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About Convio’s Client Success Services

50+ person agency within Convio to provide clients with the strategy,
interactive services and online marketing best practices to achieve
ongoing success

BUILD CAPACITY

PLAN
& DESIGN

Academy Strategy

SEM & ;
Web Analytics* Benchmarking
Research

& Analytics*®
Information
Virtual I
Administration S Architecture,

User Experience

EXECUTE

Campaign
Management Design®

* Utilize specialized partners
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Webinar 101 Two-Part Series

s Optimizing Your Web site 101 is focused on
design and techniques for your Web site —
getting visitors in and getting them to stay

m Effective Online Marketing 101 is focused on
outbound marketing techniques and campaigns —
drawing visitors in through targeted
communications
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Relationship Building Framework: eCRM

eCRM is the practice of using the Internet to build life-long
relationships with constituents

ONLIN\
SUCCESS
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Relationship Building Framework: eCRM

eCRM is the practice of using the Internet to build life-long
relationships with constituents

Strategically
drawing traffic
into your site

ONLINE
SUCCESS

&g convio

© 2008 Convio, Inc. 6



Relationship Building Framework: eCRM

eCRM is the practice of using the Internet to build life-long
relationships with constituents

Incenting
constituents to
<, browse and explore

ONLINE \/
SUCCESS |
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© 2008 Convio, Inc. 7



Relationship Building Framework: eCRM

eCRM is the practice of using the Internet to build life-long
relationships with constituents

ONLINE
SUCCESS

/S Encouraging
//6"@@) - interactive
1 s ?“’ opportunities

for engagement
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Relationship Building Framework: eCRM

eCRM is the practice of using the Internet to build life-long
relationships with constituents

ONLINE

\ SUCCESS
A

Driving repeat
visits and
advancing

relationships

g/convior
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Today’s Objectives: Loyalty

At the end of today’s session, you
should feel empowered to:

1. Evolve your Web presence using an
iterative approach over time.

2. Provide online content that
iIncreasingly meets the general
goals and needs of your most
Important audience groups.

3. Create a more focused online

experience based on the interests
of specific constituents.
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Today’s Objectives: Loyalty

At the end of today’s session, you
should feel empowered to:

1. | Evolve your Web presence using an
iterative approach over time.

2. Provide online content that
iIncreasingly meets the general
goals and needs of your most
Important audience groups.

3. Create a more focused online

experience based on the interests
of specific constituents.
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Review: Brand - Creating Online ldentity

s [aglines and Logos

s Content
» Clear
» Consistent
» Focused

s Goal Setting B}?’E‘i L@

s Keyword, Content, & Traffic

Analysis TTWD
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Review: Analytics - Measuring Effectiveness

m [ying goals to conversions

s Metrics & goal-setting
» Traffic sources
» Bounce rates
» Landing pages
» Conversion rates

s Developing core metrics

s Measuring trends across time

© 2008 Convio, Inc. 13 y ConVIO®



Review: Homepage Design & Layout - Communicating your Message

m Clear identity
statement

s Constituent Personas

s Relationship pathways
» Conversion
opportunities
» \Welcome messages

s Navigation
» 7/ plus or minus 2
» Progressive disclosure

© 2008 Convio, Inc. 14
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Review: Forms - Beginni

ng a Conversation

m Forms as one turn in a larger
— conversation
Gender
Radio Buttons ) Male o
O Female s Deciding what to ask when
Drop-down Menu F%tmﬂ > Keep
Interests > CUt
e EE"&?EE_“_ » Postpone
s » Explain
Checkbox [] Include me in your survey.
ring Form
. N MeaSL_J g Fo
Effectiveness
» Analyze web traffic data
» Review form results
» Surveys
© 2008 Convio, Inc. 15 y CO n V I 0®



Today: Personalization - Continuing the Conversation

m [wo types of personalization:

1. Understanding your different audiences, and
providing focused content for them.

2. Understanding the unique interests of specific
constituents, and providing specific content for them.

s Both are important, but they each require
particular listening styles and content strategies

to succeed.

