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Introduction

Struggling to keep up with rapidly evolving consumer 
behaviour? Digital Marketing can bridge the divide 
between what customers expect and what they get. 

In this guide you’ll learn the five things your company digital marketing 

should be delivering your brand in 2018. These key elements are inlcuded 

in the same strategies of the marketing programs COG Digital have 

strategically delivered to assist hundreds of Australian businesses just 

like yours. 

We’re experts at building brand equity and ensuring our clients

brands win. We want your brand and business to win too.

 

These five elements assist in the building of brand foundations to most of 

the successful brands COG Digital has ever built and supported. They have 

been refined over time and are designed to work in today’s ruthless world 

of business, and, have been proven to work for nearly every 

business model.

In this brand study these digital marketing elements are surprisingly easy 

and straightforward to understand, implementation requries dedication. 

So, if you’re ready to learn what your digital marketing should be delivering 

your business in 2018, keep reading and discover how super successful 

brands leverage their digital marketing to win online.
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#1
A Truly Deep 
Understanding 
Of Your 
Customers.
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Like any meaningful relationship, 

getting to know and understand 

your customers / clients well is a 

commitment and it takes time. 

 

Tracking, assessing and interpreting 

customer behaviour and attitudes 

should be an ongoing undertaking 

which is critical not only to targeting 

and crafting relevant content and 

experiences but also in optimising 

how they’re delivered. An important 

capability given that during the 

buying process consumers add an 

average of 1.7 brands to those they are 

considering.

This requires sophisticated tools to 

analyze customer segments and their 

behaviour to spot opportunities and 

predict future actions.



5 THINGS YOUR DIGITAL MARKETING SHOULD BE DELIVERING YOUR BUSINESS

6

Companies should map detailed customer decision journeys for their 

most valuable segments, using technologies such as Google Analytics, 

which track customers across channels to not only determine their cross-

channel behaviour but also isolate those moments where your business 

can possibly influence the journey. 

Funnelling these insights into strategic digital marketing requires 

processes and a skilled team that focus on collecting and deciphering the 

data, as well as promptly delivering the analysis in a coherent and easily 

understood form to the right decision makers in the business.

Scaling this capability means companies like yours need to automate 

processes that don’t require human intervention, for example, personalizing 

web pages, delivering e-mail, or developing online dashboards (ie: Google 

Drive Spreadsheets) for Marketing Managers to track your customers 

behaviours.

If you are spending money on marketing already, but don’t truly 

understand your customers, then stop and think. What are we doing?
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Most Australian businesses are only at the beginning of developing 

comprehensive customer-insights programs. 

While establishing “marketing business centres” to monitor and react 

to social-media conversations is a great example of how companies are 

sliding in that direction, what’s needed are organisations that are ready to 

integrate data and make sense of all sources of customer insights. 

One global pest control chain, for example, has combined its customer-

research group and marketing-analytics group in an effort to better 

understand its customers—specifically, those who engage with their 

marketing, use their different services, and return year on year. These two 

groups have been combined into one insights team that reports directly to 

the chief marketing officer.
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#2
The Ability To 
Provide A Superior 
Online Experience 
For Your 
Customers.
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What happens when customers have 

a bad experience? They stop doing 

business with a company and forget 

the brand (or publicly shame it).

 

A souring of the customer experience 

can take place at any point during 

their experience, which is why it’s 

imperative to get the consumer 

journey air-tight and squeaky clean. 

Meeting (and exceeding) customer 

expectations calls for mapping out 

each of the steps that define the 

entire customer journey, highlighting 

not only the technologies needed to 

enable a smooth experience but also 

the numerous functions across the 

organization that must coordinate to 

deliver it. 

Brand is a promise... 

is your business honouring it?
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Marketing, sales, support, service and operations play key roles in most 

customer journeys. But there are other functions that are critical to 

delivering an A-Grade Customer Experience, such as order management 

and fulfilment.

Those are not typically the first thing that rise to the top in a weekly WIP 

for marketers, but the experiences enabled by these back-end systems 

are integral to the way a customer perceives a brand’s ability to deliver on 

expectations, and of course the brands promise.

Consider the technology and operations required for L’Oreal’s Makeup 

Genius app, which uses webcams to enable customers to try on different 

shades and styles of makeup, virtually. To this L’Oreal customer, it is a 

seamless and enjoyable brand experience. Though it is made possible by 

complicated technology that involves the code development of dozens of 

makeup shades, matching them to a near infinite suite of skin tones, and 

collecting analytics on customer types and who uses what shades, then 

tracking their levels of satisfaction after purchase. 

