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The Science of
Email Commerce




Agenda

» Introduction
» The Importance of a Customer’s Lifetime Value

» Tips & Best Practices

» Transactional Campaigns
» Automated Campaigns (Welcome Series, Post Purchase, Re-Engagement, Shopping Cart Abandonment)

» Modal Acquisition

» EDEX Case Study
» Relevancy, Data, Integration

» Key Take-Aways
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We build online
pusinesses not just
websites ‘

we are an omni-channel ecommerce agency




Quick Facts

About

» Magento Gold Solution Partner

» Awarded Magento Partner of
Excellence

» Magento Certified Developers
» Founded 1999
» Privately Owned

» Offices:
Australia, North America, Europe

» 110 Employees Worldwide

WINN

Clients

» Australia’s iconic brands, multi-
channel retailers & multi-national
corporations.
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Our Difference

» Unique Process Methodology

v

Customer-centric in all we do

v

Build long term relationships

v

Complete Project Lifecycle In-House

v

Managed Support Plans
We Put The Merchant In Control

v

R C L
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Specilal Guest

Sarah Dennis

Senior Manager - Sales and Marketing

» Educational Experience has been working in the
education and care sector for over 35 years

» Arange of 7,500 products distributed nationally
» Core markets of childcare and schools

»  Opportunity to broaden markets whilst also increasing
loyalty of existing customers

» Focus to be a learning resource partner for our
customers

educational @
experience STAPLES
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Understand Your
Customer Lifetime
Value >




ACCUMULATED REVENUE

Average Customer ROI

$210

$140

$70

Break Even Point

PURCHASE FREQUENCY
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ACCUMULATED REVENUE

Average Customer RO

Break Even Point

PURCHASE FREQUENCY

Sale 3
ROI 2.3% ROI 4% ROl 5.25%
$210
$30 ) $5 ) $5 )
$140 $70
$70 Sale 1
- 30
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Consumer Groups

M CURRENT

O NEW

—)

MARKETING

SPEND 6'7X

$$ more th_an retaining
an existing customer
mmm) 4. COMPETITION § LosT
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85% of consumers do not

make a second purchase
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One-Time Buyers VS Long-Term Customers

Satisfaction
SRS
Expectation

v

One Time Buyers One Time Buyers
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P>

Email Is Key To Creating
Loyal Customers In
Online Retall
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Email Lifecycle ROI

40%

REVENUE

O- /X More Effective

euwave www.madebyewave.com



ROI

Marketing Tactics ROI

70%
60%
50%
40%
30%
20%

10%

0%
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Tips & Best
Practices _




Online Lifecycle Marketing

WS Viewonlineversion HARRODS.COM

It’s The Summer of Now Opening Night

Enjoy the online event of the summer with 10% off* our selected edit, goodie bags, holiday giveaways, behind
the scenes videos and more. Plus, shop with free UK Standard Delivery from 4pm until midnight. Join the
conversation with us on Twitter @Harrods by using #OpeningNight

R o

Heavy gauge jewels, sparkling colour and our must-have Mini. Plus, the latest on our new season
mpaign.

{ere to Unsubscribe ‘your browser

N5 Free 2-Day Delivery o faster

S H O P B( THELATEST  BAGS  JEWELLERY  SHOES  ACCESSORIES  MIMCOSOUL SN croms SEoe

CARE HAIR CARE SKIN CARE

WHAT'S NEW  DESIGNERS CLOTHING SHOES BAGS
» Guest,

k you for your order

\Yby logging into you
bstore@hypedc.com

ttonelle, Viva, & Scott*

shipping confirmatio

Having trouble reading this emaif? View it on your browser

r Shipment #1001

o Thickest
R

Cottoeelle

ling Information:

ROLLIN

ran Lalich
SHOPNEW » ave
te 206 - Level 2, %Dad -y
olumbia Court /W' REVOLVECIof
ilkham Hills, New So Get out of town in Free People’s NEW OESONERS WOMEN MEN GAE HOTLST TRENOS BLOG  mmEVeLVE

easy-to-love fall collection.