© 2008 Convio, Inc. 16 q Cor-IVIO®



lteration: Building on What Works Over Time

Online Brand

_ Goal Setting
Strategy Analytics

Search Engine

Optimization Benchmarking

Keyword, Content

& Traffic Analysis Audience &
Visitor
Research
And...iterate! ONLINE
(Lather, rinse, Home
page
repeat) SUCCESS Design &
Layout
Personalization & Navigation
Segmentation
Forms &
Repeat Processes
Visits .
Audience- Follow up
specific Value-added Opportunities
Pathways Content
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Today’s Objectives: Loyalty

At the end of today’s session, you
should feel empowered to:

1. Evolve your Web presence using an
iterative approach over time.

2. | Provide online content that meets
the general goals and needs of
your most important audience
groups.

3. Create a more focused online
experience based on the interests
of specific constituents.
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Understanding Your Audience

= Web Analytics

m Surveys

m Secondary Research
s Direct Contact

s Formal User Research

@ O
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Site Path Analysis

s Where are people coming from?
» Search engines: what search
phrases are bringing them to the
site
» Referring sites

s \Where are people going on your

e site, and how long are they
e . ]
e —— o staying?

s Where are people leaving?

s \Who comes back?

© 2008 Convio, Inc. 20 y C 0 n V I 0®



Search Analytics

s What search terms are people using on your
site”?

m Are people searching for things that should be
easily findable by browsing?

m Are people searching for things that you don'’t
currently provide?

Outcomes: Navigation updates, Quick Links,

Homepage features & spotlights, Improved
search functionality
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Surveys

m Four questions
1. How satisfied are you with your visit today?

2. What was the purpose of your visit to our site today?
Consider providing a set of 5-7 options for people to choose
from
Allow a free text entry to capture purposes you haven'’t
thought of

Were you able to accomplish what you set out to do?
[If not] Please let us know why you were unable to
complete the purpose of your visit today.

il

O IS a free service which allows you to ask
these survey questions to a specified proportion
of your site visitors.
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Secondary Research

m [raditional Media
» Newspapers
» Magazines
» Academic Journals

s Web 2.0

» Blogs

» Twitter

» YouTlube

» Social Networking Sites

© 2008 Convio, Inc. 23
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Direct Contact

s ‘Contact Us” Emails .

‘ *
s Audience Experts

» Find the person in your organization with the most
contact with the audience segment you're trying to
understand.

m Phone calls

© 2008 Convio, Inc. 24 y C 0 n V I 0®



Formal User Research

= Interviews
» An in depth conversation with
representative users about their
motivations in coming to the site, their
needs, and their experience when
visiting the site.

m Card Sorts

» A way to understand users’ mental
models of the content on your site by
getting them to group the content in
ways that make the most sense to
them.

s Usability Tests
» An opportunity to observe people using
your site to accomplish key tasks
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Creating Audience Segments

m | he best sites focus on a set of 4-5
primary audience segments.

m Base your segments around goals and
motivations, and use the results of
your research to build a picture of each
segment.

m [ake alook at your site from the point
of view of each major segment you've
identified.

» Is the site engaging and relevant for this
audience?

» Can this audience accomplish what they
set out to do?

© 2008 Convio, Inc. 26

Michael

Young Professional

Damagraphle
w4 yisar old maler
=Single
=Lives in California metropolitan
=Middle mcome

Descripton

» Arecent college graduate, Michael iz working st hiz first job out of college. While he does not have much
mongy now, he comes from s middla income family.

= He's never been to lsrael, but would ke to go sometime before he's thirty.

Hee s hoth bought and s [ n e Bfurtime cand S8l does when The occasion i
s never made a regular orline donation to JNF,

»While he waz irwvolved with JNF in coege, he's staming to loze touch with the organization, wsiting the site
b punch ; bt nal ruch ol

- ! approprate He

Technological

= Michinil sspuores i ek of farie oo, o th irdimd | sruary wristhad far sdinying in fouch wath ald
fiiends, making resenvations, shogping, and finding information
* He subscribes to RSS foeds, wilthes vidoas an YouTubie, and has a Eacohosk protin

* Hie b & lagiop bl bypacally o a sk arwark slalson

Heeds

* Hie dhoiss et b T ———

and local programs.

a lnt of monisy to donale, b s e

b on ather

Martha

us, and tnes.
Urban Mother

Demographic
 E2yesrold woman
= Marmed wih children in their 20's
= Lives in a metropoliian area
= Midigh family incame

L a
full fime, but sl want o
ot uath INF-

Description

Martha is established in her career and works full time, but sinc her children moved away.
she's been looking for valunteer opportunities o keep her busy and increase her sacial
circle.