Refining this matching process to improve the customer experience is one 

of the most important actions of the process.
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This two-way flow of information is an important element of modern 

digital marketing.

As a brand experience is delivered to the customer, there needs to be a 

carefully though out system to capture how that consumer has responded 

and then how the information is fed back into the organization, which then 

adjusts its offer or message accordingly. Importantly, this feedback loop is 

not just about optimising the customer experience, it’s also about helping 

digital marketing stakeholders (ie: COG Digital) adjust campaign spending 

based on trends and opportunities. 

We’ve found that best-in-class companies reallocate up to 80 percent 

of digital-campaign budgets during a campaign. This should be done 

reactively to take advantage of any opportunities that happen in real time. 
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#3
Knowing How
To Select The
Right Marketing 
Technology.
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Delivering on omnichannel brand 

experiences for your customers  

requires marketing technology that 

can automate processes, personalize 

interactions, and coordinate actions. 

 

Marketing Strategists have a critical 

role in navigating the global digital 

environment of more than 2,000 

marketing-technology providers to 

create appropriate solutions that 

deliver the most effective customer 

experiences. They effectively act 

as a bridge between the customer 

experience and digital marketing. 

Your business already having 

performed Digital Marketing activities 

would’ve highlighted what technology 

is required and what is missing, right?
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A key element of managing a capable digital marketing plan is building 

systems and processes that have the flexibility to work with platforms 

that are becoming more dominant, such as Adobe or SalesForce, as well 

as point solutions that are constantly introducing innovations.

That requires inhouse savvy and a broader view of the marketing function, 

plus the internal culture to embrace technology and invest in the future. 

Making sure your company systems have enough flexibility to hook into 

both current and emerging technologies, which will only become more 

important as the Internet of Things (IoT) drives mainstream, which by the 

way is not as easy as it sounds. Though you’re prepared to, correct?
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Although “winning” marketing technology isn’t necessarily what’s best 

for an organization. We need to use technology that is understood and 

embraced to really make it work for your business.

For example, an overriding consideration may be how well a particular 

solution integrates with legacy systems or how well it meets specific 

requirements. It’s up to the business to ‘feel out’ which platforms will likely 

be a marketing paradise for your business. Just remember that it is not just 

the social media site that you have to check, but the compatibility it has for 

your business.

For instance a global technology original-equipment manufacturer set out 

to create a personalized content-delivery system across all touchpoints.

Beginning with a clear vision of its ideal customer-delivery needs, it 

defined key performance indicators, outputs, and levels of personalization, 

and then it set out to assemble the technology that could do it.

But it also needed a solution that could play nicely with the company’s 

many legacy systems and would also be easy for a large group of global 

marketers to implement and manage day to day.
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#4
Knowing How
And Why You
Need To Implement 
Processes
And Governance.
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Technology enables the customer 

experience, but it requires people, 

processes, and governance to ensure 

technology does what it’s supposed 

to do.  In short, if the company 

doesn’t embrace it, it will fail. 

 

The failure to establish clear guidelines 

for how business units might pilot new 

technologies, how data will be shared 

across the organization, or which 

capabilities will be managed 

in-house versus by external agencies 

(ie: COG Digital) could result in a 

patchwork of efforts across the 

enterprise that result in confusion and 

are a detriment to the scaling up of 

campaigning or projects.

The question is, are you governed?
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To address this challenge, one global consumer-packaged-goods 

company rethought its entire approach to launching a new product in to 

their market, beginning with a complete overhaul of the marketing brief.

The existing briefing process was not a standard one which resulted 

in varying levels of input, lack of clarity around the insights that were 

driving the campaign, loose definitions of the goals of the campaign, and 

inconsistencies regarding the specific role of the supplier agency, as well as 

that of the internal team.

As would be expected, much time was wasted as both the briefs and 

campaign development underwent multiple iterations. It’s easy to waste 

time when not properly governed, and we know many of our clients are in 

a similar situation. Stop, take a breath, think – can it be done better?
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An innovative approach requires each stakeholder involved in the 

product launch to participate in the creation of any briefs.

Having everyone at the marketing meet at campaign kick off formalises 

responsibilities while aligning roles and resources ahead of time that  

ensures mitigating the “land grabs” that can occur with bigger projects 

and multiple stakeholders (ie: external agencies).

In addition, innovative approaches and forward thinking to the 

implementation of processes in any digital marketing effort brings 

everyone together at the beginning which makes for stronger briefs, and 

generates a healthy debate on key issues – which ideally is required prior 

to agency handover. 

