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arketing channel:

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

« Marketing — Sales — Service

* Broadcast (one-way) — Interactive (two-way)

* Mass — Targeted — One-to-One

* Impersonal — Interpersonal

* Outbound - Inbound

* Direct - Indirect

© Cranfield University 2013 www.cranfield.ac. ik
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Cost

Coverage

Customer experience

www.cranfield.ac.uk
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Acadent &
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* DH Rederance Casts 2008/10

** PSSRU Unh Costs for Social Care 2009/10

ow] g for Healthil ty of Shefiekd, Second nterim Aepod, Oct 11
**** Estmated 2011/12 figure for HaSCs incoma / users

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) hea|th Service per
®\obile App Uses ®HaSCUses 084546 47 Calls Answered year

www.cranfield.ac.uk



Cranﬁeld

NIVERSITY
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Iphone clone

by pnw sale

GUIDE

MORE RESULTS

noian iphone

18 month old works the
iPhone
& ;

iPad 2 Vs Baby Toy!
by Devin ‘“H‘:l

My 1 year-old baby plays
Angry Birds

Y

Free App for iPhone -
Baby Mermaid & Friends

by uc

iPhone baby How To Get YouTube
Videos Straight To Your

% Tyrel Hatfield - 36 videos 10412 by The
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http://www.youtube.com/watch?v=uHknjlMGXFQ
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Cmnﬁeld

UNIVERSITY

4 V' \
oy ¢
-l el - A Aha A W imiiin B dlenss e

www.cranfield.ac.uk



Cmnﬁeld

UNIVERSITY

www.cranfield.ac.uk



Cmnﬁeld

UNIVERSITY

© 1999 United Feature Syndioste, inc.

M

www.cranfield.ac.uk



Cmnﬁeld

UNIVERSITY

From: Gonda, Sarah [mailto:sgonda@ddy.co.uk]
Sent: 20 February 2013 13:54

To: 'Hugh Wilson'

Subject: RE: Pension change of plan

At the end of the day, | have to leave the choice up to you. My
own view is that if you are prepared to stomach slightly higher
charges, then | would go for Skandia because the performance

speaks for itself.

© Cranfield University 2013 wwul.cranfield.ac.ule
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From: Gonda, Sarah <sgonda@ddy.co.uk>
To: 'Hugh Wilson'

Sent: April 06, 2013 11:40 PM

Subject: RE: Skandia pension

My colleague Andrew in the pensions department has just had a word
with me to bring me up to date with what has been happening with your
pension plan.

| can only apologise for Skandia's inefficiency. We can rectify the
situation by asking Skandia to take two payments in May, but | feel that
under the circumstances this might only serve to add to Skandia's
confusion and inefficiency, so | would prefer to leave things as they are.

Sarah

© Cranfield University 2013 wwu.cranfield.ac.uik
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From: Hugh Wilson

Sent: 10 April 2013 18:15
To: Gonda, Sarah

Subject: Re: Skandia pension

Thanks. Meanwhile I'm meeting Skandia's operations director, amongst
others (some senior marketers & maybe IT director) on Thurs —
I’'m inclined to show them your email! (But don't want to embarrass you so

maybe not)

Hugh

© Cranfield University 2013 www.cranfield.ac.uk
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From: Gonda, Sarah [mailto:sgonda@ddy.co.uk]
Sent: 12 April 2013 09:29
To: 'Hugh Wilson'
Subject: RE: Skandia pension

Show it to them.

