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Welcome - �ागत हे�ागत हे





Agenda

• Definition of digital marketing
• Marketing spend on digital
• MRACE model
• Role of trust
• Role of customer experience
• Questions and answers



Definition of Digital Marketing



Digital Marketing is..?

What do you think?



Chaffey & Smith 2017

Digital marketing formerly referred to as e-
marketing or Internet marketing is at the heart of 
digital business – getting closer to customers
and understanding them better, adding value to 
products, widening distribution channels and 
boosting sales through running digital
marketing campaigns using digital media 
channels.



Lahtinen et al. 2022

Digital marketing is developing value
proposition based on strategic analysis and 
communicating this value proposition to 
selected buyer personas in digital media in 
order to acquire new customers and engage
existing ones.



value proposition
strategic analysis
communicating
buyer personas
digital media
acquire
engage



Is all marketing digital..?

What do you think?



Advertising spend in Finland



Advertising spend in India

Dentsu Aegis Network 2022



MRACE model of digital marketing

Lahtinen et al. 2022



Strategic analysis
Lahtinen et al. 2022

• Understanding customer needs
• Target markets and segments
• Value proposition, differentiation, positioning
• 4P: product, price, distribution, promotion
• Customer relationship
• Market share and profit



MRACE model
Lahtinen et al. 2022



Reach
Lahtinen et al. 2022

• Create awareness of your brand
and offering

• Direct visitor traffic from elsewhere
onto your contents

• People are looking solutions to 
their problems – not necessarily a 
certain product (or your product)

• Strong brand creates trust



Reach
Lahtinen et al. 2022

• Search engine optimization
• Search engine advertising
• Display advertising
• Youtube advertising
• Meta advertising (FB/IG)

• Precise targeting! Thaspol - stock.adobe.com





Act
Lahtinen et al. 2022

• Interact with the visitor
• Strong brand creates interest
• Persuade them to take action, such as:

– See videos
– Read contents
– Like and share
– Download ebook
– Subscribe newsletter

• Generate leads for further relationship building
• User experience very important
• Strong value proposition and benefits of the

contents
• Persuade and guide towards action



Act
Lahtinen et al. 2022

• Contents that respond to motives
• Website loading speed
• Clear buying journeys on website
• Landing pages for campaigns
• Beneficial, motive-based gated

contents for lead generation
• Facebook lead ads to generate

leads
• Remarketing to drive visitors back





Convert
Lahtinen et al. 2022

• Convert leads to buyers
• Can take days or even years
• Completion of purchase online or offline

– Checkout and order confirmation webstore
– Register as a paid user in service
– Ask for a proposal through form on website

or by other channels
– Closed deal in F2F negotiations

• Micro-conversion could involve actions
in Act stage

• Convince with customer stories, 
testimonials and case examples

• Strong brand creates security



Convert
Lahtinen et al. 2022

• Identify the most promising leads
• Remarketing targeted to leads
• Email marketing automation





Engage
Lahtinen et al. 2022

• Building a long-term relationship
with customer

• Personalized communications with
known customers

• Provide interesting content, helpful
tips and pursue further sell

• Drive recommendations
• Strong brand creates commitment



Engage
Lahtinen et al. 2022

• Email marketing automation
• Social media
• Search engine optimization





Measure
Lahtinen et al. 2022

• Continuous measurement of 
marketing performance

• Learning and improvement
• Key performance indicators in 

every stage of the model



Measure
Lahtinen et al. 2022

• Reach
– New unique visitors
– Visits
– Search engine results ranking
– Cost-per-click (Cost-per-mille)

• Act
– Time on page
– Bounce rate
– Pages visited
– Products in cart
– Newsletter subscriptions
– Social media engagement
– Lead cost



Measure
Lahtinen et al. 2022

• Convert
– Contacts from forms
– Purchases
– Average order value
– Return on ad spend

• Engage
– Repurchases
– Recommendations and reviews
– Email open rate
– Returning visitors



Role of Trust in Digital Marketing



If people trust you, they will buy from you



New GroupM Research Examines Consumer Trust In Digital Marketing - GroupM

https://www.groupm.com/new-groupm-research-examines-consumer-trust-digital-marketing/


New GroupM Research Examines Consumer Trust In Digital Marketing - GroupM

https://www.groupm.com/new-groupm-research-examines-consumer-trust-digital-marketing/


Trust signals
• Website trust signals

– Professional design
– Personalised experience
– Product sales statistics
– Etc.

• Inbound trust signals
– Reviews in Google, Social media
– Media coverage
– Social media responsiveness
– Etc.

• SEO trust signals
– Mobile friendliness
– Backlink quality
– Branded searches
– Etc.

77 Trust Signals to Build Website Trust, Visits and E-Commerce

https://www.trustsignals.com/blog/77-trust-signals-to-increase-your-online-conversion-rate


Role of Customer Experience



If people feel good, they will buy from you





Customer Journey Mapping

LEGO’s Building Block For Good Experiences | Customer Experience Matters® (wordpress.com)

https://experiencematters.wordpress.com/2009/03/03/legos-building-block-for-good-experiences/


Questions? And Answers.



Which search
engine is most

popular in 
India?

Which social
media is most

popular in 
India?

Which e-
commerce site
is most popular

in India?



Thank you - ध�वाद
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