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QUICK
WINS

The concept of sending relevant, targeted messages to consumers isn’t new. It’s 
always been important to engage customers and prospects through personalized 
communications that help them make buying decisions—not chase them away. 
But to be successful in a landscape where data is everywhere—from Point-of-Sale 
(POS) to email, Twitter, and Foursquare—you might be struggling to connect the 
dots and communicate with each of your customers as individuals. In fact, with so 
much data to manage, creating a unified, 360-degree view of each customer seems 
virtually impossible. 

FOR RETAILERS’ 
MULTI-CHANNEL
CHALLENGES
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With customer information pouring in from multiple channels—like in-store, mobile, and web data—
it’s obvious that you need a better way to connect with your customers. But when customers are 
continuously jumping from channel to channel—and you’re struggling to unsilo yours—worries about 
ROI continue to haunt you. Sure, consumers are abuzz about your brand on various social networks. 
But none of those conversations are tied back to their customer profile or the experiences they’ve had 
at POS. If you’re still relying on massive spreadsheets, analytics teams, and pure gut instinct, it’s time to 
unsilo that information and get a single view of all consumer activity.

The multi-channel data you gather doesn’t have to be a burden. Use it 
to your advantage by employing cross-channel marketing solutions. 
With the ExactTarget Interactive Marketing Hub™, bringing all your data 
together—whether from POS experiences, online surveys, or consumer 
interactions within social networks like Twitter—makes it possible to 
see each customer with a 360-degree view, connecting all their brand 

interactions in one convenient location. Plus, leveraging more than one channel at a time makes it 
easier to acquire new customers.

1 TURN MULTI-CHANNEL WOES INTO ENGAGING, 
CROSS-CHANNEL CONTENT.

DID YOU 
KNOW?

A June 2011 
report from 

Forrester Research, 
Inc. entitled “The 
New Campaign 
Management 

Mandate” reveals 
that the lack of 
a common view 
of the customer 
is “among the top 
three challenges 
that interactive 
marketers face.”

The good news? It’s not impossible. In this guide, we’ll provide you with three quick wins you can 
implement today to solve the interactive marketing challenges that have traditionally left retailers puzzled:

No common view of the customer

Inconsistent multi-channel marketing

Disconnected online and offline experiences

With detailed descriptions, expert recommendations, and tips and tricks, this guide will help you 
better understand the tools available to retail marketers today—and how taking advantage of these 
resources produces phenomenal results.
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Retailers interact with customers in ways unlike any other industry. Whether through email coupons 
or face-to-face interactions at the register, you have more customer data sources to consider than 
most other marketers. But online and offline marketing still remain disconnected, leaving additional 
opportunities for increased transactions untapped. At the same time, consumers can become frustrated 
or feel undervalued when their interactions with a brand aren’t appreciated or cohesive. 

Plain and simple, consumers’ offline shopping behavior deserves as much 
attention as their online shopping behavior. In a world where 93% of online 
consumers are email subscribers1 and 89% of US online consumers aged 
15+ own a cell phone2, retail coupons and receipts given at POS continue to 
remain unlinked to online versions. When’s the last time YOU kept a receipt 
from the corner drug store?

2 INCREASE TRANSACTIONS BY INTEGRATING  
ONLINE AND OFFLINE MARKETING.

1. ExactTarget. “Email X-Factors.” Subscribers, Fans, & Followers series. June 2010.
2. ExactTarget. “Mobile Dependence Day.” Subscribers, Fans, & Followers series. June 2011.

Because ExactTarget Social is located directly in the Hub, mapping capabilities allow you to finally link 
social profiles to your email lists, tying actual conversations to new marketing efforts. And don’t forget 
about the online data you gather from web analytics and eCommerce platforms. ExactTarget seamlessly 
integrates with the world’s top technology vendors, making it easy for you to look at analytics reports, cart 
abandonment data, and customer profiles all at the same time with ExactTarget’s single sign-on platform. 
And with the Pulse™ dashboard located in the Interactive Marketing Hub, you can use customizable 
gadgets to create a visual cue of what’s happening right now. In a single view, you’ll be able to view a 
quick snapshot of all campaigns and conversations in real time.

THE QUICK

WIN
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How well do you really know your customers? Even if you’re already gathering analytics data, failing 
to link the information to remarketing capabilities results in irrelevant customer communications and 
untapped revenue. Shopping cart abandonment programs help significantly decrease lost sales by  
tracking online shopping carts and remarketing to site visitors through triggered messages—leading to 
higher ROI, recaptured sales, and increased customer interactions with your brand. 

Aside from web analytics and eCommerce capabilities that are tied to online customer interactions, 
retailers are also struggling to measure offline interactions and quantify the in-store experience. But how 
can you meet this need when the interactive programs you employ aren’t designed to track both online 
and offline shopping behavior?

3 CAPTURE INCREMENTAL REVENUE OPPORTUNITIES 
WITH WORLD-CLASS INTEGRATIONS.

Retailers can make quick wins by capturing information electronically at POS to use as follow-up and 
remarketing material later. This includes:

•	 Emailed	receipts
•	 Reminder	emails	for	unused	coupons
•	 Customer	satisfaction	surveys	given	online	rather	than	by	phone	via	in-store	receipts
•	 Apps	that	reward	mobile	subscribers	with	exclusive	coupons	and	archived	transaction	information

With ExactTarget’s real-time capabilities, you can respond to customer needs through any channel as 
consumers are conversing about your brand. 

