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F?TC�GLDCARCB�K?LW�MD�RFC�2SGPI4R?PQ�RM�A?PPW�RFC�RMPAF�UGRFMSR�KC�?LB�2SGPI�F?Q
@CAMKC�?�AMKN?LW�UFCPC�UC�?PC�?JJ�N?QQGML?RC�?@MSR�QF?PGLE�MSP�ILMUJCBEC�
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4GLAC�2SGPIfQ�GLACNRGML�UC�F?TC�@CCL�QRC?BGJW�@SGJBGLE�?�FSEC�?KMSLR�MD
GLDMPK?RGTC�AMLRCLR�?PMSLB�RFC�T?PGMSQ�CJCKCLRQ�MD�MLJGLC�K?PICRGLE��5FGQ�RSPLCB
GLRM�MSP�C.?PICRGLE�����QCPGCQ�?LB�QS@QCOSCLRJW�RFC�DGPQR�CBGRGML�MD�C.?PICRGLE�RFC
CQQCLRG?J�ESGBC�RM�MLJGLC�K?PICRGLE��8FCL�*�PC?B�?@MSR�RFC�0NCL�&BSA?RGML
%CAJ?P?RGML�GL�4CNRCK@CP������*�ILCU�CV?ARJW�UF?R�2SGPI�QFMSJB�BM��8C�LCCBCB�RM
R?IC�?JJ�MSP�ILMUJCBEC�CVNCPGCLAC�?LB�CBSA?RGML?J�AMLRCLR�?LB�APC?RC�?�RCVR@MMI
RF?R�UC�AMSJB�QF?PC�UGRF�RFC�UMPJB�@W�JGACLQGLE�GR�SLBCP�$PC?RGTC�$MKKMLQ��5FC
0NCL�&BSA?RGML�%CAJ?P?RGML�U?Q�QGELCB�GL�$?NC�5MUL�?LB�GR�?GKQ�RM�?AACJCP?RC
CDDMPRQ�RM�NPMKMRC�MNCL�CBSA?RGML?J�PCQMSPACQ�RCAFLMJMEW�?LB�RC?AFGLE�NP?ARGACQ�
2SGPI�F?Q�?JU?WQ�@CCL�?L�?ECLAW�D?L?RGA?J�?@MSR�MNCL�QMSPAC�RCAFLMJMEW�?LB�RFGQ
QCCKCB�?�NCPDCAR�DGR��*RfQ�?JKMQR�?�ASJKGL?RGML�MD�CTCPWRFGLE�UC�QR?LB�DMP�?Q�?
AMKN?LW�

The Third Edition

8FCL�UC�NS@JGQFCB�RFC�QCAMLB�CBGRGML�?R�RFC�CLB�MD������UC�RFMSEFR�UC�F?B
NPGLRCB�CLMSEF�@MMIQ�RM�J?QR�SQ�?�WC?P�?R�UFGAF�NMGLR�UC�UMSJB�NS@JGQF�?L�SNB?RCB
TCPQGML�UGRF�LCU�AMLRCLR��5UM�WC?PQ�J?RCP�RFC�QCAMLB�CBGRGML�F?Q�@CCL�CLMPKMSQJW
QSAACQQDSJ��MTCP��������NCMNJC�F?TC�BMULJM?BCB�RFC�@MMI�DPMK�MSP�8C@�QGRC�?LB
GRfQ�SQCB�GL�K?LW�SLGTCPQGRGCQ�?PMSLB�RFC�UMPJB�

4M�GL�RGKC�DMP�RFC������DGPQR�QCKCQRCP�MD�RFC�"KCPGA?L�?A?BCKGA�WC?P�UC�?PC
NS@JGQFGLE�RFC�RFGPB�CBGRGML�RMECRFCP�UGRF6LL?KCB�1S@JGQFCP�?L�MNCL�QMSPAC
RCVR@MMI�MPE?LGX?RGML�GL�RFC�6LGRCB�4R?RCQ��5FC�@MMI�GQ�?L�SNB?RC�MD�RFC�QCAMLB
CBGRGML�?LB�AMLR?GLQ�?�@P?LB�LCU�AF?NRCP�ML�APMUBQMSPAGLE�

6LL?KCB�1S@JGQFCPRMMI�RFC�QCAMLB�CBGRGML�MD�MSP�@MMI�?LB�?Q�RFCW�Q?W�cDJGNNCB�GR
ML�GRQ�FC?B�d�5FCGP�RC?K�RMECRFCP�UGRF�RFC�2SGPI4R?PQ�PGEMPMSQJW�PCTGCUCB�?LB
BCTCJMNCB�RFC�@MMI�RM�CLQSPC�RF?R�RFC�AMLRCLR�U?Q�SN�RM�B?RC�GL�RFC�PGEFR�DMPK?R
?LB�MD�RFC�FGEFCQR�QR?LB?PBQ�

Why We Wrote This Book

"R�2SGPI�UC�JMTC�JC?PLGLE��8C�RFGLI�ILMUJCBEC�K?ICQ�RFC�UMPJB�?�@CRRCP�NJ?AC�?LB
UFM�BMCQLfR�U?LR�RM�BM�RFCGP�@GR�RM�K?IC�RFC�UMPJB�?�@CRRCP�NJ?AC �"DRCP�WC?PQ�MD
NMLBCPGLE�?LB�UMLBCPGLE�UC�DGESPCB�RF?R�RFC�@CQR�U?W�RM�BM�RFGQ�U?Q�@W�NSRRGLE
MSP�MUL�WC?PQ�MD�NP?ARGA?J�CVNCPGCLAC�RM�EMMB�SQCb@W�QF?PGLE�MSP�ILMUJCBEC�UGRF
RFC�UMPJB�GL�?�LC?R�?LB�MF�QM�NPCRRW�DMPK?R�QM�RF?R�QRSBCLRQ�?LB�K?PICRCPQ
CTCPWUFCPC�AMSJB�@CLCDGR�DPMK�GR�
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Chapter 1

Introduction to eMarketing

�



1.1 Introduction

5FCPC�GQ�LM�BMS@R�?@MSR�GRbRFC�*LRCPLCR�F?Q�AF?LECB�RFC�UMPJB�UC�JGTC�GL��/CTCP
@CDMPC�F?Q�GR�@CCL�QM�C?QW�RM�?AACQQ�GLDMPK?RGML��AMKKSLGA?RC�UGRF�NCMNJC�?JJ�MTCP
RFC�EJM@C��?LB�QF?PC�?PRGAJCQ�TGBCMQ�NFMRMQ�?LB�?JJ�K?LLCP�MD�KCBG?�

5FC�*LRCPLCR�F?Q�JCB�RM�?L�GLAPC?QGLEJW�AMLLCARCB�CLTGPMLKCLR�?LB�RFC�EPMURF�MD
*LRCPLCR�SQ?EC�F?Q�PCQSJRCB�GL�RFC�BCAJGLGLE�BGQRPG@SRGML�MD�RP?BGRGML?J�KCBG?�
RCJCTGQGML�P?BGM�LCUQN?NCPQ�?LB�K?E?XGLCQ��.?PICRGLE�GL�RFGQ�AMLLCARCB
CLTGPMLKCLR�?LB�SQGLE�RF?R�AMLLCARGTGRW�RM�K?PICR�GQ�C.?PICRGLE�

&.?PICRGLE�CK@P?ACQ�?�UGBC�P?LEC�MD�QRP?RCEGCQ�@SR�UF?R�SLBCPNGLQ�QSAACQQDSJ
C.?PICRGLE�GQ�?�SQCP�ACLRPGA�?LB�AMFCQGTC�?NNPM?AF�RM�RFCQC�QRP?RCEGCQ�

8FGJC�RFC�*LRCPLCR�?LB�RFC�8MPJB�8GBC�8C@�F?TC�CL?@JCB�UF?R�UC�A?JJ�LCU�KCBG?
RFC�RFCMPGCQ�RF?R�JCB�RM�RFC�BCTCJMNKCLR�MD�RFC�*LRCPLCR�F?TC�@CCL�BCTCJMNGLE�QGLAC
RFC�����Q�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

�



1.2 A Brief Timeline in Internet Development

LEARNING OBJECTIVE

�� %CTCJMN�?L�SLBCPQR?LBGLE�MD�FMU�RFC�*LRCPLCR�CTMJTCB�

5FC�DMJJMUGLE�GQ�?�@PGCD�RGKCJGLC�MD�RFC�ICW�CTCLRQ�RF?R�JCB�RM�RFC�BCTCJMNKCLR�MD�RFC
*LRCPLCR�?Q�GR�GQ�ILMUL�RMB?W�

^ 1958��6�4��"BT?LACB�3CQC?PAF�1PMHCARQ�"ECLAW�	"31"
�GQ�CQR?@JGQFCB�RM
JC?B�QAGCLAC�?LB�KGJGR?PW�RCAFLMJMEGA?J�BCTCJMNKCLRQ�

^ 1961��.?QQ?AFSQCRRQ�*LQRGRSRC�MD�5CAFLMJMEW�NS@JGQFCQ�?�PCQC?PAF
N?NCP�ML�N?AICR�QUGRAFGLE�RFCMPW�

^ 1961Ð69��3CQC?PAF�GLRM�GLRCPAMKNSRCP�AMKKSLGA?RGMLQ�?LB�LCRUMPIQ
GQ�MLEMGLE�

^ 1969��"BT?LACB�3CQC?PAF�1PMHCARQ�"ECLAW�/CRUMPI�	"31"/&5

AMKKGQQGMLCB�@W�RFC�6�4��%CN?PRKCLR�MD�%CDCLQC�EMCQ�JGTC��6�4�
SLGTCPQGRGCQ�AMLLCAR�LCRUMPI�D?AGJGRGCQ�DMP�RFC�DGPQR�RGKC�

^ 1971��3?W�5MKJGLQML�APC?RCQ�RFC�DGPQR�LCRUMPI�C�K?GJ�?NNJGA?RGML�
^ 1973��1PMRMAMJQ�RM�CL?@JC�KSJRGLCRUMPI�*LRCPLCR�MNNMPRSLGRGCQ�?PC

BCTCJMNCB��DGPQR�GLRCPL?RGML?J�"31"/&5�AMLLCARGMLQ�?PC�K?BC�
^ 1976��)CP�.?HCQRW�2SCCL�&JGX?@CRF�**�QCLBQ�?L�C�K?GJ�
^ 1978��'GPQR�QN?K�C�K?GJ�GQ�PCAMPBCB�
^ 1980��5GK�#CPLCPQ�-CC�BCTCJMNQ�PSJCQ�DMP�RFC�8MPJB�8GBC�8C@�?LB�GQ

APCBGRCB�?Q�@CGLE�RFC�c8C@fQ�D?RFCPd��"J?L�&KR?EC�BCTCJMNQ�RFC�DGPQR
QC?PAF�RMMJ�ILMUL�?Q�c"PAFGC�d

^ 1982��4R?LB?PB�LCRUMPI�NPMRMAMJQ�?PC�CQR?@JGQFCB��RP?LQKGQQGML
AMLRPMJ�NPMRMAMJ�	5$1
�?LB�*LRCPLCR�NPMRMAMJ�	*1
�AMKKMLJW�PCDCPPCB
RM�?Q�5$1�*1�

^ 1984��+MGLR�"A?BCKGA�/CRUMPI�	+"/&5
�GQ�CQR?@JGQFCB�JGLIGLE�FGEFCP�
CBSA?RGML�GLQRGRSRGMLQ��BMK?GL�L?KC�QWQRCK�	%/4
�GQ�GLRPMBSACB�

^ 1985��"�AMKN?LW�L?KCB�4WK@MJGAQ�@CAMKCQ�RFC�DGPQR�PCEGQRCPCB�BMR�
AMK�BMK?GL�

^ 1987��6�4��/?RGML?J�4AGCLAC�'MSLB?RGML�GQ�RFC�A?R?JWQR�DMP�RFC�QSPEC�GL
DSLBCB�UMPI�GLRM�RFC�*LRCPLCR��LSK@CP�MD�*LRCPLCR�FMQRQ�GLAPC?QCQ
QGELGDGA?LRJW�GL�RFGQ�NCPGMB�

^ 1988Ð1990��5UCLRW�CGEFR�AMSLRPGCQ�QGEL�SN�RM�FMMI�SN�RM�RFC�/?RGML?J
4AGCLAC�'MSLB?RGML�/CRUMPI�	/4'/&5
�PCGLDMPAGLE�GLRCPL?RGML?J
*LRCPLCR�NMRCLRG?J�

^ 1990��6�4��4CL?RMP�"J�(MPC�AMGLQ�RFC�RCPK�cGLDMPK?RGML�QSNCPFGEFU?W�d

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

�



^ 1991��8C@�D?RFCP�5GK�#CPLCPQ�-CC�PCJC?QCQ�RFC�8MPJB�8GBC�8C@
	888
�UGRF�QAGCLRGQRQ�DPMK�RFC�&SPMNC?L�0PE?LGX?RGML�DMP�/SAJC?P
3CQC?PAF�	$&3/
�

^ 1992��"KCPGA?�0LJGLC�	"0-
�GQ�J?SLAFCB�?LB�P?GQCQ�����KGJJGML�GL
DJMR?RGML��RFC�NFP?QC�cQSPDGLE�RFC�/CRd�GQ�GLRPMBSACB�@W�+C?L�"PKMSP
1MJJW��RFC�8MPJB�#?LI�EMCQ�MLJGLC�

^ 1993��.?GLQRPC?K�KCBG?�?RRCLRGML�GLAPC?QCQ�?U?PCLCQQ�MD�RFC�*LRCPLCR�
DGPQR�*LRCPLCR�NS@JGA?RGMLWired�EMCQ�ML�Q?JC��.MQ?GA�GLRPMBSACQ�RFC
DGPQR�8C@�@PMUQCP�UGRF�EP?NFGA?J�SQCP�GLRCPD?AC�?LB�GQ�RFC�DMPCPSLLCP
MD�/CRQA?NC�/?TGE?RMP��DGPQR�MLJGLC�QFMNNGLE�K?JJQ�?LB�TGPRS?J�@?LIQ
CKCPEC�?Q�BMCQ�CTGBCLAC�MD�QN?K��DGPQR�AJGAI?@JC�@?LLCP�?BTCPRGQCKCLR
GQ�QMJB�@W�(JM@?J�/CRUMPI�/?TGE?RMP�RM�?�J?U�DGPK�

^ 1995��"K?XML�GQ�J?SLAFCB�@W�+CDD�#CXMQ��RPG?J�BG?J�SN�QWQRCKQ�QSAF�?Q
"0-�?LB�$MKNS4CPTC�J?SLAF��AF?PEGLE�GQ�GLRPMBSACB�DMP�BMK?GL
L?KCQ��QC?PAF�RCAFLMJMEW�AMKN?LGCQ�QSAF�?Q�"JR?�7GQR?�*LDMQCCI
&VAGRC�?LB�.CR?$P?UJCP�P?NGBJW�?NNC?P�

^ 1996��:?FMM��GQ�J?SLAFCB�ML�RFC�QRMAI�CVAF?LEC�?LB�QF?PCQ�?PC�SN
LC?PJW�����NCPACLR�ML�GRQ�DGPQR�B?W�

^ 1997��.1��AMK�GQ�DMSLBCB��RFC�NFP?QC�cQC?PAF�CLEGLC�MNRGKGX?RGMLd�GQ
SQCB�DMP�RFC�DGPQR�RGKC�GL�?�8C@�DMPSK�

^ 1998��9.-�	CVRCLQG@JC�K?PISN�J?LES?EC
�GQ�PCJC?QCB�RM�CL?@JC
AMKN?RG@GJGRW�@CRUCCL�BGDDCPCLR�AMKNSRCP�QWQRCKQ��(MMEJC�GQ�DMSLBCB
@W�-?PPW�1?EC�?LB�4CPECW�#PGL�

^ 1999��1CRCP�.CPFMJX�AMGLQ�RFC�UMPB�c@JME�d
^ 2000��"0-�?LB�5GKC�8?PLCP�?LLMSLAC�RFCW�?PC�KCPEGLE��N?W�NCP�AJGAI

	11$
�A?KN?GELQ�?PC�GLRPMBSACB�DMP�RMN�RCL�QC?PAF�P?LIGLEQ��(MMEJC
"B8MPBQ�J?SLAFCQ�AF?PEGLE�DMP�?BTCPRGQCKCLRQ�ML�?�AMQR�NCP�KGJJC
	$1.�MP�AMQR�NCP�RFMSQ?LB�GKNPCQQGMLQ
�@?QGQ�

^ 2002��6,�MLJGLC�KMLRFJW�AMLQSKCP�QFMNNGLE�@PC?IQ�RFPMSEF�RFC�]�
@GJJGML�@?PPGCP��(MMEJC�"B8MPBQ�AF?PECQ�ML�?�11$�@?QGQ�GLQRC?B�MD�?
$1.�

^ 2003��&#?W�RMNNJCQ�"K?XML�?Q�RFC�KMQR�TGQGRCB�6,�8C@�QGRC�
^ 2004��$%�808��JMQCQ�AMSPR�A?QC�?LB�PGEFRQ�RM�QMSPAC�AFC?NCP�AMKN?AR

BGQAQ�	$%Q
�MSRQGBC�RFC�&SPMNC?L�6LGML�SLBCPKGLGLE�RFC�EJM@?J
AMLACNR�MD�RFC�*LRCPLCR�

^ 2005��*ACJ?LB�JC?BQ�RFC�UMPJB�UGRF�@PM?B@?LB�NCLCRP?RGML������
GLF?@GR?LRQ�NCP�����F?TC�@PM?B@?LB�AMKN?PCB�UGRF������NCP�����GL�RFC
6LGRCB�,GLEBMK�

^ 2006��(MMEJC�@SWQ�:MS5S@C�DMP������@GJJGML��'?AC@MMI�KCK@CPQFGN
MNCLQ�RM�?LWMLC��5CAFLMP?RG�AMK�LMRCQ�RF?R�?�@JME�GQ�APC?RCB�CTCPW
QCAMLB�MD�CTCPW�B?W�TimeK?E?XGLC�L?KCQ�c:MSd�?Q�NCPQML�MD�RFC�WC?P
BSC�RM�MLJGLC�?ARGTGRW�

^ 2008��'GPCDMV�����J?SLAFCQ�UGRF�MTCP�CGEFR�KGJJGML�BMULJM?BQ�GL
RUCLRW�DMSP�FMSPQ��*LRCPLCR�SQ?EC�RMNQ������������UMPJBUGBC�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

����"�#PGCD�5GKCJGLC�GL�*LRCPLCR�%CTCJMNKCLR ��



^ 2009��"L�CQRGK?RCB������������?PC�SQGLE�RFC�*LRCPLCR�UMPJBUGBC�?Q
MD�%CACK@CP����.GLGU?RRQ�.?PICRGLE�(PMSN�c*LRCPLCR�6Q?EC
4R?RGQRGAQd�*LRCPLCR�8MPJB�4R?RQ�+SLC��������
FRRN���UUU�GLRCPLCRUMPJBQR?RQ�AMK�QR?RQ�FRK	?AACQQCB�+SLC���
����
�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

����"�#PGCD�5GKCJGLC�GL�*LRCPLCR�%CTCJMNKCLR ��
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1.3 ItÕs All about Being Connected!

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�?�BMK?GL�L?KC�UMPIQ�

*L�GRQ�QGKNJCQR�DMPK�RFC�*LRCPLCR�GQ�?�AMJJCARGML�MD�AMLLCARCB�BMASKCLRQ�MP�M@HCARQ�
)WNCPJGLIQ�?PC�UF?R�AMLLCAR�RFCQC�BMASKCLRQ�

5FC�*LRCPLCR�GQ�?�UMPJBUGBC�LCRUMPI�RF?R�?JJMUQ�DMP�GLDMPK?RGML�RM�@C�QF?PCB
@CRUCCL�SQCPQ�	?JQM�ILMUL�?Q�cLMBCQd
��5FC�8MPJB�8GBC�8C@�GQ�?�QS@QCR�MD�RFGQ
RF?R�A?RCPQ�QNCAGDGA?JJW�RM�8C@�QGRCQ�

"�FWNCPJGLI�GQ�?�TGPRS?J�JGLI�DPMK�MLC�BMASKCLR�ML�RFC�8MPJB�8GBC�8C@�RM�?LMRFCP�
*R�GLAJSBCQ�RFCuniform resource locator (URL) � MD�RFC�JGLICB�RM�BMASKCLR�UFGAF
BCQAPG@CQ�UFCPC�ML�RFC�*LRCPLCR�?�BMASKCLR�GQ��*R�GQ�UF?R�WMS�CLRCP�GL�RFC�?BBPCQQ
@?P�MD�RFC�@PMUQCP�@CA?SQC�GR�GQ�RFC�?BBPCQQ�MD�RF?R�BMASKCLR�ML�RFC�*LRCPLCR�

"�63-�NPMTGBCQ�GLDMPK?RGML�RM�@MRF�@PMUQCPQ�?LB�NCMNJC��63-Q�GLAJSBC�BMK?GL
L?KCQ�UFGAF�RP?LQJ?RC�RM�*LRCPLCR�NPMRMAMJ�	*1
�?BBPCQQCQ��&TCPW�8C@�QGRC
AMPPCQNMLBQ�RM�?LInternet protocol (IP) address � �UFGAF�GQ�?�QRPSARSPCB�QCPGCQ�MD
BMRQ�?LB�LSK@CPQ�GLBGA?RGLE�UFCPC�GR�GQ�NFWQGA?JJW�JMA?RCB��8FCL�WMS�CLRCP�?�63-
GLRM�RFC�?BBPCQQ�@?P�MD�?�@PMUQCP�RFC�%/4�PCAMPB�GLBGA?RCQ�UFCPC�RFC�BMASKCLR�GQ
RF?R�WMS�?PC�JGLIGLE�RM��.?LW�BMK?GLQ�A?L�RP?LQJ?RC�RM�RFC�Q?KC�*1�?BBPCQQ�

$MLDSQCB �-MMI�?R�RFC�BMK?GL�L?KC�?LB�*1�?BBPCQQ�DMP�2SGPIfQ�8C@�QGRC�

^ Domain name��FRRN���UUU�OSGPI�@GX
^ IP address�����������������

"�BMK?GL�L?KC�JMMIQ�QMKCRFGLE�JGIC�RFGQ�

FRRN���UUU�BMK?GLL?KC�AMK

�� 5FC�SLGOSC�GBCLRGDWGLE�?BBPCQQ
MD�?LW�N?PRGASJ?P�N?EC�ML�RFC
8C@��*R�AMLR?GLQ�?JJ�RFC
GLDMPK?RGML�PCOSGPCB�RM�JMA?RC
?�PCQMSPAC�GLAJSBGLE�GRQ
NPMRMAMJ�	SQS?JJW�FWNCPRCVR
RP?LQDCP�NPMRMAMJ�<)551=

QCPTCP�BMK?GL�L?KC�	MP�*1
?BBPCQQ
�DGJC�N?RF�	BGPCARMPW
?LB�L?KC
�?LB�DMPK?R�	SQS?JJW
FWNCPRCVR�K?PISN�J?LES?EC
<)5.-=�MP�AMKKML�E?RCU?W
GLRCPD?AC�<$(*=
�

�� 6QCB�RM�SLGOSCJW�GBCLRGDW�?
AMKNSRCP�?LB�QWQRCK�ML�RFC
*LRCPLCR�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

��



#SR�?�JMR�KMPC�GLDMPK?RGML�A?L�@C�GLAJSBCB�GL�RFGQ��%MK?GL�L?KCQ�A?L�A?PPW�RFC
DMJJMUGLE�GLDMPK?RGML�

QS@BMK?GL�BMK?GL�RJB�BGPCARMPW

^ Domain� ��5FC�PCEGQRCPCB�BMK?GL�L?KC�MD�RFC�8C@�QGRC�
^ Subdomain� ��"�BMK?GL�RF?R�GQ�N?PR�MD�?�J?PECP�BMK?GL�
^ TLD� ��5FC�RMN�JCTCJ�BMK?GL�SNNCPKMQR�GL�RFC�FGCP?PAFW�MD�BMK?GL

L?KCQ�?JQM�ILMUL�?Q�RFC�BMK?GL�CVRCLQGML�
^ Directory � ��"�DMJBCP�RM�MPE?LGXC�AMLRCLR�

5FC�5-%�A?L�GLBGA?RC�RFC�AMSLRPW�GL�UFGAF�?�BMK?GL�GQ�PCEGQRCPCB�?LB�A?L�?JQM�EGTC
GLDMPK?RGML�?@MSR�RFC�L?RSPC�MD�RFC�BMK?GL�

