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There Are Only Three Ways To Grow Any Business

(, a
o Increase the number of clients HAarD 16 DO
 eFIcieny

WITHOVT
9 Increase the average transaction per customer PROPER DATA

-

9 Get each customer to buy from you more often

J

Jay Abraham
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There's a shift happening in the online retail game:

From unknown strangers

i Shift

to ideal customers.



The main arena will not be
marketing anymore.

It will be Customer Experience.



Figure 1: Identifying the delivery gap

0% of the interviewed Percaniage of companies
executives said that they offer a 100%
superior experience to their B0% e |
customers, but only 8% of their 60% ‘
customers agreed. s

! “Delivery gap”

20%
8%
0 e ————————————————
Companies that Companies whose
believe they provide customers agree
a superior proposition

Source: Bain Customer-led Growth diagnostic questionnaire, n = 362;
Satmetrix Net Promoter database, n = 375

Omniconvert Customer Value Optimization Academy, 2021



=: Customer Distribution

30.0K

25.0K
Moct brande (based on agqreqated data

20.0K / from 1200+ Reveal ucers) lose 20-85%
new cuctomers after their first order.

15.0K
10.0K
5.0K 2
[[]Customer distribution: 4,476
0 e —— e
1 2 3 4 5 6 7 8 9 10+

I Customer distribution

Omniconvert Customer Value Optimization Academy, 2021




= Revenue vs. Margin by Customer Type

709
% In moct cacec, the chare of revenue

£ , y o Niok Repeat Customers

60% | [rom returning cusiomers ¢ higher Bl Share of revenue: 69.71%
than first time buyerc chare of

50% | evenve. However, few ecommerce

409 | Stores are aware of these.
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More customers: Traffic

Acquiring customers is more
expensive than ever

Since 2013, Facebook CPC has grown 8 times,
while retail eCommerce sales worldwide have
increased by 158%
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2013

. Retail eCommerce Sales worldwide 2013 -2018 (158% growth)
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*Source: Wordstream state of Facebook Advertising, eMarketer and Statista



The regular priority list in eCommerce

° Optimize Google Ads
a Website refactoring

e New ad campaigns

@ Improve Customer Lifetime Value

REVEAL

nnnnnnnnnnnnn



The customer-oriented priority list

° Optimize Google Ads
a Website refactoring

e New ad campaigns

@ Improve Customer Lifetime Value
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The customer-oriented priority list

° Improve Customer Lifetime Value
a Website refactoring

e New ad campaigns

@ Other stuff
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RFM Customer Segmentation

RFM segmentation is a method to identify the most important type of customers by grouping them
according scores to their recency, frequency & monetary values.

That allows companies to target specific clusters of customers with more relevant for their particular
behavior - and thus generating higher rates of response, increased loyalty and better customer lifetime
value.

RFM is an acronym for:

B ecency FRequENCy WloneTary
“How recently did the “How often do they “How much do they
customer purchase?” purchase?” spend?”
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RFM segmentation

Identify the most important types of customers by grouping them according scores to their
recency, frequency & monetary values.
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Ideal Customer Profile

Find out who are your best customers that sustain your business and bring more like them.

demo10 Reveal v

2020-02-12 - 2021-02-12

= Revenue vs. Margin by RFM Group
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1ICP generates margin
as much as
376 low-value customers.

It's not fair smart to treat
everyone the same.
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Lookalike audiences

Use existing customer data for marketing and retargeting to bring back newly acquired
customers with High Order Value or attract new audiences that are similar to your Power
Customers.

v —
Soulmates
( Ideal
' Customer)
| X S——
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Cohort Analysis

Monitor the 2nd time stickiness for new customers you bring through different paid campaigns
and check which ones bring loyal customers or just 1 time customers.
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demo10 Reveal v 2020-02-12 - 2021-02-12

Cohorts by First Purchase Moment

Dashboard

Graphic Evolution Customer Count v

1@ Retention

Repeated order by month

® Product Returns
_ First order placed in Sep '20 Oct '20 Nov '20 Dec '20 Jan '21 Feb '21 Total
BB Segments
o Before Feb '20 1.8K 1.9K 1.51K 1.6 K 1251 437 20.7K
a Customer Voice
'S Feb '20 6.45 % 5.27 % 4.36 % 5.90 % 4.90 % 1.54 % 1.8K
Brands
Mar '20 415 % 4.80 % 3.02 % 3.61% 2.97 % 0.65 % 26K
‘& CRM
Aor 120 Percent of the returning customers in Aug '20 who 85 % 0.81 % 44K
P were new in Apr 20 . ° s ’
€ Revenue
May '20 4.64 % 5.09 % 3.63 % 3.76 % 3.89 % 0.92 % 43K
@ Catalog
Jun '20 4.39 % 4.97 % 3.45 % 3.62 % 3.38 % 0.98 % 3.8K
’ Lo Lifetime Value
l REVEAL Jul '20 4.26 % 4.19 % 3.92 % 3.47 % 2.98 % 0.73 % 3.6 5
C
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Customer insights

Improve your marketing efforts by knowing exactly what products your customers love, what
tone of voice you should use and which are their buying behavior.

