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Trends

Including:
Marketing Solutions for 2019



Customer Experience Is The Future



The Age of 
the 

Customer

“We called it the Age of 
the Customer. In this era, 
digitally-savvy customers 
would change the rules of 

business, creating 
extraordinary opportunity 
for companies that could 

adapt, and creating 
existential threat to those 

that could not”

https://go.forrester.com/age-of-the-customer/





Customer Experience

An Econsultancy  survey for Digital Marketing Trends asked companies to 

state the single most exciting opportunity for 2019.

Customer experience (or CX) came in first!

Customer experience is inclusive of every interaction the customer has 

with your brand - starting with marketing and sales and ending with 

post-sale follow up and issue resolution.



Customer Experience

★ 86% of buyers are willing to pay more for a great 

customer experience

★ 73% of buyers point to customer experience as 

an important factor in purchasing decisions

https://ww.superoffice.com/blog/customer-experience-statistics/

A Walker study found that by the year 2020, customer experience will 

overtake price and product as the key brand differentiator.



Customer Experience

Customers are willing to pay up to 

13% and as high as 18% more for 

luxury and indulgence services, simply 

for receiving a great customer 

experience.

https://ww.superoffice.com/blog/customer-experience-statistics/



Customer Experience & Marketing

Customer Retention:

Aberdeen Group states that companies with the strongest omnichannel 

customer engagement strategies will retain an average of 89% of their 

customers. Companies with weak omnichannel strategies retain a much lower 

percentage - only 33%.

Customer Acquisition:

52% of customers are less likely to engage with the company because of bad 

mobile experience.

https://www.superoffice.com/blog/customer-experience-statistics/
WOW Local Marketing



Customer Experience & CRM
CRM is a vital tool for businesses, 

especially in the Age of the 

Customer. CRMs will help in 

customer acquisition and retention. 

CRM Marketing Functions:

Customer Segmentation

Campaign Development

Campaign Execution

Project Management

Lead Nurturing 

Automated Communications

Cross- and Up-Selling



Customer Experience

Regardless of industry, improving the experience for your customers is the key to 

winning customers, increasing retention and revenue.

Designing a strong customer experience begins with your marketing and includes 

a nurturing system that extends beyond purchase.

In a volatile marketplace - where brick and mortar stores are packing it in, online 

stores are battling for their piece of market share, and where service based 

businesses struggle with their key differentiator to attract and hold on to clients - 

the best thing a company can do to create stability and growth is focus on the 

customer experience strategically.



Solutions 

There are always winners and losers when a new trend disrupts an industry. 

Take advantage of these solutions to protect and increase your market share.

Request a custom 
proposal via email:  

jenn@jennhorowitz.com

Customer Experience Audit

Lead Nurturing Campaign

Email Marketing Campaign

Reputation Management 

WebSite Audit

Social Media Audit

mailto:jenn@jennhorowitz.com


Consumer Education & 
Awareness is at All Time 
High



Educated 
Consumers are 

in Control of 
their Purchase 

Journey

According to Forrester, 
buyers might be anywhere 
from 2/3 to 90% of the way 
through their buying 
process before they contact 
any vendor. Companies 
who want to win will catch 
consumers  in their 
education process, offering 
them the ability to influence 
the consumer’s buying 
decision.



How to Win Consumers Earlier

Understanding how consumers make 
decisions  along their path to 
purchase  is vital to successfully 
engaging your consumer earlier than 
your competitors.

Discovering which touchpoints are 
most influential is key to converting 
your consumers earlier.

Implement a cohesive experience, an 
omnichannel, cross-platform 
experience. Fragmented journeys 
cause massive consumer drop-off.

Each digital marketing trend is 
interconnected - guiding the 
consumer through an informative, 
connected and helpful path to 
purchase, helps build a better 
customer experience and helps breed 
loyalty right out of the gate.

You are now two steps ahead of your 
competitors who are stuck in old 
paradigms.



The End is No Longer the End

According to data from Think With Google, a purchase no longer signifies the 

end of the journey for all consumers

Consumers are looking for follow up service, satisfaction guarantees and 

helpful information on maintenance, related products / services and 

convenient re-order information. 

For those that recognize this and take action, it’s another leg up on 
competitors. 

https://www.thinkwithgoogle.com/feature/path-to-purchase-search-behavior/



Summary

As stated by Think With Google: 

Be there

Be useful

Be quick

Your lead acquisition and lead nurturing strategy will determine if you are 

able to  Be there, be useful and be quick. 

