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arketing channel:

A mechanism for communication and/or distribution to customers.
Typologies of channels include:

AMarketing i Sales i Service

ABroadcast (one-way) i Interactive (two-way)

AMass i Targeted i One-to-One

Almpersonal i Interpersonal

AOutbound i Inbound

ADirect - Indirect
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A Drivers of multichannel strategy: cost, coverage and
customer experience

A Cost and coverage: the coverage map
A Customer experience: channel chain analysis
A Customer value: the channel curve
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Cost

Coverage

Customer experience
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Reason for enquiry
Ao you

Having a fit or selzure fHelp) Having afeeling of numbness or tingling in your arms

or legs, or experiencing sudden drooping facial
features on one side of your face [Help]

Experiencing loss of vision [Help) Having changes to your heart rate (Help)

Experiencing pain [Help) Having diarrhoea znd ©f vomiting [Heip)

Having new or worsening breathing difficulitie s that Mone ofthe above (Hel
are different from a blocked nose [Help) L S sve-tee)

m

P Your answers to previous questions
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55% calls

Phone, web and App contacts closed without need
14 for F2F contact
12
10
? 1M uses of
E iIPhone app in first
< 4 three months
2
0 £57/m saving to
2007-08 2008-09 2009-10 2010-11 2011-12 (est) health Service per
®\obile App Uses ®HaSCUses 084546 47 Calls Answered year
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Cost, covere

Fixed Costs
Staff & Office
Investment
Maintenance

Communications

Variable

Distribution

Incentives

Credit Card

Travel agent

23.8
0.2
0.2
0.4

24.6

49.0
20.2
6.2
75.4

100.0

e-Commerce

48.5
39.4
18.7
0.0
106.6

11.4

55.8

34.6
101.8

208.4
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Call Centre 1 Call centre 2
248.4 50.7
22.2 0.0
7.4 0.0
0.0 0.0
277.9 50.7
8.9 10.9
0.0 0.0
25.2 22.6
34.1 33.5

312.0 84.2
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ARemote sales 43% ($3bn)
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tems = £0

AOrder online, collect in store 22%

itchen & Home & | Garde Gifts

= AOrder at home, deliver to home 20% o

Late
Price ¢

aundry | Furniture

1eBay | New at A

vost popular searche AOTAer in shop, deliver to home 8%

Our best new deals Humy mustenasoon (IS ..........

Life Insurance Get £150, 000 of
cover over 21 years from just
Save up to Half Price o S

on Mattresses and Divan beds e SR oo oavice on writng o w

AIFSpring

Nothing to pay for up to 12
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The searchers

AExpedia GOO le
ALastminute
Aetc
Third party
website
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v 60% v
Third party Hotel
website website
| 309 | 70%
Third party Hotel
website website
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Restaurants Events

The Eton Collection s five luxury -
boutique hotels and two
restaurants in London, Leeds and
Edinburgh, The best hotel prices
are available by booking directly
through this website.

Hatel: | Pleaze Select ,*ﬂ"l
Arrivali | 30 ,?” 10 ,?“ a& I?l
Ceparture: |31 ,?” 10 ,?“ ] I?l

adults:

Children: |

Take a look around...

The G.I_a_s:s_huuse Ou?gecs

The Academy The Colonnade Threadneedles
B:. o N I:l-: s tha m bar

-Em Abwtl Iusmlliﬂ:pmcinfumcd
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New: multi-channel tailored

relationship
Mass Mass Trade| | External .
. . ) Online
advertising shows advertising | shows lists
S
Mail/email Online
INITIATE Ahandnai s |registration
DIALOGUE
EXCHANGE Out: magazinémail/email Call centre Web
INFORMATION | DEALER In: Info eg ERD dialogue
Info €9 ERD cgnfiguration tool

-Test drive T C

- Financing estdrive invitation
PURCHASE & - Configuration
DELIVER -Negotiation DEALER

-Service -T_est dr_lve
SERVICE & -F|nar-]c|ng | Out: Welcorr_le pack, |
Contouratof\| way | egene senie
MAINTENANCE -Service email In: cust satisfaction

data, ERD

Note: ERD = estimated replacement date
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1. Choose aproduct-mar ket . Draw the firn
chain to represent a customer journey journey that needs
attention (eg purchase or service). Ideally, informally
Interview a customer or two!

2. Draw any alternative channel chains that you are aware of
which are offered by competitors.

3. What channel chain should you offer for this product-
market segment? Either choose one of the current channel
chains, or design a new one.

4. Make notes on how the customer can better be guided
along their journey.
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8 —&— [FA (face-to-face)
6 —8— Direct (web)
Bank (phone/w eb)
4 —— FT/Which? (w eb)
2
0
20 15 40 15 10
Brand Convenience Trust Price Service
Factor
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ctor Weight Scores:
IFA Direct  Bank  FT/Which?
Brand 20 4 6 8 7
Convenience 15 4 6 8 6
Trust 40 8 1 7 5
Price 15 7 5 8 6
Service 10 10 1 7 7
Weighted
average: 6.65 3.35 7.5 6.9
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Customers combine channels in their journey
A So understand what they are doing, and why

A And recraft the journey to their benefit and yours i channel
chains can help
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