SEE THE LOOKBOOK »

Al N
ipping Informatic
i Mazcus POSEIDON M
1 } DAY BAG
STYLE NOTES
SHOES BAGS & ACCESSORIES MAKE-UP WE |

RE FROM YOUR FAVORITE BRANDS!

R - o |

GET THE INSIDER SC

FEETE PECE

EN-GAUGE CRYSTALLIZH
Join the chain gang In soft sparkling c|

SHOP NOW » SHOP NOW

D VINTAGE-INSPIRED 4 z . IR ~a9
NEWEST COLLECTION y CRER YOU MISS

Quick links to more party ¢ ARK CRAFT »
MIKOH SWIMWEAR  CLOVER CANYON EXCLUSIVE
sunse op pheingny

JEFFREY CAMPBELL

s

« Wedding decorations
ing cake toppers
ding favours
« Wedding guest books

e

Visit A Planet Blue Store Near You

409 N Beverly Dr, Beverly Hils, CA 90210 | 3835 Cross Creek Rd, Malbu, CA 90265

Stef and Jess, It's time for a
our campaign stars good hair day

READ AND SHOP NOW » SHOP NOW »

800 14th St, Santa Monica, CA 90493 | 2340 Main St, Venice, CA 90405

*Free ground shipping via USPS promotion valid for only contiguous U.S. domestic
orders $100 or more.
No code necessary for promotion.

SHOF SALE

NEW SEASON

Walker Jacket, Lucille Skirt and Kay Shirt

; e 'BEYBEO®
London, 2013 Sent to: annabelmatt@gmai.com | unsubscribe from this kst
COPYRIGHT © ALLSAINTS OWNLOAD OUR APP | TELL A FRIEND
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Create Brand Ambassadors

You

2

Friends Family
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Customer Lifetime Value

»  Preferences Build A

Long-Term
Relationship

»  Behaviour

» Actions

euwave www.madebyewave.com



Monetize Your
Transactional
Emaills




Monetize Your

Transactional Emails:

Don’t Waste
Opportunities

Megan Dueliet,

Thank you for your order! Fhis e-mal i pout order recept, Al the detali of your ordes ire shaws Below. 10 10 e the status of pour order, check out the

Coder Mandgement page »l e URL below:

thrkgees . o

P ane note 1hat the neat orded 11ty #-mad You fedoive 1rom Ut Wil B when yaur 0cder shiga (unkess aEdticnsl information b required).

S yOu need 10 Gance! of Change your order, phease OO NOT emad i, **

e uumm!mm mudw wwdwxo’w-toww

lmlh-pm mmweﬂmmmtwm.m
& D Oroer. Thasks!

S Tas

 Megan Oueset
'Wﬁ‘Hw

S29E Man st T

<10 30¢ the Tems you Uit spent your hand-eamed cash on, \"'\

mem Gty  Unt  To \\
1. 10 bag of Groterws 3 By e "',,;
Le<lmad>TagheerGlss 2 949 SI9% \\,
LAkehoiPyVoumeGlayys 2 .9 S13w "
L. DeerBOIDNYe OpeningShit. 1 39 SN .J
Black, M (
S0 the Rings Fhed BarWa | SH 9 SH® "‘,’
re - Prancing Pory Sten ,up‘i
4 S0r'Wari 100 Clnitet 2 S5y S1s» 2 /5”
| W Totd  S109%0

e
- SdesTe W@ /'
» Sppng  S10.

\ Totsl 1039 - l,/m s
R — ;.‘w

_r,aﬂnl S1es %
e Gl T $0.00
Pppng  SI0
Total 512019
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Building a repeat
customer base
through post purchase
email campaigns

» Higher Relevancy

west elm L

FURNITURE SEDONC BATH RUSS « WIRDOWI LONTIE ACCELIOREL » PLLOWS DINING « KITCHEN HOLDAY OFTS  SALE

FREE SHIPPING svery day on 450« nams

THANKS FOR YOUR ORDE}

Order £; 020045549152

Dear Karen Nuss,

Thanks for shepped with weit el We recerved your order, and we're
processing £ now. Flesse see detais below

