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� Generalist, with background in digital 
marketing & online commerce

� Help business of all shapes, sizes & digital 
maturities grow online performance

� Passion for blending content & commerce to 
create immersive shopping experiences

� Almost 20 years experience, starting out 
skinning Myspace pages back in 2004...

Hello, I’m John. I grow 
digital businesses.
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Tip #1: Sell a solution,
not a product or service

”People don't buy what you do;
they buy why you do it.”

Simon Sinek: “Start with why"
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Tip #1: Sell a solution, not a product or service

STARTING OUT?
Create a persona, 
making sure to detail 
their wants, needs & 
common problems.

SCALING UP?
Target incremental 
‘problem’ keywords, 
focusing ad content on 
solution marketing.
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Tip #1: Sell a solution, not a product or service

EXISTING POTENTIAL
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Personalise every shopper’s experience
by utilising four levels of data.

Tip #2: Build your CRM
Strategy with 1:1 comms
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Tip #2: Build your CRM Strategy with 1:1 comms

STARTING OUT?
Gather basic opt in data 
during checkout & 
personalise your 
post-purchase 
marketing.

SCALING UP?
Adopt a ‘lead scoring’ 
model for visitors, adding 
triggers & AI-powered 
predictive modelling.
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Tip #2: Build your CRM Strategy with 1:1 comms

Individual 
(Familiarity)

� Name: Chloe

� Age: 28

� Location: Nottingham

Behavioural 
(Relevance)

� Action: Abandoned basket

� Frequency: 2x per year

� Purchased: Anniversary gift

Preference 
(Cohesion)

� Likes: Christmas, Easter

� Dislikes: Father’s Day

� Comms: Email, 2x per week

Meta
(Prediction)

� Retention score: 88/100

� LTV progress: £120 of £200

� Predicted CPA: £9.00
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Repeat shoppers can cost 5x less1 and
spend 67% more2 than first time buyers.

Tip #3: Reward your
most loyal shoppers

(1) Harvard Business Review, (2) Inc. Magazine
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Tip #3: Reward your most loyal shoppers

STARTING OUT?
Offer a promotional 
incentive on their next 
purchase during the 
post-purchase journey.

SCALING UP?
Create custom loyalty 
programmes that both 
motivate and reward 
your ‘best’ shoppers.
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Tip #3: Reward your most loyal shoppers

Points-based Spend-based Subscription model God mode
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“People don’t trust businesses(61), media(53) or the 
government(51)… But they do trust other people(73)”

Tip #4: Advocates are your
greatest influencers

Source: 2021 #TrustBarometer index
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Tip #4: Advocates are your greatest influencers

STARTING OUT?
Share social comments, 
measure NPS & launch 
refer-a-friend schemes.

SCALING UP?
Supplement your own 
content with UGC, add 
social proof & syndicate 
reviews across channels.
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Tip #4: Advocates are your greatest influencers

Refer-a-friend Visual UGC Retail syndication
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‘Micro-moments’ and the ‘messy middle’.
Planning for the unpredictable.

Tip #5: Plan for the
messy middle
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Tip #5: Plan for the messy middle

STARTING OUT?
Start with a single 
landing page & several 
touchpoints to create a 
‘hub & spoke’ model.

SCALING UP?
Connect multiple ‘hubs’, 
expand your touchpoints 
& add a multi-touch 
attribution model.
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Tip #5: Plan for the messy middle

Homepage
(Ooni.co.uk)

PPC Ads
Facebook

SEO?

Instagram

BBC.co.uk
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Tip #5: Plan for the messy middle

Homepage
(Ooni.co.uk)

PPC Ads: Brand 
/ Awareness

Facebook 
awareness

SEO: Brand terms 
(‘Ooni’) & 

Awareness generic 
(‘Pizza Oven’)

Instagram

BBC.co.uk: Brand 
profile

How to cook 
the perfect 

pizza (article)
Product page 

(Ooni K12)
CONVERSION 

DISPATCH

DELIVERYProduct 
Comparison

Post-purchas
e tips & 

tricks article

Social sharing 
(UGC)

SEO: How 
to…

PPC Ads: 
Solutions

JamieOliver.com 
(Recipe ideas)

10 best BBQ ovens for 
summer (Good House 

Keeping)

Affiliates (AWIN + 
TopCashBack)

CRM (Retention – Segment 
2: Recipes)

CRM (Retention – 
Segment 1: Highly active 
purchasers, first 30 days)
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Everybody has a plan,
until they get punched in the face

the delivery lands on the doorstep.