If you haven’t developed a lead nurturing system, or if you haven’t reviewed 

it to determine it’s success, you are losing customers to your competitors.



Solutions 

Lead Nurturing Campaign

Email Marketing Campaign

Reputation Management 

WebSite Audit

Social Media Audit

Funnel Creation

Content Marketing

Marketing Consultation

SEO

Advertising/Media Buying

Strategic Content Gating

Branding

Questions, Inquiries and Custom 
Proposal Requests via email:  
jenn@jennhorowitz.com

mailto:jenn@jennhorowitz.com


Conversion Rate 
Optimization is Largely 
Ignored by Organizations - 
Much to their Detriment



Traffic is 
expensive. 

Companies that 
get the most out 

of their 
marketing 

budget optimize 
for conversions.

25% of companies don’t do 
any CRO (conversion rate 
optimization). 39% of 
companies that do CRO, 
don’t have any structure or 
documentation in place. 
Only about 22% of 
businesses are satisfied 
with their conversion rates..

https://www.sentient.ai/ascend/
https://www.wordstream.com/blog/ws/2017/08/02/conversion-rate-statistics



Conversion Rate Optimization Trends (2017-now)

Google Trends illustrates the lack of growth in this crucial area of marketing.



Making A Case for CRO

A typical website conversion rate is 

about 2.35%    What happens to the 
other 97.65% of site visitors? You 
earned that traffic and aren’t 
maximizing the return.

Only about 22% of businesses are 

satisfied with their conversion rates. 

(Econsultancy)    Yikes. Enough said.

For every $92 spent acquiring 

customers, only $1 is spent 

converting them. (Econsultancy) 

Major opportunity to impact your 
results right here!

Only 52% of companies & agencies 

that use landing pages also test them 

to find ways to improve conversions. 
Landing pages have one goal - to 
convert traffic. Increasing results 
should always be the goal.

https://www.wordstream.com/blog/ws/2017/08/02/conversion-rate-statistics



The Power of CRO

Let’s take a look at  a CRO scenario.



Get More Out of Every Marketing 
Dollar
Conversion rate optimization is the practice of improving your 

conversions via strategic testing of various elements in your marketing 

strategies.

Every time you increase your conversions, you get a greater return on 

your marketing dollars.



Solutions
Conversion Audit

Split Testing 

Multivariate Testing

Conversion Optimization Blueprint

Shopping Cart Abandonment Audit

Social Proof Strategies

Marketing Consultation



Mobile Marketing is 
NOT A Trend 
(Note the irony, mobile not being trendy is a trend!)



Without A Mobile 
Presence, 

Qualified Leads 
Are Going 

Somewhere Else. 
Think About It:
It’s You or Your 

Competitors.

Consumers touch their 
phone an average of 200 
times a day. That is 200 
opportunities for you to 
reach leads with purchase 
intent, on the platform they 
feel most comfortable with.



Key Mobile Stats

Mobile devices accounted for 90% of 

digital minutes. 

Consumers spending hit $930 Billion 

USD, using mobile payment 

applications 

A slow page can result in a 97% 

mobile shopping cart abandonment. 

48% of the buyers use smartphones 

as the first point of contact to start 

their search. 

88% of consumers, searching for a 

local business using mobile device 

end up calling or visiting the business. 

Statista - Upwork - LinkedIn - Thinkwithgoogle - Nectafy

http://bit.ly/2DqgjBE
http://bit.ly/2Q2oBq0
http://bit.ly/2Q9OfZW
https://www.thinkwithgoogle.com/


Key Mobile Stats

89% of people are likely to 

recommend a brand after a positive 

brand experience on Mobile 

People today have 2X more 

interactions with brands on mobile 

than anywhere else—that includes 

TV, in-store, you name it 

Google, 2017- Google, 2017 - https://www.voicesage.com/blog/sms-compared-to-email-infograph/

90% vs 20% – Open rate of SMS 

compared to email open rates

https://www.thinkwithgoogle.com/
https://www.thinkwithgoogle.com/consumer-insights/consumer-mobile-brand-content-interaction/


Solutions

Responsive Web Design

Mobile Site Speed

App Development

SMS Marketing

Mobile Advertising



Content Marketing Evolves



“It’s All Been Said”

“Next”

TL;DR

Eyeroll

Users are inundated with 
information online. It’s 
become just noise.