^ .com��5FC�KMQR�AMKKML�5-%�
^ .co.za, .co.uk, .com.au��5FCQC�5-%Q�EGTC�AMSLRPW�GLDMPK?RGML�
^ .org��6QCB�@W�LMLNPMDGR�MPE?LGX?RGMLQ�
^ .gov��6QCB�@W�EMTCPLKCLRQ�
^ .ac, .edu��6QCB�@W�?A?BCKGA�GLQRGRSRGMLQ�

%MK?GL�L?KCQ�KSQR�@C�PCEGQRCPCB�?LB�RFCPC�GQ�?�DCC�DMP�BMGLE�QM�

KEY TAKEAWAYS

^ 5FC�*LRCPLCR�GQ�?�UMPJBUGBC�LCRUMPI�RF?R�?JJMUQ�DMP�GLDMPK?RGML�RM�@C
QF?PCB�@CRUCCL�SQCPQ�	?JQM�ILMUL�?Q�cLMBCQd
��5FC�8MPJB�8GBC�8C@�GQ�?
QS@QCR�MD�RFGQ�RF?R�A?RCPQ�QNCAGDGA?JJW�RM�8C@�QGRCQ�

^ 5FC�?L?RMKW�MD�RFC�BMK?GL�GQ�?Q�DMJJMUQ��QS@BMK?GL�BMK?GL�RJB�
BGPCARMPW

� %MK?GL��RFC�PCEGQRCPCB�BMK?GL�L?KC�MD�RFC�8C@�QGRC
� 4S@BMK?GL��?�BMK?GL�RF?R�GQ�N?PR�MD�?�J?PECP�BMK?GL
� 5-%�	?JQM�ILMUL�?Q�RFC�BMK?GL�CVRCLQGML
��RFC�RMN�JCTCJ

BMK?GL�SNNCPKMQR�GL�RFC�FGCP?PAFW�MD�BMK?GL�L?KCQ
� %GPCARMPW��?�DMJBCP�RM�MPE?LGXC�AMLRCLR

^ %MK?GL�L?KCQ�KSQR�@C�PCEGQRCPCB�?LB�RFCPC�GQ�?�DCC�DMP�BMGLE�QM�

�� 5FC�SLGOSC�L?KC�RF?R
GBCLRGDGCQ�?L�*LRCPLCR�QGRC�
&TCPW�BMK?GL�L?KC�AMLQGQRQ�MD
MLC�RMN��MP�FGEF�JCTCJ�?LB�MLC
MP�KMPC�JMUCP�JCTCJ
BCQGEL?RMPQ��5-%Q�?PC�CGRFCP
ECLCPGA�MP�ECMEP?NFGA��(CLCPGA
5-%Q�GLAJSBC��AMK
	AMKKCPAG?J
��LCR�	LCRUMPI

�CBS�	CBSA?RGML?J
��MPE
	MPE?LGX?RGML?J�NS@JGA�MP
LMLAMKKCPAG?J
��EMT
	EMTCPLKCLR?J
��KGJ�	KGJGR?PW

�@GX�	@SQGLCQQ
��GLDM
	GLDMPK?RGML?J
��L?KC
	NCPQML?J
��NPM�	NPMDCQQGML?J

�?CPM�	?GP�RP?LQNMPR�?LB�AGTGJ
?TG?RGML
��AMMN�	@SQGLCQQ
AMMNCP?RGTCQ�QSAF�?Q�APCBGR
SLGMLQ
�?LB��KSQCSK
	KSQCSK�8C@�QGRCQ
�
(CMEP?NFGA�BMK?GLQ�BCQGEL?RC
AMSLRPGCQ�MD�MPGEGL�QSAF�?Q��SQ
	6LGRCB�4R?RCQ
��DP�	'P?LAC
��SI
	6LGRCB�,GLEBMK
�?LB�QM�ML�

�� "�BMK?GL�RF?R�GQ�N?PR�MD�?
J?PECP�BMK?GL�

�� 5FC�RMN�JCTCJ�BMK?GL
SNNCPKMQR�GL�RFC�FGCP?PAFW�MD
BMK?GL�L?KCQ�

�� "�DMJBCP�RM�MPE?LGXC�AMLRCLR�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

����*RfQ�"JJ�?@MSR�#CGLE�$MLLCARCB� ��



1.4 How Do People Access the Internet?

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�T?PGMSQ�U?WQ�GL�UFGAF�NCMNJC�A?L�?AACQQ�?LB�AMLLCAR�RM
RFC�*LRCPLCR�

1CMNJC�AMLLCAR�RM�RFC�*LRCPLCR�?LB�?AACQQ�AMLRCLR�GL�K?LW�BGDDCPCLR�U?WQ��8FCL�GR
AMKCQ�RM�RFC�NFWQGA?J�AMLLCARGML�RM�RFC�*LRCPLCR�RFC�K?PICR�NPCQCLRQ�?�LSK@CP�MD
MNRGMLQ�

^ Dial-up �

^ 3G� 	RFGPB�ECLCP?RGML�KM@GJC�?LB�UGPCJCQQ�AMKKSLGA?RGML

^ Wi-Fi� ?LBWiMAX��

^ Broadband��

^ ADSL (asymmetric digital subscriber line) ��

"LB�RF?R�JGQR�EMCQ�ML��5FC�BCTGACQ�NCMNJC�SQC�T?PW�DPMK�KM@GJC�NFMLCQ�?LB�QK?JJ
F?LBFCJB�BCTGACQ�RM�NCPQML?J�LMRC@MMIQ�?LB�BCQIRMN�AMKNSRCPQ��5FC�CLTGPMLKCLR
RF?R�NCMNJC�?PC�GL�UFCL�RFCW�?AACQQ�RFC�*LRCPLCR�?JQM�BGDDCPQ�

^ "R�FMKC
^ "R�RFC�MDDGAC�MP�NJ?AC�MD�UMPI
^ *L�JG@P?PGCQ�?LB�CBSA?RGML�ACLRCPQ
^ *L�*LRCPLCR�A?D\Q�?LB�AMDDCC�QFMNQ

/MR�MLJW�BM�RFCQC�CLTGPMLKCLR?J�D?ARMPQ�?DDCAR�FMU�NCMNJC�SQC�RFC�*LRCPLCR�@SR
?JQM�RFCGP�PC?QMLQ�DMP�SQGLE�RFC�*LRCPLCR�A?L�F?TC�?L�CDDCAR�ML�FMU�RFCW�GLRCP?AR
MLJGLC�

'MP�QMKC�NCMNJC�GR�GQ�NPGK?PGJW�?�AMKKSLGA?RGML�AF?LLCJ�?LB�RFCGP�MLJGLC�?ARGTGRW
GQ�DMASQCB�ML�RFCGP�C�K?GJ�GL�@MV�UFGJC�DMP�MRFCPQ�GR�K?W�@C�?�PCQC?PAF�AF?LLCJ
UGRF�QC?PAF�CLEGLCQ�NJ?WGLE�?�J?PEC�PMJC�GL�RFCGP�MLJGLC�CVNCPGCLAC��)?TGLE�QSAF�?
BGTCPQC�?SBGCLAC�KC?LQ�RF?R�RFCPC�?PC�K?LW�AF?LLCJQ�?T?GJ?@JC�RM�K?PICRCPQ�UFCL
GR�AMKCQ�RM�C.?PICRGLE�

�� "�DMPK�MD�*LRCPLCR�?AACQQ�RF?R
SQCQ�RCJCNFMLC�JGLCQ��5FC�SQCPfQ
AMKNSRCP�MP�PMSRCP�SQCQ�?L
?RR?AFCB�KMBCK�AMLLCARCB�RM
?�RCJCNFMLC�JGLC�RM�BG?J�GLRM�?L
*LRCPLCR�QCPTGAC�NPMTGBCPfQ
	*41
�LMBC�RM�CQR?@JGQF�?
KMBCK�RM�KMBCK�JGLI�UFGAF
GQ�RFCL�SQCB�RM�PMSRC�*LRCPLCR
NPMRMAMJ�	*1
�N?AICRQ�@CRUCCL
RFC�SQCPfQ�COSGNKCLR�?LB�RFC
FMQRfQ�

�� 3CDCPQ�RM�RFGPB�ECLCP?RGML
KM@GJC�?LB�UGPCJCQQ
AMKKSLGA?RGML���(�QWQRCKQ
NPMKGQC�D?QRCP
AMKKSLGA?RGMLQ�QCPTGACQ
GLAJSBGLE�TMGAC�D?V�?LB
*LRCPLCR�?LWRGKC�?LB
?LWUFCPC�UGRF�QC?KJCQQ�EJM@?J
PM?KGLE�

�� "LW�MD�?�D?KGJW�MD�UGPCJCQQ�JMA?J
?PC?�LCRUMPI�	-"/
�B?R?
QR?LB?PBQ�	*&&&�������
�SQCB
D?GPJW�S@GOSGRMSQJW�DMP
AMPNMP?RC�?LB�FMKC
AMLLCARGTGRW��"JQM�?T?GJ?@JC�?Q
FMRQNMRQ�GL�NS@JGA�?PC?Q�QSAF�?Q
A?DCQ�?LB�?GPNMPR�RCPKGL?JQ
CGRFCP�DMP�DPCC�MP�DMP�?�MLC�
RGKC�SQC�AF?PEC�MP
QS@QAPGNRGML�DCC�

��� "�UGPCJCQQ�UGBC�?PC?�LCRUMPI
	8"/
�QR?LB?PB�	*&&&�������

BCQGELCB�RM�NPMTGBC�NMPR?@JC
	CTCLRS?JJW�KM@GJC
�UGPCJCQQ
@PM?B@?LB�?AACQQ��4GLEJC
8G."9�?LRCLL?Q�A?L�NPMTGBC
AMTCP?EC�MTCP�J?PEC�NFWQGA?J
?PC?Q�K?IGLE�BCNJMWKCLR
NMRCLRG?JJW�TCPW�AMQR�CDDCARGTC�
"JRFMSEF�LMR�UGBCJW�?T?GJ?@JC
?Q�MD������GR�GQ�QMKCRGKCQ
AMLQGBCPCB�?�NMRCLRG?J
AMKNCRGRMP�RM�A?@JC�KMBCKQ
?LB�BGEGR?J�QS@QAPG@CP�JGLC
	%4-
�DMP�PCQGBCLRG?J
@PM?B@?LB�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

��



4M�UF?R�BMCQ�RFGQ�?JJ�F?TC�RM�BM�UGRF�K?PICRGLE �.?PICRGLE�GQ�?@MSR�AMLTCPQ?RGMLQ
?LB�RFC�*LRCPLCR�F?Q�@CAMKC�?�FS@�MD�AMLTCPQ?RGMLQ��5FC�AMLLCARCB�L?RSPC�MD�RFC
*LRCPLCR�?JJMUQ�SQ�RM�DMJJMU�?LB�RP?AI�RFCQC�AMLTCPQ?RGMLQ�?LB�NPMTGBCQ�CLRPW�NMGLRQ
DMP�?JJ�N?PRGCQ��8F?R�DMJJMUQ�GL�RFGQ�@MMI�?PC�U?WQ�MD�AMLTCPQGLE�UGRF�NMRCLRG?J�?LB
CVGQRGLE�ASQRMKCPQ�SQGLE�RFC�*LRCPLCR�

KEY TAKEAWAYS

^ 1CMNJC�A?L�?AACQQ�RFC�*LRCPLCR�GL�?�T?PGCRW�MD�U?WQ�
^ 1CMNJC�?AACQQ�RFC�*LRCPLCR�GL�?�T?PGCRW�MD�NJ?ACQ�
^ 1CMNJC�SQC�RFC�*LRCPLCR�GL�K?LW�BGDDCPCLR�U?WQ�	C�E��DMP�C�K?GJ�MP

PCQC?PAF
�

EXERCISE

�� .?PICRGLE�GQ�?@MSR�AMLTCPQ?RGML��-GQR�?�DCU�CV?KNJCQ�MD�MLJGLC
AMLTCPQ?RGMLQ�WMS�F?TC�LMRGACB�?Q�?�SQCP��/?KC�QMKC�MD�RFC�@P?LBQ�WMS
F?TC�QCCL�CLE?EC�GL�MLJGLC�AMLTCPQ?RGML�

��� "L�*LRCPLCR�AMLLCARGML�RF?R
BCJGTCPQ�?�PCJ?RGTCJW�FGEF�@GR
P?RC�RF?R�GQ�?LW�@GR�P?RC�?R�MP
?@MTC�����IGJM@GRQ�NCP�QCAMLB
	I@NQ
��$?@JC�KMBCKQ�?LB�%4-
?JJ�MDDCP�@PM?B@?LB
AMLLCARGMLQ�

��� "�%4-�JGLC�UFCPC�RFC�SNJM?B
QNCCB�GQ�BGDDCPCLR�DPMK�RFC
BMULJM?B�QNCCB��6QS?JJW�RFC
BMULJM?B�QNCCB�GQ�KSAF
EPC?RCP�

$F?NRCP���*LRPMBSARGML�RM�C.?PICRGLE

����)MU�%M�1CMNJC�"AACQQ�RFC�*LRCPLCR ��
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�
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�

%?TGB�4GDPW�c4R?RC�MD�RFC�#JMEMQNFCPC�"NPGJ������1?PR����0L�#JMEMQNFCPC�(PMURFd
4GDPWfQ�"JCPRQ�"NPGJ��������FRRN���UUU�QGDPW�AMK�?JCPRQ�?PAFGTCQ��������FRKJ
	?AACQQCB�.?W��������
�

8GJJG?K�4RCU?PR�c-GTGLE�*LRCPLCRdFRRN���UUU�JGTGLE*LRCPLCR�AMK	?AACQQCB�+SLC
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�
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2.1 Introduction

"R�GRQ�AMPC�C�K?GJ�K?PICRGLE�GQ�?�RMMJ�DMP�ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR�	$3.
�
6QCB�CDDCARGTCJW�RFGQ�CVRCLQGML�MD�NCPKGQQGML�@?QCB�K?PICRGLE�A?L�BCJGTCP�MLC�MD
RFC�FGEFCQR�PCRSPLQ�ML�GLTCQRKCLR�	30*
�MD�?LW�C.?PICRGLE�?ARGTGRW��4GKNJW�NSR�C�
K?GJ�K?PICRGLE�GQ�?�DMPK�MD�BGPCAR�K?PICRGLE�RF?R�SRGJGXCQ�CJCARPMLGA�KC?LQ�RM
BCJGTCP�AMKKCPAG?J�KCQQ?ECQ�RM�?L�?SBGCLAC��*R�GQ�MLC�MD�RFC�MJBCQR�?LB�WCR�QRGJJ�MLC
MD�RFC�KMQR�NMUCPDSJ�MD�?JJ�C.?PICRGLE�R?ARGAQ��5FC�NMUCP�AMKCQ�DPMK�RFC�D?AR�RF?R
GR�GQ�RFC�DMJJMUGLE�

^ &VRPCKCJW�AMQR�CDDCARGTC�BSC�RM�?�JMU�AMQR�NCP�AMLR?AR
^ )GEFJW�R?PECRCB
^ $SQRMKGX?@JC�ML�?�K?QQ�QA?JC
^ $MKNJCRCJW�KC?QSP?@JC

'SPRFCPKMPC�C�K?GJ�K?PICRGLEfQ�K?GL�QRPCLERF�GQ�RF?R�GR�R?ICQ�?BT?LR?EC�MD�?
ASQRMKCPfQ�KMQR�NPMJGDGA�RMSAF�NMGLR�UGRF�RFC�*LRCPLCR��RFCGP�GL�@MV��&�K?GJ
K?PICRGLE�GQ�?�RMMJ�DMP�@SGJBGLE�PCJ?RGMLQFGNQ�UGRF�@MRF�CVGQRGLE�?LB�NMRCLRG?J
ASQRMKCPQ��*R�QFMSJB�K?VGKGXC�RFC�PCRCLRGML�?LB�T?JSC�MD�RFCQC�ASQRMKCPQ�UFGAF
QFMSJB�SJRGK?RCJW�JC?B�RM�EPC?RCP�NPMDGR?@GJGRW�

$F?NRCP���&�K?GJ�.?PICRGLE

��



2.2 History

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�C�K?GJ�BCTCJMNCB�GLRM�?L�GKNMPR?LR�C.?PICRGLE�RMMJ�

&�K?GJ�GQ�NPM@?@JW�S@GOSGRMSQ�RM�WMS�@SR�RFCPC�U?Q�?�RGKC�UFCL�RFCPC�U?Q�LM�C�
K?GJ�

&�K?GJ�?ARS?JJW�NPCB?RCQ�RFC�*LRCPLCR�?LB�U?Q�DGPQR�SQCB�U?W�@?AI�GL������?Q�?�U?W
DMP�SQCPQ�MD�RFC�Q?KC�AMKNSRCP�RM�JC?TC�KCQQ?ECQ�DMP�C?AF�MRFCP��3?W�5MKJGLQML�GQ
APCBGRCB�UGRF�APC?RGLE�RFC�DGPQR�LCRUMPI�C�K?GJ�?NNJGA?RGML�GL�������)C�GLGRG?RCB�RFC
SQC�MD�RFC�c!d�QGEL�?LB�RFC�?BBPCQQ�QRPSARSPC�RF?R�UC�SQC�RMB?W
	SQCPL?KC!FMQRL?KC
�%?TC�$PMAICP�c&K?GJ�)GQRMPWd
FRRN���UUU�JGTGLE*LRCPLCR�AMK�C�CG�FRK	?AACQQCB�.?PAF��������
�&�K?GJ�U?Q
SQCB�RM�QCLB�KCQQ?ECQ�RM�AMKNSRCPQ�ML�RFC�Q?KC�LCRUMPI�?LB�GQ�QRGJJ�SQCB�DMP�RFGQ
NSPNMQC�RMB?W�

*R�U?Q�MLJW�GL������RF?R�J?PEC�LCRUMPI�QCPTGAC�NPMTGBCPQ�QSAF�?Q�"KCPGA?�0LJGLC
?LB�%CJNFG�QR?PRCB�RM�AMLLCAR�RFCGP�NPMNPGCR?PW�C�K?GJ�QWQRCKQ�RM�RFC�*LRCPLCR��5FGQ
@CE?L�RFC�J?PEC�QA?JC�?BMNRGML�MD�*LRCPLCR�C�K?GJ�?Q�?�EJM@?J�QR?LB?PB��$MSNJCB�UGRF
QR?LB?PBQ�RF?R�F?B�@CCL�APC?RCB�GL�RFC�NPCACBGLE�RUCLRW�WC?PQ�RFC�*LRCPLCR
?JJMUCB�SQCPQ�ML�BGDDCPCLR�LCRUMPIQ�RM�QCLB�C?AF�MRFCP�KCQQ?ECQ�

5FC�DGPQR�C�K?GJspam� B?RCQ�@?AI�RM�������4N?K�GQ�BCDGLCB�?Q�SLQMJGAGRCB
AMKKCPAG?J�MP�@SJI�C�K?GJ��*L�D?AR�KMPC�RF?L����NCPACLR�MD�?JJ�C�K?GJQ�QCLR�MTCP�RFC
/CR�?PC�QN?K�%?PPCL�8?RCPQ�c4N?K�0TCPUFCJKQ�&�K?GJ�.CQQ?ECQdBBC News�"NPGJ
������ FRRN���LCUQ�@@A�AM�SI���FG�RCAFLMJMEW���������QRK	?AACQQCB�.?W��
����
�

%GPCAR�K?PICRGLE�F?Q�JMLE�NJ?WCB�?L�GLRCEP?J�N?PR�GL�K?PICRGLE�A?KN?GELQ�@SR�RFC
FGEF�AMQR�KC?LR�RF?R�MLJW�J?PEC�AMKN?LGCQ�UCPC�?@JC�RM�NSPQSC�GR��)MUCTCP�UGRF
RFC�EPMURF�MD�RFC�*LRCPLCR�?LB�RFC�SQC�MD�C�K?GJ�RM�K?PICR�BGPCARJW�RM�AMLQSKCPQ
K?PICRCPQ�F?TC�DMSLB�RFCQC�AMQRQ�BPMNNGLE�?LB�RFC�CDDCARGTCLCQQ�GLAPC?QGLE�

�� &�K?GJ�QCLR�RM�QMKCMLC�UFM
F?Q�LMR�PCOSCQRCB�RM�PCACGTC
GRbCTGJ�

$F?NRCP���&�K?GJ�.?PICRGLE
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http://www.livinginternet.com/e/ei.htm
http://news.bbc.co.uk/2/hi/technology/7988579.stm


KEY TAKEAWAYS

^ &�K?GJ�U?Q�DGPQR�SQCB�?Q�?�U?W�DMP�SQCPQ�MD�RFC�Q?KC�AMKNSRCP�RM�JC?TC
KCQQ?ECQ�DMP�C?AF�MRFCP�

^ 4N?K�GQ�BCDGLCB�?Q�SLQMJGAGRCB�AMKKCPAG?J�MP�@SJI�C�K?GJ�?LB�RMB?W�GQ
Q?GB�RM�?AAMSLR�DMP����NCPACLR�MD�?JJ�C�K?GJ�

$F?NRCP���&�K?GJ�.?PICRGLE

����)GQRMPW ��



2.3 How It Works

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�BGDDCPCLR�RWNCQ�MD�C�K?GJ�?LB�FMU�RFCW�?PC�SQCB�

*D�WMS�AMLQGBCP�K?PICRGLE�?Q�AMKKSLGA?RGLE�UGRF�ASPPCLR�?LB�NMRCLRG?J�ASQRMKCPQ
WMS�UGJJ�QCC�RF?R�CTCPW�C�K?GJ�RF?R�GQ�QCLR�DPMK�WMSP�MPE?LGX?RGML�QFMSJB�@C
AMLQGBCPCB�?Q�N?PR�MD�WMSP�FMJGQRGA�C�K?GJ�K?PICRGLE�QRP?RCEW��%MCQ�RF?R�QMSLB�?
JGRRJC�AMKNJGA?RCB �$MLQGBCP�?L�MLJGLC�PCR?GJCPFRRN���UUU�X?NNMQ�AMK��;?NNMQ�GQ
?L�MLJGLC�QFMC�PCR?GJCP��8F?R�?PC�RFC�U?WQ�RF?R�?Q�?�ASQRMKCP�WMS�KGEFR�PCACGTC�C�
K?GJQ�DPMK�;?NNMQ 

^ Transactional e-mails ��8FCL�WMS�NJ?AC�?L�MPBCP�RFCPC�UGJJ�@C�?
LSK@CP�MD�C�K?GJQ�RF?R�WMS�PCACGTC�DPMK�AMLDGPK?RGML�MD�WMSP�MPBCP�RM
LMRGAC�MD�QFGNNGLE��4FMSJB�WMS�LCCB�RM�PCRSPL�?L�GRCK�WMS�UGJJ�LM
BMS@R�AMKKSLGA?RC�UGRF�;?NNMQ�TG?�C�K?GJ�

^ Newsletters��5FCQC�?PC�C�K?GJQ�RF?R�?PC�QCLR�RM�NPMTGBC�GLDMPK?RGML
?LB�ICCN�ASQRMKCPQ�GLDMPKCB��5FCW�BM�LMR�LCACQQ?PGJW�A?PPW�?L�MTCPR
NPMKMRGML�@SR�GLQRC?B�CLQSPC�RF?R�?�ASQRMKCP�GQ�GL�PCESJ?P�AMLR?AR
UGRF�RFC�@P?LB��5FCQC�@SGJB�PCJ?RGMLQFGNQ�?LB�DMQRCP�RPSQR�@CRUCCL
ASQRMKCPQ�?LB�RFCGP�AFMQCL�@P?LBQ�

^ Promotional e-mails ��4FMSJB�;?NNMQ�F?TC�?�QSKKCP�Q?JC�RFCW�UGJJ
QCLB�?L�C�K?GJ�PCJ?RGLE�BGPCARJW�RM�RF?R�NPMKMRGML�

5FC�DMJJMUGLE�?PC�CV?KNJCQ�MD�MRFCP�C�K?GJQ�QCLR�@W�;?NNMQ�

^ E-mails to suppliers
^ Communication with affiliates

"JJ�RFC�AMKKSLGA?RGML�QCLR�MSR�A?L�@C�SQCB�RM�AMLTCW�WMSP�K?PICRGLE�KCQQ?EC�
&TCPW�RMSAF�NMGLR�UGJJ�K?PICR�RFC�MPE?LGX?RGML��)MUCTCP�FCPC�UC�UGJJ�DMASQ�ML
AMKKCPAG?J�C�K?GJQ�

5FCPC�?PC�RUM�RWNCQ�MD�AMKKCPAG?J�C�K?GJQ�

$F?NRCP���&�K?GJ�.?PICRGLE

��
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�� Promotional e-mails � ��5FCQC�?PC�KMPC�BGPCAR�?LB�?PC�EC?PCB�?R
CLRGAGLE�RFC�SQCP�RM�R?IC�?L�GKKCBG?RC�?ARGML��5FCW�?JU?WQ�DC?RSPC�?
A?JJ�RM�?ARGML�?LB�?PC�BCQGELCB�?PMSLB�?�QNCAGDGA�EM?J�

