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Three levels of better understanding your
target group
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Groups include
consumers
participating

in at least one of the
indicated activities
at least monthly

Creators
24%

Conversationalists
33%

Critics
37%

Collectors
20%

Joiners
59%

Spectators
70%

Inactives
17%
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« Publish a blog

+ Publish your own Web pages

+ Upload video you created

+ Upload audio/music you created

« Write articles or stories and post them

+ Update status on a social networking site*
« Post updates on Twitter*

« Post ratings/reviews of products or services
+ Comment on someone else’s blog

+ Contribute to online forums

« Contribute to/edit articles in a wiki

+ Use RSS feeds
«Vote for Web sites online
« Add "tags” to Web pages or photos

+ Maintain profile on a social networking site
« Visit soclal networking sites

« Read blogs

« Listen to podcasts

+ Watch video from other users

+ Read online forums

« Read customer ratings/reviews
« Read tweets

None of the above
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« Persona Canvas

@ Negative
' trends
Photos and
dppearance
Need
J.  Headaches and
daily problems
® Nameand
) role
g Fears for the . Personal
* future " details
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Positive —~
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Opportunities and y R
positive events BN
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future
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STAGE

CUSTOMER
ACTIONS

TOUCHPOINTS

CUSTOMER
EXPERIENCE

KPIs

BUSINESS
GOALS

TEAM(S)
INVOLVED

View online ad,
see social
media campaign,
hear about from
friends

Traditional
media, social
media, word of
mouth

Interested,
hesitant

Number of
people reached

Increase
awareness,
interest

Marketing,
communications

Conduct
research,
research
competitors,
compare features
and pricing

Word of mouth,
website, social
media

Curious,
excited

fo o

New website
visitors

Increase website
visitors

Marketing,
communications,
sales

Make a purchase

Website, mobile
app, phone

@ |

Excited

Conversion rate,
online sales

Increase
conversion rate,
online sales

Online
development,
sales, marketing,
customer service

JTgh YTAT oI-dT (3)

Receive
product/service,
contact customer
service, read
product/service
documentation

Phone, chatbot,
email

Frustrated

®.

Product reviews,
customer
service success
rate, waiting time

Increase
customer service
satisfaction,
minimize wait
time

Customer
service, customer
success

Make another
purchase, share
experience

Word of mouth,
social media,
review sites

Satisfied,
excited

)

Retention rate,
customer
satisfaction score

Generate positive
reviews, increase
retention rate

Online
development,
customer service,
customer success
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