SHIP TO NAME AND ADDRESS Bodroom
Karen Nuss Storage

(To protect your privacy, the street address has been omitted )
Lisitz, PA17543

ITEM DESCRIPTION STATUS QTY PRICE
2 ) Hnd Block Lola Kg Available to ship on 1 $94 35
. .
» Higher Click-Through Rate e R
i 4504 Items
Hnd Block Lola Ks Available 1o ship ca 2 $1955
Aglvry 111112
Item # 74- 4461919
4 £ Merchandise $13345
» Higher Conversion Rate Shipping and Processing Charges.~ $21.00
Tn 59 :7 Shaop Bedding
TOTAL*: $163.72 ey
Credit Caxrd Amount: $163.72
Promotion Discount Amount Applied. $2355
We wil continge to empd the s20%us of your scder 33 2ach 2o it thpded Sale
if you ordered multiple tems, some fems may e shooed separately with no
addbanal shopng charges
euwave www.madebyewave.com



Automated
Campaigns
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Welcome Series

Email 1/3
EDEX Case Study

OMe 10 e

Caliona) g
Exper,
Perience, e

Not displayir yoeu,’,‘ e‘r'iﬁ°"gl
carn 9 reso,

ing

Welcome to Educational Experience, don't forget 1o collect your $10 voucher View It in

educational
experience

your learning resource partner

Categories

WELCOME TO

EDUCATIONAL
EXPERIENCE

Enjoy $10 off your next online order!

Hi Name,

Thank you for signing up to receive
Educational Experience emails. As a gift for
signing up, use your coupon code below
and take $10 off your next purchase over
$70 at the edex.com.au online store.

USE THIS CODE

*Valid on all orders over $70




Welcome Series

Email 2/3
EDEX Case Study

Nol displaying correcily

Everything you need, 1o discover the right educalional products and resources.

educational
experience

your learning resource pariner

View it in your brows

2 of 3 Welcome En

A Trusted Advisor of the Education and Care Indt
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Atgg,
lu S
Your g, ducq fin We .
. . That Neeqs
W
Sursiy ,h:y " have 4
s)(pl;C:%"a/ "9e
p’bducfsand Casjpy, regdet Ve thg be
’ Tder 0,
Chec Your .
. k then, out beloy,
E: urs Since,ely :
../&a Tiong, / 6 .

9/6,,667;’“”

Exclustve e -

WOODEN — i T
TOYS ooy

Nt By L »

TN Of Hoos

- 9N o
N by “ Websit, S
S, Yo <8 and.

EaN
3

Wi &
duc,
0ks ,,  catiop, al




Bonus Arlicle - Teaching Children to Love the Earth \

o
educoot'ono' A Trusted Advisor of the Education DeV l
: e
experience P

your learning resource partner

Welcome Series

Email 3/3

EDEX Case Study Ml

Understanding
Your Child’s
Development

Hi Annabel,

Educational Experience is
privileged to be associated with
Dr John Irvine, one of Australia’s
most well-known child
psychologists.

To help you with your resource
selection we have applied Dr
John’s SPICE rating system to
a number of our resources and
products. This rating system is
based on Dr John's doctorate




Post Purchase




Post Purchase

5-20% 30-40%

HIGHER AVERAGE
CONVERSION ORDER VALUE

euwave www.madebyewave.com



Post Purchase
Strategies

v

Survey & Customer Service

> A

Thank You

WV

Request A Review

v

Product Care / Instructions

v

Loyalty Programs

W%

Product Replenishment

euwave www.madebyewave.com



Post Purchase
Thank You Emall

Building a repeat customer base
through post purchase email
campaigns




Post Purchase
Thank You Emall
With Offer

Building a repeat customer base
through post purchase email
campaigns




Post Purchase
Request A Review

N

Shows that you truly care

v

Provides valuable feedback

v

Build product reviews

Y

Generates more orders




Post Purchase
Product Care
Instructions

Building a repeat customer base
through post purchase email
campaigns

» Main Goal
» Provide Valuable Information
To Customer

» Secondary Goal:
»  Maximise Click-Throughs To Site




Re-Engagement




Replenishment — Buyertrack

dr F &

2 ><

Deal to encourage repeat purchase Email to engage customer
and increase order size after purchase was ‘missed’