�� Retention-based e-mails� ��"JQM�PCDCPPCB�RM�?Q�LCUQJCRRCPQ�RFCQC�K?W
GLAJSBC�NPMKMRGML?J�KCQQ?ECQ�@SR�QFMSJB�@C�DMASQCB�ML�NPMTGBGLE
GLDMPK?RGML�MD�T?JSC�RM�RFC�SQCP�EC?PCB�?R�@SGJBGLE�?�JMLE�RCPK
PCJ?RGMLQFGN�UGRF�RFC�SQCP�

"Q�UGRF�?JJ�C.?PICRGLE�?ARGTGRGCQ�A?PCDSJ�NJ?LLGLE�GQ�A?JJCB�DMP�?Q�GQ�A?PCDSJ�RCQRGLE
?LB�CT?JS?RGLE�QM�?Q�RM�MNRGKGXC�WMSP�PCTCLSC��&�K?GJ�K?PICRGLE�K?W�@C�FGEFJW
AMQR�CDDCARGTC�@SR�RFC�AMQR�MD�ECRRGLE�GR�UPMLE�A?L�@C�TCPW�FGEF�GLBCCB�

KEY TAKEAWAYS

^ 5FCPC�?PC�RUM�RWNCQ�MD�AMKKCPAG?J�C�K?GJQ��NPMKMRGML?J�C�K?GJQ�?LB
PCRCLRGML�@?QCB�C�K?GJQ�

^ &�K?GJ�A?L�@C�A?RCEMPGXCB�?Q�DMJJMUQ��RP?LQ?ARGML?J�C�K?GJQ�LCUQJCRRCPQ
?LB�NPMKMRGML?J�C�K?GJQ�

EXERCISES

�� 4C?PAF�RFPMSEF�WMSP�C�K?GJ�GL�@MV��$?L�WMS�DGLB�?L�CV?KNJC�MD�?
LCUQJCRRCP �0D�?�NPMKMRGML?J�C�K?GJ �0D�?�RP?LQ?ARGML?J�C�K?GJ 

�� 6QGLE�?L�?BTCPRGQCP�MD�WMSP�AFMGAC�UPGRC�KMAI�AMNW�RF?R�K?W�@C�SQCB�GL
CGRFCP�?�NPMKMRGML�C�K?GJ�MP�?�LCUQJCRRCP�

�� "Q�GLBGA?RCB�?@MTC�RFC�AMQR�MD�ECRRGLE�C�K?GJ�K?PICRGLE�UPMLE�A?L�@C
TCPW�FGEF��$?L�WMS�RFGLI�MD�?L�CV?KNJC�UFCPC�RF?R�K?W�@C�RFC�A?QC 

�� .MPC�BGPCAR�?LB�EC?PCB�?R
CLRGAGLE�RFC�SQCP�RM�R?IC�?L
GKKCBG?RC�?ARGML�

�� "JQM�PCDCPPCB�RM�?Q�LCUQJCRRCPQ
RFCQC�K?W�GLAJSBC�NPMKMRGML?J
KCQQ?ECQ�@SR�QFMSJB�@C�DMASQCB
ML�NPMTGBGLE�GLDMPK?RGML�MD
T?JSC�RM�RFC�SQCP�EC?PCB�?R
@SGJBGLE�?�JMLE�RCPK
PCJ?RGMLQFGN�UGRF�RFC�SQCP�

$F?NRCP���&�K?GJ�.?PICRGLE

����)MU�*R�8MPIQ ��



2.4 Nine Steps to Executing an E-mail Campaign

LEARNING OBJECTIVES

�� 6LBCPQR?LB�UF?R�RFC�LGLC�QRCNQ�MD�?L�C�K?GJ�A?KN?GEL�?PC�
�� -C?PL�FMU�RM�NPCN?PC�DMP�?L�C�K?GJ�A?KN?GEL�
�� -C?PL�@CQR�NP?ARGACQ�DMP�CVCASRGLE�?L�C�K?GJ�A?KN?GEL�
�� -C?PL�UF?R�QRCNQ�RM�R?IC�?DRCP�RFC�AMKNJCRGML�MD�RFC�A?KN?GEL�

5FCPC�?PC�LGLC�QRCNQ�RM�CVCASRGLE�?L�C�K?GJ�A?KN?GEL�NPMNCPJW��5FCQC�LGLC�QRCNQ
QFMSJB�@C�AMLQGBCPCB�@CQR�NP?ARGACQ�DMP�C�K?GJ�A?KN?GELQ��*D�DMJJMUCB�AJMQCJW�?
K?PICRCP�A?L�CVNCAR�EPC?R�PCQSJRQ�

5FC�LGLC�QRCNQ�?PC�?Q�DMJJMUQ�?LB�UGJJ�@C�?BBPCQQCB�GL�RFC�DMJJMUGLE�QS@QCARGMLQ�

�� 4RP?RCEGA�NJ?LLGLE
�� %CDGLGRGML�MD�JGQR
�� $PC?RGTC�CVCASRGML
�� *LRCEP?RGML�MD�A?KN?GEL�UGRF�MRFCP�AF?LLCJQ
�� 1CPQML?JGX?RGML�MD�RFC�KCQQ?EC
�� %CNJMWKCLR
�� *LRCP?ARGML�F?LBJGLE
�� (CLCP?RGML�MD�PCNMPRQ
�� "L?JWQGQ�MD�PCQSJRQ

$F?NRCP���&�K?GJ�.?PICRGLE

��



Figure 2.1Steps to Executing an E-mail Campaign

Precampaign
Step 1: Strategic Planning

5FC�DGPQR�N?PR�MD�?LW�C�K?GJ�A?KN?GEL�QFMSJB�GLTMJTC�NJ?LLGLE�?PMSLB�RFC�EM?JQ�WMS
U?LR�RM�?AFGCTC��5FCQC�UGJJ�NPM@?@JW�@C�GL�JGLC�UGRF�RFC�EM?JQ�MD�WMSP�8C@�QGRC�UGRF
C�K?GJ�K?PICRGLE�@CGLE�SQCB�?Q�?�RMMJ�RM�FCJN�WMS�?AFGCTC�RFMQC�EM?JQ��"Q�BGQASQQCB
GL$F?NRCP�����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML��WMS�UGJJ�BCAGBC�ML�RFC
key performance indicators (KPIs) � DMP�WMSP�A?KN?GEL�?Q�UCJJ��1PMKMRGML?J�C�
K?GJQ�UGJJ�SQS?JJW�F?TC�?L�GKKCBG?RC�EM?J�

^ 6QCPQ�K?IC�?�NSPAF?QC
^ 6QCPQ�BMULJM?B�?�UFGRC�N?NCP
^ 6QCPQ�PCOSCQR�DSPRFCP�GLDMPK?RGML

/CUQJCRRCPQ�RCLB�RM�DMASQ�ML�JMLECP�RCPK�EM?JQ�?LB�QM�WMSP�,1*Q�@CAMKC�KMPC
GKNMPR?LR�FCPC��,1*Q�GLAJSBC�RFC�DMJJMUGLE�

^ Open rate�

�� "JQM�ILMUL�?Q�ICW�QSAACQQ
GLBGA?RMPQ�	,4*Q
�RFCQC�FCJN�?L
MPE?LGX?RGML�BCDGLC�?LB
KC?QSPC�NPMEPCQQ�RMU?PB
MPE?LGX?RGML?J�EM?JQ�

�� 5FC�NCPACLR�MD�C�K?GJQ
BCRCPKGLCB�?Q�MNCLCB�MSR�MD
RFC�RMR?J�LSK@CP�MD�C�K?GJQ
QCLR�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��
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^ Click-through rate �

^ /SK@CP�MD�C�K?GJQ�DMPU?PBCB
^ Return on investment (ROI) �

30*�A?L�@C�?�EM?J�MD�RFC�A?KN?GEL�?LB�GR�A?L�@C�SQCB�?Q�?�,1*�

"�QSAACQQDSJ�C�K?GJ�A?KN?GEL�GQ�KMQR�JGICJW�RM�@C�RFC�MLC�EC?PCB�?R�PCR?GLGLE�?LB
APC?RGLE�?�JMLE�RCPK�PCJ?RGMLQFGN�UGRF�RFC�PC?BCP�

,LMU�WMSP�?SBGCLAC��RFCW�UGJJ�BGAR?RC�RFC�GLRCP?ARGMLQ��'MP�KMPC�GLDMPK?RGML�ML
UPGRGLE�DMP�WMSP�?SBGCLAC�NJC?QC�PCDCP�RM$F?NRCP�����0LJGLC�$MNWUPGRGLE��

Step 2: Definition of List

3SLLGLE�?�QSAACQQDSJ�C�K?GJ�A?KN?GEL�PCOSGPCQ�RF?R�?�@SQGLCQQ�F?Q�?�ECLSGLCopt-
in � B?R?@?QC��5FGQ�B?R?@?QC�RFC�JGQR�MD�QS@QAPG@CPQ�UFM�F?TC�?EPCCB�RM�?JJMU�?
AMKN?LW�RM�QCLB�RFCK�C�K?GJQ�UGRF�K?PICRGLE�KCQQ?ECQ�GQ�RFC�KMQR�T?JS?@JC�?QQCR
MD�?L�C�K?GJ�A?KN?GEL�

1CPKGQQGML�KSQR�@C�CVNJGAGRJW�EGTCL�@W�?JJ�NCMNJC�RM�UFMK�C�K?GJQ�?PC�QCLR�
$MKN?LGCQ�RF?R�?@SQC�RFGQ�A?L�NSR�RFCGP�PCNSR?RGML�GL�HCMN?PBW�?LB�GL�QMKC
AMSLRPGCQ�JCE?J�?ARGML�A?L�@C�R?ICL�?E?GLQR�AMKN?LGCQ�RF?R�QCLB�SLQMJGAGRCB�@SJI�C�
K?GJbQN?K�

(PMUGLE�RFGQ�B?R?@?QC�UFGJC�ICCNGLE�GR�R?PECRCB�GQ�?�ICW�D?ARMP�GL�?LW�C�K?GJ
A?KN?GEL��5FC�B?R?@?QC�LCCBQ�MLJW�MLC�CLRPWbRFC�NPMQNCARfQ�C�K?GJb@SR�RFC
DMJJMUGLE�QFMSJB�?JQM�@C�AMLQGBCPCB�

^ 'GPQR�L?KC�QSPL?KC�?LB�RGRJC
^ %?RC�NCPKGQQGML�EP?LRCB
^ 4MSPAC�MD�NCPKGQQGML
^ (CLBCP
^ $MSLRPW
^ 5CJCNFMLC�LSK@CP
^ %?RC�MD�@GPRF

�� &VNPCQQCB�?Q�?�NCPACLR?EC�RFGQ
PCDCPQ�RM�RFC�RMR?J�AJGAIQ�ML�?
JGLI�BGTGBCB�@W�RFC�LSK@CP�MD
RGKCQ�RF?R�JGLI�U?Q�QFMUL�

�� 5FC�P?RGM�MD�AMQR�RM�NPMDGR��"L
CV?KNJC�MD�RFGQ�GQ�?BTCPRGQGLE
QNCLBGLE�?Q�?�NCPACLR?EC�MD�RFC
PCTCLSC�RF?R�GR�ECLCP?RCQ�

�� 1CPKGQQGML�EGTCL�DMP�C�K?GJQ�RM
@C�QCLR�RM�WMS�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��
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'GCJBQ�QSAF�?Q�L?KC�QSPL?KC�?LB�RGRJC�QFMSJB�@C�QCN?P?RCB�GL�WMSP�B?R?@?QC��:MS
QFMSJB�?JQM�E?RFCP�B?RC�MD�@GPRF�?Q�MNNMQCB�RM�?�NPMQNCARfQ�?ECbGR�CLQSPCQ�WMSP
B?R?@?QC�A?L�QR?W�SN�RM�B?RC�

%ML�1CNNCP�?LB�.?PRF?�3MECPQ�PCDCP�RM�E?RFCPGLE�GLDMPK?RGML�MTCP�?�NCPGMB�MD
RGKC�?Q�cBPGN�GPPGE?RGMLd�QGLAC�GR�LCGRFCP�MTCPUFCJKQ�LMP�N?PAFCQ�RFC
NPMQNCAR�%ML�1CNNCPQ�?LB�.?PRF?�3MECPQManaging Customer Relationships: A
Strategic Framework	)M@MICL�/+��8GJCW�����
�

)MUCTCP�BMLfR�@C�RCKNRCB�RM�?QI�DMP�KMPC�GLDMPK?RGML�RF?L�GQ�PCOSGPCB��5FC�KMPC
GLDMPK?RGML�K?PICRCPQ�A?L�E?RFCP�RFC�@CRRCP�RFCW�A?L�ASQRMKGXC�RFCGP�K?PICRGLE
KCQQ?ECQ��)MUCTCP�RFC�KMPC�GLDMPK?RGML�?�NPMQNCAR�GQ�PCOSGPCB�RM�EGTC�RFC�KMPC
?NNPCFCLQGTC�FC�UGJJ�@C�?@MSR�N?PRGLE�UGRF�RFCQC�BCR?GJQ��5FGQ�GQ�GL�N?PR�@CA?SQC�MD
RFC�F?QQJC�GLTMJTCB�?LB�GL�N?PR�?Q�?�PCQSJR�MD�DC?P�?PMSLB�*LRCPLCR�DP?SB��'MJJMUGLE
RFC�GLGRG?J�QGEL�SN�DSPRFCP�GLDMPK?RGML�A?L�@C�PCOSCQRCB�MTCP�?�NCPGMB�MD�RGKC�

5FCPC�?PC�?�KWPG?B�MD�U?WQ�RM�?RRP?AR�NPMQNCARQ�RM�MNR�GL�RM�?�B?R?@?QC��"L�C�K?GJ
QGEL�SN�DMPK�ML�?�AMKN?LW�8C@�QGRC�GQ�ICW��7GQGRMPQ�RM�?�8C@�QGRC�F?TC�?JPC?BW
CVNPCQQCB�?L�GLRCPCQR�GL�?�AMKN?LW�@W�AJGAIGLE�RFPMSEF�RM�RFC�8C@�QGRCbRFGQ�GQ�?L
MNNMPRSLGRW�RM�BCTCJMN�RF?R�GLRCPCQR�DSPRFCP�

5FC�@CQR�NP?ARGAC�DMP�QGEL�SN�DMPKQ�GQ�?Q�DMJJMUQ�

^ 1SR�RFC�QGEL�SN�DMPK�UFCPC�GR�A?L�@C�QCCLbML�CTCPW�N?EC�?LBabove
the fold � 	G�C��ML�RFC�N?EC�UFCPC�GR�A?L�@C�QCCL�UGRFMSR�QAPMJJGLE
BMUL
�

^ 4R?RC�WMSP�?LRGQN?K�QR?LAC�CVNJGAGRJW�?LB�@C�AJC?P�?@MSR�FMU�WMS
T?JSC�QS@QAPG@CPQf�NPGT?AW�

^ 6QC�?�AJC?Pcall to action �� �
^ 5CJJ�QS@QAPG@CPQ�UF?R�RFCW�UGJJ�ECR�?LB�FMU�MDRCL�RFCW�UGJJ�ECR�GR�

*LAJSBC�?�@CLCDGR�QR?RCKCLR�
^ &LQSPC�RFC�C�K?GJ�?BBPCQQ�GQ�AMPPCAR�@W�AFCAIGLE�RFC�QWLR?V�
^ 5CQR�RM�QCC�UF?R�UMPIQ�@CQR�

&TCPW�GLRCP?ARGML�A?L�@C�SQCB�RM�?QI�NCPKGQQGML�RM�QCLB�C�K?GJQ�

�� &TCPWRFGLE�QCCL�ML�RFC
AMKNSRCP�QAPCCL�DMP�?
N?PRGASJ?P�8C@�N?EC�UGRFMSR
LCCBGLE�RM�QAPMJJ�BMUL��"JJ
WMSP�APGRGA?J�MP�KMQR�GKNMPR?LR
GLDMPK?RGML�QFMSJB�JGC�?@MTC
RFC�DMJB�GL�MPBCP�RM�CLQSPC
K?VGKSK�CVNMQSPC�?LB�RM
CLRGAC�RFC�SQCP�RM�PC?B�KMPC�

��� "�A?JJ�RM�?ARGML�GQ�?�NFP?QC
UPGRRCL�RM�KMRGT?RC�RFC�PC?BCP
RM�R?IC�?ARGML�	C�E��QGEL�SN�DMP
MSP�LCUQJCRRCP�@MMI�A?P�FGPC
RMB?W
�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��



^ 0DDCP�QMKCRFGLE�T?JS?@JC�DMP�DPCC�	C�E��UFGRC�N?NCP�EGDR�TMSAFCP�KSQGA
RP?AI
�?LB�?QI�GD�RFCW�UMSJB�QGEL�SN�RM�WMSP�LCUQJCRRCP�?R�RFC�Q?KC
RGKC�

^ "BB�?�QS@QAPG@C�@MV�RM�RFC�AFCAIMSR�NPMACQQ�MD�WMSP�PCR?GJ�QGRC�
^ 6QC�GLRCP?ARGMLQ�?R�RP?BC�QFMUQ�RM�PCOSCQR�C�K?GJ�?BBPCQQCQ�

0NR�GL�?LB�BMS@JC�MNR�GL��RFC�GLRCEPGRW�MD�RFC�B?R?@?QC�A?L�@C�Q?DCES?PBCB�UGRF
?�BMS@JC�MNR�GL�NPMACQQ��"L�C�K?GJ�GQ�QCLR�RM�RFC�C�K?GJ�?BBPCQQ�QSNNJGCB�?LB
RFC�SQCP�F?Q�RM�AJGAI�ML�?�JGLI�UGRFGL�RF?R�C�K?GJ�RM�AMLDGPK�RFCGP�QS@QAPGNRGML�
5FGQ�KC?LQ�RF?R�BSB�C�K?GJ�?BBPCQQCQ�?PC�ICNR�MSR�MD�RFC�B?R?@?QC�?LB�AMLDGPKQ
RF?R�RFC�SQCP�F?Q�EP?LRCB�CVNJGAGR�NCPKGQQGML�

Step 3: Creative Execution

&�K?GJQ�A?L�@C�APC?RCB�?LB�TGCUCB�?Qhypertext markup language (HTML) e-
mails �� MP�?Qtext e-mails �� ��#C?P�GL�KGLB�RFMSEF�RF?R�QMKCRGKCQ�)5.-�C�K?GJQ
?PC�PCLBCPCB�?Q�RCVR�C�K?GJQ�

5CVR�C�K?GJQ�?PC�RFC�NJ?GL�MLCQbRCVR�MLJW�?Q�RFC�L?KC�QSEECQRQ��*D�WMS�F?TC�?
8GLBMUQ�AMKNSRCP�?LB�WMS�MNCL�SN�/MRCN?B�?LB�RWNC�RFCPC�RFCL�WMS�UGJJ�@C
APC?RGLE�?�RCVR�DGJC��5FCQC�C�K?GJQ�?PC�QK?JJCP�?LB�NJ?GLCP��8FGJC�AMNW�GQ�?JU?WQ
GKNMPR?LR�GR�GQ�N?PRGASJ?PJW�APGRGA?J�GL�RFGQ�A?QC�?Q�GR�GQ�RFC�ICW�BPGTCP�MD�?ARGML�?LB
GLRCP?ARGML�

)5.-�C�K?GJQ�?PC�RFC�C�K?GJQ�UGRF�?JJ�RFC�@CJJQ�?LB�UFGQRJCQ��5FCQC�C�K?GJQ�A?L
AMLR?GL�GK?ECQ�BGDDCPCLR�DMLRQ�?LB�FWNCPJGLIQ��*RfQ�NPM@?@JW�UF?R�WMSfTC�F?B�GL
KGLB�RFPMSEFMSR�RFGQ�AF?NRCP�UFCL�UC�F?TC�PCDCPPCB�RM�C�K?GJ�K?PICRGLE�

Parts of an E-mail

5FCPC�?PC�QGV�K?GL�N?PRQ�MD�?L�C�K?GJ�

Header�� ��5FGQ�F?Q�RFC�cRMd�cDPMKd�?LB�cPCNJW�RMd�DGCJBQ��5FCQC�?PC�?JQM
MNNMPRSLGRGCQ�RM�@SGJB�?�PCJ?RGMLQFGN�RFPMSEF�APC?RGLE�?�NCPACNRGML�MD�D?KGJG?PGRW��*L
MRFCP�UMPBQ�RFC�PC?BCP�LCCBQ�RM�NCPACGTC�RF?R�RFC�LCUQJCRRCP�GQ�QMKCUF?R�SLGOSC
DMP�RFCK�?LB�QCLR�NCPQML?JJW�@W�RFC�NS@JGQFCP��6QGLE�?�NCPQML?JGXCB�AMKN?LW�C�
K?GJ�?BBPCQQ�	C�E��RPCTMP!AMKN?LWL?KC�AMK
�DMP�RFC�cPCNJWd�DGCJB�APC?RCQ
D?KGJG?PGRW�?LB�@SGJBQ�RPSQR�UGRF�RFC�PC?BCP��5FC�cDPMKd�?BBPCQQ�QFMSJB�?JQM�GLAJSBC

��� )5.-�C�K?GJQ�SQS?JJW�AMLR?GL
EP?NFGAQ�?LB�A?L�@C
GLRCP?ARGTC�

��� 5CVR�C�K?GJQ�MP�NJ?GL�RCVR�C�
K?GJQ�BM�LMR�AMLR?GL�EP?NFGAQ
MP�?LW�IGLB�MD�K?PISN�

��� )?Q�RFC�cRMd�cDPMKd�?LB
cPCNJW�RMd�DGCJBQ�GL�?L�C�K?GJ�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��



RFC�MPE?LGX?RGMLfQ�L?KC��"�KC?LGLEJCQQ�cDPMKd�?BBPCQQ�RF?R�RFC�PC?BCP�A?LLMR
GBCLRGDW�MLJW�QCPTCQ�RM�AMLDSQC�RFC�MPGEGL�MD�RFC�LCUQJCRRCP�?LB�QN?PI�?NNPCFCLQGML�

Subject line �� ��5FC�QS@HCAR�JGLC�AMSJB�@C�AMLQGBCPCB�RFC�KMQR�GKNMPR?LR�N?PR�MD�?L
C�K?GJ��4S@HCAR�JGLCQ�?GB�RFC�PC?BCP�GL�GBCLRGDWGLE�RFC�C�K?GJ�?LB�?JQM�CLRGAC�RFC
PC?BCP�RM�MNCL�GR��5FC�QS@HCAR�JGLC�GQ�?JQM�QAPSRGLGXCB�@W�QN?K�DGJRCPQ�?LB�QM�QFMSJB
?TMGB�UMPBQ�JGIC�cDPCCd�cUGLd�?LB�c@SW�LMU�d�$MLQGQRCLR�QS@HCAR�JGLCQ�SQGLE�RFC
L?KC�MD�RFC�AMKN?LW�?LB�RFC�LCUQJCRRCP�CBGRGML�A?L�@SGJB�D?KGJG?PGRW�?LB�FCJN
PC?BCPQ�RM�QMPR�RFCGP�GL�@MV��"Q�UGRF�CTCPWRFGLE�MLJGLC�RCQRGLE�BGDDCPCLR�QS@HCAR
JGLCQ�UGJJ�JC?B�K?PICRCPQ�RM�RFC�DMPKSJ?�RF?R�UMPIQ�DMP�RFCK�

Personalized greeting �� ��8GRF�?�B?R?@?QC�RF?R�F?Q�CLRPGCQ�DMP�PC?BCPQf�L?KCQ�GR�GQ
NMQQG@JC�RM�NCPQML?JGXC�RFC�EPCCRGLE�MD�RFC�C�K?GJ��c)G�,GK�.MPE?Ld�A?L�CJGAGR�D?P
@CRRCP�PCQNMLQCQ�RF?L�c%C?P�7?JSCB�$SQRMKCPd�@SR�GR�GQ�NMQQG@JC�RM�APC?RC�?
EPCCRGLE�UGRF�NCPQML?JGRW�UGRFMSR�NCPQML?JGXGLE�GR��0AA?QGML?JJW�RFC�QS@HCAR�JGLC
A?L�@C�NCPQML?JGXCB�?Q�UCJJ�RM�@MMQR�PCQNMLQCQ�

Body�� ��5FGQ�GQ�UFCPC�RFC�AMLRCLR�MD�RFC�C�K?GJ�EMCQ��%MLfR�@C�RCKNRCB�RM�SQC�RMM
K?LW�GK?ECQ��GR�A?L�GLAPC?QC�RFC�QGXC�MD�RFC�C�K?GJ�?LB�GR�A?L�M@QASPC�RCVR�UFCL
GK?ECQ�BM�LMR�JM?B��#C�QSPC�RF?R�RCVR�GQ�LMR�ML�RFC�GK?EC�@SR�P?RFCP�A?L�@C�PC?B
UGRFMSR�?L�GK?EC�@CGLE�JM?BCB��3C?BCPQ�U?LR�T?JSC�QM�UFCPC�GK?ECQ�?PC�SQCB
K?IC�QSPC�RFCW�?PC�PCJCT?LR�?LB�LMR�HSQR�QN?AC�DGJJCPQ�

Footer�� ��"�QR?LB?PB�DMMRCP�DMP�C�K?GJQ�FCJNQ�RM�@SGJB�AMLQGQRCLAW�?LB�GQ�RFC
ASQRMK?PW�NJ?AC�RM�ICCN�RFC�AMLR?AR�BCR?GJQ�MD�RFC�AMKN?LW�QCLBGLE�RFC�C�K?GJ��"R
RFC�TCPW�JC?QR�RFGQ�QFMSJB�GLAJSBC�RFC�L?KC�?LB�AMLR?AR�C�K?GJ�MD�RFC�AMKN?LW��*R
A?L�?JQM�GLAJSBC�RFC�NPGT?AW�NMJGAW�MD�RFC�QCLBCP��0LC�U?W�RM�EPMU�RFC�C�K?GJ�JGQR�GQ
?BB�?�cDMPU?PB�RM�?�DPGCLBd�JGLI�GL�RFC�DMMRCP��5FC�KMQR�GKNMPR?LR�N?PR�MD�RFC�DMMRCP
GQ�?�AJC?P�SLQS@QAPG@C�JGLI�

Unsubscribe link �� ��*R�GQ�K?LB?RMPW�RM�F?TC�?L�SLQS@QAPG@C�JGLI�ML�?JJ�AMKKCPAG?J
C�K?GJQ��*LRCP?ARGTC�C�K?GJQ�?PC�@CQR�AMLQRPSARCB�UGRF�JGEFRUCGEFR�)5.-�A?N?@GJGRW
?JJMUGLE�RFC�C�K?GJ�RM�MNCL�OSGAIJW��5FGQ�FCJNQ�RM�A?NRSPC�RFC�SQCPfQ�?RRCLRGML
@CDMPC�QFC�KMTCQ�ML��5FC�QRPSARSPC�KSQR�?JJMU�PC?BCPQ�RM�QA?L�?LB�L?TGE?RC�RFC�C�
K?GJ�C?QGJW��'MP�KMPC�ML�SQ?@GJGRW�PCDCP�RM$F?NRCP�����8C@�4GRC�%CTCJMNKCLR�?LB
%CQGEL���5FC�JCLERF�MD�N?P?EP?NFQ�CKNF?QGQ�RFPMSEF�@MJBGLE�?LB�AMJMPQ�?Q�UCJJ�?Q
QCARGMLGLE�GLDMPK?RGML�UGRF�@SJJCRQ�?LB�@MPBCPQ�?JJ�AMLRPG@SRC�RM�?�UCJJ�QRPSARSPCB
C�K?GJ�

��� "GBQ�RFC�PC?BCP�GL�GBCLRGDWGLE
RFC�C�K?GJ�?LB�?JQM�CLRGAC�RFC
PC?BCP�RM�MNCL�GR�

��� "�EPCCRGLE�RF?R�GQ�QNCAGDGA�RM
RFC�SQCP�

��� 8FCPC�RFC�AMLRCLR�MD�RFC�C�
K?GJ�EMCQ�

��� "NNC?PQ�?R�RFC�@MRRMK�MD�RFC�C�
K?GJ�?LB�K?W�GLAJSBC�AMLRCLR
QSAF�?Q�AMLR?AR�GLDMPK?RGML
?LB�RFC�SLQS@QAPG@C�JGLI�

��� 5FC�JGLI�RF?R�?JJMUQ�SQCPQ�RM
PCKMTC�RFCKQCJTCQ�DPMK�?L�C�
K?GJ�RFCW�LM�JMLECP�UGQF�RM
PCACGTC��3COSGPCB�CJCKCLR�DMP
?JJ�C�K?GJQ�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��
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Figure 2.2HTML E-mail with Key Elements Shown

Create Content

3CJCT?LR�?LB�T?JS?@JC�C�K?GJ�AMLRCLR�GQ�TGR?J�RM�CLQSPGLE�RFC�QSAACQQ�MD�?L�C�K?GJ
K?PICRGLE�A?KN?GEL��7?JS?@JC�AMLRCLR�GQ�GLDMPK?RGTC�?LB�QFMSJB�?BBPCQQ�RFC
NPM@JCKQ�?LB�LCCBQ�MD�PC?BCPQ��*R�GQ�GKNMPR?LR�RM�PC?JGXC�RF?R�RFC�PC?BCP�BCRCPKGLCQ
RFC�T?JSC�MD�RFC�AMLRCLR�LMR�RFC�NS@JGQFCP�

4SAACQQDSJ�C�K?GJ�A?KN?GELQ�NPMTGBC�T?JSC�RM�RFCGP�PC?BCPQ��5FGQ�T?JSC�A?L�T?PW
DPMK�A?KN?GEL�RM�A?KN?GEL��/CUQJCRRCPQ�A?L�MDDCP�RFC�DMJJMUGLE�

^ )SKMP
^ 3CQC?PAF
^ *LDMPK?RGML
^ 1PMKMRGMLQ

)MUCTCP�?TMGB�@CGLE�K?PICB�?Q�QN?K�@W�QR?WGLE�?U?W�DPMK�UMPBQ�JGIC�cDPCCd�c@SW
LMUd�?LB�cBGQAMSLR�d

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��



Test for Display and Deliverability

"L�C�K?GJ�AJGCLR�GQ�RFC�QMDRU?PC�MP�NPMEP?K�RF?R�?�NCPQML�SQCQ�RM�?AACQQ�FGQ�MP�FCP�C�
K?GJ��4MKC�?PC�8C@�@?QCB�JGIC�(K?GJ�?LB�)MRK?GJ�@SR�RFCPC�?PC�?JQM�NJCLRW�MD
QMDRU?PC�@?QCB�C�K?GJ�AJGCLRQ�JGIC�0SRJMMI�5FSLBCP@GPB�&SBMP?�?LB�-MRSQ�RM
KCLRGML�HSQR�?�DCU��5FCMPCRGA?JJW�RFC�Q?KC�C�K?GJ�AMSJB�JMMI�BGDDCPCLR�GL�CTCPW
QGLEJC�MLC�MD�RFCQC�QM�@C�NPCN?PCB��*L�?BBGRGML�RM�RCQRGLE�RFC�C�K?GJ�RM�CLQSPC�RF?R�GR
UGJJ�N?QQ�QN?K�DGJRCPQ�RFC�BCQGEL�QFMSJB�@C�RCQRCB�RM�CLQSPC�RF?R�GR�PCLBCPQ�AJC?PJW�GL
?Q�K?LW�C�K?GJ�AJGCLRQ�?Q�NMQQG@JC��.?IC�QSPC�RF?R�GK?ECQ�JGLC�SN�RF?R�AMNW�GQ�AJC?P
?LB�RF?R�?JJ�RFC�JGLIQ�UMPI�

&�K?GJQ�A?L�@C�RCQRCB�DMP�NJ?RDMPK�AMKN?RG@GJGRW�?RFRRN���JGRKSQ?NN�AMK��"L�C�
K?GJfQ�QN?K�QAMPC�A?L�@C�AFCAICB�?RFRRN���QN?K?QQ?QQGL�?N?AFC�MPE�

Step 4: Integration of Campaign with Other Channels

8FGJC�C�K?GJ�K?PICRGLE�A?L�MNCP?RC�?Q�?�QR?LB�?JMLC�K?PICRGLE�A?KN?GEL
GLRCEP?RGLE�GR�UGRF�MRFCP�AF?LLCJQ�@MRF�MLJGLC�?LB�MDDJGLC�UGJJ�QCPTC�RM�@MRF
PCGLDMPAC�?�@P?LBfQ�KCQQ?EC�?LB�GLAPC?QC�PCQNMLQCQ�

5FCPC�QFMSJB�LCTCP�@C�?�BGQN?PGRW�@CRUCCL�RFC�AMLRCLR�RMLC�MP�BCQGEL�MD�?L�C�K?GJ
UFCL�AMKN?PCB�RM�RFC�PCQR�MD�?�AMKN?LWfQ�MDDCPGLEQ��*L�QRMPC�NPMKMRGMLQ�A?L�@C
PCGLDMPACB�?LB�NPMKMRCB�RM�?L�C�K?GJ�B?R?@?QC�MP�8C@�QGRC�GLDMPK?RGML�A?L�@C
QSKK?PGXCB�DMP�C�K?GJ�

$SQRMK�J?LBGLE�N?ECQ�?Q�PCOSGPCB�QFMSJB�@C�APC?RCB�DMP�?LW�NPMKMRGMLQ�@CGLE
AMKKSLGA?RCB�GL�?L�C�K?GJ�AMKKSLGA?RGML�

Execution
Step 5: Personalization of the Message

5FC�RCAFLMJMEW�MD�C�K?GJ�K?PICRGLE�?JJMUQ�DMP�K?QQ�ASQRMKGX?RGMLbGR�GQ�MLC�RM�MLC
K?PICRGLE�ML�?�K?APM�QA?JC��&TCL�QGKNJC�NCPQML?JGX?RGML�A?L�QCC�GKNPMTCB�PCQSJRQ�

$SQRMKGX?RGML�QR?PRQ�?R�SQGLE�RFC�PCAGNGCLRfQ�L?KC�?LB�QCLBGLE�CGRFCP�)5.-�MP�RCVR
C�K?GJQ�@?QCB�ML�NPCDCPCLAC�RM�QMNFGQRGA?RCB�KC?QSPCKCLR�MD�?�PCAGNGCLRfQ
NPCDCPCLACQ�?LB�R?GJMPGLE�AMLRCLR�RM�QSGR�RFCK�

4CEKCLRGLE�?�B?R?@?QC�A?L�?JJMU�DMP�ASQRMKGX?RGML�?APMQQ�BCKMEP?NFGAQ�MP
NSPAF?QC�FGQRMPW��#CGLE�?@JC�RM�PCAMLAGJC�@PMUQGLE�?ARGTGRW�RM�?L�C�K?GJ�PCAGNGCLR
A?L�EGTC�DSPRFCP�MNNMPRSLGRGCQ�DMP�ASQRMKGX?RGML�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��
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Step 6: Deployment

#W�APC?RGLE�T?JS?@JC�AMLRCLR�CQR?@JGQFGLE�RFC�AMPPCAR�DPCOSCLAW�?LB�RCQRGLE�?L�C�
K?GJ�DMP�BGQNJ?W�?LB�BCJGTCP?@GJGRW�?L�C�K?GJ�K?PICRCP�QFMSJB�@C�?@JC�RM�CLQSPC�?L
CVACJJCLR�BCJGTCPW�P?RC��$MLQGQRCLAW�GL�BCNJMWGLE�LCUQJCRRCPQ�?JQM�?GBQ�GL�DMQRCPGLE
RPSQR�?LB�DSJDGJJGLE�CVNCAR?RGML��&�K?GJQ�QFMSJB�@C�BCJGTCPCB�?R�AMLQGQRCLR�RGKCQ�@SR
RFC�MNRGKSK�RGKC�DMP�@CQR�PCQSJRQ�QFMSJB�@C�RCQRCB�

&�K?GJ�PCNSR?RGML�A?L�BCRCPKGLC�UFCRFCP�MP�LMR�WMSP�KCQQ?EC�GQ�PCE?PBCB�?Q�QN?K�
*R�GQ�BCRCPKGLCB�@W�RFC�ECLCP?J�MNGLGML�MD�RFCInternet service providers (ISPs) �� 
RFC�?LRGQN?K�AMKKSLGRW�?LB�RFC�PCAGNGCLRQ�MD�?L�C�K?GJ��*R�A?L�PCJ?RC�RM�?�QCLBCPfQ
Internet protocol (IP) address �� �QCLBGLE�BMK?GL�MP�@MRF��5FGQ�KC?LQ�RF?R�GD
QMKCMLC�QCLBQ�C�K?GJ�SQGLE�RFC�Q?KC�QCPTCP�RF?R�WMS�SQC�WMS�AMSJB�@C�B?K?ECB�GD
RFCW�QN?K��5FGQ�MNGLGML�GQ�?�PCNSR?RGML�QAMPC�APC?RCB�@W�?L�*41�MP�?�RFGPB�N?PRW
NPMTGBCP��*D�RFC�QCLBCPfQ�QAMPC�D?JJQ�UGRFGL�RFC�*41fQ�RFPCQFMJBQ�?�QCLBCPfQ�KCQQ?ECQ
UGJJ�@C�BCJGTCPCB�RM�RFC�GL�@MV��*D�LMR�RFC�QCLBCPfQ�C�K?GJQ�K?W�?PPGTC�GL�RFC�@SJI
DMJBCP�@C�OS?P?LRGLCB�MP�@C�@MSLACB�@?AI�RM�RFC�QCLBCP�

#CAMKGLE�?L�CDDCARGTC�C�K?GJ�K?PICRCP�PCOSGPCQ�AMLQR?LR�JGQR�AJC?LQGLE�?LB�FWEGCLC�
*L�D?AR�KMQR�JGQRQ�QFPGLI�@W����NCPACLR�C?AF�WC?P�BSC�RM�QS@QAPG@CPQ�AF?LEGLE�C�K?GJ
?BBPCQQCQ��.?IC�QSPC�WMS�?PC�BGJGECLR�?@MSR�K?GLR?GLGLE�?�ASPPCLR�MNR�GL�JGQR�RM
?AFGCTC�K?VGKSK�BCJGTCP?@GJGRW�TG?�PCNSR?RGML�

5GNQ�RM�FCJN�?�PCNSR?RGML�QAMPC�GLAJSBC�RFC�DMJJMUGLE�

^ *41Q�MDDCP�T?PGMSQ�QCLBCPfQ�?SRFCLRGA?RGML�QR?LB?PBQ�QSAF�?QSender
ID��  sender policy framework (SPF)�� �?LB�%MK?GL,CWQ��6QC�RFCQC�

^ 0SR�UGRF�RFC�MJB�GL�UGRF�RFC�LCUbICCN�WMSP�B?R?@?QC�AJC?L�
^ 3CKMTChard bounces�� ?DRCP�RFPCC�BCJGTCPGCQ�	*41Q�BMLfR�JGIC�C�K?GJ

@PM?BA?QRCPQ�UFM�F?TC�?�FGEF�@MSLAC�P?RC
�
^ 3CKCK@CP�RF?R�?�FSEC�@SR�GL?AASP?RC�?LB�MSRB?RCB�B?R?@?QC�GQ�D?P�JCQQ

SQCDSJ�RM�?L�C�K?GJ�K?PICRCP�RF?L�?�RGEFRJW�K?GLR?GLCB�QK?JJCP
B?R?@?QC��4RPGTC�RM�@MMQR�WMSP�B?R?@?QC�@SR�BMLfR�DMPECR�RM�AJC?L�GR�SN
?Q�WMS�EM�

^ &LQSPC�C�K?GJ�@PM?BA?QR�P?RCQ�?PC�LMR�RMM�FGEF�
^ 3CQNMLB�RM�AMKNJ?GLRQ�?LB�SLQS@QAPG@C�PCOSCQRQbGD�QMKCMLC�PCOSCQRQ

RM�@C�SLQS@QAPG@CB�BM�QM�
^ &BSA?RC�SQCPQ�?@MSRwhite lists �� �

��� 5FC�AMKN?LW�RF?R�GQ�NPMTGBGLE
WMS�UGRF�?AACQQ�RM�RFC�*LRCPLCR
	C�E��.8&#�"0-�?LB�:?FMM�
�

��� "L�CVAJSQGTC�LSK@CP�RF?R�GQ
SQCB�RM�PCNPCQCLR�CTCPW�QGLEJC
AMKNSRCP�GL�?�LCRUMPI�

��� "�KCRFMB�SQCB�@W�K?HMP�*41Q�RM
AMLDGPK�RF?R�C�K?GJQ�BM
MPGEGL?RC�DPMK�RFC�BMK?GL
DPMK�UFGAF�GR�AJ?GKQ�RM�F?TC
@CCL�QCLR�

��� "L�CVRCLQGML�MD�4.51�RF?R
QRMNQ�C�K?GJ�QN?KKCPQ�DPMK
DMPEGLE�RFC�c'PMKd�DGCJBQ�GL�?L
C�K?GJ�

��� 5FC�D?GJCB�BCJGTCPW�MD�C�K?GJ
AMKKSLGA?RGML�BSC�RM�?L
SLAF?LEGLE�PC?QML�JGIC�?
LMLCVGQRCLR�C�K?GJ�?BBPCQQ�

��� "�JGQR�MD�?AACNRCB�C�K?GJ
?BBPCQQCQ�RF?R�?L�*41�?
QS@QAPG@CP�MP�MRFCP�C�K?GJ
QCPTGAC�NPMTGBCP�?JJMUQ�RM
BCJGTCP�KCQQ?ECQ�PCE?PBJCQQ�MD
QN?K�DGJRCP�QCRRGLEQ�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��



"L�C�K?GJ�UFGRC�JGQR�GQ�?�JGQR�MD�AMLR?ARQ�RF?R�RFC�SQCP�BCCKQ�?PC�?AACNR?@JC�RM
PCACGTC�C�K?GJ�DPMK�?LB�QFMSJB�LMR�@C�QCLR�RM�RFC�RP?QF�DMJBCP�

8FCL�QFMSJB�WMS�QCLB�C�K?GJQ �$MKKML�QCLQC�RCJJQ�WMS�LMR�ML�.MLB?W�KMPLGLE�MP
'PGB?W�?DRCPLMML�@SR�GR�T?PGCQ�@W�?SBGCLAC��5CQRGLE�UGJJ�ESGBC�WMS�

8FCL�GQ�C�K?GJ�?L�C�K?GJ�?LB�UFCL�GQ�GR�QN?K �4N?K�GQ�SLQMJGAGRCB�@SJI�C�
K?GJbGR�KC?LQ�RF?R�RFC�PCAGNGCLR�LCTCP�E?TC�NCPKGQQGML�RM�@C�QCLR�RF?R�C�K?GJ�

*D�RFC�PCAGNGCLR�F?Q�EGTCL�NCPKGQQGML�RM�@C�QCLR�K?PICRGLE�KCQQ?ECQ�@W�C�K?GJ�RFCL
GR�GQ�LMR�QN?K��6QCPQ�EGTC�NCPKGQQGML�UFCL�RFCW�AFCAI�?�@MV�RF?R�Q?WQ�c:CQ�NJC?QC
QCLB�KC�MDDCPQ�DPMK�WMSP�AMKN?LW�@W�C�K?GJ�d�5FC�C�K?GJ�?BBPCQQ�A?L�MLJW�@C
NPMTGBCB�RM�?LMRFCP�AMKN?LW�GD�RFC�SQCP�RGAIQ�?�@MV�RF?R�Q?WQ�c:CQ�NJC?QC�QCLB�KC
MDDCPQ�DPMK�RFGPB�N?PRGCQ�QCJCARCB�@W�WMS�@W�C�K?GJ�d

1CPKGQQGML�KSQR�@C�CVNJGAGRJW�EGTCL�RM�RFC�AMKN?LW�RM�@C�?JJMUCB�RM�K?PICR�RM�RF?R
SQCP��5PWGLE�RM�E?GL�CVNJGAGR�NCPKGQQGML�GL�?�QLC?IW�U?W�UGJJ�MLJW�?LLMW�WMSP�SQCPQ
?LB�KGEFR�PCQSJR�GL�WMSP�C�K?GJQ�@CGLE�K?PICB�?Q�QN?K�UFGAF�QS@QCOSCLRJW
B?K?ECQ�WMSP�PCNSR?RGML�

Step 7: Interaction Handling

"Q�UCJJ�?Q�RFC�C�K?GJQ�QRP?RCEGA?JJW�NJ?LLCB�?Q�N?PR�MD�?�A?KN?GEL�	NPMKMRGML?J�C�
K?GJQ�?LB�LCUQJCRRCPQ
�CTCPW�GLRCP?ARGML�TG?�C�K?GJ�QFMSJB�@C�AMLQGBCPCB�?Q�N?PR�MD
?�AMKN?LWfQ�C�K?GJ�K?PICRGLE�NP?ARGAC��"SRMK?RCB�C�K?GJQ�QSAF�?Q�MPBCP
AMLDGPK?RGMLQ�?LB�CTCL�MSR�MD�MDDGAC�PCNJGCQ�?PC�?JJ�MNNMPRSLGRGCQ�RM�CLE?EC�UGRF
ASQRMKCPQ��*D�?�AMKN?LW�F?Q�?�N?PRGASJ?P�RMLC�MP�AMLRCLR�QRWJC�RFGQ�KSQR�@C
PCGLDMPACB�GL�RFCQC�GLRCP?ARGMLQ��5FCQC�C�K?GJQ�A?L�?JQM�@C�?L�MNNMPRSLGRW�RM�APMQQ�
?BTCPRGQC�MRFCP�NPMKMRGMLQ�RF?R�?�AMKN?LW�GQ�MDDCPGLE�

Postcampaign
Step 8: Report Generation

"Q�UGRF�?JJ�RFGLEQ�C.?PICRGLE�RP?AIGLE�?L?JWXGLE�?LB�MNRGKGXGLE�GQ�ICW�RM�EPMURF�
&�K?GJ�RP?AIGLE�QWQRCKQ�NPMBSAC�QR?RGQRGAQ�GL�?�SQCP�DPGCLBJW�K?LLCP�

$F?NRCP���&�K?GJ�.?PICRGLE
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5FC�DMJJMUGLE�?PC�ICW�KC?QSP?@JCQ�DMP�SLBCPQR?LBGLE�RFC�NCPDMPK?LAC�MD�C�K?GJ
A?KN?GELQ�

^ /SK@CP�MDe-mails delivered �
^ /SK@CP�MDbounces��5FGQ�QFMSJB�@C�QCN?P?RCB�GLRM�F?PB�@MSLACQ�?LB

QMDR�@MSLACQ�
^ /SK@CP�MD�SLGOSCe-mails opened��"L�C�K?GJ�A?L�@C�BCJGTCPCB�@SR

RF?R�BMCQ�LMR�LCACQQ?PGJW�KC?L�GR�U?Q�MNCLCB�
^ Unsubscribes�� ��4GELGDGA?LR�MP�AMLQGQRCLR�JMQQ�GL�QS@QAPG@CPQ�GQ�?�ICW

GLBGA?RGML�RF?R�WMS�?PC�LMR�KCCRGLE�RFC�LCCBQ�MD�WMSP�QS@QAPG@CPQ�
^ Pass-on rate�� ��)GEF�N?QQ�ML�P?RC�	DMPU?PBQ
�GLBGA?RCQ�RF?R�WMSP�JGQR

T?JSCQ�RFC�AMLRCLR�CLMSEF�RM�AMLQR?LRJW�QF?PC�UGRF�MRFCPQ��1SRRGLE�?L
C?QW�cDMPU?PB�RM�?�DPGCLBd�JGLI�GL�CTCPW�C�K?GJ�A?L�GLAPC?QC�RFGQ�
"BBGLE�?�QGEL�SN�JGLI�RM�DMPU?PBCB�C�K?GJQ�UGJJ�MPE?LGA?JJW�EPMU�RFC
MNR�GL�JGQR�

^ Click-through rates and conversion ��5FGQ�KC?QSPCQ�RFC�CDDCARGTCLCQQ
MD�?L�C�K?GJ�TG?�RFC�JGLIQ�NJ?ACB�GL�RFC�AMLRCLR��8FCL�?�PC?BCP�AJGAIQ
RFPMSEF�RM�?�8C@�N?EC�RFCQC�A?L�@C�C?QGJW�KC?QSPCB�?Q�?�NCPACLR?EC
?E?GLQR�LSK@CP�MD�BCJGTCPCB�MNCLCB�MP�QCLR�C�K?GJQ��*R�PCTC?JQ�UFGAF
AMLRCLR�MP�NPMKMRGML�U?Q�RFC�KMQR�CLRGAGLE�DMP�RFC�PC?BCP�

0NCL�P?RC�BMCQ�LMR�LCACQQ?PGJW�GLBGA?RC�UFCRFCP�MP�LMR�?L�C�K?GJ�F?Q�@CCL�PC?B�
)MU�BM�WMS�RFGLI�?�K?PICRCP�A?L�BCRCPKGLC�GD�C�K?GJQ�?PC�@CGLE�PC?B 