To be perfectly honest, when Andrew told me what had happened my
response was not printable. The last two bits of business | have given
them (for you and another friend) they have managed to balls

up. They do not care, it's as straightforward as that. If this happened
with Scottish Widows or Standard Life, the guys who look after us
from those companies would be on the case sorting it out. Our guy at
Skandia does sweet F.All

© Cran%%r%gsity 2013 www.cranfield.ac.uik



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

Cranﬁeld
UNIVERSITY
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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~» Remote sales 43% ($3bn)

k Mow | Furniture | Lapkops. .. | = @ - F
¢ Internet 32% Wy account
| * Order online, collect in store 22% |

 Order at home, deliver to home 20%

1eBay | New at A

Most popular searchc ® OQrder In shop, deliver to home 8%

Argos Credit & Insurance
Our best new deals Humy mustenasoon:  (EETTED rmuuee—
% Life Ingsurance Get £150,000 of
' cover over 21 years from just
. " £2.71% per week [
Save up to Half Price .
on Mattresses and Divan beds F o g:;fgeai‘;‘:fhj;;:n’:‘;ij;;"”"
Offer extended until 8th March trgf'jg,? P

. — M : o e o oL |E | Nothing to pay for up to 12
L vt ekl T — . N - mrweerird months Find nut mnore nn the

AFsprung

Page 15 wuww.cranfield.ac.uk
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Drivers of multichannel strategy: cost, coverage and
customer experience

* The need for multichannel integration

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

« Migrating customers to a new channel model

www.cranfield.ac.uk



Cmnﬁeld

UNIVERSITY

EED FOR ADVICE

HIGH
Solicitors, accountants
High street bank ”:A
Private bank
Left It Late Wealthy
delegators
E?rr? kIe roducts Certainty &
ATTITUDE TO mer Growth
RISK RISK-AVERSE W COMFORTABLE WITH
RISK
Certainty
seekers Online, call centre
- Single view + stats
‘Tick here’
Call centre *
Employer Portfolio
managers
LOW

www.cranfield.ac.uk
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PRODUCT SALES COMPLEXITY
LOW < , HIGH

HIGH

CUSTOMER VALUE

WEB OR
34 PARTY
LOW LED

www.cranfield.ac.uk
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Commoditized & Simple
Transactions

Technology Platform & Integrated Solution &
Related Services Decisions Consulting Engagements

Integrated
Accounts

Aligned Accounts
and Large SMB
Accounts

Medium Business
Accounts

®

Face to face
Specialists

O,

Solution Providers -
Core Business
Partners

®

IBM

@ Global Business

) Services
Major

Independent
Software
Vendors

Major
Systems
Integrators

©

Regional Systems Integrators
and Software Vendors
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Call centre / web

Travel agent

—
@

Segment Value

Sales Complexity

www.cranfield.ac.uk
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1 |Self assured, financially confideny  3.2m 44 37.20% 430.4 75.40% 142.2 53.60% 159.7
2 |Affluent traditionalists 10m 51 16.40% 189.3 60% 113.2 41.40% 123.5
3 |Younger, inexperienced bankers 7.7m 32 4.30% 50.1 56.60% 106.7 22.90% 68.3
4 |Traditionalists 9.6m 57 3.80% 44.2 22.10% 41.7 15.50% 46.2
5 |Finance & Technology Savvy 3.6m 36 5.10% 59.1 96.10% 181.2 71.80% 213.7
6 |Committed branch bankers 11m 45 1.70% 20.1 50.50% 95.2 31.20% 92.9

www.cranfield.ac.uk



Higher

MARKET SEGMENT ATTRACTIVEN

Lower
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CURRENT POSITION

Self assur Young ABs
Affluent traditionalists
Finance/tech savvy
Traditionalists
&
Higher Lower

RELATIVE BUSINESS STRENGTH

www.cranfield.ac.uk
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Credit cards, loans,

Insurance, current a/c

Mortgage, pension

Self-assured

Young ABs

Independent financial advisers

Not applicable

www.cranfield.ac.uk
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Credit cards, loans,
Insurance, current a/c

Mortgage, pension

Self-assured

Young ABs

Phone -2 F2F

Not applicable

www.cranfield.ac.uk
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RASH!
TAKE THE TOP THREE

X C

YOU SAW THEM IN THE BIG GAME, NOW SEE THEM AGAIN HERE.