She is an active member of the Jewish community who has traveled to Israel with JNF.

Martha also knows JNF far their Blue Sox program fram when her children were young and
‘she buys tre=s. She lovas the idea of a Jawish organization that is taking environmantal
action though she isn't fully aware of all of their programs and wan's to lsarn mors.

Technological

* Sinos her chiidren Iaft for colege, Martha has bacome much more Web-sawwy So She can
‘communicate with them via emai. She has taken some courses at the local university o
‘2Gucats her on using the web and has aso staried to explors seme sooial netwarking sitzs
10 322 What options are availabis for har children to Start meeting cther young Jewish
professionals.

Martha is also an sotive user on the JNF site, donating often and also purchasing tress. She
also has 3 high-spasd Intemet connection.

Needs

Martha and her husband thair exildren to g g Israel
‘sa0n and also to mest other Jewish young people.

Because of her passion for the enviranment, Martha would love to find some more specific
information on JNF's environmental programs and how she can help.

= Between working and volunteering. her fime is limitec; she needs fo be able ta find
information and sans quickly. Also_ any local voluntesr
‘apportunities far JNF would be something she's be interested in learming mare abaut

Scenario

Sinoe her youngest child left home to g to college. Martha has been locking for appartunities to
besoms mare invelved and give bask 1o the lacal Jewish commurity. Afthough her job keeps har
ersity busy, ifs important that the time she doss spend volunisering is wel spent and for & worlhy
cause. Martha remembers from previous vists o the JNF sit= that the Jewish Nations! Fund is
active in promoting environmental inftiatives, a cause that she's e<pesially passionate about
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From Segmentation to Decision-making

Segmentation » Audience-specific page or

is designed microsite

to get at: » Special navigation and
pathways

s Needs which can lead to...

m Goals » Password-protected

s Motivations content

" Beh_awors » Targeted actions and

s Environment opportunities

Balance between the needs of a
general audience versus
specific key populations
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Example: U.S. Fund for UNICEF — Volunteers
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unicef &

united states funi 5

Host your own Halloween Party for UNICEF

rLearn more about this stor

ERLL WL

ACTIVITIES

AD¥OCATE

e make it 2easy for you to
write your Members of
Congress and vaice your
suppor for UNICEF's
extraordinary wark,

IN THE NEWS

Haiti's flood-damaged schools
struggle to reopen

Wenette and her sister arrived at their
school sround mid-morming, They
were handed a shovel, Then they
joined a crew of mud-splattered men
and waded into what used to be their
cafeteria.

EDUCATE

Educating a cornrnunity
about the obstaces that
children face every day iz a
cornerstone of gathering
support for UNICEFR.

e R

Volunteering with UNICEF | Advocate
U —r

DONATE AFLDNOTESBLOG [ UNICEFUSAHOME |

FEATURED VOLUNTEER VOLUNTEER LOGIN

M |

Password; .

Why Volunteer?

Marcus' 9th birthday

For the ast three vears, instead of
birthday gifts, Marcus has asked his
friends to give donations to his
chosen charity,

VOLUNTEER WITH

UNICEF

» signup here

» Leamn about this volunteer

WHY REGISTER & BENEFITS
CAMPUS INITIATIVE

Preventing a water crisis in a
camp for the displaced in
Georgia

The rumars began shortly after the
conflict in and around South Cssetia,
Feorgia, ended in early September
The water in the Gori carmp wasn't
safe, they said, The enemy was
poisoning the water supply, Children

With our helpful tools, you
can create a personal
webpage and raize funds
online, securely, in a few
aazy staps,

28

unicef @

P {
Campus
lnitigfive

The UNICEF Carmpus
Initiative is a way for college
students to actively support

UNICEF, = Turn-key activity kits

> Speaker resources

»all Hews > Community calendars

> Gnline and offline
fundraising tools

U.5. Fund for UNICEF
announces $1.1 million grant
from the Bill & Melinda Gates
Foundation

The U.5. Fund for UMICEF announcead
today a $1.1 million grant from the
Bill & Melinda Gate: Foundation to
support ermergency relief efforts to
the 125,000 people affactad by tha