Step 9: Analysis of Results

0LAC�RFC�PCNMPRQ�F?TC�@CCL�ECLCP?RCB�GR�GQ�RGKC�RM�UMPI�MSR�UF?R�RFC�LSK@CPQ�?PC
PCTC?JGLE�?LB�RM�SQC�RFGQ�GLDMPK?RGML�RM�GKNPMTC�RFC�LCVR�C�K?GJ�QCLR�MSR�

8GRF�C�K?GJ�K?PICRGLE�QNJGR�RCQRGLE�?APMQQ�?�FMQR�MD�D?ARMPQ�UGJJ�CL?@JC�A?KN?GEL
MNRGKGX?RGML��5FC�DMJJMUGLE�?PC�QMKC�D?ARMPQ�RM�RCQR�

^ 0NCL�P?RCQ�?APMQQ�BGDDCPCLR�QS@HCAR�JGLCQ�?LB�BCJGTCPW�RGKCQ
^ 0NRGK?J�LSK@CP�MD�JGLIQ�GL�?L�C�K?GJ�DMP�AJGAI�RFPMSEF�P?RCQ�?LB

AMLTCPQGMLQ
^ %GDDCPCLR�AMNW�QRWJCQ�?LB�AMNW�JCLERF
^ 5FC�CDDCAR�MD�TGBCM�ML�BCJGTCPW�P?RCQ�MNCL�P?RCQ�?LB�AMLTCPQGMLQ

��� 8FCL�?�SQCP�SLQS@QAPG@CQ�DPMK
?L�C�K?GJ�RFCW�MNRCB�GL�RM
PCACGTC�

��� 5FC�NCPACLR?EC�MD�C�K?GJQ�RF?R
?PC�DMPU?PBCB�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��



'GPQR�?L�C�K?GJ�A?KN?GEL�LCCBQ�?�B?R?@?QC��"�NJ?L�DMP�EPMUGLE�RFGQ�B?R?@?QC�LCCBQ
RM�@C�NSR�GL�NJ?AC��.MQR�C�K?GJ�QCPTGAC�NPMTGBCPQ�UGJJ�?JQM�NPMTGBC�RMMJQ�DMP
K?L?EGLE�RFGQ�B?R?@?QC�

"JJ�C�K?GJQ�LCCB�RM�@C�RCQRCB�DMP�C�K?GJ�AJGCLR�AMKN?RG@GJGRW�?Q�UCJJ�?Q�DMP�?LW
NMRCLRG?J�QN?K�NPM@JCKQ��&�K?GJ�AJGCLR�AMKN?RG@GJGRW�A?L�@C�PCTGCUCB�?R
FRRN���UUU�JGRKSQ?NN�AMK�?LB�?L�C�K?GJfQ�QN?K�QAMPC�A?L�@C�AFCAICB�?R
FRRN���QN?K?QQ?QQGL�?N?AFC�MPE�

0LAC�?L�C�K?GJ�F?Q�@CCL�QCLR�PCQSJRQ�LCCB�RM�@C�?L?JWXCB�RM�NGLNMGLR�?PC?Q�DMP
EPMURF�DMP�RFC�LCVR�A?KN?GEL�

KEY TAKEAWAYS

^ 30*�A?L�@C�?�EM?J�MD�RFC�A?KN?GEL�?LB�GR�A?L�@C�SQCB�?Q�?�,1*�
^ (PMUGLE�?�B?R?@?QC�UFGJC�ICCNGLE�GR�R?PECRCB�GQ�?�ICW�D?ARMP�GL�?LW�C�

K?GJ�A?KN?GEL�
^ '?GJSPC�RM�M@R?GL�NCPKGQQGML�RM�QCLB�C�K?GJQ�RM�?�NCPQML�K?W�PCQSJR�GL

JCE?J�?ARGML�MP�K?W�HCMN?PBGXC�?�AMKN?LWfQ�PCNSR?RGML��(?GLGLE�CVNJGAGR
NCPKGQQGML�RM�QCLB�C�K?GJ�K?PICRGLE�RM�?�NCPQML�GQ�?�NPCPCOSGQGRC�DMP
QSAACQQDSJ�C�K?GJ�K?PICRGLE��FMUCTCP�?JJ�C�K?GJQ�QCLR�@W�?L
MPE?LGX?RGML�?LB�RFC�GLBGTGBS?JQ�GL�RF?R�MPE?LGX?RGML�A?L�@C�QCCL�?Q
K?PICRGLE�MNNMPRSLGRGCQ�

^ 5FCPC�?PC�QGV�K?GL�N?PRQ�MD�?L�C�K?GJ��RFC�FC?BCP�QS@HCAR�JGLC
NCPQML?JGXCB�EPCCRGLE�@MBW�DMMRCP�?LB�SLQS@QAPG@C�JGLI�

^ 4SAACQQDSJ�C�K?GJ�K?PICRGLE�PCOSGPCQ�A?PCDSJ�NJ?LLGLE�?LB�RCQRGLE�
)5.-�C�K?GJQ�LCCB�RM�@C�RCQRCB�?APMQQ�?�P?LEC�MD�C�K?GJ�AJGCLRQ�?LB
QFMSJB�@C�RCQRCB�DMP�?�QN?K�QAMPC�@CDMPC�@CGLE�BCNJMWCB�

^ #CGLE�?@JC�RM�PCAMLAGJC�@PMUQGLE�?ARGTGRW�RM�?L�C�K?GJ�PCAGNGCLR�A?L�EGTC
KMPC�MNNMPRSLGRGCQ�DMP�ASQRMKGX?RGML�

^ 7?JS?@JC�AMLRCLR�QFMSJB�NPMBSAC�?L�CVACJJCLR�BCJGTCPW�P?RC�
^ 5FC�GLRCEPGRW�MD�RFC�B?R?@?QC�A?L�@C�Q?DCES?PBCB�UGRF�?�BMS@JC�MNR�GL

NPMACQQ�
^ $?KN?GELQ�A?L�RP?AI�?�ACPR?GL�JCTCJ�MD�B?R?��5FCQC�B?R?�A?L�EGTC�GLQGEFR

GLRM�RFC�QSAACQQ�MD�RFC�A?KN?GEL�

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��

http://www.litmusapp.com
http://spamassassin.apache.org


EXERCISES

�� 8FW�GQ�GR�GKNMPR?LR�DMP�NCPKGQQGML�RM�@C�E?GLCB�@CDMPC�K?PICRGLE�@W�C�
K?GJ�RM�?�NPMQNCAR 

�� 8F?R�?PC�RFC�N?PRQ�MD�?L�C�K?GJ �8FW�QFMSJB�?JJ�K?PICRCPQ�DMJJMU�RFGQ
DMPK?R �8FW�GQ�SLQS@QAPG@C�DSLARGML?JGRW�GKNMPR?LR �$?L�WMS�ESCQQ
UF?R�KGEFR�F?NNCL�GD�?�K?PICRCP�D?GJCB�RM�GLAJSBC�RFGQ�DC?RSPC 

�� "Q�BGQASQQCB�GL�RFC�RCVR�K?PICRCPQ�?TMGB�UMPBQ�JGIC�cDPCCd�c@SW�LMUd
?LB�cBGQAMSLRd�GL�MPBCP�RM�NPCTCLR�@CGLE�K?PICB�?Q�QN?K��8F?R�UMPBQ
KGEFR�?�K?PICRCP�SQC�GLQRC?B 

�� &�K?GJ�JGQR�AJC?LQGLE�?LB�FWEGCLC�GQ�TCPW�GKNMPR?LR�RM�?LW�K?PICRCP�
3CTGCU�RFC�PC?QMLQ�UFW�GR�GQ�GKNMPR?LR��8F?R�BM�WMS�RFGLI�UMSJB
F?NNCL�GD�JGQR�AJC?LGLE�?LB�FWEGCLC�RCAFLGOSCQ�UCPC�LMR�?NNJGCB
PCESJ?PJW 

�� "�JMR�MD�RCQRGLE�EMCQ�GLRM�?L�C�K?GJ�K?PICRGLE�A?KN?GEL��%CQAPG@C�MLC
QGRS?RGML�UFCPC�RCQRGLE�GQ�GKNMPR?LR��%CQAPG@C�FMU�RCQRGLE�UMSJB
GKNPMTC�A?KN?GEL�PCQSJRQ�GL�RF?R�N?PRGASJ?P�QGRS?RGML�

�� 8F?R�GQ�KC?LR�@W�cK?QQ�ASQRMKGX?RGMLd�?LB�UFW�GQ�RFGQ�QM�@CLCDGAG?J 
�� &�K?GJQ�RF?R�?PC�CVNCARCB�?LB�PCAMELGXCB�?PC�KMPC�JGICJW�RM�@C�PC?B�

)MU�A?L�?�K?PICRCP�SQC�RFGQ�ILMUJCBEC�RM�GLAPC?QC�RFC�PC?BCPQFGN�MD�C�
K?GJQ 

�� 8F?R�BM�WMS�RFGLI�KGEFR�@C�F?NNCLGLE�GD�WMS�F?TC�FGEF�AJGAI�RFPMSEF
P?RCQ�@SR�JMU�AMLTCPQGML�P?RCQ 

�� 8FW�BM�WMS�RFGLI�GR�GQ�GKNMPR?LR�RM�RCQR�BGDDCPCLR�D?ARMPQ�GL�?L�C�K?GJ 
8F?R�ILMUJCBEC�BMCQ�?�K?PICRCP�FMNC�RM�E?GL 

$F?NRCP���&�K?GJ�.?PICRGLE

����/GLC�4RCNQ�RM�&VCASRGLE�?L�&�K?GJ�$?KN?GEL ��
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Chapter 3

Online Advertising
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3.1 Introduction

4GKNJW�NSR�MLJGLC�?BTCPRGQGLE�GQ�?BTCPRGQGLE�ML�RFC�*LRCPLCR��0LJGLC�?BTCPRGQGLE
CLAMKN?QQCQ�?BTCPRGQCKCLRQ�ML�QC?PAF�CLEGLC�PCQSJRQ�N?ECQ�?BTCPRGQCKCLRQ�NJ?ACB
GL�C�K?GJQ�?LB�MRFCP�U?WQ�GL�UFGAF�?BTCPRGQCPQ�SQC�RFC�*LRCPLCR��)MUCTCP�RFGQ
AF?NRCP�DMASQCQ�ML�BGQNJ?W�?BTCPRGQGLE�MP�PGAF�KCBG?�?BTCPRGQGLE�

8FCRFCP�MLJGLC�MP�MDD�RFC�K?GL�M@HCARGTC�MD�?BTCPRGQGLE�GQ�RM�GLAPC?QC�Q?JCQ�
"BTCPRGQGLE�?JQM�?GKQ�RM�GLAPC?QC�@P?LB�?U?PCLCQQ��"BTCPRGQGLE�GQ�@?QCB�ML�RFC
QGKNJC�CAMLMKGAQ�MD�QSNNJW�?LB�BCK?LB��"BTCPRGQCPQ�?GK�RM�QRGKSJ?RC�?�AMLQSKCP
LCCB�?LB�RFCL�Q?RGQDW�RF?R�LCCB�

0LC�MD�RFC�EPC?RCQR�@CLCDGRQ�MD�MLJGLC�BGQNJ?W�?BTCPRGQGLE�GQ�RF?R�RFC�KCQQ?ECQ�?PC
LMR�PCQRPGARCB�@W�ECMEP?NFW�MP�RGKC��0LJGLC�?BTCPRGQCKCLRQ�?PC�?JQM�KSAF�KMPC
GLRCP?ARGTC�RF?L�MDDJGLC�?BTCPRGQGLE��8FGJC�@MRF�MLJGLC�?LB�MDDJGLC�?BTCPRGQGLE�A?L
@C�BGQPSNRGTC�GLRCP?ARGTC�MLJGLC�?BTCPRGQGLE�A?L�@C�BCQGELCB�RM�@C�NCPACGTCB�?Q�JCQQ
QM�

0LJGLC�BGQNJ?W�?BTCPRGQGLE�@CE?L�?Q�QGKNJC�FWNCPJGLICB�GK?ECQ�QFMUL�ML�?�8C@�QGRC
?LB�F?Q�QGLAC�NPMEPCQQCB�RM�GLAJSBC�TGBCM�QMSLB�?LB�K?LW�MRFCP�KMBCPL
RCAFLMJMEGCQ��5MB?W�KCQQ?ECQ�?LB�GLRCP?ARGMLQ�A?L�@C�AMLR?GLCB�UGRFGL�RFC
?BTCPRGQGLE�BGQNJ?W�UGRFMSR�CTCP�R?IGLE�AMLQSKCPQ�RM�?�J?LBGLE�N?EC�

"JRFMSEF�RFC�*LRCPLCR�NPMTGBCQ�LCU�QAMNC�DMP�APC?RGTC�?NNPM?AFCQ�RM�?BTCPRGQGLE
UC�QCC�GRQ�RPSC�?BT?LR?EC�UFCL�UC�PC?JGXC�FMU�RP?AI?@JC�?LB�RFCPCDMPC�KC?QSP?@JC
*LRCPLCR�?BTCPRGQGLE�GQ��0P�RM�R?IC�GR�DPMK�&PGA�4AFKGBR�$&0�MD�(MMEJC�c5FC
*LRCPLCR�UGJJ�RP?LQDMPK�?BTCPRGQGLE�@CA?SQC�MD�GRQ�RP?AI?@GJGRW�LMR�GRQ
@C?SRW�d3C@CAA?�-GC@�c*KKCPQGTC�"BTCPRGQGLE�	5FPCC�%?WQf�8MPRF
d�$JGAI;
0ARM@CP��������FRRN���UUU�AJGAIX�AMK�QFMU1?EC�FRKJ N?EC��������	?AACQQCB
.?W�������
�

History

0LJGLC�?BTCPRGQGLE�P?NGBJW�DMJJMUCB�RFC�BCTCJMNGLE�*LRCPLCR��"LB�?Q�AMLQSKCPQ�?PC
GLAPC?QGLEJW�QNCLBGLE�KMPC�RGKC�MLJGLC�?LB�FMSPQ�QNCLR�ML�RFC�*LRCPLCR�QR?PR�RM
CAJGNQC�FMSPQ�QNCLR�U?RAFGLE�RCJCTGQGML�RFC�KCBGSK�@CAMKCQ�GLAPC?QGLEJW
GKNMPR?LR�RM�?LW�?BTCPRGQCP�
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"AAMPBGLE�RM�8GIGNCBG?�RFC�DGPQR�AJGAI?@JC�@?LLCP�?BTCPRGQCKCLR�U?Q�QMJB�RM�?�J?U
DGPK�GL������@W�(JM@?J�/CRUMPI�/?TGE?RMP��)MR8GPCB�?L�C?PJW�8C@�K?E?XGLC�U?Q
RFC�DGPQR�RM�QCJJ�?BTCPRGQGLE�QN?AC�GL�J?PEC�OS?LRGRGCQ�RM�?�LSK@CP�MD�?BTCPRGQCPQ��0LC
MD�RFC�TCPW�DGPQR�?BTCPRGQCPQ�U?Q�"5�5�	?�6�4��RCJCAMK�AMKN?LW
�UFGAF�UCLR�MLJGLC
GL�0ARM@CP������Wikipedia�Q�T��c8C@�#?LLCPdFRRN���CL�UGIGNCBG?�MPE�UGIG�
8C@>@?LLCP	?AACQQCB�.?W�������
�

Figure 3.1An Early Banner Ad for AT&T

Source:http://adland.tv/content/banner-ads-tenth-birthday.

5FGQ�U?Q�N?PR�MD�?�A?KN?GEL�RF?R�"5�5�U?Q�PSLLGLE�RM�NPMKMRC�RFC�*LRCPLCR�RM
AMLQSKCPQ�?LB�GLAJSBCB�RCJCTGQGML�?LB�MSRBMMP�?BTCPRGQGLE��#CJGCTC�GR�MP�LMR�@SR
RFGQ�U?Q�ASRRGLE�CBEC�@?AI�GL������

"Q�8C@�RCAFLMJMEW�F?Q�BCTCJMNCB�QM�F?Q�RFC�RCAFLMJMEW�RF?R�GQ�SQCB�RM�APC?RC�?LB
QCPTC�?BTCPRGQGLE�MLJGLC�

$F?NRCP���0LJGLC�"BTCPRGQGLE
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3.2 How It Works

LEARNING OBJECTIVE

�� 6LBCPQR?LB�UFCL�@CQR�RM�SQC�MLJGLC�?BTCPRGQGLE�

"BTCPRGQGLE�UFCRFCP�MLJGLC�MP�MDDJGLC�F?Q�?�LSK@CP�MD�M@HCARGTCQ�

^ #SGJBGLEbrand awareness�

^ $PC?RGLEconsumer demand�

^ *LDMPKGLE�AMLQSKCPQ�MD�RFC�?BTCPRGQCPfQ�?@GJGRW�RM�Q?RGQDW�RF?R�BCK?LB
^ %PGTGLEresponse� ?LB�Q?JCQ

Building Brand Awareness

.?IGLE�NCMNJC�?U?PC�MD�?�@P?LB�MP�NPMBSAR�GQ�?L�GKNMPR?LR�JMLE�RCPK�EM?J�DMP�?LW
K?PICRCP��0LAC�ASQRMKCPQ�ILMU�?@MSR�RFC�@P?LB�RFC�K?PICRCP�F?Q�R?ICL�RFC�DGPQR
QRCN�RMU?PB�E?GLGLE�RFC�ASQRMKCPfQ�RPSQR�?LB�N?RPML?EC��5FC�@CRRCP�ILMUL�?�@P?LB
GQ�RFC�KMPC�@SQGLCQQ�RFCW�A?L�BM��"LB�RFC�SJRGK?RC�EM?J�GQ�RM�BM�KMPC�@SQGLCQQ�?LB
QCJJ�KMPC�MD�RFC�NPMBSAR�

0LJGLC�APC?RGTC�?BTCPRGQGLE�MPbanner � ?BTCPRGQGLE�GQ�J?PECJW�TGQS?J�K?IGLE�GR�?L
GBC?J�AF?LLCJ�DMP�NPMKMRGLE�@P?LB�AMJJ?RCP?J�

Creating Consumer Demand

$MLQSKCPQ�A?LfR�U?LR�UF?R�RFCW�BMLfR�ILMU�?@MSR��"BTCPRGQGLE�LCCBQ�RM�AMLTGLAC
AMLQSKCPQ�?@MSR�UF?R�RFCW�QFMSJB�U?LR�?LB�UFW�RFCW�QFMSJB�U?LR�GR��.MBCPL
MLJGLC�?BTCPRGQGLE�NPMTGBCQ�?�EPC?R�U?W�RM�AMKKSLGA?RC�RFC�641Q�	SLGOSC�QCJJGLE
NMGLRQ
�MD�?�NPMBSAR�RFCPC@W�FCJNGLE�QRGKSJ?RC�BCK?LB�

Satisfying Consumer Demand

0LAC�RFC�AMLQSKCP�GQ�?U?PC�MD�?LB�BCQGPCQ�?�NPMBSAR�RFCW�LCCB�RM�DGLB�MSR�FMU�RM
Q?RGQDW�RF?R�BCQGPC��*D�@P?LB�@SGJBGLE�F?Q�@CCL�CDDCARGTC�RFCW�UGJJ�ILMU�RF?R�?
N?PRGASJ?P�@P?LB�CVGQRQ��"R�RFGQ�NMGLR�GR�GQ�GKNMPR?LR�DMP�RFC�K?PICRCP�RM�QFMU�RFC
AMLQSKCP�FMU�RFCGP�N?PRGASJ?P�@P?LB�MP�NPMBSAR�UGJJ�@CQR�KCCR�RF?R�LCCB�

�� .?IGLE�QSPC�QMKCMLC�GQ�?U?PC
MD�?�@P?LB�MP�NPMBSAR�

�� $MLTGLACQ�AMLQSKCPQ�RF?R�RFCW
LCCB�?�NPMBSAR�?LB�UFW�RFCW
LCCB�GR�

�� "BTCPRGQGLE�RF?R�CLAMSP?ECQ�?L
?BTCPRGQCP�RM�R?IC�?L
GKKCBG?RC�?ARGML��"JQM�ILMUL
?Q�BGPCAR�PCQNMLQC�

�� "L�MLJGLC�?BTCPRGQCKCLR�GL�RFC
DMPK�MD�?�EP?NFGA�GK?EC�RF?R
?NNC?PQ�ML�?�8C@�N?EC�

$F?NRCP���0LJGLC�"BTCPRGQGLE
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Driving Response and Sales

"JJ�DMPKQ�MD�MLJGLC�K?PICRGLE�LCCB�RM�BPGTCtraffic � ?LB�Q?JCQ�GL�RFC�JMLE�RCPK�
)MUCTCP�RFC�GKKCBG?AW�MD�MLJGLC�?BTCPRGQGLE�?JQM�BPGTCQ�RP?DDGA�?LB�Q?JCQ�GL�RFC
QFMPR�?LB�KCBGSK�RCPKQ��6LJGIC�RP?BGRGML?J�KCBG?�?BTCPRGQGLE�MLJGLC�?BTCPRGQGLE
A?L�RSPL�RFC�NMRCLRG?J�ASQRMKCP�GLRM�?L�?ARS?J�ASQRMKCP�PGEFR�RFCPC�?LB�RFCL�
8F?RfQ�KMPC�GR�GQ�NMQQG@JC�RM�KC?QSPC�?AASP?RCJW�FMU�CDDCARGTCJW�RFC�MLJGLC
?BTCPRGQGLE�A?KN?GEL�BMCQ�RFGQ�

The Key Differentiator

0LJGLC�?BTCPRGQGLE�GQ�?@JC�RM�BPGTC�GLQR?LR�Q?JCQ�?LB�AMLTCPQGMLQ��6LJGIC�MDDJGLC
?BTCPRGQGLE�KCBGSKQ�RFC�AMLQSKCP�A?L�EM�DPMK�?BTCPRGQCKCLR�RM�KCPAF?LR�GL�MLC
C?QW�AJGAI��#CA?SQC�MD�RFC�AMLLCARCB�L?RSPC�MD�RFC�*LRCPLCR�MLJGLC�?ARGTGRGCQ�?PC
FGEFJW�RP?AI?@JC�?LB�KC?QSP?@JC�UFGAF�K?ICQ�GR�NMQQG@JC�RM�R?PECR�?BTCPRGQCKCLRQ
?LB�RM�?AASP?RCJW�RP?AI�?LB�E?SEC�RFC�CDDCARGTCLCQQ�MD�RFC�?BTCPRGQGLE��&?AF�BGQNJ?W
?BTCPRGQCKCLR�A?L�@C�RP?AICB�DMP�QSAACQQ�

KEY TAKEAWAYS

^ "BTCPRGQGLE�F?Q�DMSP�NPGK?PW�M@HCARGTCQ��@SGJBGLE�@P?LB�?U?PCLCQQ
APC?RGLE�AMLQSKCP�BCK?LB�GLDMPKGLE�AMLQSKCPQ�MD�RFC�?BTCPRGQCPfQ
?@GJGRW�RM�Q?RGQDW�RF?R�BCK?LB�?LB�BPGTGLE�PCQNMLQC�?LB�Q?JCQ�

^ 5FCQC�M@HCARGTCQ�?PC�?NNJGA?@JC�RM�MLJGLC�?LB�MDDJGLC�?BTCPRGQGLE�
^ 0LJGLC�?BTCPRGQGLE�GQ�?@JC�RM�BPGTC�GLQR?LR�Q?JCQ�?LB�AMLTCPQGMLQ�
^ &?AF�BGQNJ?W�?BTCPRGQCKCLRQ�A?L�@C�RP?AICB�DMP�QSAACQQ�

EXERCISES

�� $?L�WMS�RFGLI�MD�?L�CV?KNJC�MD�UFCL�WMS�UMSJB�LCCB�RM�@SGJB�@P?LB
?U?PCLCQQ �%PGTC�PCQNMLQC�?LB�Q?JCQ �$PC?RC�AMLQSKCP�BCK?LB �4?RGQDW
AMLQSKCP�BCK?LB 

�� 0LJGLC�@?LLCP�?BTCPRGQGLE�?LB�MSRBMMP�BGQNJ?W�?BTCPRGQGLE�@MRF�SQC
GK?ECQ�RM�RPW�RM�GLAPC?QC�Q?JCQ��*L�NJ?LLGLE�@MRF�LCCB�RM�AMLQGBCP
NJ?ACKCLR�QM�?Q�RM�@C�QCCL�@W�RFCGP�KMQR�JGICJW�?SBGCLAC��8F?R�?PC�RFC
ICW�BGDDCPCLACQ 