SHARE: '§
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25,0%

20,0%

15,0% -

10,0%

5,0%
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201314

201213

\ \

8,5%

—Mlobile
share of
traffic

25,9%

21,9%

—Tablet
share of
traffic

www.cranfield.ac.uk



Mobile Adspend is following the same trajectory as Online —
but in a shorter timescale (UK figures)

==0nline Adspend  ===Mobile Adspend £825.1m

£153.1m
£165.7m

£28.6m

£19.4m
|

£83.0m
£37.6m
|

1998 1999 2000 2001 2002 2003 2004
2008 2009 2010 2011 2012 2013 2014




Contactless payments are now really taking off

1 5 Visa contactless transactions on
o I I l London Buses Dec 2012 — May

i 2013

M&S contactless 2 3 O k

transactions every week

1 1 50 Post Office installing contactless
y

payment terminals in all of its branches.

5.31M contactless transactions in March
£39M of contactless transactions in March
22% usage growth quarter on quarter

1 In every 4 Visa cards in the UK are contactless with 26.91m cards in
circulation

232k terminals installed across the country



Global PC (Desktop / Notebook) and Tablet Shipments by Quarter
Q1:95-Q1:13
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Q1:95 Q1:97 Q1:99 Q1:01 Q1:03 Q1:05 Q1:07 Q1:09 Q1:11 Q1:13
==[esktop PCs ===Notebook PCs =—=Tablets
Mote: Motebook PCs include Metbo
K P c B Source: Katy Huberty, Ehud Gelblum, Morgan Stanley Research. Gartner. Data as of 4
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More

Drive  Calendar

Images Maps Play YouTube HNews Gmail
- “ Andy Barratt n + Share nv

Currys, Solihull Gate Retail Parl stratford Road, Solibull
& MAGNET “

+Andy  Search

Google
Centre
Get directions My places = co 4 T
ToysRus
~ b Qb = .
(4| . o atellite
Currys, Solihull Gate Retail Park LD o5 5
N Supermarkets 8 & Traffic
,stratford Road, Solihull & -
CLITWS ) ) Sainsbury's o
Solihull Gate Retail Park | stratford Road, Saolibwll, & Pharmacy ée,},f
Wyest Midlands BI0 4BA Yoy, t
Solihull Retail Park S
0344 561 0000 - currys. co.uk B
3 reviews - ££ ) & Halfords &
" - " 3 8
“ery friendly and helpful staff. @
. - . cls b Swan House
1 LT . Bonds Mill Ge
\ Chalford Way e Flr_
\/ Mothercare & Q?? Mz
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L:_J PC World & s Window
y éa“‘- ‘}{3\' Centre
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;—S i ,Orfe @E:; - \!\
= A oy
g DCP y N
5 Plumbing g
. . | < e
Directions  Search nearby  Save to map  mare~ 9 _\90
o Y
o ©
. . BEO & o~ 9
See all 10 results for Currys, Solihull Gate Retail Park | 200 f | @‘
SﬁJr}rf"*”ecm & Stratstone
& croﬁ Jaguar Salihull
L] Map data @20132 Google - Edit in Google Map Maker Report 3 problem F

stratford Road, Solihull

www.cranfield.ac.uk
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https://maps.google.co.uk/maps?hl=en&ie=UTF-8&q=solihull+currys&fb=1&gl=uk&hq=currys&hnear=0x4870b0a0a5c6ab81:0xe3f527bb4b0274fc,Solihull,+West+Midlands&ei=BUq-UcT2BanL0QXAs4GoCw&sqi=2&ved=0CKwBELYD
https://maps.google.co.uk/maps?hl=en&ie=UTF-8&q=solihull+currys&fb=1&gl=uk&hq=currys&hnear=0x4870b0a0a5c6ab81:0xe3f527bb4b0274fc,Solihull,+West+Midlands&ei=BUq-UcT2BanL0QXAs4GoCw&sqi=2&ved=0CKwBELYD
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« Draw the current coverage map for an airline of your
choice

 Propose a future coverage map.

www.cranfield.ac.uk
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Offer C Offer D Offer E Offer F Offer G

segment

Customer
segment

Customer
segment

Customer
segment

Customer
segment

Use a colour for each channel (or channel combination) which you use to sell to each cell, e.g.:

|:| Travel agent |:| etc
|:| Call centre .