> Support for Campus
Initiative clubs

> And more!
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Today’s Objectives: Loyalty

At the end of today’s session, you
should feel empowered to:

1. Evolve your Web presence using an
iterative approach over time.

2. Provide online content that meets
the general goals and needs of
your most important audience
groups.

3. | Create a more focused online
experience based on the interests
of specific constituents.
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Listening to Individual Visitors

m Your visitors tell you about themselves in two
ways:

1. Explicitly — through what they say
2. Implicitly — through what they do

© 2008 Convio, Inc. 30 q C 0 n V I 0®



What Your Visitors Say

m Web Forms

Donations

Event Registrations
eCommerce Purchases
Registration Surveys

vVvyvyy

m Can contain interest opt-ins so
visitors can opt in to newsletters or
emaill updates

m Same interests which drive email
communication can be used to < m
personalize visitors’ experience on
your site.

! I‘*‘”!
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Creating Interests

s In developing a set of m Some ideas for interest
Interests by which to opportunities:
segment your site
visitors, look for interests > Issues
which are:

» Membership in a self-
selected audience

1. Distinct category
Parent

2. Relevant Professional
Policy maker

3. Orthogonal

» Potential contributions

Volunteers
Activists
Event hosts

&g CONVIO’
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Example: Trisomy 18 Foundation Newsletter Signup
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Search

RISOMY 18 FOUNDATION |

ing a Community of Hope through Support, Advocacy, and Research

Home | Login | Register | Support Community

Username

Quick registration

Remember me

One Page Quick Registration:

Mot Registered?
Sign up to receive
eNews & Updates

What is Trisomy18?

additional information at any time after registration.

Questions with an * denote required information,
If you have previously registered, please login here to prepopulate your information.

Diagnosing Trisamy 18

Making Decisions e
Genetics for Trizomy 18 :
Glassary Middle Mame:
Get Support
Parents

Expectant Parent Guide

Friends and Family

| |
| |
* Last Name: | |
* Email: | |

* ZIP f Postal Code:
Legacy Pages E - '

I

The items on this page are all that is required to register, and your information will not be
shared with any third parties. You will have the opportunity to update yvour profile with

Family Profiles Plead ™
Phato Album Archives y Tama

pass
O Parent of a child with Trisomy 18

Get Involved

Donate * Us|
Events *pa O parent of a child with possible Trisomy 18
Wolurteer

ey * Re OFamily or Friend of a child with Trisomy 18
S O Health Professional

O Research Professional

O Trisomy 18 Foundation Yolunteer

Research *1g5

Fublished Research O A
T18 Advisory Council [@):

or
Health Professionals O}— O Member of the press
T o1 Ostudent
o Oother
Founders' Welcome O q
St=ff O

Board of Directors
Mission

Hewssletter Archives

e [ Submit Registration ] [ Reset Answers ] [ Cancel

~&g convios
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What Your Visitors Do

m Actions can speak louder than words

» Constituents don’t always know what they’ll be
Interested in, or don’t have time to say.

m You can opt visitors in to interests based on
actions taken, but be careful to honor

1. the privacy of your constituents,
2. their wishes/intent to receive communications from
youl.

© 2008 Convio, Inc. 34 q C 0 n V I 0®



What Does it Mean if a Site Visitor...

m ...donates to a campaign to fund research for a
particular disease?

m ... sends out an action alert about dangerous
deforestation?

m ... purchases a cat travel carrier?

Each of these actions tells you something
about the visitor, and this knowledge
can be used to personalize their
experience on your site.

&g CONVIO’



Segmenting by What You Know

Actions taken

Pages or content viewed

How the visitor entered the site
Geography

Age

Other Demographic facts

&g CONVIO’



Delivering Personalized Content: the “How”

[re—— s Create Web and email content based
upon the interests and segmentation
rules you've developed.

s Always create default content for the
set of visitors who are not logged in or
don’t have interests corresponding to the
content you've developed.

s Place a conditional content block or
chunk on your page or in your
navigation.
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Example: U.S. Fund for UNICEF — Volunteers
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unicef &

united states funi 5

Host your own Halloween Party for UNICEF

rLearn more about this stor

ERLL WL

ACTIVITIES

AD¥OCATE

e make it 2easy for you to
write your Members of
Congress and vaice your
suppor for UNICEF's
extraordinary wark,

IN THE NEWS

Haiti's flood-damaged schools
struggle to reopen

Wenette and her sister arrived at their
school sround mid-morming, They
were handed a shovel, Then they
joined a crew of mud-splattered men
and waded into what used to be their
cafeteria.