�� 5FGQ�PCDCPQ�RM�RFC�TGQGRMPQ�RF?R
TGQGR�?�8C@�QGRC�

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�*R�8MPIQ ��



3.3 How to Show Your Message

LEARNING OBJECTIVE

�� #CAMKC�D?KGJG?P�UGRF�RFC�BGDDCPCLR�MLJGLC�?BTCPRGQGLE�MNNMPRSLGRGCQ�

Types of Display Advertising

5FCPC�?PC�K?LW�BGDDCPCLR�U?WQ�RM�BGQNJ?W�KCQQ?ECQ�MLJGLC�?LB�?Q�RCAFLMJMEW
BCTCJMNQ�QM�BMCQ�MLJGLC�?BTCPRGQGLE��)CPC�?PC�QMKC�MD�RFC�KMQR�AMKKML�

Interstitial Banners

Interstitial banners � ?PC�QFMUL�@CRUCCL�N?ECQ�ML�?�8C@�QGRC��"Q�WMS�AJGAI�DPMK
MLC�N?EC�RM�?LMRFCP�WMS�?PC�QFMUL�RFGQ�?BTCPRGQCKCLR�@CDMPC�RFC�LCVR�N?EC�GQ
QFMUL��4MKCRGKCQ�WMS�?PC�?@JC�RM�AJMQC�RFC�?BTCPRGQCKCLR�

Pop-Ups and Pop-Unders

"Q�RFC�L?KC�QSEECQRQ�RFCQC�?PC�?BTCPRGQCKCLRQ�RF?R�NMN�SN�MP�SLBCP�RFC�8C@�N?EC
@CGLE�TGCUCB��5FCW�MNCL�GL�?�LCU�QK?JJCP�UGLBMU��:MS�UGJJ�QCC�?pop-up � PGEFR
?U?W�@SR�UGJJ�NPM@?@JW�MLJW�@CAMKC�?U?PC�MD�?�NMN�SLBCP�?DRCP�WMS�AJMQC�WMSP
@PMUQCP�UGLBMU��5FCQC�UCPC�TCPW�NPMKGLCLR�GL�RFC�C?PJW�B?WQ�MD�MLJGLC
?BTCPRGQGLE�@SR�?SBGCLAC�?LLMW?LAC�KC?LQ�RF?R�RFCPC�?PC�LMU�cNMN�SN�@JMAICPQd
@SGJR�GLRM�KMQR�EMMB�8C@�@PMUQCPQ��5FGQ�A?L�@C�NPM@JCK?RGA�?Q�QMKCRGKCQ�?�8C@
QGRC�UGJJ�JCEGRGK?RCJW�SQC�?�NMN�SN�RM�BGQNJ?W�GLDMPK?RGML�RM�RFC�SQCP�

Map Advertisement

" map advertisement � GQ�?BTCPRGQGLE�NJ?ACB�UGRFGL�RFC�MLJGLC�K?NNGLE�QMJSRGMLQ
?T?GJ?@JC�QSAF�?Q�(MMEJC�.?NQ�

�� #?LLCPQ�RF?R�?PC�QFMUL
@CRUCCL�N?ECQ�ML�?�8C@�QGRC�

�� 6LPCOSCQRCB�UGLBMU�RF?R
MNCLQ�ML�RMN�MD�RFC�ASPPCLRJW
TGCUCB�UGLBMU�

�� 5FGQ�GQ�?BTCPRGQGLE�NJ?ACB
UGRFGL�RFC�MLJGLC�K?NNGLE
QMJSRGMLQ�QSAF�?Q�(MMEJC�.?NQ�

$F?NRCP���0LJGLC�"BTCPRGQGLE

��



Figure 3.2Google Map Showing an Advertisement for Holiday Inn

Floating Advertisement

" floating advertisement � ?NNC?PQ�GL�?�J?WCP�MTCP�RFC�AMLRCLR�@SR�GQ�LMR�GL�?
QCN?P?RC�UGLBMU��6QS?JJW�RFC�SQCP�A?L�AJMQC�RFGQ�?BTCPRGQCKCLR��5FCQC�?PC
QMKCRGKCQ�PCDCPPCB�RM�?Q�c4FMQFICJCQd�?�NPMNPGCR?PW�RCAFLMJMEW��'JM?RGLE
?BTCPRGQCKCLRQ�?PC�APC?RCB�UGRF�BWL?KGA�FWNCPRCVR�K?PISN�J?LES?EC�	%)5.-
�MP
'J?QF�?LB�DJM?R�GL�?�J?WCP�?@MTC�?�QGRCfQ�AMLRCLR�DMP�?�DCU�QCAMLBQ��0DRCL�RFC
?LGK?RGML�CLBQ�@W�BGQ?NNC?PGLE�GLRM�?�@?LLCP�?B�ML�RFC�N?EC�

Wallpaper Advertisement

" wallpaper advertisement �� AF?LECQ�RFC�@?AIEPMSLB�MD�RFC�8C@�N?EC�@CGLE
TGCUCB��6QS?JJW�GR�GQ�LMR�NMQQG@JC�RM�AJGAI�RFPMSEF�RFGQ�?BTCPRGQCKCLR�

�� 5FGQ�?BTCPRGQCKCLR�?NNC?PQ�GL
?�J?WCP�MTCP�RFC�AMLRCLR�@SR�GQ
LMR�GL�?�QCN?P?RC�UGLBMU�

��� 5FGQ�?BTCPRGQCKCLR�AF?LECQ
RFC�@?AIEPMSLB�MD�RFC�8C@
N?EC�@CGLE�TGCUCB�

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�RM�4FMU�:MSP�.CQQ?EC ��



Banner Advertisement

Figure 3.3Some of the Most Common Banners, Shown in Proportion

" banner advertisement �� GQ�?�EP?NFGA�GK?EC�MP�?LGK?RGML�BGQNJ?WCB�ML�?�8C@�QGRC
DMP�?BTCPRGQGLE�NSPNMQCQ��4R?RGA�@?LLCPQ�?PCgraphics interchange format (GIF) ��

MPJoint Photographic Experts Group (JPEG)�� GK?ECQ�@SR�@?LLCPQ�A?L�?JQM
CKNJMWrich media �� QSAF�?Q�'J?QF�TGBCM�+?T?4APGNR�?LB�MRFCP�GLRCP?ARGTC
RCAFLMJMEGCQ��*LRCP?ARGTC�RCAFLMJMEW�?JJMUQ�RFC�TGCUCP�RM�GLRCP?AR�?LB�RP?LQ?AR
UGRFGL�RFC�@?LLCP��#?LLCPQ�?PC�LMR�JGKGRCB�RM�RFC�QN?AC�RF?R�RFCW�MAASNW��QMKC
@?LLCPQ�CVN?LB�ML�KMSQCMTCP�MP�UFCL�AJGAICB�ML�

8FCL�MLJGLC�?BTCPRGQCKCLRQ�A?L�@C�GLRCP?ARGTC��)MU�BM�WMS�RFGLI�RFGQ�A?L�@C
SQCB�RM�GLAPC?QC�RFC�CDDCARGTCLCQQ�MD�?BTCPRGQGLE 

��� "�EP?NFGA�GK?EC�MP�?LGK?RGML
BGQNJ?WCB�ML�?�8C@�QGRC�DMP
?BTCPRGQGLE�NSPNMQCQ�

��� "L�CGEFR�@GR�NCP�NGVCJ�@GRK?N
GK?EC�DMPK?R�SQGLE�?�N?JCRRC�MD
SN�RM�����BGQRGLAR�AMJMPQ��(*'Q
?JJMU�GK?ECQ�RM�@C�AMKNPCQQCB
DMP�D?QRCP�BGQNJ?W�RGKC�

��� "�DGJC�DMPK?R�AMKKMLJW�SQCB
DMP�AMKNPCQQGML�MD
NFMRMEP?NFGA�GK?ECQ�

��� "BTCPRGQCKCLRQ�UGRF�UFGAF
SQCPQ�A?L�GLRCP?AR�	?Q�MNNMQCB
RM�QMJCJW�?LGK?RGML
�GL�?�8C@
N?EC�DMPK?R��5FCQC
?BTCPRGQCKCLRQ�A?L�@C�SQCB
CGRFCP�QGLESJ?PJW�MP�GL
AMK@GL?RGML�UGRF�T?PGMSQ
RCAFLMJMEGCQ�GLAJSBGLE�@SR�LMR
JGKGRCB�RM�QMSLB�TGBCM�MP
'J?QF�?LB�UGRF�NPMEP?KKGLE
J?LES?ECQ�QSAF�?Q�+?T?
+?T?4APGNR�?LB�BWL?KGA
FWNCPRCVR�K?PISN�J?LES?EC
	%)5.-
�

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�RM�4FMU�:MSP�.CQQ?EC ��



KEY TAKEAWAYS

^ "BTCPRGQCPQ�F?TC�K?LW�MNRGMLQ�UFCL�GR�AMKCQ�RM�FMU�RM�QFMU�RFCGP
KCQQ?ECQ�

^ .MPC�?LB�KMPC�MNRGMLQ�?NNC?P�?Q�RCAFLMJMEW�BCTCJMNQ�

EXERCISE

�� &VNJ?GL�UFW�GLRPSQGTC�?BQ�K?W�@C�?�EMMB�AFMGAC�DMP�?L�?BTCPRGQCP��5FGLI
MD�?�QGRS?RGML�UFCPC�?�SQCP�K?W�QCC�?L�GLRPSQGTC�?B�?LB�F?TC�?�@?B
CVNCPGCLAC�UGRF�GR��%M�WMS�RFGLI�RF?R�AMSJB�AF?LEC�?�SQCPfQ�MNGLGML�MD
RF?R�@P?LB �*D�QM�FMU 

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�RM�4FMU�:MSP�.CQQ?EC ��



3.4 How to Pay

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�BGDDCPCLR�RWNCQ�MD�MLJGLC�N?WKCLR�KMBCJQ�

Payment Models for Display Advertising

"Q�UCJJ�?Q�?�T?PGCRW�MD�KCBGSKQ�RFCPC�?PC�?JQM�?�LSK@CP�MD�BGDDCPCLR�N?WKCLR
KMBCJQ�DMP�BGQNJ?W�?BTCPRGQGLE�

Cost per Impression or Cost per Thousand Impressions

Cost per impression (CPI)�� KC?LQ�RF?R�RFC�?BTCPRGQCP�N?WQ�C?AF�RGKC�RFC
?BTCPRGQCKCLR�?NNC?PQ�ML�RFC�NS@JGQFCPfQ�N?EC��5FC�KMQR�AMKKML�U?W�MD�PCDCPPGLE
RM�RFGQ�KMBCJ�GQcost per mille (CPM)�� �MP�AMQR�NCP�RFMSQ?LBimpressions �� 	RFC
JCRRCP�.�GQ�RFC�3MK?L�LSKCP?J�DMP�?�RFMSQ?LB�MP�KGJJC
��5FGQ�GQ�FMU�?�A?KN?GEL�GQ
LMPK?JJW�NPGACB�UFCL�@P?LB�?U?PCLCQQ�MP�CVNMQSPC�GQ�RFC�NPGK?PW�EM?J�

Cost per Click

Cost per click (CPC)�� KC?LQ�RF?R�RFC�?BTCPRGQCP�MLJW�N?WQ�UFCL�RFCGP
?BTCPRGQCKCLR�GQ�AJGAICB�ML�@W�?L�GLRCPCQRCB�N?PRW��$1$�?BTCPRGQGLE�GQ�LMPK?JJW
?QQMAG?RCB�UGRF�N?GB�QC?PAF�K?PICRGLE�?JQM�A?JJCB�N?W�NCP�AJGAI�	11$
�?BTCPRGQGLE�
#?LLCPQ�A?L�@C�NPGACB�RFGQ�U?W�UFCL�RFC�?GK�GQ�RM�BPGTC�RP?DDGA��*R�GQ�?JQM�?�N?WKCLR
KCRFMB�QMKCRGKCQ�SQCB�GL�?DDGJG?RC�K?PICRGLE�UFCL�RFC�?GK�GQ�RM�BPGTC�RP?DDGA�RM�?
LCU�8C@�QGRC�

Cost per Acquisition

*L�RFCcost per acquisition (CPA)�� KMBCJ�RFC�?BTCPRGQCP�MLJW�N?WQ�UFCL�?L
?BTCPRGQCKCLR�BCJGTCPQ�?L�?AOSGQGRGML��%CDGLGRGMLQ�MD�?AOSGQGRGMLQ�T?PW�DPMK�QGRC�RM
QGRC�?LB�K?W�@C�?�SQCP�DGJJGLE�GL�?�DMPK�BMULJM?BGLE�?�DGJC�MP�@SWGLE�?�NPMBSAR��$1"
GQ�RFC�@CQR�U?W�DMP�?L�?BTCPRGQCP�RM�N?W�@CA?SQC�RFCW�MLJW�N?W�UFCL�RFC�?BTCPRGQGLE
F?Q�KCR�GRQ�EM?J��'MP�RFGQ�PC?QML�GR�GQ�?JQM�RFC�UMPQR�RWNC�DMP�RFC�NS@JGQFCP�?Q�RFCW
?PC�MLJW�PCU?PBCB�GD�RFC�?BTCPRGQGLE�GQ�QSAACQQDSJ��5FC�NS@JGQFCP�F?Q�RM�PCJW�ML�RFC
AMLTCPQGML�P?RC�MD�RFC�?BTCPRGQCPfQ�8C@�QGRC�QMKCRFGLE�RF?R�RFC�NS@JGQFCP�A?LLMR
AMLRPMJ��5FC�$1"�KMBCJ�GQ�LMR�AMKKMLJW�SQCB�DMP�@?LLCP�?BTCPRGQGLE�?LB�GQ
ECLCP?JJW�?QQMAG?RCB�UGRF�?DDGJG?RC�K?PICRGLE�

��� 5FGQ�KC?LQ�RFC�?BTCPRGQCP�N?WQ
C?AF�RGKC�RFC�?BTCPRGQCKCLR
?NNC?PQ�ML�RFC�NS@JGQFCPfQ
N?EC�

��� $MQR�NCP�RFMSQ?LB�?B
GKNPCQQGMLQ��"L�?BTCPRGQCP
N?WQ�C?AF�RGKC�?�RFMSQ?LB
GKNPCQQGMLQ�MD�RFCGP�?B�?PC
QFMUL�

��� 5FC�LSK@CP�MD�RGKCQ�?�8C@
N?EC�MP�?B�GQ�TGCUCB�

��� 8FCL�?L�?BTCPRGQCP�MLJW�N?WQ
UFCL�RFCGP�?B�GQ�AJGAICB�SNML
EGTGLE�RFCK�?�TGQGRMP�RM�RFCGP
QGRCbRWNGA?JJW�DPMK�?�QC?PAF
CLEGLC�GL�N?W�NCP�AJGAI�QC?PAF
K?PICRGLE�

��� 5FC�AMQR�MD�?AOSGPGLE�?�LCU
ASQRMKCP��5FC�?BTCPRGQCP�MLJW
N?WQ�UFCL�?�BCQGPCB�?ARGML�GQ
?AFGCTCB�	QMKCRGKCQ�A?JJCB
AMQR�NCP�?AOSGQGRGML
�

$F?NRCP���0LJGLC�"BTCPRGQGLE

��



Flat Rate

4MKCRGKCQ�MULCPQ�MD�JMUCP�RP?DDGA�QGRCQ�AFMMQC�RM�QCJJ�@?LLCP�QN?AC�?R�?flat rate �� 
RF?R�GQ�?R�?�DGVCB�AMQR�NCP�KMLRF�PCE?PBJCQQ�MD�RFC�?KMSLR�MD�RP?DDGA�MP�GKNPCQQGMLQ�
5FGQ�UMSJB�?NNC?J�RM�?�KCBG?�@SWCP�UFM�K?W�@C�RCQRGLE�?L�MLJGLC�A?KN?GEL�RF?R
R?PECRQ�LGAFC�K?PICRQ�

Cost per Engagement

$MQR�NCP�CLE?ECKCLR�GQ�?L�CKCPEGLE�RCAFLMJMEW�GL�UFGAF�?BTCPRGQCPQ�N?W�DMP�RFC
PMJJMTCP�?BTCPRGQCKCLRQ�NJ?ACB�GL�TGBCMQ�MP�?NNJGA?RGMLQ�	QSAF�?Q�'?AC@MMI
?NNJGA?RGMLQ
�@?QCB�ML�RFC�GLRCP?ARGMLQ�UGRF�RF?R�?BTCPRGQCKCLR��cEngagement�� d
GQ�ECLCP?JJW�BCDGLCB�?Q�?�SQCP�GLGRG?RCB�PMJJMTCP�MP�KMSQCMTCP�?ARGML�RF?R�PCQSJRQ�GL
?�QSQR?GLCB�?BTCPRGQCKCLR�CVN?LQGML��0LAC�CVN?LBCB�?L�?BTCPRGQCKCLR�K?W
AMLR?GL�?�TGBCM�E?KC�MP�MRFCP�PGAF�AMLRCLR��*R�F?NNCLQ�UGRFMSR�R?IGLE�?L�*LRCPLCR
SQCP�?U?W�DPMK�FCP�NPCDCPPCB�8C@�N?EC�?LB�K?PICRCPQ�MLJW�N?W�UFCL�?L
GLBGTGBS?J�AMKNJCRCQ�?L�?ARGML�

5FC�UMPB�cCLE?ECKCLRd�GKNJGCQ�?�JCTCJ�MD�GLRCP?ARGML�?LB�GLRCLR�DPMK�RFC�SQCP�
*D�WMS�UCPC�SQGLE�RFGQ�RWNC�MD�?BTCPRGQGLE�FMU�UMSJB�WMS�KC?QSPC�QSAACQQ 

$1.�D?TMPQ�RFC�NS@JGQFCP�UFGJC�$1"�D?TMPQ�RFC�?BTCPRGQCP��4MKCRGKCQ�?�FW@PGB�MD
RFC�RUM�N?WKCLR�KMBCJQ�GQ�NSPQSCB�

5WNGA?JJW�FGEF�RP?DDGA�@PM?B�?SBGCLAC�8C@�QGRCQ�UGJJ�MDDCP�$1.�?BTCPRGQGLE�
&V?KNJCQ�GLAJSBC�8C@�NMPR?JQ�QSAF�?QFRRN���UUU�W?FMM�AMKMP�LCUQ�QGRCQ�JGIC
FRRN���UUU�LCUQ���AMK��/GAFC�8C@�QGRCQ�UGRF�?�R?PECRCB�?SBGCLAC�?PC�KMPC�JGICJW
RM�MDDCP�$1"�?BTCPRGQGLE�RM�?BTCPRGQCPQ�UGRF�?L�?NNPMNPG?RC�NPMBSAR��5FCQC�A?L�?JQM
D?JJ�SLBCP�RFC�SK@PCJJ?�MD�?DDGJG?RC�K?PICRGLE�

)MU�BM�WMS�RFGLI�WMSP�A?KN?GEL�M@HCARGTCQ�UMSJB�BGDDCP�GD�WMS�UCPC
?BTCPRGQGLE�A?P�GLQSP?LAC�TCPQSQ�MPE?LGA�A?R�DMMB �8F?R�QMPR�MD�8C@�QGRCQ�UMSJB
WMS�R?PECR�DMP�C?AF 

��� "�DGVCB�AMQR�NCP�KMLRF
PCE?PBJCQQ�MD�RFC�?KMSLR�MD
RP?DDGA�MP�GKNPCQQGMLQ�

��� *KNJGCQ�?�JCTCJ�MD�GLRCP?ARGML
?LB�GLRCLR�DPMK�RFC�SQCP�

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�RM�1?W ��

http://www.yahoo.com
http://www.news24.com


5WNCQ�MD�?BTCPRGQGLE�A?L�@C�QCCL�ML�?�QA?JC�DPMK�KMPC�GLRPSQGTC�	?LB�RFSQ
NMRCLRG?JJW�?LLMWGLE�RM�RFC�AMLQSKCP
�RM�JCQQ�GLRPSQGTC��*L�RFC�Q?KC�U?W�N?WKCLR
KMBCJQ�A?L�@C�QA?JCB�RM�RFMQC�RF?R�D?TMP�RFC�NS@JGQFCP�RM�RFMQC�RF?R�D?TMP�RFC
?BTCPRGQCP��8FCL�NJ?LLGLE�?�A?KN?GEL�GR�GQ�GKNMPR?LR�RM�ILMU�FMU�RFC�?BTCPRGQGLE
UGJJ�@C�N?GB�DMP�?LB�UF?R�IGLBQ�MD�?BTCPRGQGLE�?PC�MDDCPCB�@W�NS@JGQFCPQ��"�JMR�MD�RFGQ
A?L�@C�QMJTCB�@W�SQGLE�?�AMKN?LW�RF?R�QNCAG?JGXCQ�GL�?BTCPRGQCKCLR�QCPTGLE�KCBG?
NJ?LLGLE�?LB�KCBG?�@SWGLE�

KEY TAKEAWAYS

^ "BTCPRGQGLE�A?L�@C�N?GB�DMP�GL�?�LSK@CP�MD�U?WQ�GLAJSBGLE�RFC
DMJJMUGLE�

� $MQR�NCP�GKNPCQQGML�	$1*
�MP�AMQR�NCP�KGJJC�	$1.