Post-Delivery NPS v 2020-02-12 - 2021-02-12

O REVEAL — demo10 Reveal v
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Jo do list:

2.  Improve the website

experience for new and returning

customers
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Improve Product Assortment

Real-time product reports help you identify best and worst-performing items. Use REVEAL
insights to improve product assortment and design more appealing offers for new and loyal
customers.

(M OMNICONVERT

a REVEAL — demo10 Reveal v 2020-02-12 - 2021-02-12
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Personalize customer experience

Tag and segment customers based on buying behavior and value. Treat them differently

REVEAL
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Revenue

Catalog

Lifetime Value

throughout their journey.

demo10 Reveal v

Email

Country

Region

City

Registration
Date

Guest Guest
Soulmates

a6692593e5ff0c5ecc0ad81be13fe875@example.org
N/A
N/A
N/A

2000-01-01

Transactions stats
Total Orders
Total Spent [EUR]
Average Order Value [EUR]
Average Days Between Transactions [Days]
Payments by type
Cash
Money Order
Shipping by type
Free Delivery
Personal Pickup
ACME Delivery
TNT
Orders by status

Nalivarad Pickiin.Rny

1375
1162042.79
914.27

0.55

1044  75.92%
331 24.07%
664  48.29%
322 23.41%
222 16.14%
167  12.14%

AR.EA



Pre-delivery NPS

Automated pre and post-purchase NPS surveys help monitor and use your customers' feedback
for each interaction with your business.

p REVEAL — demo10 Reveal v Pre-Delivery NPS v 2020-02-12 - 2021-02-12 N
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Jo do list:

3. Convince customere to place

the 2nd order or ctay loyal to
. your brand
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Enhanced Email Marketing

Track and reward customers based on their lifetime spend. Identify your most valuable
customers and convert the ones with high potential into your Power Customers.

REVEAL — demo10 Reveal v 2020-02-12 - 2021-02-12
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Create advanced and highly personalized email flows and campaigns using our customer
segmentation.

L[]
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Customer Value Optimization
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demo10 Reveal v

615.00 Average Order Value

555

L]

122K | €/2 1074K
2121K | € /& 615.04

€

13.06 M

X

Soulmates
22 122K € /&  1074K
& 2121k € /' fy
€ 13.05 M X Unassign
Lover
& 278k € /2 351K
& 1800K € /€  542.00
€ 977m N\ Unassign

435 443
= 283]€/2 223K | [= 4] €/2 32831
- 849 [€rtr 7TM.79 | | 56 | €/& 82.08
€ 620.78K X € 460K X
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@ 336 |€/&r 17085 | |@ 110K | €/ 566.14
€ 5741K X € 62275K X
453 454
= 2[€/2 29025 | [= 54[€/2 737.94
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Convince about-to-lose customers to stay

There are a lot of customers that you can save from abandoning your store and go for another
competitor. Through personalized emails at the right time, you have a higher chance to bring
them back.

REVEAL = demo10 Reveal v 2020-02-12 - 2021-02-12
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Improve Customer Service

Track the employee performance in one place

REVEAL Post-Delivery NPS v
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2020-02-12 - 2021-02-12

[ NPS Score
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Jo do list:

4.  Monitor customer-centric

KPIe: CLV. Cuctomer Retention,
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Customer Lifetime Value

Monitor your historical and predictive CLV and optimize it continuously by addressing your
customer segments in a personalized way.

— demo10 Reveal v

2020-02-12 - 2021-02-12

Impersonated as demo10@omniconvert.com

Lifetime Value

[+~ Predictive CLV

782.12

Predictive CLV [EUR]

8] Exit impersonation

1.03K

Historical CLV [EUR]

(]

1.34 years

Predictive Customer Lifetime
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Customer Retention

Find out how many of your customer place the 2nd order.

demo10 Reveal v

2020-02-12 - 2021-02-12

80.11

NPS Score

= Revenue vs. Margin by Customer Type “ n
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REVEAL

Net Promoter Score (NPS)

Monitor NPS per brand, category, RFM group to improve Customer Experience.

2020-02-12 - 2021-02-12

3 REVEAL — demo10 Reveal v
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80.11

@ Dashboard NPS Score

1 Retention
® Product Returns
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Add it to the queue
line of the customer
support department

Do it. Escalate the
ticket to the head of
Customer Support

& OMNICONVERT

How to Improve Customer Service based on NPS

TRIGGER THE NPS POST-PURCHASE.

WHAT IS THE RATING?

Trigger an overlay
to ask the customer
to recommend
Tempur

Is it from a high
potential
customer?

Ask more details &
understand if the
customer needs real-
time assistance?

At least you tried!
Don't to anything

It worked, congrats!

Pass the response Follow-up after 1 week
for the monthly CS saying thanks for noticing
reports. us &how's the product

REVEAL
o



Net Promoter Score monitoring

Ongoing NPS monitoring for each NPS by RFM Group
RFM group will allow fast and 80
prioritised improvements in -_

customer experience.

