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And why should they care?
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Motivation Desires
Views / 

Perceptions

Pain Points Needs Emotions

Understanding your customers through various qualitative research methods

ART!



Relevance to current job
Development for new career

Learning & Development Department Employee / Learners

Business priorities and needs
Digital transformation

Image credit : Pixabay



Source : https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
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1. Efficiency
2. Convenience
3. Friendly service
4. Knowledgeable service
5. Human Interaction

https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf


#ISSLearningFest

3. Stages

4. Touchpoints

1. Customer Actions

5. Opportunities

Emotions

Time

2. Customer 
Emotions
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Learning By Doing
Learning By Experiencing



• Customer 
Understanding

• Customer Journey

• Drives Adoption

Customer 
Experience

• Website

• Email

• Track & Measure

• Drives Conversion

Optimise 
Owned Media • Search – SEM & 

SEO

• Social

• Content

Increase Traffic 
& Engagement 



Track & Measure
https://www.als2020.sg/?utm_source=IALwebsite&utm_medium=Main_banner&utm_ca
mpaign=ALS2020



Source : Google Analytics
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Source : Google Analytics



Building up your 

Owned Media asset



Context Time Behaviour
Customer 

Status / Type

Personalisation Relevance
Database 
Quality

Tracking & 
Measurement

Delivery

Content



Emails sent

Delivered

Open

Click-throughs

Visits 

Purchases / Sign-ups

Deliver rate

Open rate

Click-through rate

Conversion rate

Number of orders / sign-ups

Transaction value

Average order value

=> Optimise content

=> Optimise Subject

Headline, personalise

=> Clean database

Unsubscribe rate

Subscriber 

retention rate

ACTIONS



Organic Search

(Search Engine 

Optimisation – SEO)

Paid Search

(Search Engine 

Marketing)



Keywords Searched = Strongest indicator of INTENT

Know the intent, satisfy the need.



Create Content for SEO





Keywords that people using to search for YouTube content

Provides valuable information for content creation 
direction to satisfy a need.



Data Source : https://www.statista.com/statistics/272014/global-social-networks-ranked-by-number-of-users/
https://www.statista.com/statistics/278414/number-of-worldwide-social-network-users/

2-Way

Communications
Always-on Engagement Co-Creation Brand Fit

https://www.statista.com/statistics/272014/global-social-networks-ranked-by-number-of-users/
https://www.statista.com/statistics/278414/number-of-worldwide-social-network-users/


• Measure and Track

• Create Benchmarks



Source : https://www.facebook.com/business/help/465262276878947?id=401668390442328

Reach new people who are likely to be 
interested in your business because 
they are similar to your best existing 
customers.

Look-Alike = created with information 
pulled from your pixel, mobile app, or 
fans of your Page

Custom = Group of 1,000 to 50,000 of 
your best customers based on lifetime 
value, transaction value, total order 
size or engagement.

https://www.facebook.com/business/help/465262276878947?id=401668390442328




• Facebook Live

• Instagram Stories

• Instagram Direct

• Snapchat Stories

• WhatsApp Status

• Tik Tok Music Videos

Live!

Streaming

Disappearing

Self-Created



Source : https://www.youtube.com/channel/UCL0iAkpqV5YaIVG7xkDtS4Q

Video Content
• Educational & Informational Lists
• How To
• Behind the scenes
• Case studies
• Interviews 
• In conversations with

Metrics for YouTube
• Impressions
• Impressions click-through rates
• Unique viewers
• Views
• Watch time (minutes)

https://www.youtube.com/channel/UCL0iAkpqV5YaIVG7xkDtS4Q


• A-B Testing

• Personalisation based on history or behaviour.  Show relevant 
products and promotions to the right people at the right time.  

• Review User Experience

• Integrate with offline channels (eg. call centre)

• Examine internal processes and department silos

• Agile Mind-set



Exposure

Campaign 

Performance

Channel 

Performance

Business Impact



• Unified view of Customer with integrated data 
sources (eg. Customer Data Platform)

• Targeting & Personalisation

• Marketing Automation to increase efficiency

• AI to enhance execution



Creativity, Content, Customer Experience Data, Measurement, Experimentation
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Solving a Problem

Understanding Customers

Customer Experience

Content Creation

Experimentation Mindset

Search & Social

Success Measures – Data Analytics
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bit.ly/als2020live