As COG Digital would take the lead in a campaign launch and identify 

which key performance indicators should be measured, and how and 

where to incorporate feedback loops that would allow our clients teams to 

tweak and iterate after launch. A new approach in 2018 will likely pay off 

by saving the time spent writing a marketing brief and rolling out a new 

product or service.
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Establishing such clarity up front requires the client to be a strong 

orchestrator and the agencies to stick to their defined roles. 

Rather than being restrictive, this level of company governance in digital 

marketing can enhance creativity, as it frees company team members to 

focus on their responsibilities instead of wasting time and energy jockeying 

for position internally. As we all know ‘Marketing’ have at times the most 

fun projects within the organisation, and everyone wants a piece.

Your business is likely to have executed Digital Marketing Campaigns 

previously, in doing so, if governance and processes wasn’t discussed then 

it’s potentially the first thing needs to be addressed in 2018.
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#5
Data, Metrics, 
Analysis. And, 
Understanding 
How To Use 
These To 
Drive Success
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Technology is now catching up to 

(if it hasn’t by the time you’re reading 

this) the holy grail of marketing: the 

ability to monitor, track, and manage 

the effectiveness of marketing 

investments.

 

Measures of marketing effectiveness 

need to shift beyond what has often 

been limited to a narrow set of 

metrics. As brands become more 

customer-centric, metrics should 

focus on customer activity as opposed 

to simply product or regional activity.

Metrics can also reinforce new 

behaviours and processes, such as 

how quick a product is launched or 

how quickly lessons from the field can 

successfully be integrated into the 

next marketing campaign.
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To be most effective, however, metrics need to deliver insights rapidly —

often in real time—so the business can actually act. Today the technology 

exists, a business just needs the best advice on implementation and 

execution.

In 2018 brands need to be delivered in a way that is simple for decision 

makers to quickly understand, and they need to be forward looking to 

identify future opportunities instead of focusing on reporting what has 

already happened.

While the rear view mirror is trusted, 20/20 and all that, the now and 

the future is a much more advantageous place to start with your digital 

marketing campaigns.

Your business possibly has marketing campaigns in function right now, as 

you’re reading this. If there isn’t a strategic and considered data capture 

program in place to assess if your campaigns are working, there should be. 

In 2018 you’ll want to be analysing all your moves, no business has time or 

money to waste with the spray-and-pray method.
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Conclusion
It’s sad but true: digital marketing has traditionally been overshadowed by 

more simple marketing activities. Yet as consumers become increasingly 

empowered and sophisticated in the way they make purchasing decisions, 

online especially, it’s never been more important to use data to map 

customers’ DNA, understand exactly what they want, and then take 

those insights to develop and deliver a superior (and flawless) customer 

experience. As outcomes go, we think that’s pretty sexy indeed. 

It all adds up to digital transformation. So, those are 5 things summarizing 

how businesses are looking to manage the opportunity of digital media, 

technology and data by integrating it into their marketing in 2018.

When it comes to being successful with your brands digital marketing, it 

starts with a solid and proven strategy. If you don’t have a proven strategy 

in place, no matter how hard you work, you will fail to see results.

We’ve used some of the valuable secrets contained in this guide to help 

hundreds of Australian businesses grow. 

By focusing on a flawless digital strategy, clear communication, treating 

your digital marketing as a sales tool and remaining timeless - you will win 

online in 2018.

By inheriting these behaviours and activities in your company digital 

marketing you will be well on your way to creating a highly successful and

profitable digital marketing approach.

Just remember, once you start to implement these methods into your 

business, be prepared for major success! 
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Claim your free 30-minute
strategy session

Getting the stuff in this report right is the only way to start 
becoming super successful with your digital marketing.

If you’re serious about dominating your market and maximizing — 
down to the last dollar — your advertising ROI, 

you must address these five things.

We’ve given you what you need to get started. But if you have any 
questions, or would like our help on implementing any of the above, 
get in touch today. Even better, for a limited time we’re offering you 
a 30-minute strategy session where we’ll discuss your business goals 

and challenges.

Please note this is not a sales call. You will be speaking with one of 
our highly experienced Digital Marketing Strategists, not a salesman.

But if you are ready to turbo-charge your business and push your 
profits book your FREE strategy session call now. (02) 9523 6007

By the way we recommend you book quickly. COG Digital Marketing 
Strategists only have a limited number of slots available for free 

sessions each month and they’re filling up fast.

Our accounts department is threatening to shut this offer down due 
to the amount of free hours we are burning. So get in now before 

we have to start billing the standard studio rates again.
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