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Regardless of the Industry, ���
Personalization Amplifies Brands	




Personalization Gives Amazon a Unique Scope of Influence 	


"Amazon.com has 
achieved this status 
through exceptional 
service and providing its 
own recommendations 
to users. This 
combination has made 
Amazon the gold 
standard of trust and 
recommendation in the 
U.S.”	

	


-- Nigel Hollis	

EVP &Chief Global Analyst 

Millward Brown	




Empowered.	


Cross-Channel.	


In Control.	


Complex.	


Connected.	


How the Online Shopper Has Evolved 	




Considering Shoppers’ Split Personalities 	




Consumers Tend to be Very ���
Directed Shoppers Online	
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I generally know what I'm looking for when I 
search for products online	


I find products online that I cannot find anywhere 
else	


I spend a lot of time browsing products online, 
without specific information in mind	


I wish there were more ways to unearth 
interesting products online	


I often rely on word-of-mouth and 
recommendations to find products online	


I've often bought products after browsing without 
a specific objective	


I often do not know where to begin when looking 
for products online	


Percent of US web shoppers agreeing with statement	


Source: Q3 2011 Forrester Consumer Technographics Online Retail Survey 



Entry Points: Landing Pages & Side Doors	


0%	  

10%	  

20%	  

30%	  

40%	  

50%	  

home_page	   item_page	   search_page	   category_page	  

While	  nearly	  
40%	  of	  
sessions	  
begin	  at	  the	  
home	  page,	  
a	  significant	  
share	  of	  
visits	  begin	  
deep	  in	  the	  
site.	  



Entry Points: Bounce Rates & Capture	


A	  large	  por9on	  of	  visitors	  leave	  quickly.	  40%	  
depart	  immediately	  from	  the	  landing	  page.	  

Another	  15%	  leave	  on	  the	  second	  page.	  





Social Media Share of Sessions	
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Sessions	  
origina9ng	  on	  
social	  sites:	  
Pinterest	  is	  
growing	  
steadily	  during	  
the	  last	  four	  
months,	  
although	  the	  
bulk	  of	  traffic	  
comes	  from	  
Facebook.	  



1995	
 1999	
 2005	
 2010	


Increasingly important is a solution’s ability to 
power through large sets of data and choose the 

right strategy in the right context.	


2012	


Just as Online Shoppers Have Grown More 
Sophisticated…So Have Personalization Solutions���
	




Personalization: Monetizing every Pixel	


•  Offer Targeting: Who are we 
to you?	


•  Product Selection & 
Merchandising	


•  Driving Conversion, Revenue	


•  Drive Margin	


•  Leverage Intent Data for 
every decision	


	  
	  

	  
	  

	  
	  

	  
	  

	  
	  



Melding Personalization & Merchandising 	


ü Ability to automate merchandising	

ü Increases in units per transaction	

ü Increases in average order value	

ü Increases in time on site; exposing 

customers to more of your content	

ü Overall revenue lift	

ü Brand Loyalty 	




The Personalization Continuum	
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The Personalization Continuum	


Sephora collection makeup you might like 



The Personalization Continuum	
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The Personalization Continuum	
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Promos	  



The Personalization Continuum	


Welcome	  back,	  Mary!	   You	  may	  like…	  

FREE 
SHIPPING 

for all 
MAKEUP 
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The Personalization Continuum	


Manual	  
Merchandising	  

Email	  

Site	  	  
Log-‐In	  

Recs	  

Targeted	  
Promos	  

Email	  Recs	  &	  
Promos	  

Relevant	  
Ads	  

Mobile	  

Highly 
Personalized	

Multichannel 	

Experience	




The Personalization Continuum	


Highly 
Personalized	

Multichannel 	

Experience	




The Path to Personalization: Build vs. Buy	




ROI	  

Personalization: Improves ROI Across All Channels 	


Email	  
Social	  SEM/SEO	  

Merchandising	  
Mobile	  

Customer	  
Service	  

MarkeSng	  

Data	  





 Personalization	

never goes	

 out of style.	


Thank you.	




 
Personalization Never Goes 

Out of Style 
 

Karen Kobus 
Lead Functional Analyst 

Office Depot 



How We View Personalization 
 
§  Identify gaps in our business – uncover 

new ways to improve and optimize our 
sites 

§  Help create a better user experience 
§  Help deliver higher engagement and sales 

across all page types 
	  

	  



27 sites 

15 languages 

Current Global Implementation 



Current Personalization: 
Recommendations & Promotions 



Home Page: RichPromo 



Search Page:  Recommendations 



Product Page: Recommendations 



Enhancing the User Experience 



Internal Search 

Utilize valuable real estate for 
recommendations off of a 
search 
 
Expected Impact to Business 

•  Increased customer 
interaction with products 

Internal Search 



Internal Search 

Utilize valuable real estate for 
recommendations off of a 
search 
 
Expected Impact to Business 

•  Increased customer 
interaction with products 

Internal Search 



•  Improve UI by 
concentrating on color & 
image size 

•  Consider inline pricing, 
updated rating format, 
singular Add to Cart 
button, & consistency in 
price story 

•  MVT these design 
concepts 

 
Expected Impact to Business 
•  Better user experience  

Improve UI 
Today: 

Tomorrow: 



Optimizing Strategies and Rules 



Map multiple products with a 
single rule (Green attributes go 
with green attributes) or price 
band (only show products that 
are higher in price, or within a 
range) 
 
Expected Impact to Business 
•  Higher revenue with more 

precise relevance 

Attribute-Based Strategies 



Leverage Replenishment Strategies 
Provide timely reminders 
to repeat shoppers and 
shorten the click through 
path to the cart.  
 
Expected Impact to 
Business 
•  Greater shopper 

interaction with recs 

Home Page 



Home Page 

Leverage Replenishment Strategies 
Provide timely reminders 
to repeat shoppers and 
shorten the click through 
path to the cart.  
 
Expected Impact to 
Business 
•  Greater shopper 

interaction with recs 



Maximizing Effectiveness of 
Real Estate 



Add Dynamic Search Landing (SEO) 
Provide an experience 
specific to inbound traffic 
from search engines. 

 
Expected Impact to Business 
•  Reduction in bounce rates 

from 10% to 40%. 

Category Page 



Category Page 

Add Dynamic Search Landing (SEO) 
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Add Dynamic Search Landing (SEO) 

Category Page 

Provide an experience 
specific to inbound traffic 
from search engines. 

 
Expected Impact to Business 
•  Reduction in bounce rates 

from 10% to 40%. 



1. First click – no recs 

2. Second click – no recs 

3. Third click – finally recs 

Add Personalized Recs Higher in Tree 
Multiple category levels with 
no access to products or 
recommendations decreases 
customer interaction 
 
Expected Impact to Business 
•  Earlier shopper interaction 

with recs 

Category Page 



1. First click – Recently Viewed 

2. Second click – Recently Viewed 

3. Third click – Add vertical rec 

Category Page 

Add Personalized Recs Higher in Tree 
Multiple category levels with 
no access to products or 
recommendations decreases 
customer interaction 
 
Expected Impact to Business 
•  Earlier shopper interaction 

with recs 