� $MQR�NCP�AJGAI�	$1$

� $MQR�NCP�?AOSGQGRGML�	$1"

� 'J?R�P?RC
� $MQR�NCP�CLE?ECKCLR

^ &KCPEGLE�RCAFLMJMEW�?JJMUQ�DMP�?L�GLAPC?QCB�JCTCJ�MD�GLRCP?ARGML�UGRFGL
?L�?BTCPRGQCKCLR�?LB�DMP�?BTCPRGQGLE�RM�@C�R?GJMPCB�RM�CLE?ECKCLR
KCBG?�QSAF�?Q�MLJGLC�TGBCMQ�?LB�QMAG?J�LCRUMPI�?NNJGA?RGMLQ�

EXERCISE

�� 8FGAF�NPGAGLE�KMBCJ�BM�WMS�RFGLI�UMSJB�@C�@CQR�QSGRCB�DMP�?�@P?LBGLE
A?KN?GEL �8FW �'MP�?�BGPCAR�PCQNMLQC�A?KN?GEL �8FW 

$F?NRCP���0LJGLC�"BTCPRGQGLE

����)MU�RM�1?W ��



3.5 Ad Servers and Advertising Networks

LEARNING OBJECTIVES

�� -C?PL�UF?R�?B�QCPTCPQ�?PC�?LB�UF?R�RFCGP�PMJC�GL�?BTCPRGQGLE�GQ�
�� -C?PL�UF?R�?BTCPRGQGLE�LCRUMPIQ�?PC�?LB�UFW�RFCW�?PC�CDDCARGTC�

Ad servers�� ?PC�QCPTCPQ�RF?R�QRMPC�?BTCPRGQCKCLRQ�?LB�QCPTC�RFCK�RM�8C@�N?ECQ�
"B�QCPTCPQ�A?L�@C�JMA?J�PSL�@W�?�NS@JGQFCP�RM�QCPTC�?BTCPRGQCKCLRQ�RM�8C@�QGRCQ�ML
RFC�NS@JGQFCPfQ�BMK?GL�MP�RFCW�A?L�@C�RFGPB�N?PRW�?B�QCPTCPQ�RF?R�QCPTC
?BTCPRGQCKCLRQ�RM�8C@�N?ECQ�ML�?LW�BMK?GL��"B�QCPTCPQ�D?AGJGR?RC�?BTCPRGQCKCLR
RP?DDGAIGLE�?LB�NPMTGBC�PCNMPRQ�ML�?BTCPRGQCKCLR�NCPDMPK?LAC�

"L�?BTCPRGQGLE�LCRUMPI�GQ�?�EPMSN�MD�8C@�QGRCQ�ML�UFGAF�?BTCPRGQCKCLRQ�A?L�@C
NSPAF?QCB�RFPMSEF�?�QGLEJC�Q?JCQ�CLRGRW��*R�AMSJB�@C�?�AMJJCARGML�MD�QGRCQ�MULCB�@W
RFC�Q?KC�NS@JGQFCP�	C�E��"0-�$//�?LB�4NMPRQ�*JJSQRP?RCB�?PC�?JJ�MULCB�@W�"0-�
5GKC�8?PLCP
�MP�GR�AMSJB�@C�?L�?DDGJG?RGML�MD�QGRCQ�RF?R�QF?PC�?�PCNPCQCLR?RGTC�

5FC�?BTCPRGQGLE�LCRUMPI�?ARQ�?Q�?L�GLRCPKCBG?PW�@CRUCCL�?BTCPRGQCPQ�?LB
NS@JGQFCPQ�?LB�NPMTGBCQ�?�RCAFLMJMEW�QMJSRGML�RM�@MRF��"Q�UCJJ�?Q�NPMTGBGLE�?
ACLRP?JGXCB�?B�QCPTCP�RF?R�A?L�QCPTC�?BTCPRGQCKCLRQ�RM�?�LSK@CP�MD�8C@�QGRCQ�RFC
LCRUMPIQ�MDDCP�RP?AIGLE�?LB�PCNMPRGLE�?Q�UCJJ�?Q�R?PECRGLE�

The Benefits of Ad Servers

3?RFCP�RF?L�BGQRPG@SRC�AMNGCQ�MD�C?AF�NGCAC�MD�APC?RGTC�?BTCPRGQGLE�RM�C?AF�NS@JGQFCP
MP�KCBG?�@SWCP�WMS�A?L�QCLB�MSR�?�JGLC�MD�AMBC�RF?R�A?JJQ�SN�?L�?BTCPRGQCKCLR
BGPCARJW�DPMK�RFC�?B�QCPTCP�C?AF�RGKC�?L�?BTCPRGQCKCLR�GQ�QAFCBSJCB�RM�PSL��5FC
?ECLAW�JM?BQ�RFC�APC?RGTC�RM�RFC�QCPTCP�MLAC�?LB�A?L�KMBGDW�PMR?RGMLQ�MP�?BB�LCU
SLGRQ�ML�RFC�DJW�UGRFMSR�LCCBGLE�RM�PCAMLR?AR�RFC�TCLBMPQ�

5FC�?B�QCPTCPQ�NPMTGBC�?�UC?JRF�MD�B?R?�GLAJSBGLE�GKNPCQQGMLQ�QCPTCB
?BTCPRGQCKCLRQ�AJGAICBclick-through rate (CTR) �� �?LB�AMQR�NCP�AJGAI�	$1$
��.MQR
MD�RFC�?B�QCPTCPQ�?JQM�F?TC�RFC�?@GJGRW�RM�NPMTGBC�NCPDMPK?LAC�?E?GLQR�NMQRAJGAI
?ARGTGRGCQ�QSAF�?Q�Q?JCQ�JC?BQ�BMULJM?BQ�MP�?LW�MRFCP�QGRC�@?QCB�?ARGML�RFC
?BTCPRGQCP�K?W�U?LR�RM�KC?QSPC�

��� 5FC�BCJGTCPW�MD�?BQ�@W�?�QCPTCP
RM�?L�CLB�SQCPfQ�AMKNSRCP�ML
UFGAF�RFC�?BQ�?PC�RFCL
BGQNJ?WCB�@W�?�@PMUQCP�MP
A?AFCB��"B�QCPTGLE�GQ�LMPK?JJW
NCPDMPKCB�CGRFCP�@W�?�8C@
NS@JGQFCP�MP�@W�?�RFGPB�N?PRW
?B�QCPTCP��"BQ�A?L�@C
CK@CBBCB�GL�RFC�N?EC�MP
QCPTCB�QCN?P?RCJW�

��� 5FC�LSK@CP�?LB�NCPACLR?EC�MD
PCAGNGCLRQ�UFM�AJGAICB�ML�?
N?PRGASJ?P�SLGDMPK�PCQMSPAC
JMA?RMP�	63-
�GLAJSBCB�GL�?L�C�
K?GJ�?�8C@�N?EC�?LB�QM�ML�
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��



"B�QCPTCPQ�NPMTGBC�?�AMLQGQRCLR�AMSLRGLE�KCRFMBMJMEW�?APMQQ�RFC�CLRGPC�A?KN?GEL
CL?@JGLE�RFC�?BTCPRGQCP�RM�E?GL�?L�c?NNJCQ�RM�?NNJCQd�AMKN?PGQML�MD�NCPDMPK?LAC
?APMQQ�RFC�CLRGPC�KCBG?�QAFCBSJC�UFGAF�GLAJSBCQ�KSJRGNJC�8C@�QGRCQ�

5FC�?B�QCPTCP�?JQM�?JJMUQ�QMNFGQRGA?RCB�R?PECRGLE�MD�BGQNJ?W�?BTCPRGQGLE�

Tracking

5FC�RP?AI?@GJGRW�MD�MLJGLC�?BTCPRGQGLE�GQ�UF?R�K?ICQ�GR�QM�QSNCPGMP�RM�N?QRGLE
NGARSPCQ�?PMSLB�RMUL�GL�?�@GB�RM�@MMQR�WMSP�@P?LB��"L�?BTCPRGQCP�A?L�RCJJ�LMR�MLJW
FMU�K?LW�RGKCQ�?L�?BTCPRGQCKCLR�U?Q�QCCL�	GKNPCQQGMLQ
�@SR�?JQM�FMU�K?LW�RGKCQ
RFC�?BTCPRGQCKCLR�U?Q�QSAACQQDSJ�GL�QCLBGLE�TGQGRMPQ�RM�RFC�?BTCPRGQCB�8C@�QGRC
	AJGAIQ
��5FC�RP?AIGLE�LCCBQ�RM�AMLRGLSC�ML�RFC�8C@�QGRC�RM�BCRCPKGLC�FMU
QSAACQQDSJ�RFC�?BTCPRGQCKCLR�F?Q�@CCL�GL�APC?RGLE�KMPC�PCTCLSC�DMP�RF?R�8C@�QGRC
	AMLTCPQGMLQ
�

"Q�UCJJ�?Q�RP?AIGLE�?BTCPRGQCKCLRQ�@CGLE�QCPTCB�?LB�AJGAICB�ML�?BTCPRGQGLE
LCRUMPIQ�A?L�?JQM�NPMTGBC�GLDMPK?RGML�?@MSR�RFC�NCMNJC�UFM�Q?U�RFC�?BTCPRGQCKCLR
?Q�UCJJ�?Q�RFMQC�UFM�?ARCB�ML�GR��)CPC�GQ�QMKC�MD�RFC�GLDMPK?RGML�RF?R�A?L�@C
NPMTGBCB�

^ $MLLCARGML�RWNC
^ #PMUQCP
^ 0NCP?RGLE�QWQRCK
^ 5GKC�MD�B?W
^ *LRCPLCR�QCPTGAC�NPMTGBCP�	*41


8FW�BM�WMS�RFGLI�ILMUGLE�RFC�AMLLCARGML�RWNC�?LB�@PMUQCP�MD�WMSP�SQCPQ�GQ
GKNMPR?LR �5FGLI�?@MSR�RFC�?BTCPRGQGLE�RF?R�KGEFR�@C�QFMUL�GL�RFC�6LGRCB
4R?RCQ�TCPQSQ�RFC�?BTCPRGQGLE�QFMUL�GL�4MSRF�"DPGA?�

.?LW�?B�QCPTCPQ�UGJJ�QCR�?�AMMIGC�ML�GKNPCQQGML�MD�?L�?BTCPRGQCKCLR�LMR�HSQR�ML
click-through �� �QM�GR�GQ�NMQQG@JC�RM�RP?AIlatent conversions �� 	UGRFGL�RFC�AMMIGC
NCPGMB
�

"LB�RFC�@CQR�RFGLE �6QGLE�RFGQ�GLDMPK?RGML�RFC�?BTCPRGQGLE�LCRUMPIQ�A?L�R?PECR�RFC
BGQNJ?W�MD�?BTCPRGQGLE�FCJNGLE�?BTCPRGQCPQ�MNRGKGXC�A?KN?GELQ�?LB�ECR�RFC�KMQR
DPMK�RFC�?BTCPRGQGLE�QNCLBGLE�

��� "�AJGAI�ML�?�JGLI�RF?R�JC?BQ�RM
?LMRFCP�8C@�QGRC�

��� 8FCL�QMKCMLC�AMKCQ�RM�WMSP
8C@�QGRC�RFPMSEF�?L�?B
A?KN?GEL�JC?TCQ�RFC�QGRC�?LB
RFCL�AMKCQ�@?AI�J?RCP�	@W
?LMRFCP�N?GB�AJGAI�?L�MPE?LGA
AJGAI�RWNGLE�GL�WMSP�SLGDMPK
PCQMSPAC�JMA?RMP�<63-=�?
@MMIK?PI�MP�QMKCRFGLE�CJQC

?LB�RFCL�AMLTCPRQ�
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$MMIGCQ�?PC�QK?JJ�RCVR�DGJCQ�RF?R�?JJMU�?�8C@�QGRC�RM�A?NRSPC�GLDMPK?RGML�?@MSR�?
SQCP��"�AMMIGC�NCPGMB�GQ�RFC�BSP?RGML�DMP�UFGAF�?�8C@�QGRC�UGJJ�QRMPC�RF?R
GLDMPK?RGML��4CC$F?NRCP����"DDGJG?RC�.?PICRGLE�DMP�?�BCQAPGNRGML�MD�AMMIGCQ�

Targeting and Optimizing

"BTCPRGQGLE�LCRUMPIQ�QCPTC�?BTCPRGQCKCLRQ�?APMQQ�?�LSK@CP�MD�8C@�QGRCQ�?LB�A?L
RP?AI�?�SQCP�TGQGRGLE�8C@�QGRCQ�GL�RFC�LCRUMPI�SQGLE�AMMIGCQ�MPInternet protocol
(IP) addresses�� ��5FGQ�KC?LQ�RF?R�?BTCPRGQGLE�LCRUMPIQ�A?L�MDDCP�?BTCPRGQCPQ�RFC
DMJJMUGLE�

^ Frequency capping�� ��5FC�LCRUMPI�UGJJ�JGKGR�RFC�LSK@CP�MD�RGKCQ�?
SQCP�QCCQ�RFC�Q?KC�?BTCPRGQCKCLR�GL�?�QCQQGML�

^ Sequencing�� ��5FC�LCRUMPI�A?L�CLQSPC�RF?R�?�SQCP�QCCQ�?BTCPRGQCKCLRQ
GL�?�N?PRGASJ?P�MPBCP�

^ Exclusivity �� ��5FC�LCRUMPI�UGJJ�CLQSPC�RF?R�?BTCPRGQCKCLRQ�DPMK�BGPCAR
AMKNCRGRMPQ�?PC�LMR�QFMUL�ML�RFC�Q?KC�N?EC�

^ Roadblocks�� ��5FC�LCRUMPI�UGJJ�?JJMU�?L�?BTCPRGQCP�RM�MUL�����NCPACLR
MD�RFC�?BTCPRGQGLE�GLTCLRMPW�ML�?�N?EC�

1PGT?AW�GQ�?�@GE�BC?J�?LB�RFC�GLDMPK?RGML�AMJJCARCB�TG?�?BTCPRGQCKCLRQ�GQ�ICNR
?LMLWKMSQ��$MMIGCQ�?PC�LMR�MLJW�SQCB�@W�8C@�QGRCQ�DMP�RP?AIGLE��$MMIGCQ�?JQM
?JJMU�8C@�QGRCQ�RM�cPCKCK@CPd�?�TGQGRMPfQ�NPCDCPCLACQ�QSAF�?Q�J?LES?EC�?LB
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5FC�?BTCPRGQGLE�LCRUMPI�A?L�?JQM�R?PECR�?BTCPRGQCKCLRQ�@?QCB�ML�RFC�@SQGLCQQ�PSJCQ
MD�RFC�?BTCPRGQCP�MP�@?QCB�ML�RFC�NPMDGJCQ�MD�RFC�SQCPQ�

^ Geotargeting�� ��0LJGLC�?BTCPRGQGLE�F?Q�RFC�?@GJGRW�RM�R?PECR�K?PICRQ�@W
AMSLRPW�NPMTGLAC�MP�AGRW�?LB�A?L�CTCL�BPGJJ�RFCK�BMUL�RM�QMKCRFGLE
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��� &LQSPC�RF?R�?BTCPRGQCKCLRQ
DPMK�BGPCAR�AMKNCRGRMPQ�?PC
LMR�QFMUL�ML�RFC�Q?KC�N?EC�

��� "JJMUGLE�?L�?BTCPRGQCP�RM�MUL
����NCPACLR�MD�RFC�?BTCPRGQGLE
GLTCLRMPW�ML�?�N?EC�
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AMSLRPW�NPMTGLAC�QR?RC�AGRW
MP�XGN�AMBC�?LB�A?L�CTCL�BPGJJ
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^ Operating systems�� and browser types �� ��.?PICRQ�A?L�DSPRFCP�@C
R?PECRCB�TG?�MNCP?RGLE�QWQRCKQ�QSAF�?Q�.GAPMQMDR�8GLBMUQ�.?A�04
-GLSV�?LB�6@SLRS�MP�@PMUQCP�RWNCQ�QSAF�?Q�'GPCDMV�*LRCPLCR�&VNJMPCP
?LB�4?D?PG�

^ Connection type�� ��6QCPQ�A?L�@C�QCEKCLRCB�?LB�R?PECRCB�?AAMPBGLE�RM
RFCGP�*LRCPLCR�AMLLCARGML�RWNC�DMP�CV?KNJC�UFCRFCP�RFCW�SQC
@PM?B@?LB�MP�BG?J�SN�AMLLCARGMLQ�

^ Day and time�� ��"BTCPRGQCPQ�A?L�AFMMQC�RFC�RGKC�MD�B?W�MP�B?W�MD�RFC
UCCI�UFCL�RFCGP�?BTCPRGQCKCLRQ�?PC�QFMUL��"BTCPRGQCPQ�A?L�QNCAGDW
UFCL�RFCGP�A?KN?GEL�QFMSJB�?GP�BMUL�RM�RFC�KGLSRC��5FGQ�SQS?JJW
BCNCLBQ�ML�RFC�AJGCLRfQ�M@HCARGTC�DMP�RFC�A?KN?GEL�MP�RFC�NPMBSAR
GRQCJD�

^ Social serving�� ��8C@�QGRCQ�E?RFCP�NCPQML?J�B?R?�?@MSR�SQCPQ�?LB�RFCL
QCPTC�C?AF�SQCP�UGRF�R?PECRCB�?LB�PCJCT?LR�?BTCPRGQGLE��'MP�CV?KNJC
'?AC@MMI�UGJJ�?JJMU�?BTCPRGQCPQ�RM�QCJCAR�QNCAGDGA�AF?P?ARCPGQRGAQ�MD
SQCPQ�UFM�UGJJ�@C�QFMUL�?L�?BTCPRGQCKCLR�

^ Behavioral targeting �� ��5FC�?BTCPRGQGLE�LCRUMPI�SQCQ�RFC�NPMDGJC�MD�?
SQCP�	@SGJR�SN�UGRF�GLDMPK?RGML�?@MSR�NPCTGMSQ�8C@�QGRCQ�TGQGRCB
�RM
BCRCPKGLC�UFGAF�?BTCPRGQCKCLRQ�RM�QFMU�BSPGLE�?�EGTCL�TGQGR�
/CRUMPIQ�A?L�@?QC�RFGQ�NPMDGJC�ML�AMMIGCQ�MP�ML�*1�?BBPCQQCQ��'MP
CV?KNJC�RFC�LCRUMPI�K?W�AFMMQC�RM�QFMU�?BTCPRGQCKCLRQ�DMP�NCR
GLQSP?LAC�ML�?�LCUQ�N?EC�RM�?�SQCP�UFM�F?Q�TGQGRCB�RFC�NCRQ�?LB
?LGK?JQ�QCARGML�MD�?�ECLCP?J�KCBG?�QGRC�NPCTGMSQJW�

^ Contextual advertising �� ��5FC�?B�QCPTCP�GLDCPQ�RFC�MNRGKSK
?BTCPRGQCKCLRQ�RM�QCPTC�@?QCB�ML�RFC�AMLRCLR�MD�RFC�N?EC��'MP
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��� 8C@�QGRCQ�E?RFCP�NCPQML?J�B?R?
?@MSR�SQCPQ�?LB�RFCL�QCPTC
C?AF�SQCP�UGRF�R?PECRCB�?LB
PCJCT?LR�?BTCPRGQGLE�
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$MLRCVRS?J�?BTCPRGQGLE�A?L�@C�NPM@JCK?RGA��'MP�CV?KNJC�?BTCPRGQCKCLRQ�DMP�?
)GJRML�FMRCJ�AMSJB�?NNC?P�LCVR�RM�LCUQN?NCP�PCNMPRQ�MD�?�1?PGQ�)GJRML�?PPCQR�
"BTCPRGQCKCLRQ�DMP�W?AFRQ�QFMUCB�SN�LCVR�RM�AMTCP?EC�MD�)SPPGA?LC�,?RPGL?�GL
/CU�0PJC?LQ�

Figure 3.4

Contextual advertising can be humorous.

Advertising Exchanges
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KEY TAKEAWAYS

^ "B�QCPTCPQ�?LB�?B�LCRUMPIQ�NPMTGBC�RP?DDGAIGLE�RP?AIGLE�?LB
PCNMPRGLE�QMJSRGMLQ�RM�@MRF�?BTCPRGQCPQ�?LB�NS@JGQFCPQ��5FCW
?JJMU�?BTCPRGQCPQ�RM�R?PECR�BGQNJ?W�?BTCPRGQCKCLRQ�@?QCB�ML
N?P?KCRCPQ�UFGAF�GLAJSBC�RFC�DMJJMUGLE�

� 6QCP�NPMDGJC�	JMA?RGML�MNCP?RGLE�QWQRCK�@PMUQCP�?LB
AMLLCARGML�RWNC


� #CF?TGMP
� 'PCOSCLAW�?LB�QCOSCLAGLE
� &VAJSQGTGRW
� $MLRCVR�MD�AMLRCLR

^ 5P?AIGLE�TG?�AMMIGCQ�GQ�?L�GKNMPR?LR�N?PR�MD�MLJGLC�?BTCPRGQGLE�

EXERCISES

�� &VNJ?GL�RFC�PMJC�?L�?B�QCPTCP�NJ?WQ�GL�?�A?KN?GEL��8FW�GQ�GR�GKNMPR?LR 
8F?R�K?W�F?NNCL�GD�RFCPC�GQLfR�?L�?B�QCPTCP 

�� %CQAPG@C�?�QGRS?RGML�GL�UFGAF�AMLRCVRS?J�?BTCPRGQGLE�UMSJB�@C�F?PKDSJ
RM�?�A?KN?GEL�
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3.6 Putting It All Together

LEARNING OBJECTIVE
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A?KN?GEL��5FC�TCPW�DGPQR�RFGLE�WMS�LCCB�RM�BCRCPKGLC�UFCL�NJ?LLGLE�BGQNJ?W
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@C�J?PECJW�BCRCPKGLCB�@W�RFC�8C@�QGRCQ�ML�UFGAF�WMS�UGQF�RM�?BTCPRGQC�
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�@?QGQ��5FCW�UGJJ�@PMICP�RFCGP�?BTCPRGQGLE�GLTCLRMPW�RFPMSEF�?L
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,LMUGLE�WMSP�EM?JQ�WMSP�R?PECR�?SBGCLAC�?LB�RFC�DMPK?R�MD�WMSP�?BTCPRGQCKCLRQ
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:MSP�MLJGLC�?BTCPRGQCKCLRQ�UGJJ�LCCB�RM�BM�RFC�DMJJMUGLE�
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N?ECQ�RF?R�F?TC�RFC�KMQR
QSAACQQ�?PC�RFMQC�RF?R�K?RAF
SN�?Q�AJMQCJW�?Q�NMQQG@JC�UGRF
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Figure 3.5

VideoEgg offers in-video advertising. The banner will show a video within the video.
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3.7 The Advantages of Online Advertising

LEARNING OBJECTIVE
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Banner Ads and Their Similarity to Traditional Media
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?BTCPRGQGLE�RM�BM�

#MRRMK�JGLC��GD�BMLC�AMPPCARJW�MLJGLC�?BTCPRGQGLE�@SGJBQ�@P?LB�?U?PCLCQQ�?LB
GLAPC?QCQ�Q?JCQ�

Images: Display Can Offer a Rich, Brand-Building Experience
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^ Digital shadowing ��6QGLE�@?LLCP�?BTCPRGQCKCLRQ�RF?R�QF?BMU�RFC
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Interactivity
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Measurability and Data Gathering

#?LLCP�?BQ�JGIC�?JJ�C.?PICRGLE�R?ARGAQ�?PC�KC?QSP?@JC��5P?AIGLE�AJGAI�RFPMSEF
P?RCQ�MPclick tracking �� �EGTCQ�WMS�?L�GBC?�MD�CV?ARJW�FMU�K?LW�NCMNJC�?PC
PCQNMLBGLE�RM�WMSP�A?JJ�RM�?ARGML��4MKC�NS@JGQFCPQ�CTCL�F?TC�RFC�?@GJGRW�RM�BM
NMQRAJGAI�RP?AIGLEbRF?R�GQ�WMS�A?L�RP?AI�RFC�SQCP�?JJ�RFC�U?W�RM�?�Q?JC�GD�RF?R�GQ�RFC
NSPNMQC�MD�RFC�?BTCPRGQCKCLR�

"L�0LJGLC�1S@JGQFCPQ�"QQMAG?RGML�	01"
�QRSBW�GL������PCTC?JCB�RF?R�MD�RFC���
NCPACLR�MD�TGCUCPQ�RF?R�UCPC�PCNMPRCB�RM�F?TC�U?RAFCB�?�TGBCM�?B�MLJGLC����NCPACLR
RMMI�QMKC�?ARGML�GLAJSBGLE�AFCAIGLE�MSR�?�8C@�QGRC�	���NCPACLR
�QC?PAFGLE�DMP
KMPC�GLDMPK?RGML�	���NCPACLR
�EMGLE�GLRM�?�QRMPC�	���NCPACLR
�MP�?ARS?JJW�K?IGLE�?
NSPAF?QC�	���NCPACLR
�0LJGLC�1S@JGQFCPQ�"QQMAG?RGML�&SPMNC�c0LJGLC�1S@JGQFCPQ
"QQMAG?RGML�6LTCGJQ�0LJGLC�7GBCM�"BTCPRGQGLE�&DDCARGTCLCQQ�4RSBWd�+SLC�������
FRRN���PCACRRC�MN?�CSPMNC�MPE�QNGN�NFN ?PRGAJC���	?AACQQCB�+SLC��������
�

��� 6QGLE�QAPGNRQ�RM�RP?AI�AJGAIQ
GLRM�?LB�MSR�MD�?�8C@�QGRC��$?L
?JQM�@C�SQCB�RM�QFGCJB�?�JGLI
DPMK�@CGLE�NGAICB�SN�?Q�?�@?AI
JGLI�RM�?LMRFCP�QGRC�

$F?NRCP���0LJGLC�"BTCPRGQGLE

����5FC�"BT?LR?ECQ�MD�0LJGLC�"BTCPRGQGLE ��

http://recette.opa-europe.org/spip.php?article207


KEY TAKEAWAYS

^ 0LJGLC�KCBG?�MDDCP�FGEFJW�R?PECRCB�NJ?ACKCLR�MNRGMLQ�DMP�?BTCPRGQCPQ�
^ #?LLCP�?BQ�A?L�MNCP?RC�KSAF�JGIC�RP?BGRGML?J�KCBG?�NJ?ACKCLRQ�

)MUCTCP�RFCW�?PC�RP?AI?@JC�
^ *K?ECQ�A?L�MDDCP�?�PGAF�@P?LB�@SGJBGLE�CVNCPGCLAC�RM�?�SQCP�
^ #?LLCPQ�?PC�GLRCP?ARGTC�?LB�A?L�MDDCP�BCCNCP�JCTCJQ�MD�GLRCP?ARGTGRW�RF?R

MRFCP�DMPKQ�MD�?BTCPRGQGLE�A?LLMR�

EXERCISES

�� 3CDCP�RM�RFC�N?P?EP?NF�?@MSR�GK?ECQ��5FGLI�MD�?LMRFCP�QGRS?RGML�?LB
CVNJ?GL�MD�FMU�GK?ECQ�A?L�@C�SQCB�

�� (M�RMFRRN���UUU�UFCCJQ���AMK?LBFRRN���UUU�KQL@A�KQL�AMK��8F?R
?BTCPRGQGLE�A?L�WMS�DGLB�ML�RFC�DPMLR�N?EC�MD�RFCQC�RUM�8C@�QGRCQ �8F?R
NPMBSARQ�?PC�@CGLE�?BTCPRGQCB�?LB�FMU�?PC�RFCW�@CGLE�?BTCPRGQCB �8F?R
A?L�WMS�GLDCP�?@MSR�RFC�R?PECR�K?PICR�DMP�RFCQC�NPMBSARQ 

$F?NRCP���0LJGLC�"BTCPRGQGLE

����5FC�"BT?LR?ECQ�MD�0LJGLC�"BTCPRGQGLE ��

http://www.wheels24.com
http://www.msnbc.msn.com


3.8 Disadvantages of Online Advertising
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3.9 Case Study: BMW South Africa
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Figure 3.6An Online Advertisement for the BMW South Africa Campaign from 2007

Source: Used by permission from BMW South Africa.
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CASE STUDY QUESTIONS
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Chapter 4

Affiliate Marketing
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4.1 Introduction
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4.2 How It Works
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Figure 4.2

Amazon Associates is a popular revenue share affiliate program.