?

|::4

euwave www.madebyewave.com



Re-Engagement
Buyertrack

Building a repeat customer base
through post purchase email
campaigns




Re-Engagement
Buyertrack

Conversion

Building a repeat customer base
through post purchase email
campaigns




the magic of

Re E n g a.g e m e n t forthehome bedabath women men juniors kids beauty shoes handbagsa  jewelrys o
- accessories watches

SEARCH I GO | deals & promotions | STORES  GIFTS&GIFTCARDS  WEDDING REGISTRY
E | |

......................

on your next macys.com order*

FREE SHIPPING ... ... xassrqasvax

Happy Birthday! It's a great time to
treat yourself to something special.
And to make it even happier, enjoy
Free Shipping on your next purchase!

| Surprise!
We remembered.

shop now

MACY S EVE RYWH E R E now you can experience Macy's any way you like! get the details
our iPhone App !; become our fan on facebook ~ §_§ follow us on twitte:

shop online shop catalogs find a store register store events easy returns



Re-Engagement
15t Year
Anniversary

the mogic of *

handbags & jewelrys 0

forthehome bedibath women men juniors  kids beauty shoes :
accessories watches

SEARCH | GO » , deals & promotions '

STORES GIFTS & GIFT CARDS WEDDING REGISTRY

on your next macys.com order®

EREE SHIPPING . aoneive

Happy Anniversary
We Remembered!!

Celebrate your first year of being a loyal
customer of ours with Free Shipping
on your next purchase

SHOP NOW

Mikasa Dirrarware Lenox Drneraare Warertord
Parchment Opal Innocence Drreraare
Collection Coloction Lismore L

$10.00 - $23.00 - $43.00 P
L2 2 & 5 BN

MACY,S EVE RYWH E R E now you can experience Macy's any way you like! get the details
our iPhone App !i become our fan on facebook L?’ twitte

shop online shop catalogs hnd a store register store events easy returns




Shopping Cart
Abandonment




75% of shopping carts
are abandoned

$100,000 $300,000

euwave www.madebyewave.com



Shopping Cart Abandonment:

Top Reasons

What People Say What People Do

» Price » Not All Abandonment Is Bad
» Timing » Normal Part Of The

» Obijections Decision Making Process

www.madebyewave.com



Shopping Cart Abandonment:

’ S > E SALE

) Y 1 ABANODNEDNCART

300% CONVERSION INCREASE

euwave www.madebyewave.com



Shopping Cart Abandonment:
EDEX Case Study

educational
experience

your learning resource partner

IS THERE ANYTHING

WE CAN HELP WITH?

Fast & Flexible Delivery

BustraliaWide __ -7 experience

o 3 Hours
We noticed that you started an order with us recently
but were not able to complete it. m

If you need any help completing your order, let us
know. You can call us on 1300 134 211 or email us at
hotlinef@edex.com.au.

YOUR SHOPPING CART

Items Price aTy Cost

1,

[x) d\E}l Wooden Birthday Cake $45.00 1 $50.00

Subtotal: $

euwave www.madebyewave.com



Shopping Cart Abandonment:
EDEX Case Study

educational
experience

your learning resource pariner

HURRY! T il
YOUR CART HAS ALMOST EXPIRED ‘@]

We held onto your items just in case you

weren’t done shopping yet.

i : 15_
il L
E . !
48 Hours
This is a reminder that the items that you have in your m

shopping cart will only be held onto for a faw more
days.

If you would like to check out please click here.