EDUCATE

Educating a cornrnunity
about the obstaces that
children face every day iz a
cornerstone of gathering
support for UNICEFR.

e R

Volunteering with UNICEF | Advocate
U —r

DONATE AFLDNOTESBLOG [ UNICEFUSAHOME |

FEATURED VOLUNTEER VOLUNTEER LOGIN

M |

Password; .

Why Volunteer?

Marcus' 9th birthday

For the ast three vears, instead of
birthday gifts, Marcus has asked his
friends to give donations to his
chosen charity,

VOLUNTEER WITH

UNICEF

» signup here

» Leamn about this volunteer

WHY REGISTER & BENEFITS
CAMPUS INITIATIVE

Preventing a water crisis in a
camp for the displaced in
Georgia

The rumars began shortly after the
conflict in and around South Cssetia,
Feorgia, ended in early September
The water in the Gori carmp wasn't
safe, they said, The enemy was
poisoning the water supply, Children

With our helpful tools, you
can create a personal
webpage and raize funds
online, securely, in a few
aazy staps,

38
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The UNICEF Carmpus
Initiative is a way for college
students to actively support

UNICEF, = Turn-key activity kits

> Speaker resources

»all Hews > Community calendars

> Gnline and offline
fundraising tools

U.5. Fund for UNICEF
announces $1.1 million grant
from the Bill & Melinda Gates
Foundation

The U.5. Fund for UMICEF announcead
today a $1.1 million grant from the
Bill & Melinda Gate: Foundation to
support ermergency relief efforts to
the 125,000 people affactad by tha

> Support for Campus
Initiative clubs

> And more!
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Example: U.S. Fund for UNICEF — Volunteers
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unicef &

united states funi 5

Host your own Halloween Party for UNICEF

rLearn more about this stor

| T ST

ACTIVITIES

AD¥OCATE EDUCATE

e make it 2easy for you to
write your Members of
Congress and vaice your
suppor for UNICEF's
extraordinary wark,

IN THE NEWS

Haiti's flood-damaged schools
struggle to reopen

Wenette and her sister arrived at their
school sround mid-morming, They
were handed a shovel, Then they
joined a crew of mud-splattered men
and waded into what used to be their
cafeteria.

Educating a cornrnunity
about the obstaces that
children face every day iz a
cornerstone of gathering
support for UNICEFR.

e RS

|
Volunteering with UNICEF | Advocate

éATURED VOLUNTEER \

|
Educate | Fundra

DONATE

Marcus' 9th birthday

For the ast three vears, instead of
birthday gifts, Marcus has asked his
friends to give donations to his
chosen charity,

HELDNOTES BLOG

» Leamn about this volunteer

CAMPUS INITIATIYE

Preventing a water crisis in a
camp for the displaced in
Georgia

The rumars began shortly after the
conflict in and around South Cssetia,
Feorgia, ended in early September
The water in the Gori carmp wasn't
safe, they said, The enemy was
poisoning the water supply, Children

With our helpful tools, you
can create a personal
webpage and raize funds
online, securely, in a few
aazy staps,

39
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The UNICEF Carmpus
Initiative is a way for college
students to actively support
UNICEF,

Al Mews

U.5. Fund for UNICEF
announces $1.1 million grant
from the Bill & Melinda Gates
Foundation

The U.5. Fund for UMICEF announcead
today a $1.1 million grant from the
Bill & Melinda Gate: Foundation to
support ermergency relief efforts to
the 125,000 people affactad by tha

UNICEFUSA HOME

VOLUNTEER LOGIN

M |

Password; | |

Why Volunteer?