[ ontine I wwuw.cranfield.ac.uk
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Coverage maps can be used to check market coverage and
consider best use of high-cost, high-bandwidth channels

« Put products in order of sales complexity, and customer groups in
order of value

« May need redrawing for acquisition & retention

- Remember each area on the coverage map is a channel chain,
not necessarily a single channel

« Suggest a future market map by considering how improvements
can be made in cost (notably use of low-cost channels where
appropriate), customer experience (where current channel chains
are failing), or market coverage

« Scarce channel resources (e.g. sales force, or extensive face-to-
face advice to individual consumers) will tend to be used more for
high-value customers, where they are justified, and for complex
products, where they are needed

www.cranfield.ac.uk
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Channel chain analysis
Understanding and recrafting the customer journey

www.cranfield.ac.uk
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« Tell your colleague about a recent significant purchase
you have made, such as a smartphone, a car, a house
or a mortgage.

 If you're the listener, please make a note of all the
steps in the journey. How many ‘channels’ were there?

« Was the customer experience perfect, or could it be
iImproved?

www.cranfield.ac.uk
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Integ?btmg Customer’ :
Experlences fbr Profit -

www.cranfield.ac.uk



Cmnﬁeld

UNIVERSITY

The 3'd party lovals The searchers

eExpedia GO O%le

Guides on UK / Third party
e website

eLastminute

1 eetc
Third party

Google Website

ZB \1‘3% l 60% 40%

Deliberation : :
Tripadvisor.com Hotel Third party Hotel
website website website
90%
} | | 309 | 70%
Booking G Third party Third party Hotel
website website website

www.cranfield.ac.uk



= Eton Collection
L Chic. Unigue. Boutigue.
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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

www.cranfield.ac.uk
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« 50 salespeople in cars
* A 75% share of a monopoly market!
« Cost of acquisition equals year 1 revenue

What would you do?

www.cranfield.ac.uk



Data Mining

FCEN

Create . .
Email Mailshots Telecall
Awareness
% of RP # of incoming/
outgoing calls
.
Contact Web Telecall Call Centre
i \ l oo 7< dentify type of customer
n conversion
S
i Face?2 | ——————d
Agreement Emall Telecall
J Face
l T
Confirmation Post

Total Conversion Rate

Customer Satisfaction
Staff Morale

Cmnﬁeld
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New: multi-channel tailored

relationship
Mass Mass Trade External Online
advertising shows advertising | shows lists
Sl
Mail/email Online
INITIATE “handraiser” registration
DIALOGUE
EXCHANGE Out: magazine | Mail/email | |call centre Web
INFORMATION | DEALER In: Info eg ERD | dialogue
Info eg ERD  configuration tool
-Test drive T O
- Financing est dfive invitation
PURCHASE & - Configuration
DELIVER -Negotiation DEALER
-Service -Test dr!ve
SERVICE & -Fman_cmg . Out: Welcome pack, _
DIALOGUE Conigraon\ | gy | magine,snvi
MAINTENANCE -Service email In: cust satisfaction
Note: ERD = estimated replacement date data, ERD

www.cranfield.ac.uk
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THE POWER TO KNOW,

Pleased to meet you:
How different customers prefer
very different channels

Professor Hugh Wilson, Dr Emma Macdonald and Dr Charles Randall

. 7 -
o
Natalie Mall
& Soclal Shopper

1'_ , 4
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About

I'm a married mum from Kent who
loves her kids to bits. Spend my time
taking care of the family and home
while also working part time as
teaching assistant.

Love having a good old chin-wag
with the girls and flicking through the
weekly mags to check out the latast
fashion and gossip!