TL;DR (Too Long; Didn’t 
Read) is becoming a common 
refrain.

Marketers that want to 
continue winning consumers 
must adjust their content 
strategy.



Size Matters

Crafting a story that moves and 

informs your readers is one of the 

best ways to move your leads 

through to customers, and to build 

loyalty.

Due to the rise in popularity of 

content marketing, it seems 

businesses have vomited large 

amounts of content on the internet - 

leaving consumers feeling 

overwhelmed.

There is also a growing sentiment 

that it’s all been said and done before. 

Nothing is new and fresh.

Marketers and businesses that learn 

to develop stories that speak to both 

the head and  heart, in smaller 

bite-sized pieces will be the ones that 

win the content marketing game.



Size Matters

Consumers need info and they want 

to be moved, motivated, compelled.

They want to care - your job is to give 

them a reason to.

Developing a strategy for sharing 

content and telling small stories with 

big messages is the future of content 

marketing.

Varying mediums also helps interest 

from waning.



Content is King

 Demand Gen Report 2018 Content Preferences Survey Report

71% of B2B buyers said they consumed Blog content during their buyer’s 

journey. 

Roughly 84% of buyers said they either frequently or occasionally access 

business-related content on their smartphone. Another reason to keep it 

short!

http://e61c88871f1fbaa6388d-c1e3bb10b0333d7ff7aa972d61f8c669.r29.cf1.rackcdn.com/DGR_DG076_SURV_ContentPref_March_2018_Final.pdf?mkt_tok=eyJpIjoiT0RFME56VmpZVEU0TWpNNCIsInQiOiJkeE5pYit3WW8wQUZ0WE5kd3NFbFcxdWJjOU5tTW1zcDExcmxxR0FKSkFwZ2ZIdjRidU9wdm1WNTkzZm9YSW01dmFtMEp4bStaeGNDTjJXaTZmdGJnT0NOQk9kdURPUkxNczFWVDlaTEVDSjJhcjdveXdNVFY0NG85OUNueE9OQyJ9


Solutions

Email Marketing

Whitepaper Marketing

Podcasting

Video Marketing

Blog Posts

Content Calendar Development

Social Posts

Sales Content

Advertising Copy



Data Continues to 
Be Your Most 
Important Asset



“Most of the world 
will make 

decisions by either 
guessing or using 

their gut. They will 
be either lucky or 

wrong.”

- Suhail Doshi, CEO, Mixpanel

Companies who adopt 
data-driven marketing are 
more likely to have an 
advantage over the 
competition and increase 
profitability. In fact- they 
are six times more likely to 
be profitable year over 
year.  (Forbes)



Driving Force

“If we have data, let’s look at data. If all 
we have are opinions, let’s go with 
mine.” — Jim Barksdale

When you look at it like that, how can 

you possibly ignore data?

Data is the driving force behind all 

smart marketing.

Data tells us exactly what our 

consumers want, how they want it 

and when they want it.

Big Data has been a buzzword for 

years. Big Data refers to the large 

volumes of data that businesses 

process. 

The problem with Big Data? It does 

no good unless you use it to glean 

insights that you turn into actions.

Rather than Big Data, focus on Good 

Data. And use it to inform all your 

decisions in marketing.



Data Insights

Data  enables companies to target 

the needs of consumers by 

developing the content they want. It 

removes the guesswork and guides 

you in handing your consumers 

exactly what they want, when they 

want it.

Developing buyer personas using 

data helps you create offers and ads 

that speak directly to a specific 

audience and capture their interest 

and attention.  

Data allows for personalization. Data 

helps you spend less and get more on 

ad campaigns. Data produces 

stronger, more reliable outcomes.



Solutions

Data Analysis

Split Testing

Consumer Insights Consultation

Goal Setting

KPI Consultation

Technology Solutions for Robust 
Data Collection



Digital Advertising 
Takes Over



“A man who stops 
advertising to save 

money is like a 
man who stops a 

clock to save 
time.”

- Henry Ford

Businesses make an 

average of $2 in revenue 

for every $1 they spend on 

Google Ads.

https://economicimpact.google.com/introduction/



Where’s the Spend Going?

Money spent on digital advertising in the United States will surpass that on 

traditional ads for the first time, according to forecasts by eMarketer.

By the end of the year, eMarketer expects companies to spend nearly $130 

billion on digital ads, compared with about $110 billion on traditional 

advertisements. That is 54% of ad spend alloted for digital marketing.