VOLUNTEER WITH

UNICEF

» signup here

WHY REGISTER & BENEFITS

= Turn-key activity kits

> Speaker resources

> Community calendars

> Gnline and offline
fundraising tools

> Support for Campus
Initiative clubs

> And more!
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Example: U.S. Fund for UNICEF — Volunteers
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unicef &

united states fund

i

Host your own Halloween Party for UNICEF

»Learn more about this stor

CTIVITIES

ADYOCATE EDUCATE FUNDRAISE CAMPUS INITIATIVE awarsness-building and fundraising
activities,
Umcef;@ All Volunteer
P 3§
campi>_ Downloads
|p‘“Tr£ITH‘ ¥ Find downloadable resources for
any of your volunteer needs,
Get invalved in Unite for CHlG Fead, lzarn, take an online Get help conducting your Find everything vou need to
Survival: Advoecacy Weak, training, and more, Tell own fundraizer, Or create a Fun wour Campus Initiative
ihescaadianeniagver | Abeal e e itk Fer: Taallits ts UPCOMING EVENTS
the week, about UMICEF, funds online. Donation Formz and more! » 3
ulder Friends of UNICEF Board
Meeting
IN THE NEWS Al Mews

Haiti's flood-damaged schools
struggle to reopen

venette and her sister arived at their
school around mid-rmarning. They
were handed a shavel, Then they
joined a crew of mud-splattered rmen
and waded into what used to be their

i S A

| Welcome = What's New = Activities

unteering | _

H Campus Initiative == Ewvent Calendar Downloads |
" il i

DONATE FIELDNOTES BLOG UNICEFUSA HOME

WELCOME. TESTER \ @TURED RESOURCES \
As aU.S, Fund for UNICEF » What's New

Check to see the newast resources
in the Wolunteer Center,

Wolunteer, you are part of 4
vast network of people

across the United States Trick-or-Treat for

working to make the world 2
better place for children. UN_ICEF _ACtlon Center
Set involved in the 2008 Trick-

or-Treat for UNICEF campaign,
Use any of the Featured

Resources at right to get Tap Project Action
started on your volunteer

initiatives today, MNew Cent_er
l il Help raize awareness about the
materials are added lack of zafe drinking water acrozss
regularly, so check back the globe.
freguently to stay
Up-to-date! / Advocacy Center
Writing to your elected officials is

one of the most important tools of
advocacy,

Activity Toolkits

Get help executing your

Preventing a water crisis in a
camp for the displaced in
Georgia

The rurmors began shortly after the
conflict in and around South Ozsetia,
Georgia, ended in early September,

The water in the Sori camp wasn't
cECRNE T Rt

U.S. Fund for UNICEF
announces %1.1 million grant
from the Bill & Melinda Gates
Foundation

The U.5 Fund for UNICEF announced
today a $1.1 million grant from the
Bill & Melinda Gates Foundation to

AT RS
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Delivering Personalized Content: Rules of Thumb

1. Start small.

2. Create a personalization plan
(targeted groups, top messages,
variations).

3. Don'’t promise interest-specific
content if you're not prepared to
deliver.

3. Look for chances to determine a
motivation or interest based on an
action.
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lteration: Building on What Works Over Time

Online Brand

_ Goal Setting
Strategy Analytics

Search Engine

Optimization Benchmarking

Keyword, Content

& Traffic Analysis Audience &
Visitor
Research
And...iterate! ONLINE
(Lather, rinse, Home
page
repeat) SUCCESS Design &
Layout
Personalization & Navigation
Segmentation
Forms &
Repeat Processes
Visits .
Audience- Follow up
specific Value-added Opportunities
Pathways Content
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Suggested Next Steps

Create a personalization strategy

Create an analytics plan with
goals and benchmarks

Get an expert review to make recommendations
on your homepage, layouts, and navigation

Gain a better understanding of
who your audience is
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Where Convio CSS team can help

50+ person agency within Convio to provide clients with the strategy,
interactive services and online marketing best practices to achieve
ongoing success

BUILD CAPACITY

PLAN
’”'::; & DESIGN
¥ Strategy
SEM & * i% *
Web Analytics* Benchmarking

Research

& Analytics*®
Information
Virtual I
Administration W Architecture, *

i% User Experience

EXECUTE

Campaign
Management Design®

* Utilize specialized partners
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Q&A

Submit questions by clicking on the Q&A tab, typing
your questions into the text area and then hitting “Ask.”

Please take a minute to answer our two poll questions
about today’s session.
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Thank youl!

You can access the slides and recordings for this entire
webinar series in our online Community at:
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