And don’t forget about today’s most popular social media tools like Foursquare and Twitter! Encourage 
your sales staff to connect with shoppers who have “checked in” to your store or respond to Tweets in 
real time. With Pulse, gathering the information in one place as its happening is finally possible. With a 
single glance, you’ll be able to quickly assess the state of all interactive messages, conversations, and 
campaigns—in real time.
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ECOMMERCE TOOLS

eCommerce products are not only useful online, but also within your brick and 
mortar stores in order to drive additional revenue. Here are a few of our favorites:

RECOMMENDATIONS. If you’ve added a reommendation engine to your 
website, why not suggest additional (and relevant!) products through email and 

at POS? When a customer purchases computer paper in-store, display on-screen recommendations like 
“printer ink” to your sales clerks so they can more accurately up-sell at the check-out counter. Or, remind 
customers of products they may be running low on based on purchases they’ve made within the past year. 

QR CODES. QR codes intrigue customers and engage them with in-store product displays. Link QR codes 
to product ratings and reviews so customers can make better-informed decisions. This will encourage more 
transactions at POS instead of waiting for the consumer to research product information online at home. 

TRACKING

By tying interactive campaign results to online and offline analytics (and vice versa), you’ll have the right 
data to provide a realistic and complete marketing profile of customer metrics.

CUSTOM CONTENT. Dynamic content isn’t just beneficial to subscribers. ExactTarget’s dynamic Live 
Content tool enables individual tracking of customer activity, tying custom codes to email coupons in 
order to follow customer spending. And with this kind of power, you can easily test different variables of 
your email to find the right mix that will drive future response rates. 

Need to segment your data even further? ExactTarget Audience Builder™ is a powerful segmentation 
engine that helps marketers consolidate and segment data from any source, providing a deeper 
understanding of customer attributes and behaviors.

REWARDS PROGRAMS. Loyalty programs and rewards cards are another win-win for both the 
customer and retailer. Members are privy to more exclusive deals, while you track spending behavior in 
order to make more accurate product recommendations. By linking this information to multiple marketing 
channels, you can take advantage of cross-channel capabilities, meeting customers wherever they’re at, 
whether through email, text, social networks, or personalized websites. Leverage ExactTarget’s industry-
leading partnerships to develop the proper tracking devices that will tie your data back to the Interactive 
Marketing Hub, allowing you to view all metrics in one convenient location. 

ExactTarget 
integrates with 
the world’s top 
eCommerce 

providers and 
services, including 

ATG, Bazaarvoice, 
Coremetrics, and 

more, helping 
you deliver 

personalized emails 
that increase 
transactions  
and revenue.
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Many of ExactTarget’s strategic partners already capture shopping behavior both online and offline through:

•	 eCommerce Platforms. Whether within the eCommerce platform or production planning system, 
ExactTarget’s integrations with leaders like Oracle’s ATG solution, Magento, and IBM WebSphere 
help notify consumers of items that are back in stock or will soon be going out of stock. 

•	 Optimization Tools. Optimization engines like Adobe, Webtrends, and Coremetrics allow 
for multivariate testing, which sends out multiple versions of content and analyzes the click-
through data to provide a recommendation for the optimal mix of content that will yield the 
best results.  

•	 Personalization. These product alerts from top providers like MyBuys, Certona, Baynote, 
RichRelevance, and iGoDigital identify consumer behavior to recommend new products of 
interest as they’re released. 

•	 Social Commerce. Companies like Bazaarvoice and PowerReviews deliver consumer-generated 
content to not only provide product ratings and reviews, but also generate the story behind why 
they picked a brand or a product. These stories can be brought into ExactTarget using dynamic 
content blocks to keep the conversation alive with your customers and prospects.

Never before has such a robust dataset been so easily accessible and actionable. All of these metrics 
can be tied together within the Hub to demonstrate the effectiveness of not only each campaign, but the 
various methods of communication for both online and offline sales.  

NEED MORE? Just because your interactive marketing preparations for an upcoming 
shopping season started several months ago doesn’t mean you can’t continue to make quick 

wins. Check out ExactTarget’s 5 Seasonal Email Tips Guide at  
www.exacttarget.com/5holidaytips for easy improvements and more revenue. 
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There’s no question that retailers have an abundance of data, interactive 
tools, and marketing tactics to consider when it comes to driving better 
programs and increased revenue. That’s why ExactTarget’s Interactive 
Marketing Hub makes it easy for retailers and all other interactive 
marketers to bring everything together in a single location. Whether 
you’re searching for more robust integrations, interactive features to 

make your job easier, or tools to turn multi-channel woes into cross-channel success, the Interactive 
Marketing Hub is your key to bridging the divide between siloed marketing and integrated customers. 

Regardless of your company’s size or retail niche, ExactTarget’s product features and world-class 
partnerships provide you with the perfect mix of resources to extend your reach across multiple 
channels—helping you convert more prospects into loyal customers. 

It’s time to leave overwhelming data management behind and uplevel your marketing reach. 

Call us at (866) 558-9834 or visit 
www.exacttarget.com to learn more today. 

THE ULTIMATE

QUICK
WIN

BRINGING IT ALL TOGETHER WITH THE  
INTERACTIVE MARKETING HUB.
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www.ExactTarget.com 

RELEVANT,
TARGETED
MESSAGES.

Create a unified, 360-degree  

view of each customer!


