feedback Request ‘Q ,' It’s your .

Post-purchase review AN Lucky day!

campaign to measure

{ = Lead re-engagement Cor . A .
P { Ei@ satisfaction and drive
| el seome v repeat purchases.
[N

B e

Abi

Thanks for shopping with us PQMI’I!"ZI“D"
Spin the wheel to see your offer!
Dan't forget 1o use your code. WHEEL749

—_ e e R T Rl O~ ’
. { . +  New in Stock [y
O { Alert your customers g (=== recommendations
) --'rx' e | 2 on new in stock 0 e o -
Lt — i products they could ®
| be interested in. - - -
doohl  CEmD
20,2, L S —
L_ni@ R . . . . v
— Najbolje prakse vrhunskih globalnih marki unaprijed SAP Emarsys Visual Content Editor koristi predioske
o =______ ugradene u platformu kroz Taktike I jednostavne blokove koji se mogu personalizirati za

brzo kreiranje e-poste.

Brendovi s CX agilnoS¢u marljivo prate promjene u preferencijama i oCekivanjima kupaca, brzo se prilagodavaju i uvode inovacije

te iskoriStavaju nove prilike za poticanje rasta.
Izvor: https://www.the-future-of-commerce.com/2022/02/25/cx-agility-definition-stats-benefits-examples/
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5 : Al donosi razumijevanje koje se iskazuje kroz personalizaciju 5 1

Razumijevanje

PERSONALIZACIJA

P fame & s e

Unified Customer Profile

Sara Snow
EX Active customer

Gald buyer Your favorite products are

Back in Stock! -

Previous purchases

> 4 2

Last visited products

Q /& LIFESTYLE LABLES

Your favorite
products are
Back in Stock!

Spent so far
810

Predicted to spend
900

LIFESTYLEZ LABLES

Average purchase

_ ' ‘L‘L Your favorite -
é products are
Back in Stock! [

Order Quantity Average Order Value 3
2-3 Sumetions. | €9 3G @® GOLD MEMBER
Last visited products: Handbags (@) e N
Last visited categories: Woman accesories \37)) amazing rewards

Al Replenishable product (in 5 days): Purple
handbag

Latest peoduct roccmmendatians

on

Losthr bantton Voot

Personalizacija pomocu tokena kroz preferirane
kanale

o[11S0

EXECUTION

DATA KNOWLEDGE

Web =) \
behavior ~ V%
— Engagement Lifecycle
scoring stage
oOnline Returns Behavior
sales
[
Product -
Data
— emarsys
An SAP Company =— Digital
. |E, adgs
Contact (@ Predicted Average Mabile
— Spend Order Value push
[— Product Loyalty I.:_
= Walk
Custom E} affinity status ) 'E allet
Cur:“tal:t

Objedinjeni podaci za bolje razumijevanje svakog kupca.
Bogati profil kupaca koji omogucuju privlacenje
klijenata relevantnim sadrzajem.

Personalizirani marketing ima stvarne prednosti za tvrtke: moze smanjiti troSkove akvizicije

kupaca za ¢ak 50%, povecati prihode za 5 do 15% i povecati povrat ulaganja u marketing za 10 do 30%.
Izvor: https://www.mckinsey.com/featured-insights/mckinsey-explainers/what-is-personalization
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Automatizacija na svim kanalima ispunjava ocekivanja kupaca

Susretljivost

AUTOMATIZACIJA

%
QP
\ Price drop
Price  Opt-in status | Yes email

drop =TRUE

° g

. oviisie | Price drop
o pt-in status |
=TRUE \ WS

LIFESTYLE A25(S

5196-385 §45-535 820

Hi Sara!
We have dropped prices
now! It's time to buy!

— e \‘. facebook Qe
\ @ urestyie A
I"\ Ad ///
e e—— ‘ \@_—’ ?, NEW
s ! eason basics
3 . | oo A * 20% OFF
g o2 e "B B K "‘ -
; "84 AB
é ® B O ® & =
. Automatizacija kampanja kroz sve zeljene kanale

55% marketinskih struénjaka smatra da ih ko€i nemogucnost izvrSavanja orkestriranin kampanja na razli€itim kanalima

Izvor: https://femarsys.com/learn/white-papers/retail-roadblocks/

© msg global solutions
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You ARE A STAR!

Feel like shoppin,

action code:
SHOP NOW

Lifestyle Labels
would like to send
you notifications

.

o[TSQ

@UFESTYLE o
Hi Sara!

Thanks for
signing up!

~  Recommended styles for the week
£
A B
siz0 sas 20

Q@uresTvie 2o

Kanali izvorno ugradeni u platformu
orkestriraju korisnicko putovanje



Ispunjavanje
ocekivanja

PRACENJE

REZULTATA
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Intelligence

Automation

Message deliveries

Jovesage Custoene Lifetime Spene Acthve Customer Lfetime Sperd
I I =
e e S
Lead First Active

Clicks

Email results
Purchases

N Mobile engagement
Revenue impact of all can  gpens 3 79.7% 7
5.1% fewer than Clicks to opens
5150 previous 7 days L on mobile

Yesterday +

$100 /—i’.d

Total revenue

i
S 4.03M View your performance on Trends recommendations
Total attributed revenue $50.0k D 1 L r 2
~ Revenue from web
330/0 '” recommendations

soco - -
23.Sep 01.0ct 09, 0ct 17.0ct 25 0Oct 02 Nov 10.Nev 18 Nov 26

Revenue impact

Kako marketinske aktivnosti pridonose
poslovnim rezultatima.

Preporuke umjetne inteligencije
kako postici svoje ciljeve (KPI).

Customer lifecyche

398
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Dashboard

| sve zavrsava podacima - mjerenjem, analizom i izvjestavanjem @ o
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Oglasavanje

IzvjeStavanje i analitika na nivou:

= kupca i proizvoda,

= marketinga i oglasavanja,

= fiziCkih trgovina,

= prosjecne vrijednosti narudzbe,

= ponovljenih kupniji,

= Zivotnog ciklusa i vrijednosti kupca...

61% marketindkih stru¢njaka izjavilo je kako je to€no mjerenje performansi najvazniji elementu provodenja uspjeSne omnichannel strategije

Izvor: https://research.ascend2.com/multi-channel-marketing/
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i 1150

HolistiCki pristup s kupcem u fokusu dovodi do povjerenja

Povjerenje

PRIKUPLJANJE BRZA PRACENJE
PODATAKA REAKCIJA PERSONALIZACIJA AUTOMATIZACIJA REZULTATA
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Povjerenje ‘ Zadrzavanje kupca ‘ Lojalnost ‘ Preporuka

< emarsys
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strategy and possible future developments products, and/or platform directions and functlonallty are all subject
to change and may be changed by msg global solutions or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any

material, code, or functionality. All forward-looking statements are subject to various risks and uncertainties that
could cause actual results to differ materially from expectations. Readers are cautioned not to place undue
reliance on these forward-looking statements, which speak only as of their dates, and they should not be relied
upon in making purchasing decisions.
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