YOUR SHOPPING CART

Items Price aTy Cost

9 @ Wooden Birthday Cake 54500 1 $50.00
le -
Subtotal: $

euwave www.madebyewave.com



Shopping Cart Abandonment:
EDEX Case Study

educational
experience
ource partner

your learning res

. CHECKOUT NOW
. TO RECEIVE 5% OFF

I Claim your 5% coupon now before
| time runs out... \

48 Hours

Purchase now to receive 5% off with the coupon code:
OO0

If you have experience difficulties in the checkout
process, we would be happy to help out. You can call
us on 1300 134 211 or email us at
hotline@edex.com.au.

YOUR SHOPPING CART

Items Price aTty Cost

e @ Wooden Birthday Cake $45.00 1 $50.00
\ e

Subtotal: $

euwave www.madebyewave.com



Shopping Cart Abandonment:

EDEX Case Study
8.0% RECOVERY RATE

educational educational educational
experience experience experience

your learning resource | your learning resource pariner

CHECKOUT NOW

IS THERE i
' TO RECEIVE 5% OFF

=2 94090 Revenue

Claim your 5% coupon now before
time runs out...

Hi Mame, Hi Name. Hi Name,
; . Purchase now to receive 5% off with the coupon code:
Ve noticed that you started an order with us recently This is a reminder that the items that you have in your YOO
but were not able to complete it shopping cart will enly be held onto for a few more
_ days. If you have experience difficulties in the checkout
If you need any help completing your order, let us process, we would be happy to help out. You can cal
know. ‘You can call us on 1300 134 211 or email us at If you would like to check out please click here. us on 1300 134 211 or email us at
hotline@edex.com.au. hotline@edex.com.au.
YOUR SHOPPING CART YOUR SHOPPING CART YOUR SHOPPING CART

39.93% REVENUE 5.97/% REVENUE

54.1% REVENUE

www.madebyewave.com




Shopping Cart Abandonment;:
EDEX Case Study // Responsive Email

C |
ninemsn ninemsn

y

ai OUt|OOk ‘ W @ New Reply v Delete Archive Junk|v Sweepwv Movetow Categories v  ses
Search email P Educational Experience
Folders .
L ur r t ail
Inbox

Jurk educational
ne experience

Sent your |(‘.f][n|nf_] resource partner

Deleted 10 [ "

CHECKOUT NOW
TO RECEIVE 5% OFF

Claim your 5% coupon now before
time runs out...

New folder

Quick views

Documents 1

Flagged 1 I

Photos 2

New category Hi Mame,

Purchase now to receive 5% off with the coupon code:

RN
Coupon Code:
If you have experience difficulties in the checkout
process, we would be happy to help out. You can cal
us on 1300 134 211 or email us at
hotline@edex.com.au.
YOUR SHOPPING CART
Items: Price arty Cost
) JE "J - \Wooden Birthday Cake $45.00 1 $50.00
Al :'_n"
ey
Subtotal: $

Use coupon code to save 5%.

==

educational
experience

your learning resource partner

CHECKOUT NOW
TO RECEIVE 5% OFF

Claim your 5% coupon now before
time runs out...

Purchase now to receive 5% off with the coupon code
OO

If you have experience difficulties in the checkout
process, we would be happy to help out. You can cal
us on 1300 134 211 or email us at
hotline@edex.com.au

YOUR SHOPPING CART

Wooden Birthday Cake

Use coupon code to save 5%.

FAST DELIVERY 24/7 SAFE

$50.00

Subtotal: $

[ ]

7500 PRODUCTS

wi_Tolstra 3G ,: 11:14 AM @ 0 3% =)

2

educational
experience

CHECKOUT NOW
TO RECEIVE 5% OFF

Clam yosa 3% coupon tow befces
thima reas ost

Purchaso now 10 rocoive S% off with the coupon
OB X000

¥ you have exporence G#culies in the checkout
PEOCOSS, WO WOLld Do happy 80 holp ol You can
callus on 1300 134 211 or emad us ot
hotline@edex.com.ay,

www.madebyewave.com



Modal Acquisition




$8.95 flat-rate shipping & free shipping on orders of $175+.

J C R E W Shipping is always free on all crewcuts orders.
.