P 60 2\\

Itis usefulin determining the e
is useful in determining _—

success rate of recent retention

tactics per groups. 40

20

January February March April May

& OMNICONVERT

True lovers

About to dump you
Lovers

New customers

Passionate new

Flirting
(. REVEAL
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NPS by product category

Monitoring NPS for each product
category allows marketers and CX to
work closely with merchandising
and acquisition departments so that
they fix potential issues with various

product categories.

& OMNICONVERT

100

75

50

25

January

February

March

April

May

TEMPUR CLOUD
TEMPUR ORIGINAL
TEMPUR HYBRID
TEMPUR SENSATIONS
Classic Pillows
Ergonomic pillows

Spare pillow covers

= Divan beds

Bed frames
Ottoman beds
Adjustable beds
Headboards
Mattress toppers

Support cushions

REVEAL



NPS by country

Ongoing NPS monitoring per each
category will allow fast and
prioritised improvements in product

offerings.

& OMNICONVERT
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50

25
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= Singapore
Germany
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DECATHION

BLADE
% Heineken

REVEAL

"Reveal is an amazing app. The consumer insights are really valuable and it's

information that would take me hours to pull from many different sources in Rating
one single dashboard! | highly recommend it!"

"Omniconvert Reveal is a great tool for the infinite war of customer retention: Rating
understanding your customers and their behavior."

"We use this app with Shopify and Klaviyo to get a better understanding of Rating

our customers and various customer groups. The app integrated very nicely
with Shopify and Klaviyo. The onboarding is also top-notch! Highly
recommended."




Sleep

Sleep well, live better.

ESSE

"Very useful app in taking our CLV efforts to the next level.
And the TEAM!! Best support experience I've ever had with a SaaS!"

"Amazing analytics for any Shopify store. The ability to see this data in
neatly organized dashboards and understand the customers is
extremely valuable. The customer service is A+"

"This app is truly exceptional! Friendly and operationally focused app infused
with the best class RFM modeling and customer segmentation. For companies
focused on growing their business by maximizing Customer Lifetime Value,
this is the platform to take you from start to finish.

Rating

Rating

Rating

REVEAL
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Turmeric

"We looked for help with customer segmentation for our email list. Reveal
offers so much more! It helps with data analytics, LTV, cohort, etc. Also, their
support is amazing!"

"Reveal has completely helped us get a full scope of who our customers are
and provide us accurate data in order to pull an analysis of where we are
falling short with our customers. If you are struggling to see a full picture of
your customers, Reveal is highly recommended!"

"The customer service is fantastic."

"This app and customer experience are top shelf. Powerful tool to better
understand customer behavior, LTV, and strategize for an improved
customer experience and increased retention. "

Rating

Rating

Rating

Rating

REVEAL
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Culture Kings is a streetwear company that was founded by couple Simon
and Tahnee Beard in 2008 with an estimated valuation of $400M and

w | |
culture 4 ¥ings $20M in annual profit

The company has 3 online shops and 8 stores in Australia - Sydney,
Melbourne, the Gold Coast, Brisbane and Perth.

| Monitor CLV & Look-a-like :_ Website o
; RFM segments QR% ad campaigns Personalization +11-1 /0 revenue/user
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Office Direct is one of the main B2B players in the office supplies verticals
in Romania and one of the early adopters of Reveal.

“Reveal is a great tool for the infinite struggle of retaining customers. The
@ customer segmentation is extremely well done - it allows us to monitor
NPS for each customer group and to become aware of the challenges that
our customers are facing.”

~7| Monitor CLV & CIjD Real-time NPS $o%> Product

© &5
77— RFM segments @5 treatment ?" assortment
optimization

REVEAL
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Founded in 2015 by the two ex-bankers, Lizza has developed from a pizza
food truck to a low-carb dough and baking factory.

With a team of over 40 employees, the company develops and produces in
its own Lizza production facility in Frankfurt health-promoting premium
products and sells them via the online, to a base of >250k customers.

| Monitor CLV & "'= Website
=7t RFM segments Personalization

. s8> Product
Define th
Icep nethe s?} assortment

optimization

Work in Progress...
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Delivering undoubtful impact

We retained

30%

More customers
e
Of More Than z \ | - j r» - l
\ - becaugeé we segmented better the groups: We had
a lot of cugt diences, a lot of segmentation™in terms of
i i paid advertising

C'ITRK 6 months after the start of our collaboration, we

reached a 30% uplift of the customer lifetime value

Cristi Movila, former eCommerce Manager at Otter

[ See the customer story here > @]

(ﬁ,
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https://www.youtube.com/watch?v=ihx9GVizI3s&list=PLW7gNNt1loCncZ-qr_BCi_jFcM8_Wq-Xc&index=8

& e

$68,541 $31,570

3.2M

9,5% $1,530 $8,541

www.yourstore.com

REVEAL

Oana Andruc
Onboarding &
Support
specialist

Teodor Rogojina
Business
eCommerce
Analyst


https://app.hubspot.com/meetings/oana-andruc
https://app.hubspot.com/meetings/teodor-rogojina

Reveal short product walk through
& m

¢y REVEAL
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http://www.youtube.com/watch?v=118V4d8uiAg

Let’s write the next

chapter together.
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