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Engagement & Behavior
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S Ssituation - Where are we now?

O Objectives - Where do we want to be?
S Strategy - How do we get there

T Tactics - How exactly do we get there?
A Action - What is our Plan?

C cControl - Did we get there?
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Define your goals and strategy

REACH
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ACT :

CONVERT
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Welcome

Goal: Onboarding
Best Way: Journey

Best CH: Email
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Lead Nurturing

Goal 1: Cultivating

Goal 2 : New Customer
Best Way: Journey

Best CH: All CH
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Retention

Goal: Engagement
and Other Purchase

Best Way: All Type
of Tactics

Best CH: All CH
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Event Based

Goal: Recognition and
Engagement

Best Way: All Type
of Tactics

Best CH: All CH
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Loyalty

Goal: Loyal Customers

Best Way: All Type
of Tactics

Best CH: All CH
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A Marketer's Empathy Model




®

Stages of
Engagement

Awareness

Evaluation

Doing

B Browsing through the
internet. 2

B Reading blog posts. [J
B Watching videos. @@

B Listening to podcasts. @

B Reading reviews by existing
customers. [

B Watching product videos. @9

Thinking

B This looks like
something | can use! &

B | wonder what others
think of this product. @

B Who offers the best

price? @

B Who's the most
trusted vendor in the
market? [iig
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Feeling

B Excited to discover a new
product. @

B Not sure if it's the best
option out there.

B Interested in knowing
more about the product. @

B Need some reassurance to
go ahead with my decision. &
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Purchase

Experience

B searching for a product. 2

B scanning through product
details. @

B Adding product to cart. §

B Purchasing the product. &

B Looking for a way to track the

order. ¢®

B Tracking if it has been
shipped. {§

B Checking for delivery
updates. [

B Where can | call
them if I have a query or
a problem with the
product? &8

B What's their return
policy? &8

B Which shipping
option should | choose?

@

B Do | need to pay
extra for shipping? R

B Do I really need to
sign up or can | just
purchase as a guest? @

B Can | track the order

somewhere? @

B will my order ship
on time? R

B How can | return it if
| don't like it?

B unsure about divulging
too many personal details. @

B Sceptical of receiving
promotional emails/ calls/
messages from other vendors.

¢

B Nervous if the product will
actually arrive. ¢®

B | hope | don't miss the
delivery. P>

B | hope it's exactly what the
description & reviews say. {l§
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Bonding

Advocacy

B Interacting with emails, push
notifications to discover new
products on your platform. .4

B exploring new products/
services/ features of your
platform. Q

B Enrolling for a loyalty
program. @

B Writing a positive review on
your app/website. (I

B Recommending your
app/website/product to their
colleagues & friends. &

B Interacting with you through
social media platforms. o

B Do they have any
other products or
services that | can

purchase? ¢ & L

B Let me check if they
have xyz product that |

need. £

B | really like this
brand, they understand
my needs so well! &

B | want more people
to experience this. £

B it's a nice
offer/product, my friends
could benefit from it! §§

B Interested in doing more
business with you. §§

B Thrilled to have a good
experience again & again. &

B Looking forward to
premium offers & discounts.

B Happy & content. @

B Confident in the brand's
ability to deliver great
experiences to the people |
have recommended it to. ¥
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One-time

®

Send the campaign only once at a
specified date and time

Learr

-

mor

o

Triggered

Send the campaign on the

occurrence of a custom event

Learn more

Recurring

@

Schedule the campaign to be sent
at regular intervals

Learn more

Transactional

<5>

Send critical messages through
our transactional API

Learn more
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Welcome to Netflix, Anurag! Add us
to your WhatsApp contacts and we'll
keep you in the loop

Watch the best of Netflix at

J\ Here's your reminder: Dracula is
now on Netflix

Start watching at
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12:00 wll T -
14 /" WARP Insurance & [} &

& Messages to this chat and calls are now secured
with end-to-end encryption. WARP insurance may
use anather cempany to read, and respond to
your messages and calls. Tap to leam mare,

This chat is with a business account. Tap to learn
more,

Mrs Divya,

your health insurance policy from
WARP Health Insurance offers a free
health checkup!

Schedule it now! ©

Thank you for choosing WARP
Insurance.

-+ @

~
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CRO & Marketing Automation
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Control Group
A/B Test
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A Chrome www.cuttingboard.com

Get started with gourmet cooking @

50+ recipes from 20 award-winning chefs V)
et

~N
Get your free e-book
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M Chrome www.creativeheads.com

We want to serve you better
Your opinion means a lot! |

Share feedback ‘ Remind me later

o

=yuzl

v v
Pars PackK




parspack.com

M Chrome www.fortyeighteast.com

15% Off On Every Pizza!

Special surprise for the first 10 orders.

Online Menu

OaSadaigh gy jl ol

M Chrome www.fortyeighteast.com

It’s Absolutely FREE!

Enjoy special offers on a meal for 5

Online Menu
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M Chrome www.stalkbuylove.com

15% OFF Only For You!
Apply Coupon code AP-15, valid only till monday

l Shop Now
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M Chrome www.tijori.com

Woohoo! You did it!
You have earned 1000 reward points!

Redeem Points

o

iSaii5 gy I o e

@ Chrome www.jabong.com

You’ve Unlocked Our Gold Membership!
Use points to shop now.

Avail Now ’ Know More

o

¢
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A Chrome www.thatspersonal.com

Become the #1 Shopper
Get vouchers of your choice worth Rs.5000

l Start Shopping

R

Know More
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M Chrome www.koovs.com

Clara Just Bought A Dress For You 10% Les:
See how you can too!

10% OFF

on Dresses

l Avail The Offer
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M Chrome www.azafashion.com

Get 40% Off On Your Next Purchase

if a reffered friend places an order. Y

|’ Refer Now
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Case Study w,p
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How Cuemath reinvented data
consolidation and scaled cross-
channel communication with
WebEngage
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Be the change you wish to see in the
world
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