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                                        DESCRIPTION

                    Companies that use customer intelligence to create meaningful one-to-one conversations at scale will win. See how pioneering integrated digital marketers are closing the marketing loop. Some use big data: tracking from first touch to last through marketing automation to CRM and ultimately to sale. Some use dashboards to measure the unique roles of tactics in the funnel, going beyond justification to optimization. Learn how to build an analytical foundation to help grow strong customer relationships.
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what’s the next
 big thing?
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Thad Kahlow /////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////
 Who is
 +12 years Digital Marketing
 +CEO BusinessOnline
 +Favorite Role: Father & Husband
 +2011 B2B Magazine Interactive Agency year
 +Top Agency: 2008, 2009, 2010
 @Tkahlow
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“Why Data?”
 Start at the top…
 work our
 way down
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CEOs operate in a substantially more
 “volatile, uncertain and complex world”
 ….change continues to accelerate.
 -IBM Study, face-to-face conversations with more than 1,500 CEO’s worldwide.
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Market Cap:
 1985 - 1999 GM # 1
 2000 – $66B
 2004 – $25B
 2009 Filed for Bankruptcy
 Market Cap:
 Start: 2008
 2010: 25B+
 *Fastest Billion Revenue
 Market Cap:
 Start: 2004
 Today: $100B (projected)
 rap id change is new norma l…
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CEO Solution
 Re-Invent Customer Relationships:
 + Adopt new channels to engage and stay connected with customers.
 + Draw more insight from data…make customer intimacy priority #1
 “78% CEOs believe #1 goal is to get closer to customer”
 //////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////
 -IBM Study, face-to-face conversations with more than 1,500 CEO’s worldwide.
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CMOs… “Increasing levels of complexity over the next
 five years in how we market products and services”
 IMB, This study is based on face-to-face conversations with more than 1,700 CMOs worldwide.
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CMO //////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////
 Solution
 Deliver Value to Empower Customers
 + Digital revolution- forever changed balance of power between
 individual & institution…investing in technologies and advanced
 analytics to understand the Customer
 Foster Lasting Connections
 + Cultivate meaningful relationships with their customers-…engage
 throughout entire life cycle
 Capture Value, Measure Results
 + Quantify, analyze and justify the financial results of marketing
 initiatives
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“take cash from your email and
 advertising blasts
 and spend it on interactive content and
 mobile apps that create real
 connections”
 - Josh Bernoff of Ground Swell
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“this is no longer your dad’s marketing
 world… the marketing approaches of the
 past, such as email blasts, Webinars, and
 podcasts, won’t work like they used to”
 - Brian Solis, a principal at Altimeter Group
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“What should we do?”
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4. Delivering value and utility first
 3. Survival depends on building
 meaningful customer relationships
 2. Barriers to entry are minimal,
 competition can enter and win quickly…
 1. Customers have control &
 fundamentals have changed…
 THE
 CUSTOMER
 1st “Age of the Customer” - Josh Bernoff of Ground Swell
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 “Age of the Customer” Rapidly evolving Industry
 - Josh Bernoff of Ground Swell
 1900 - 1960
 Age of Manufacturing
 1960 – 1990
 Age of Distribution
 1990 - 2010
 Age of Information
 2010 – future…
 Age of the Customer
 Second Era: Age of Information
 Democratization of information
 Harnesses user Intent = Personalization
 Next Era: Age of the Customer
 Socialization Harnesses user
 Interest =Customer Control
 First Era: Age of Transactions
 ecommerce
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PRESENT IMPLICT DATA:
 “Big Data” = offline and online
 PAST EXPLICIT DATA:
 Focus groups & User surveys
 THE
 CUSTOMER
 2nd Data is the most scalable way
 FOCUS DATA = ENGAGMENT
 Deliver Value and Utility first
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“Companies that leverage data
 to have one-to-one conversations
 with customers at scale… will win.”
 - John Battelle Federated Media
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“How can Data help?”
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 Macro
 Maximize ROI w/ Attribution (Revenue Marketers)
 + What worked: Media/Channels + Content/Campaigns?
 Engaging Customer w/ Personalization (#1)
 + Build Digital Relationships = value & utility
 + Right: experience, content, device & time… person
 Drive Business w/ Predictive Modeling
 + What happened?
 + Why, how to improve (optimize)?
 + When will it happen in the future?
 Data
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 B2B
 Holy Grail B2B Marketing: Connect Marketing to Sales
 + Web Activity (Analytics) +
 + Lead (Marketing Automation) +
 + Sale (CRM)
 Specifically
 Connect Individuals to an Opportunity
 + Role: HR, CFO, CTO, etc
 + Connect Known + Unknown
 Lead CFO
 10%
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 Results
 Business Results:
 + +33% True Leads
 + - Cost per Lead (- double digits %)
 Business Efficiencies:
 + Higher Close Rate: Sales call right leads @ right time
 + Shorten Sales Cycle: Present the right asset to the right role at
 the right time (personalization)
 Build Customer Relationships:
 + Trust, Utility & Satisfaction
 Outcome
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Thank you /////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////////
 [email protected]
 @tkahlow
 @BOLOptimized
 Customer Intelligence
 Case Study
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