Tip #6: Digital marketing 
isn’t just about online CX

Quote: Tony Bellew
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Tip #6: Digital marketing isn’t just about online CX

STARTING OUT?
Collect ‘test order’ info 
from friends and family, 
from the first to the last 
interaction (“end-to-end”).

SCALING UP?
Work with postage & 
packaging providers to 
turn fulfilment efforts 
into profitable P&L lines.
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Tip #6: Digital marketing isn’t just about online CX

In pack incentives In pack marketing Gift packaging Postage costs

Flat fee
(Profit per order)

Free shipping
(Offset by product margin)

Variable fee
(Breakeven per order)
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Tip #7:You might be 
reporting ROI incorrectly

Out of the box digital marketing tools
will incorrectly report ROI.
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Tip #7:You might be reporting ROI incorrectly

STARTING OUT?
Understand cost of 
goods sold at a macro 
level and factor this into 
your ROI calculations.

SCALING UP?
Use diminishing returns 
predictions to identify 
the most profitable next 
£1 of marketing spend.
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Tip #7:You might be reporting ROI incorrectly

How to
Import
cost data
into GA
owox.com

EXAMPLE 3: FULLY COSTED

Revenue £100

Marketing spend (£30)

Cost of Goods Sold (£50)

Fulfilment costs (£30)

Agency costs (£20)

Profit (£30)

ROI -100%

EXAMPLE 2: COGS addition

Revenue £100

Marketing spend (£30)

Cost of Goods Sold (£50)

Profit £20

ROI 60%

EXAMPLE 1: Out of the box

Revenue £100

Marketing spend (£30)

Profit £70

ROI 230% Point of
Diminishing

returns

Point of
Maximum

Yield

T
ot

al
 r

ev
en

ue

Total marketing investment

Most
productive
(Growing)

Diminishing
returns

(Slowing)

Negative
Returns

(Declining)
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Tip #8: Create blended 
content & commerce CX

Win wallets with commercial strategy,
but hearts with content strategy.
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Tip #8: Create a blended content & commerce CX

STARTING OUT?
Build a sustainable 
content calendar which 
showcases expertise, 
authority & trust.

SCALING UP?
Create content dedicated 
to each stage of the 
journey, delivered based 
on behavioural signals.
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Tip #8: Create a blended content & commerce CX

Purchase stage Location Image style

Awareness Homepage Solution / Gifting

Consideration Category page Appeal / Appetite

Purchase Product page Functional / Product

Retention Email Delivery / Menu
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Tip #8: Create a blended content & commerce CX
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Tip #9: With guided
selling, less is more

Let’s be honest, no-one likes
the overzealous sales assistant.
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Tip #9: With guided selling, less is more

STARTING OUT?
Create a ‘step-by-step’ 
navigation based on the 
need states of your 
shoppers / personas.

SCALING UP?
Introduce conversational 
commerce (Live chat, 
chatbots, gift finders) but 
minimise disruption.
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Tip #9: With guided selling, less is more
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Tip #10: Test & learn,
but be conscious of bias

Lies, damn lies and statistics.
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Tip #10: Test & learn, but be conscious of bias

STARTING OUT?
Have a reason and 
hypothesis. A/B test 
using free tools such as 
Google Optimise.

SCALING UP?
Build a multivariate 
strategy spanning all 
touchpoints & test more 
than just conversion rate!
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Tip #10: Test & learn, but be conscious of bias

50 Split Testing 
Ideas (You Can 
Run Today!)
NeilPatel.com

• Image x Journey efficacy

• Guest checkout

• Call-to-action wording

• Refer-a-friend incentives

• Ad copy & extensions

• Persona need state efficacy

• Popularity vs urgency proof

• 10% off vs Free delivery

50 Cognitive 
Biases (for you 
to be aware of)
TitleMax.com

• Preconception bias

An idea that you have formed 

before testing, sometimes based 

on bias or prejudice.

• First information bias

Human tendency to rely too 

heavily on the first piece of 

information offered.

• Cause & effect bias

Our brain is wired to see 

causation everywhere that 

correlation shows up.
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Good luck,
keep safe &
Thank You
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Search ‘John Alexander Rowley’ on LinkedIn