Margaret (Maggs) Reader

Lifestyle junkies Appeal to her aspirations; giv
in the KNOW

Share: G Post giew Photo [ Link [ Video
A P

Friends (24)

Emma Richards

PJ

Tanya Howard

Ruth Cook

Amy Cameron

Andy Barrak

Write something...

Margaret (Maggs) Reader
I'm thirsty - bottle of water or pop? Silly question...Always cola!

@ 45 minutes ago via iPhane — Like — Comment

Mike Bannett Not setting a good example for the kids! ;) x
‘ 32 minutes ago — Liks
|

| Write a comment...

Margaret (Maggs) Reader
Just heard about latest cuts to our local hospital. Think it's time to consider
private, just can't rely on the NHS these days :(

3 hours ago - Like - Comment

Margaret (Maggs) Reader is going to Monthiy
(% Yesterday at 19.39 — Like — Comment

Margaret (Maggs) Reader
Doesn't Rihanna look great in the new gossip mag? | so love her new hair!
Yesterday at 16.40 — Like — Comment

Margaret (Maggs) Reader

hmm, one of the big four have got some good deals on at the moment,
free calls to everyone on that network so might switch when contract’s up.
B Yesterday at 12.52 via iPhone — Like — Comment

W% 2 paapls like this
Emma Richards At last, now we can goss for longer! Do it!
Yesterday at 14.11 - Like

| Write a comment...

Margaret (Maggs) Reader

Just been into the supermarket and picked up a few essantials for dinner
tonight. | know it's a bit cheaper at the big stors but too inconvenient to
travel across town and it's always busier there. Or am | just being lazy? LOL
[§ Monday at 17.22 viaiPhone — Like — Comment

P.J You should shop online — ultimate in being lazy!
Monday at 22.12 - Like

l Write a comment...

G

NIVERSITY

School of Management




Astute Alphas

Provide efficient service; inbou

in the KNOW

About

Sussex dweller but earn my crust
working in the city. Net result — busy
and single! You'll probably find me at
my computer or on my phone - for
work and play.

Great lover of technology especially
my phone. Really despise sales calls,
being hurried, bad service and anyone
ripping me off. Grrr!

Friends (148)

Frank Watson

Vincent Choi

Vicky Alvez

| Margaret Reader

James Groves

o=

Esther Roberts

I

UNIVERSITY

Write something..

¥ Andy Barrak
Took me 20 minutes to get out of the car park dus to traffic at from the
superstora. *Sigh!*

8 3 minutes ago via Android - Like — Commeant

Barrak
Got called by the mobile company - don't like them wasting my time with
salas | haven't enquired about. When | nead something, 1l call you!

B 1 hour ago via Android - Like — Comment

Andy Barrak > Richard Chorley

Guess what? That £300 MP3 dock I've been harping on about for the past
6 months has just gone on sale. Once again, it was worth waiting...

3 howrs ago - Like - Comment

'l wl |

ul

Barrak
Called bank to corract a standing order. Good to talk to a native English

spaaker rather than someone working to a script with no latitude for deviation.

B Wednesday at 10.11 via Android - Like - Comment

phone the last tima. You werea not a happy chappy!

A Priya Singh haha! | remember when you lost it on the
Wednesday at 11.05 - Like

| Write a comment..

Frank Watson > Andy Barrak

Thoughts on the new hand held? Or what about the new Android?
My mobile’s on the verge of packing it in...

Yesterday at 16.40 - Like - Comment

Andy Barrak
Why ars the best deals always on things | don’t normally want?
B Monday at 13.03 via Android — Like — Comment

Andy Barrak
Annoyed —why wouldn't the checkout supervisor take my £50 note?
B Sunday at 12.43 via Android - Like - Comment

FER

Vicky Alvez I'll take it!
Sunday at 1455 - Like

| Write a comment...

