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Introducing...

Joanne Wiggan

Director of Digital Experience
www.linkedin.com/in/joannescott79

20 years
Creative & Marketing Comms
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What do these brands have in common?
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Less than 20 years old
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What those brands did differently?




@ airbnb

Holidays

S9 billion

- .Ill ? ‘gy

Q Where to?
Anywhere - Any week - Add guests

=5 & A

Rooms Beachfront Camping Trending

London, United Kingdom
Stay with Lena - Hosting for 8 years
May 8 -13

$102 night

Explore Wishlists Profile

rest less @

Recruitment

1.1m members

Join our
movement

A trusted source of ideas
and information to help
navigate both the joys and
complexities of life over 50

Uber

Taxi

130m monthly users

O O O

Britomart Auckland Sky City
Alrport
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Brand experience is digital experience

Digital experience is brand experience







Essential steps of the process

* Customer centricity

* Journey mapping
* Experimentation
* Consistency

* Future proofing







1. Be customer centric

GLENEAGLES

e (Customer research
e Social communities

e Brand collaborations

* Creative positioning

DR. BARBARA

STURM

| M€

JESSICA MSCORMACK
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e The making of a coin

THE ROYALMINT®

THE ORIGINAL MAKER

 Personalised journey relevant to their need
 Al, data and content intelligence

Customer Profile

Sarah Rose
EVENT LAST MODIFIED .
Customer Profile
L] Page Visit: Compose Page 05/23/2020, 7:10 PM
Page Visit: Inbox Page 05/23/2020, 7:01 PM
Page Visit: Email 05/23/2020, 6:50 PM

MEED VI SURORT! SOO0L A CALL RACE NOwW DOOK AN APPONTM

Page Visit: Confirmation Page  05/23/2020, 6:43 PM

5 1
Brtanma 2023 1 oz Gold

Sarah Bullion Comn (King
Page Visit: Checkout 05/23/2020, 6:40 PM Charles 111

Rose —ann

ProfilelD:0215289187 k= Page Visit: Reservation Page 05/23/2020, 6:23 PM A0 N 103 e T ThE: e ) n
(= O EEEEET
Page Visit: Search Page 05/23/2020, 6:17 PM .
Page Visit: About Page 05/23/2020, 6:03 PM
Deliver real-time personalisation with a real-time

customer data platform

CIM


https://www.youtube.com/watch?v=V8ZSiMGL1eQ
https://www.youtube.com/watch?v=0KF8KRfIlJo
https://www.royalmint.com/invest/bullion/bullion-coins/gold-coins/britannia-2023-half-oz-gold-bullion-coin-king-charles-iii/

2. You care

>
é RIBBLE

 Live Shop 1-2-1

E RIBBLE Search.. Q ’ Register or Log In ‘ Help ‘ Do | GBP (f) 3&

AERO v ROAD v ELECTRIC v HYBRID v GRAVEL v ACCESSORIES ~ BIKES v - #MYRIBBLE

* Connected to customer eco-system

Bikes » Road Bikes > Endurance Range > Electric Bikes

* Online and offline integration - “you know me” MLt e e
~~"EnduranceSL e

 Personalised product

Choose from millions of colour combinations, with CustomColour, available on this bike. Find the configurator under the

/ E) CUSTOMCOLOUR ‘Customise’ button after you have selected your size.



https://www.ribblecycles.co.uk/live-in-store-experts/
https://www.ribblecycles.co.uk/ribble-endurance-sl-e/

Peak End Rule

People judge an experience based on how they felt at its peak and at its end, rather
than average of every moment of the experience.

Those feelings heavily influence whether they’d be willing to do it again or
recommend it.
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SLALOM TEST

Digital product launch’s

* NoTV, Press, PR

* Interactive ‘gamification” website
* Social campaign

 Experiential for WOM/PR

e Re-positioning the brand

-

'SUBJECT60 — -
AN EXPERIMENT DISGUISED AS A PARTY

CIM


https://www.youtube.com/watch?v=qjgmmN9BsRU

3. Be brave

* Experiment - but test and analyse
* Launch and iterate. Release 1 is just the start

* Align to brand and commercial goals







4. Be consistent

Ways to build a brand Audi animations

11y

q Search

Brand Appearance
Basics
Rings
Brand Claim
Colours
Typography
Layout Structure
Imagery

Illustration

Icons
Animation

Tone of Voice

Guides

User Interface
Communication Media
Corporate Branding
Corporate Sound

Motion pictures

2 o B @

ClIM


https://www.youtube.com/watch?v=dpHWHcphhsk
https://www.audi.com/ci/en/intro/basics/animation.html
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The future

Digital twins - physical and digital connections
Lead generation cross Meta and 3™ party

Online co-pilots - 121 personalised shopping

Ai DX and CX journeys

13:35
facebook
ft O @&
CS Mutual s © This Business uses § secure service from
) Sponsored @ Meta 10 manage this chat. Tag 10 =arm mare

Achieve financsal freedom with the guidance and
care you need 1o prepare for your family's future.
Get started with 8 401k or IRA today!

Fm interested in your product or =
service
’ M-"- ssage < 0 °
4 . i 4 © n

19)(0)

— - —r—

https.//csmutual/privacypolicy

What is your emall address?

gregoryjohnson@gmail.com ..,

What is your phone number?

650-123-4567 .,

Are you looking for a financial
advisor?

*~ Yes

(& rd essage y Q o

< - ]

DIOR

vt - ——

CS Mutual

~ Retirement Planning

~ Mortgage Services
= See All

CS Mutual
Which Bnancial service are you
ng A r

Life insurance

Thank you for answering our
questions! We will be in touch with
you shortly. In the meantime,
checkout our helpcenter If you have
any further questions

[Z View website

S) Message ®» @ e

< . :1]

CIM



In summary...

Stay focused on the customer Take considered risks to innovate

"YOU CAN'T LOOK AT THE
COMPETITION AND SAY
YOU'RE GOING TO DO IT

7’ | ‘ | :
Lt ; | BETTER.
- ’{y O YOU HAVE TO LOOK AT THE
\,,w = A =y ‘ COMPETITION AND SAY
$ I;:f Q ‘X

"We're not
competitor obsessed;
we're customer
obsessed. We start

with what the
customer needs, and
we work backward."

YOU'RE GOING TO DO IT
DIFFERENTLY."
s Py STEVE JOBS

- B
L

CIM



Digital Experience is the brand

“People will forget what you said
People will forget what you did
But people will never forget how you made them feel.”

Maya Angelou

CIM
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