“If You Build It, They Will Come”

Field of Dreams led us to believe if 

you build it, they will come. As many 

business owners know, that does not 

apply to websites! Instead, 

businesses need to seek out and find 

their audience. 

Digital advertising is a relatively 

quick way to find your audience and a 

strong landing page is the best way to 

capture them.

https://www.thinkwithgoogle.com/marketing-resources/omnichannel/meeting-shoppers-needs/
https://blog.globalwebindex.com/chart-of-the-day/social-media-captures-30-of-online-time/

Social media platforms capture 33% 

of the time users spend online - 

versus only 16% of their time spent 

watching TV.

Omnichannel strategies drive an 80% 

higher rate of incremental store visits 

for local businesses - meaning even 

brick and mortar stores benefit from 

digital advertising.

https://www.thinkwithgoogle.com/marketing-resources/omnichannel/meeting-shoppers-needs/


Throw back to the days of old...



Solutions

Digital Advertising

Retargeting

Ad Copy

Conversion Rate Optimization

Data Analysis



Are You Prepared to 
Leverage These Trends to 
Create Unprecedented 
Growth?



My Final Thoughts

Combine ever-evolving technology, 

with consumers that are advancing in 

their research at a never-before-seen 

pace with a very crowded 

marketplace and you have Digital 

Marketing 2019.

The winners will be the companies 

that have the best Marketing Stack, 

the strongest strategy and an 

action-oriented mindset.

This has long been my favorite quote:

“I skate to where the puck is going to 
be, not where it has been.”  - Wayne 

Gretzky

Does it mean you need psychic ability?

No. It simply means, use data, trends 

and experts to help position your 

business ahead of and not lagging 

behind the action.



Brought To You By:

Jenn Henry Horowitz



I Build Digital Experiences That Connect 
Buyers to Companies

I combine creative inspiration with data 
insights to produce digital marketing 
campaigns and strategies that drive increased 
traffic, leads, customer retention and revenue.

With over 20 years in the Digital Marketing 
field, I am a recognized leader, contributing 
information and resources to guide younger 
marketers, as well as creating exciting 
outcomes for my clients.

Jenn Henry Horowitz
jenn@jennhorowitz.com



I deep dive into data, using actionable insights to disrupt and 
leverage omnichannel strategies to craft and execute strategies 
and campaigns. I also use buzzwords. :)

In real world speak, I use all the technology and tools I can get my 
hands on, combined with my own smarts and experience to pull 
off some really cool stuff for clients.



A key area I’ve helped clients, where they were struggling and 
losing money to their competitors:

Life Cycle Marketing allows me to increase the Lifetime Value of 
a customer by focusing on each stage of the buying cycle and 
personalizing the content to the consumer and their problems, 
goals and needs. This helps my client with retention and means 
more profit per customer.

I start where everyone else leaves off and I don’t stop until there 
is systematic, sustainable growth. I consistently focus on Reach, 
Acquisition, Conversion, Retention and Loyalty.



You have seen various solutions listed throughout this document. 
For more information on any of them, contact me!  
jenn@jennhorowitz.com

Why so much about me?   I don’t know YOU yet!   

My goal is to share information that informs you and quite honestly, makes you want 
to work with me! By sharing what I do, you can better imagine how I might be able to 
help you. Trust me - then it’s all about YOU. I will dig in, uncover problems, execute 
solutions and help you reach your goals. 



Small Sampling Of My Work

Call Tracking Product Sheet

Conversion Rate Optimization 

Report

Content Marketing Used to 

Generate and Nurture Leads

Branding Blog Post

Click the links to view a few samples 
of my work. More available upon 

request

https://drive.google.com/file/d/0B_YLuTjHCx9XdFd0T0s0QnBPdHM/view
https://drive.google.com/drive/folders/0B_YLuTjHCx9XVGhVREtKdS0ybTg
https://drive.google.com/drive/folders/0B_YLuTjHCx9XVGhVREtKdS0ybTg
https://www.spamedica.com/wp-content/uploads/2018/10/Your-Complete-Guide-to-Evaluating-Plastic-Surgery.pdf
https://www.spamedica.com/wp-content/uploads/2018/10/Your-Complete-Guide-to-Evaluating-Plastic-Surgery.pdf
http://www.jennhorowitz.com/posts/branding-happens-without/


What’s Next?

This is where you decide! Contact me 
for a consultation, proposal or to 
answer questions. 

jenn@jennhorowitz.com