¥

Andy Barrak was at London City Airport with 2 others.
%, Saturday at 21.02 via Android - Like - Comment

ool of Management




Internet investigator Rich website; emphasise fut&re

in the KNOW

About

Life's great. With a fantastic house,
kids, loads of friends, and a loving
husband, what more could | ask for?

| don't normally like gimmicks, but

I love my new Tablet. | can find
everything | want on the internat whilst
juggling my busy life as a mum.

Diana Hunt

21d"

UNIVERSITY

Share: € Post e Photo [k Link [ Video
A P

Write something...

Friends (173)

Amanda Rooke
Peter Joiner
Laurie Patterson
‘ Lucy Fryer
Natalie Mall

! Darren Glassborrow

Diana Hunt

Was reading in an online newspaper about how the chairman of my bank is
having a 6 million pound bonus. Think it is outrageous that bankers are
having this sort of bonus.

B 2 hoursago viaiPad - Like — Comment

Diana Hunt

Just back from hospital. Was dealt with by a really nice nurse who
was lovaly.

Yesterday at 11:42 - Like - Comment

the future of the Primary care trusts?
Yesterday at 12.16 - Like

| Wiite a comment...

ﬁ Laurie Patterson Are you going to the meeting to discuss

Diana Hunt
Just got this e-mail from my supermarkat with recipes for keeping kids
interested during half term and a competition. Thought I'd share tha link.

Monday at 19:20 - Like - Comment

Diana Hunt

Received a call from my bank whilst we were in the middle of our tea. Thay
were trying to sell me something but wanted my date of birth and mother’s
maiden name....Unbelievabis!!!!

Monday at 19:13 - Like - Comment

Amanda Rooke You'd think they wera doing you a favour!
Yesterday at 19.16 - Like

| Wiite a comment...

Diana Hunt

I was in the hairdressers and | was chatting to the stylist. She was saying
how much she likes her supermarket and | told her all about my problem in
mine last week.

B Wednesday at 14:09 viaiPad - Like — Comment

Diana Hunt

| was browsing posts on a voucher site and | saw tha cola logo. 1 followed
the link to the website. | had a browse of the websits, but to be honest it
looks like a lot of hassle for a few points. | did like that you can eam points
towards cinema.

Wednesday at 18:56 — Like — Comment

W Pater Joiner fikes this.

School of Management




Dedicated fan Sponsor his team, don’t bothe@ag%w e'iéfe

in the KNOW

About

Northerner, happily married, 2 kids,
partner in small firm of survayors.
Hates shopping - | lst the missus taks
care of that! | honastly couldn't tall you
the price of a pint of milk!

Like to hear what people say but
officially cynical about global waming.

It be right chilly ‘cop North!

Friends (92)

Jon Mahoney

Suresh Patel

. Hamy Patterson

Lucy Fryer

Matt Naysmith
,9}

€

Tom Reade

Peter Joiner

UNIVERSITY

Share: {?’Post gise Photo [ Link (i8] Video

Write something...

Peter Joiner
8 quiet lie-in with the wife out with the kids doing the shopping - happy days!

B 3 minutes ago via Blackbemy - Like — Comment

Suresh Patel > Peter Joiner
o Got the motor fixed last weekend. Thanks again for the recommendation.

6 minutes ago - Like - Comment

Peter Joiner

g Price of petrol is shocking, even at the supermarkets. Thought they’d be
using their clout to bring it down!

N B Yesterday at 15.16 via Blackberry — Like — Comment

the pumps!
Yesterday at 15.16 — Like

[ Write a comment.

! Jon Mahoney Agree. We ars being totally ripped off at

Peter Joiner > Harry Patterson

§ Harry, you're good with technical things. What do you know about
TVs? Want a new one for the bedroom...nothing too big. What would
£400 get me?

B Yesterday at 18.40 - Like - Comment - See friendship

Jon Mahoney Suggest you get an LED. You can get a nice
one for around £200, no need to spend mors than that.
Head to the electronic shop on the high street, speak to
Geoff — a mate of mine. Ha'll sort you out.

36 minutes ago - Like

Peter Joiner Nice one mate.
P 21 minutes ago - Like

l Write a comment.