MEN KIDS SWIM SHOES JEWELRY WEDDING SALE WOMEN FACTORY BLOG EEX visHLIST SHOFPING BAG
IN STORES & ONLINE: EXTRA 30% OFF FINAL SALE ITEMS WITH CODE EXTRA30. *details search keyword oritem# | GO
NEW ARRIVALS LIKE BEING

FIRST?

FOR WOMEN »
Then get our can’t-

FOR MEN ¥
FOR GIRLS »
FORBOYS »

miss style news before
everybody else.

SIGN UP FOR

TODAY: JULY 15, 2013 J.CREW EMAILS >

THE KIKI BALLET FLAT

Find out why you need a pair.

MEET KIKI »

J C R EV'V' J E\/h'v/E _S

FINC C gem or VO,

FOR GUYS: WHATTO PACK

‘our chegt sheet tor weekengs gwao
FOUr CNegl SNEST TOr WEEKEengs OWa

FOR KIDS: LOOKS WE LOVE

lnztm.autite farfin Lnmar the 200
INSIC-OUITIIS TOr Tun unCer e sun.

FALL 2013 LOOKBOOK

o ' N - >
Pre.orcer our New York Fashion
e-orcer our New York ~gshio

¥ looKs
SElele ] SN

LET US HELF YOU THE J.CREW STYLE GUIDE CUR STORES LIKE BEING FIRST?

STORE LOCATOR

Enter email

—:ua-mzs -:—l-ams OUR CARDS g
VERY PERSONAL STYLIST ABOUT J.CREW THE J.CREW CREDIT CARD
COMPANY HISTGRY THE J.CREW GIFT CARD

ewave www.madebyewave.com



Modal Acquisition // EDEX Case Study

GET $10 OFF INSTANTLY

Get $10 off your next purchase whe
you sign up to receive our emails.
"Vaid for orders over $30

www.madebyewave.com




Modal Acquisition

the red
In your hair.

Eye Looking Straight Ahead
»  Only 690 looked at the product

www.madebyewave.com



Modal Acquisition

Wake up
the red
In your hair.

Wake up
the red
In your hair.

SUNSILK
Eye Looking Straight Ahead Eye Looking Towards Product
»  Only 690 looked at the product 849 looked at the product

www.madebyewave.com



Relevancy




New Customer Long-Term Value Customer Inactive Subscriber

Highly Motivated Multiple Purchases Disengaged
Defined Need or Interest

euwave www.madebyewave.com



IM~ Lifecycle email communication generates

o OX GREATER RESULTS

euwave www.madebyewave.com




Postcode Time Between Orders Order Value

SKUs o | Flexibl A Order Val
FIeXibIe City exible verage Order Value
Order Value Attribites
et Seamlessly Integrate
Attributes S p e n d
Order Value Postcodes

SKUSs

Spend R E L EVA N CY Re-Order Date

Purchase Dates City
Categories ISR SIS Re-order Date Order Value.
Previous Purchases Client Segmeﬂtatl()ﬂ
Client Segmentation Attributes  seend  Ra_Order Date

Ca.tegOrleS POStCOde Previous Purchases
www.madebyewave.com




Email Integration

Magento WMS
Order History Trading Info
Postcode

Pk e Email Posade
CRM P] atform ERP

In-Store Orders Last Purchase Date

Loyalty Status

Loyalty Status
Gift Cards

Customer Address Average Spend
Customer Type AOV
Opportunities »  QOrder History »  Gift Cards Last Purchase Date
» Products Purchased » Trading Info
» Customer Intention » Postcode
POS » Customer Address  » Delivery Status
»  Customer Type » Average Spend
In-Store Orders »  Opportunities »  AOV
14 14
14

euwave www.madebyewave.com



Key Take-Aways

Automate All You Can

Monetize Your Order Emails

Set The Tone And Build A Relationship
Find The Right Post Purchase Strategy
Not All Shopping Cart Abandonment Is Bad
Think Responsive

Acquire More Subscribers

Relevancy Is Key

A TR AW TAY AT WA ¥ T s

Data is King — Integration Is A Must

10. Consider The Lifetime Value Of Your Customer

euwave www.madebyewave.com
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