Peter Joiner
o Haha! Saw ad of a man asking his wife not to do the big weekly shop, there
was better things to do with his time. That's me!

Thursday at 18.36 - Lke - Comment

#r Matt Naysmith fike this.
Sarah Ball LOL!
Thursday at 18.51 — Like
Patar Joiner It's true. Sha likes shopping, | don't. Everybody
winst

Thursday at 18.58 - Like

School of Management




Social shoppers Incentives; make recommendatlans aﬁaljble
in the KNOW

About

I'm young at heart, if not in body!
Abitofasocndblmefﬂy you'll

see me about town either
domg the weekly shop or catching
up with my friends.

Known to love a bargain and firm
believer in keeping it simple. Oh, and
don't ask me about computers or
anything whizzy, | won't have a clue!

Friends (242)

Annette Pringle

Angie Berry

.
c?. Jack Goodall
=

L« 3 Andrea Walter

Natalie (Nata) Mall

NIVERSITY

Share: ©P Post g Photo [[fiv Link [E) Video
A P

| Write something...

talie (Nata) Mall

Opened the post&gotmdubcad vouchers & extra points coupons - very
handy. Very giad to recewen&make the most of the points.
38 minutes ago - L - Comment

W pie like this.
Annette Pringle | received a leafiet through the door, it was
an A4 size leafiet with four pages of in-store offers!
2hoursagoat 1258 - ¢

| Write a comment..

(Nata) Mall

Na

Received bank statement, three sheets of paper where one would do nicely,
\l

and well over a week out of date!
3hoursago - Like — Comment

h italie (Nata) Mall |sgomgto"' '
at12.17 - Like Com

Natafie (Nata) Mall

Got a very high phone bill aven though | hadn’t used all my free minutes or
texts. Charge for looking a1myemaﬂswas€16 Can this be right?
Yesterday at 10.52 - L= - C

g Bob Prngle Liz, | don't think you have internet included in
your price plan.
Yesterday at 10.58 - L=
Natale (Nata) Mall Really? | thought | did...but then again |
can never be sure when it comas to my phone. I'm so
useless with technology, it's a miracle | even managed to
read my emails in the first placa!
Yesterday at 13.31 — Lik=

I Wiite a comment...

Natalie (Nata) Mall

we get a lot of advertising from the bank, which is a total waste of trees. |
justwish they'd actually send me something | need, like a better rate on my
ISA or a nice new credit card offer!

Frday at 15.12 - Lik= - Comment

know my financial situation at present is not good, they
continue to exacerbate the situation with unrealistic bank
chargas for meagre overdraws of 0.79p with £25 charges.
Monday at 22.12 - -

B Mary Swann I'm furious with our bank - although they

l Write a comment... ‘

School of Management




Detached introverts Deliver strong in-store expé;jenﬁl l

4
1t

Jack Stillman

Share: Post Photo Link Video

Write something...

| ? Hey mate where are you? We haven't sean you for ages.
2 3 hours ago

o 't_ Could you give us a call please love?
L B ‘Yesterday at 16.40
Pleasa writa somathing about 8 “Missad you at the venue last week. Drop me a line.”
yourself... 4 days ago — Like — C
|
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Flydubai: channel chains
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. Choose a cell on the coverage map which you think needs
attention (a product group for an attractive segment where
the best approach is not obvious).

Draw the firm’s current channel chain(s) for this product-
market segment.

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

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

www.cranfield.ac.uk



Strength

Cmnﬁeld

NIVERSITY

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

www.cranfield.ac.uk



Cmnﬁeld
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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

www.cranfield.ac.uk



Find something the customer values...
flydubal

Pay later.
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« Customers change their behaviour
because they want to...

« Most powerful ways to fulfil
multichannel strategy are:
* In-channel training
« Design and usability

« Channel as an integral part of the
consumer proposition

www.cranfield.ac.uk
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Young and go-getting, Luke types enjoy being
different. They use the internet for just about
everything. They expect 24 hour access to
services and to save time by transacting
online.

*Communicate by preferred medium — ie online
advertising

*Use PR to raise awareness

+Likely to become frequent user and advocate
*Establish e-mail reminder system

15%

Independent thinkers who care little for the
opinion of others. Quite disorganised and/or
busy, so can leave it late to renew. The
convenience of electronic option is important
as it saves time, however, awareness is key.

*Strong call to action on reminder envelopes etc
*Use PR to raise awareness
*Raise awareness using appropriate media

R2 D2

24%

Busy working and looking for time saving
benefits. They like paying 12 months tax at a

time and possibly by DD. Have some concerns
about web security, they have internet access,

but would also use automated phone.

*Highlight both phone and web channels in reminders.
*Use specific PR to raise awareness of web safety
*Ensure security of online transactions addressed in
communications.

C-3P0

21%

Has access to web and will use if can be

‘bothered’. However, will use automated phone
or face to face if these channels are perceived

to be simpler/more convenient than web.

*Ensure ‘simple’ web experience

*Phone option prominent on reminders

*Use PR to raise awareness

*Target via intermediaries who can ‘take the fuss out of
transacting’

Master
Yoda

32%

Likes face to face channel for social interaction
and are not worried by time constraints. Would

consider DD payments in instalments without
a charge.

*Create alternative face to face channels
*Communicate DD when available

*Reminders to maintain instructions for Post Office
channel

Darth
E-Vader

Passives

Respectables

*Publicise availability of DD and electronic channel
options in ‘Fines’ letters.

*Establish e-mail reminder system

*Use PR to raise awareness

wwuw.cranfield.ac.uk
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Newspaper u“ the Year

Latest model: DVLA poster girl Jodie Kidd

Ifitisn't too taxing
for Jdielll

The DVLA is clearly counting on the model
Jodie Kidd’s glamorous image to publicise
its new online and phone car-tax service.
Instead of queueing for hours at the post
office, drivers who need to renew their tax
now have a fast and efficient alternative.

The process can be completed in minutes
thanks to the new Electronic Vehicle
Licensing (EVL) facility, and most motorists
will be able to renew their car tax wher-
ever and whenever they want, with noneed
for supporting documentation. Tax discs
will arrive by post within three to five work-
ing days. Log on to www.direct.gov.uk/
taxdisc; or call 08708 504 444.

NEW service letting
drivers renew car tax

online or by telephone

g b Transport
Secretary Alistair Darling and 1 ocg,

it 20\‘1
driver Jodie Kidd.  longer nced o present paper copies M Kidd. who has been

MOT 10 British
et new disc. Instad they could  Internatonal Motor Show in accom
complete a transaction online London this summer, said at the DVLA chicf o ive
et i dscs  anch n London: -1 have ready et sl -Out cusiomery il
within thee n now be their car
of i year st 1 il dfers o 24 hours a day, and seven days &
he DVLA's vehicle  were expected (0 use the new g i Toplewih ek

Paperless car tax renewal

A new service allowing
drivers renew car tax
online or by telephone
was launched yesterday

by Transport Secretary
Alistair Darling an_nli

DVLA’s vehicle records,
meaning drivers will not
need to present paper
copies of their insurance
and MoT to get a new
disc. Instead they could

racing-driver Jodie Kidd,
pictured above,

The Driver and Vehicle
Licensing Agency (DVLA)
scheme links Britain’s
electronic insurance and
MoT databases with the

a on
line or by phone and get
sent tax discs within three
to five working days.

By the end of this year
around 11 million drivers
are expected to use the
new system.

Cranﬁeld
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Eoening msit

Model in city on |
DVLA Iaunch i
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Customers combine channels in their journey

« So understand what they are doing, and why - experience
tracking can help

* And recraft the journey to their benefit and yours — channel
chains & coverage maps can help

« Then migrate customers to the new model — a segment at a time!

www.cranfield.ac.uk