$F?NRCP���"DDGJG?RC�.?PICRGLE

����)MU�*R�8MPIQ ��



CPC

$1$�AMKKGQQGML�GQ�P?PCJW�SQCB�?LB�GQ�NPGK?PGJW�?�U?W�MD�BPGTGLE�J?PEC�TMJSKCQ�MD
traffic �� �SQS?JJW�RM�?�LCU�QGRC��"L�?DDGJG?RC�UMSJB�@C�?U?PBCB�AMKKGQQGML�DMP�CTCPW
AJGAI�RFPMSEF�RM�RFC�KCPAF?LR�8C@�QGRC��"JRFMSEF�RFGQ�RWNC�MD�AMKKGQQGML�U?Q
NPCT?JCLR�GL�RFC�TCPW�C?PJW�B?WQ�MD�?DDGJG?RC�K?PICRGLE�GR�F?Q�@CCL�J?PECJW
?@?LBMLCB�BSC�RM�AJGAI�DP?SB��$JGAI�DP?SB�MAASPQ�UFCL�?�JGLI�GQ�AJGAICB�ML�@W�?�@MR
MP�QMKCMLC�N?GB�RM�AJGAI�ML�JGLIQ�	QCC$F?NRCP����1?W�NCP�$JGAI�"BTCPRGQGLE�
�

8C�F?TC�QCCL�RF?R�RFCPC�?PC�BGDDCPCLR�RWNCQ�MD�?ARGMLQ�RF?R�A?L�PCQSJR�GL
AMKKGQQGMLQ�@CGLE�?U?PBCB�?LB�RF?R�RFCQC�?ARGMLQ�SQS?JJW�QSGR�RFC�8C@�QGRC�RF?R�GQ
@CGLE�NPMKMRCB��5FGQ�KC?LQ�RF?R�?LW�GLBSQRPW�RF?R�GQ�MLJGLC�A?L�KMQR�JGICJW�@C
NPMKMRCB�RFPMSEF�?DDGJG?RC�K?PICRGLE�

"DDGJG?RCQ�F?TC�K?LW�MNRGMLQ�MNCL�RM�RFCK�RM�NPMKMRC�KCPAF?LRQf�8C@�QGRCQ��#SR
@CDMPC�UC�ECR�RM�RF?R�UC�LCCB�RM�R?IC�?�JMMI�?R�RP?AIGLEbRFC�RFPC?B�RF?R�FMJBQ�GR�?JJ
RMECRFCP�

KEY TAKEAWAYS

^ 5FCPC�?PC�BGDDCPCLR�RWNCQ�MD�AMKKGQQGMLQ�UFMQC�SQCQ�?PC�@?QCB
ML�RFC�KCPAF?LRfQ�GLBSQRPW�

� $1-�	AMQR�NCP�JC?B

� $1"�	AMQR�NCP�?ARGML

� 3CTCLSC�QF?PC
� $1$�	AMQR�NCP�AJGAI


^ 5P?AIGLE�GQ�UF?R�K?ICQ�?L�?DDGJG?RC�K?PICRGLE�A?KN?GEL�UMPI�

EXERCISES

�� "QGBC�DPMK�RFC�CV?KNJCQ�EGTCL�NPCTGMSQJW�RFGLI�MD�NPMBSARQ�MP�QCPTGACQ
RF?R�K?W�AMKC�DPMK�$1-�	AMQR�NCP�JC?B
�$1"�	AMQR�NCP�?ARGML
�?LB
PCTCLSC�QF?PC�

�� 8F?R�D?ARMPQ�QFMSJB�@C�AMLQGBCPCB�UFCL�BCRCPKGLGLE�UF?R�AMKKGQQGMLQ
QFMSJB�@C�UFCL�WMS�?PC�NJ?LLGLE�?L�?DDGJG?RC�A?KN?GEL �)MU�BM�RFCQC
BGDDCP�DMP�PCTCLSC�QF?PGLE�A?KN?GELQ�?LB�$1"�A?KN?GELQ 

��� 5FGQ�PCDCPQ�RM�RFC�TGQGRMPQ�RF?R
TGQGR�?�8C@�QGRC�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����)MU�*R�8MPIQ ��

fwk-105454-ch07#fwk-105454-ch07


4.3 Tracking: The Lifeline of Affiliate Marketing
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Figure 4.3Table Showing Data Used to Determine the Success of an Affiliate Campaign
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GLDMPK?RGML�QM�RF?R�?�8C@�QGRC�cPCKCK@CPQd�UFM�WMS�?PC�LCVR�RGKC�WMS�TGQGR�GR��5FC
BMK?GL�MULCP�ECRQ�RM�BCRCPKGLC�RFC�JCLERF�MD�RGKC�?�AMMIGC�QFMSJB�J?QR��5FGQ�GQ
A?JJCB�RFCcookie period �� �

8FCL�GR�AMKCQ�RM�?DDGJG?RC�K?PICRGLE�GR�GQ�SN�RM�RFC�KCPAF?LR�RM�BCAGBC�UF?R�RFC
AMMIGC�NCPGMB�QFMSJB�@C��5FC�?DDGJG?RC�GQ�MLJW�?U?PBCB�AMKKGQQGML�QFMSJB�RFC
BCQGPCB�?ARGML�R?IC�NJ?AC�UGRFGL�RFC�AMMIGC�NCPGMB��4MKC�KCPAF?LRQ�K?IC�RFC
AMMIGC�J?QR�DMP�RFCsession�� MLJW�	G�C��GD�RFC�SQCP�MLJW�K?ICQ�NSPAF?QCQ�RFC
DMJJMUGLE�B?W�LM�AMKKGQQGML�GQ�PCU?PBCB
�UFCPC?Q�RFC�QR?LB?PB�AMMIGC�NCPGMB�DMP
?DDGJG?RC�K?PICRGLE�GQ�RFGPRW�RM�QGVRW�B?WQ��4MKC�KCPAF?LRQ�MDDCP�����B?W�AMMIGCQ�MP
CTCL�JGDCRGKC�AMMIGCQ�

5FCPC�?PC�KCPAF?LRQ�UFM�MDDCP�UF?R�GQ�A?JJCB�?Laffiliate lock-in �� ��)CPC�RFC�DGPQR
?DDGJG?RC�RM�PCDCP�RFC�ASQRMKCP�C?PLQ�AMKKGQQGML�DMP�?Q�JMLE�?Q�RFC�ASQRMKCP
PCK?GLQ�?�ASQRMKCP��CTCPW�NSPAF?QC�RF?R�RFC�ASQRMKCP�K?ICQ�UGJJ�C?PL�RFC�?DDGJG?RC
AMKKGQQGML�

Discussion

%M�WMS�RFGLI�RFCPC�GQ�?L�?BT?LR?EC�RM�?�����B?W�AMMIGC �8F?R�GQ�RFC�BGDDCPCLAC
@CRUCCL�?�����B?W�AMMIGC�?LB�?�JMAI�GL 

"DDGJG?RCQ�RCLB�RM�NPCDCP�?�JMLECP�AMMIGC�NCPGMB�GR�GLAPC?QCQ�RFC�JGICJGFMMB�MD�@CGLE
?U?PBCB�AMKKGQQGML�

��� 5FC�JCLERF�MD�RGKC�?�AMMIGC
QFMSJB�J?QR�MDRCL�QCR�@W�RFC
KCPAF?LR�

��� 5FC�QCQQGML�MD�?ARGTGRW�RF?R�?
SQCP�UGRF�?�SLGOSC�AMMIGC
QNCLBQ�ML�?�8C@�QGRC�BSPGLE�?
QNCAGDGCB�NCPGMB�MD�RGKC

��� 5FC�DGPQR�?DDGJG?RC�RM�PCDCP�RFC
ASQRMKCP�C?PLQ�AMKKGQQGML�ML
RFC�JGDCRGKC�MD�RFC�ASQRMKCP�
&TCPW�NSPAF?QC�RF?R�RFC
ASQRMKCP�K?ICQ�UGJJ�C?PL�RFC
?DDGJG?RC�AMKKGQQGML�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����5P?AIGLE��5FC�-GDCJGLC�MD�"DDGJG?RC�.?PICRGLE ��



KEY TAKEAWAYS

^ 5FC�KMQR�CQQCLRG?J�CJCKCLR�RM�?DDGJG?RC�K?PICRGLE�GQ�RP?AIGLE��5P?AIGLE
QMDRU?PC�NJ?ACQ�?�AMMIGC�ML�?�SQCPfQ�@PMUQCP�UFCL�RF?R�SQCP�AJGAIQ�ML�?L
?DDGJG?RC�JGLI��5FC�AMMIGC�NCPGMB�GQ�BCRCPKGLCB�@W�RFC�KCPAF?LR��*D�RFC
SQCP�NCPDMPKQ�RFC�BCQGPCB�?ARGML�UGRFGL�RFC�AMMIGC�NCPGMB�RFC�?DDGJG?RC�GQ
?U?PBCB�AMKKGQQGML�

^ *LDMPK?RGML�AMJJCARCB�BSPGLE�RP?AIGLE�GLAJSBCQ�GKNPCQQGMLQ�AJGAIQ�?LB
AMLTCPQGMLQ�

^ 5FC�MPGEGL?J�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�QFMSJB�@C�C?QGJW�GBCLRGDG?@JC
GL�RFC�63-�SQCB�DMP�?DDGJG?RC�RP?AIGLE�

^ 4NCAG?JGXCB�QMDRU?PC�GQ�SQCB�RM�K?L?EC�RFC�A?KN?GELQ�

EXERCISES

�� %CQAPG@C�RFC�PMJC�AMMIGCQ�NJ?W�GL�?DDGJG?RC�K?PICRGLE��8FW�?PC�RFCW
GKNMPR?LR �$MSJB�?DDGJG?RC�K?PICRGLE�UMPI�GD�AMMIGCQ�BGBLfR�CVGQR �8F?R
GKN?AR�UMSJB�GR�F?TC�ML�?DDGJG?RC�K?PICRGLE 

�� %M�WMS�RFGLI�RFCPC�GQ�?L�?BT?LR?EC�RM�?�����B?W�AMMIGC �5FGLI�MD�?
QGRS?RGML�GL�UFGAF�WMS�KGEFR�SQC�MLC�

�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�?�JGDCRGKC�AMMIGC�?LB�?�JMAI�GL�AMMIGC 
)MU�BM�WMS�RFGLI�JMAI�GL�AMMIGCQ�?DDCAR�RFC�AMKKGQQGML�JCTCJQ�MDDCPCB�@W
KCPAF?LRQ 

�� $MKN?PC�RP?AIGLE�GL�?DDGJG?RC�K?PICRGLE�RM�RF?R�MD�C�K?GJ�?LB�MLJGLC
?BTCPRGQGLE��8F?R�?PC�RFC�QGKGJ?PGRGCQ �5FC�BGDDCPCLACQ 

$F?NRCP���"DDGJG?RC�.?PICRGLE

����5P?AIGLE��5FC�-GDCJGLC�MD�"DDGJG?RC�.?PICRGLE ��



4.4 When Things Go Wrong

LEARNING OBJECTIVES

�� 6LBCPQR?LB�UFW�RFGLEQ�K?W�EM�UPMLE�GL�?DDGJG?RC�K?PICRGLE�
�� ,LMU�UF?R�F?NNCLQ�UFCL�RFGLEQ�EM�UPMLE�

4SAACQQDSJ�RP?AIGLE�GQ�DSLB?KCLR?J�RM�?LW�C.?PICRGLE�A?KN?GEL�?LB�CQNCAG?JJW�QM
RM�?DDGJG?RC�K?PICRGLE��"Q�?DDGJG?RCQ�?PC�MLJW�N?GB�DMP�NCPDMPK?LAC�QFMSJB�?LWRFGLE
EM�UPMLE�GL�RFC�RP?AIGLE�NPMACQQ�GR�GQ�RFC�?DDGJG?RCQ�RF?R�QSDDCP��5FC�KCPAF?LR�UGJJ
QRGJJ�ECR�RFC�BCQGPCB�Q?JCQ�@SR�RFC�?DDGJG?RCQ�UMLfR�@C�PCU?PBCB�

4M�GR�GQ�EMMB�RM�@C?P�GL�KGLB�QMKC�MD�RFC�NPM@JCKQ�RF?R�A?L�@C�D?ACB�UGRF�RP?AIGLE�

Multiple Referrals, One Sale: Who Gets the Bounty?

8GRF�QM�K?LW�?DDGJG?RCQ�GR�GQ�LMR�SLAMKKML�DMP�?�NMRCLRG?J�ASQRMKCP�RM�TGQGR�?
KCPAF?LRfQ�8C@�QGRC�RFPMSEF�RFC�JGLIQ�MD�K?LW�BGDDCPCLR�?DDGJG?RCQ�@CDMPC�DGL?JJW
K?IGLE�?�NSPAF?QC��8FM�BM�WMS�RFGLI�QFMSJB�PCACGTC�RFC�AMKKGQQGML 

'MP�CV?KNJC�?�SQCP�QCCQ�?�8C@�QGRC�@?LLCP�NPMKMRGLE�?�UCCICLB�GL�1?PGQ�@MMICB
UGRF�&SPMQR?P��5FC�SQCP�AJGAIQ�ML�RF?R�@?LLCP�?LB�AFCAIQ�MSR�RFC�BC?JQ�ML�RFC
&SPMQR?P�8C@�QGRC��"�AMMIGC�GQ�QCR�?Q�RFC�DGPQR�8C@�QGRC�GQ�?L�?DDGJG?RC�MD�&SPMQR?P�

)C�BMCQLfR�@MMI�PGEFR�?U?W�@SR�?DRCP�AF?RRGLE�RM�FGQ�EGPJDPGCLB�RFCW�BCAGBC�RM�@MMI
RFC�RPGN��)C�EMCQ�RM�(MMEJC�QC?PAFCQ�DMP�c&SPMQR?P�UCCICLB�GL�1?PGQd�?LB�AJGAIQ�ML
MLC�MD�RFC�11$�	N?W�NCP�AJGAI
�?BTCPRGQCKCLRQ��5FGQ�F?Q�?JQM�@CCL�NJ?ACB�@W�?L
?DDGJG?RC�@SR�?�BGDDCPCLR�MLC�

5FGQ�RGKC�FC�@MMIQ�RFC�RPGN��#SR�UFGAF�?DDGJG?RC�QFMSJB�@C�PCU?PBCB�RFC�AMKKGQQGML 

*R�F?Q�@CAMKC�QR?LB?PB�NP?ARGAC�RF?R�RFC�KMQR�PCACLR�PCDCPP?J�GQ�?U?PBCB�RFC
AMKKGQQGML�RFMSEF�RFCPC�?PC�QMKC�KCPAF?LRQ�UFM�?JQM�MDDCP�AMKNCLQ?RGML�RM
MRFCP�?DDGJG?RCQ�GLTMJTCB�GL�Q?JC�NPMACQQ��*L�RFC�NPCTGMSQ�CV?KNJC�RFC�?DDGJG?RC�UFM
NJ?ACB�RFC�11$�?BTCPRGQCKCLR�UMSJB�ECR�RFC�AMKKGQQGML�DMP�RFGQ�Q?JC�

$F?NRCP���"DDGJG?RC�.?PICRGLE

��



Cookies Getting a Bad Reputation

$MLQSKCPQ�QMKCRGKCQ�ECR�?LVGMSQ�UFCL�RFCW�FC?P�RFGLEQ�JGIC�cRP?AIGLEd�?LB
cAMJJCARGLE�GLDMPK?RGMLd�QM�RFCW�BCJCRC�AMMIGCQ�DPMK�RFCGP�AMKNSRCP��*D�RFGQ
F?NNCLQ�RFCL�RFC�Q?JC�UGJJ�LCTCP�@C�?RRPG@SRCB�RM�RFC�?DDGJG?RC��5FGQ�NP?ARGAC
FMUCTCP�BMCQ�LMR�QCCK�RM�F?TC�?�BP?QRGA�CDDCAR�ML�LSK@CPQ�QM�KMQR�?DDGJG?RCQ�UGJJ
QRGJJ�A?JASJ?RC�RFGQ�GLRM�RFCGPreturn on investment (ROI) �� �

Clashing Cookies

.CPAF?LRQ�UGJJ�MDRCL�SQC�QMKC�IGLB�MD�RP?AIGLE�QM�RF?R�RFCW�A?L�@CRRCP�MNRGKGXC
RFCGP�MUL�K?PICRGLE�CDDMPRQ�MP�?�KCPAF?LR�K?W�K?IC�QMKC�IGLB�MD�RCAFLGA?J
AF?LEC�RM�RFCGP�8C@�QGRC��*R�GQ�APSAG?J�RF?R�?LW�MD�RFCQC�AF?LECQ�?PC�RCQRCB�DGPQR�UGRF
RFC�RP?AIGLE�QMDRU?PC�RM�K?IC�QSPC�RF?R�RFCW�BM�LMR�APC?RC�?LW�AMLDJGARQ��*R�GQ
ECLCP?JJW�?AACNRCB�NP?ARGAC�RF?R�CTCL�GD�GR�GQ�?�KCPAF?LRfQ�K?PICRGLE�CDDMPR�RF?R�GQ
PCQNMLQG@JC�DMP�RFC�DGL?J�Q?JC�RFC�?DDGJG?RC�QRGJJ�ECRQ�RFC�AMKKGQQGML�GD�GR�GQ�UGRFGL�RFC
?DDGJG?RCfQ�AMMIGC�NCPGMB�

Placing an Order by Another Method

*D�RFC�ASQRMKCP�AMKNJCRCQ�RFC�?ARGML�@SR�BMCQ�LMR�BM�QM�MLJGLC�RFC�?DDGJG?RC�UGJJ�LMR
PCACGTC�AMKKGQQGML��4M�GD�?�ASQRMKCP�TGQGRQ�?L�MLJGLC�PCR?GJCP�RFPMSEF�?L�?DDGJG?RC
JGLI�@SR�NJ?ACQ�?L�MPBCP�MTCP�RFC�NFMLC�RFC�?DDGJG?RC�UGJJ�KGQQ�MSR�ML�AMKKGQQGML�

KEY TAKEAWAYS

^ *R�GQLfR�SLAMKKML�DMP�RFCPC�RM�@C�KSJRGNJC�PCDCPP?JQ�DMP�MLC�MLJGLC�Q?JC�
^ #CQR�NP?ARGACQ�UGJJ�EGTC�RFC�KMQR�PCACLR�PCDCPPCP�RFC�APCBGR�DMP�RFC�Q?JC�
^ $MMIGCQ�ECR�?�@?B�PCNSR?RGML�UGRF�AMLQSKCPQ�UFM�?PC�?DP?GB�MD�@CGLE

RP?AICB��$MLQSKCPQ�UGJJ�QMKCRGKCQ�BCJCRC�RFCGP�AMMIGCQ�?Q�?�PCQSJR�
^ "DDGJG?RCQ�A?L�KGQQ�MSR�ML�AMKKGQQGML�GD�?�ASQRMKCP�NJ?ACQ�?L�MPBCP�MTCP

RFC�NFMLC�GLQRC?B�MD�MLJGLC�

��� 5FC�P?RGM�MD�AMQR�RM�NPMDGR�	C�E�
?BTCPRGQGLE�QNCLBGLE�?Q�?
NCPACLR?EC�MD�RFC�PCTCLSC�RF?R
GR�ECLCP?RCQ
�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����8FCL�5FGLEQ�(M�8PMLE ��



EXERCISES

�� 8F?R�GKN?AR�KGEFR�AMMIGC�BCJCRGML�F?TC�ML�?L�?DDGJG?RC�K?PICRGLE
A?KN?GEL 

�� "�SQCP�QCCQ�?L�?B�MLJGLC�DMP�"#$�(J?QQU?PC�ML�4GRC�"�?L�?DDGJG?RC�QGRC
?LB�AJGAIQ�ML�GR��&TCL�RFMSEF�RFC�?B�NPMKMRCB�?�EPC?R�BC?J�QFC�BMCQ�LMR
K?IC�?�NSPAF?QC�?R�RF?R�RGKC��"DRCPU?PB�QFC�TGQGRQ�QCTCP?J�MRFCP�QGRCQ
?LB�DGLBQ�?LMRFCP�EMMB�BC?J�DMP�RFC�Q?KC�EJ?QQU?PC�ML�4GRC�#�?LMRFCP
?DDGJG?RC�QGRC�DMP�"#$�(J?QQU?PC��4FC�BMCQLfR�K?IC�?�NSPAF?QC�RFCL
CGRFCP�?Q�QFC�NPCDCPPCB�RM�RFGLI�?@MSR�RFC�NSPAF?QC�MTCPLGEFR��5FC�LCVR
B?W�QFC�EMCQ�@?AI�RM�4GRC�"�RM�@SW�RFC�EJ?QQU?PC��8FM�PCACGTCQ�RFC
AMKKGQQGML 

$F?NRCP���"DDGJG?RC�.?PICRGLE
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4.5 How Do Affiliates Promote Merchants?

LEARNING OBJECTIVE

�� -C?PL�FMU�?DDGJG?RCQ�NPMKMRC�KCPAF?LRQ�

"DDGJG?RCQ�?PC�MLJGLC�K?PICRCPQ�UFM�?PC�N?GB�ML�?�NCPDMPK?LAC�@?QGQ��&TCPW�RWNC�MD
K?PICRGLE�QRP?RCEW�UGJJ�@C�DMSLB�GL�RFC�?DDGJG?RC�UMPJB�?LB�?DDGJG?RCQ�A?L�MDRCL�@C
QCCL�?R�RFC�DMPCDPMLR�MD�@PC?IGLE�RCAFLMJMEW�?LB�?NNJWGLE�GR�RM�K?PICRGLE
QRP?RCEGCQ�

5FC�@?QGA�?GK�MD�?L�?DDGJG?RC�GQ�RM�QCLB�R?PECRCB�RP?DDGA�	RF?R�KC?LQ�ASQRMKCPQ�UFM
?PC�TCPW�JGICJW�RM�NCPDMPK�RFC�BCQGPCB�?ARGML
�RM�?�N?PRGASJ?P�KCPAF?LRfQ�8C@�QGRC�
"DDGJG?RCQ�K?W�NPMKMRC�?Q�K?LW�KCPAF?LRQ�GL�?Q�K?LW�GLBSQRPGCQ�UGRF�?Q�K?LW
R?ARGAQ�?Q�RFCW�UGQF�@SR�SQS?JJW�?DDGJG?RCQ�UGJJ�QR?PR�RM�QNCAG?JGXC�

.MQR�MD�RFC�R?ARGAQ�UGJJ�@C�RFC�Q?KC�?Q�RFMQC�RF?R�RFC�KCPAF?LR�CKNJMWQ�@SR�UGJJ
PC?AF�?�BGDDCPCLR�N?PR�MD�RFC�*LRCPLCR�NMNSJ?RGML��&DDCARGTC�RP?AIGLE�R?ICQ�A?PC�MD
?LW�MTCPJ?N�?LB�UGJJ�FCJN�?�KCPAF?LR�RM�?BHSQR�RFCGP�QNCLBGLE�DMP�?�KMQR�CDDCARGTC
PCRSPL�ML�GLTCQRKCLR�	30*
��5FC�K?GL�RWNCQ�MD�?DDGJG?RCQ�A?L�@C�@PMICL�SN�GLRM�RFC
DMJJMUGLE�

^ 1CPQML?J�8C@�QGRCQ
^ $MLRCLR�?LB�LGAFC�QGRCQ
^ &�K?GJ�JGQRQ
^ -MW?JRW�QGRCQ�	NMGLRQ�MP�A?QF�@?AI�MP�AF?PGR?@JC�BML?RGMLQ

^ $MSNML�?LB�NPMKMRGMLQ�QGRCQ
^ $MKN?PGQML�QFMNNGLE�	QCC�?JQM�11$�<N?W�NCP�AJGAI=�?BTCPRGQGLE

^ 4C?PAF�?DDGJG?RCQ�	QC?PAF�?P@GRP?EC


$F?NRCP���"DDGJG?RC�.?PICRGLE

��



Figure 4.4

GreasyPalm.co.uk is a cash-back
site that is an affiliate.

"DDGJG?RC�K?PICRGLE�A?KC�RM�RFC�DMPC�?Q�?�U?W�DMP
NCPQML?J�8C@�QGRCQ�RM�K?IC�KMLCW�RFMSEF�RFGQ�LMU
DMPKQ�?�QK?JJ�N?PR�MD�RFC�K?PICRGLE�KGV��"DDGJG?RC
K?PICRGLE�BMCQ�QRGJJ�NPMTGBC�QMKC�GLAMKC�DMP�RFCQC�8C@
QGRCQ��)MUCTCP�UC�UGJJ�DMASQ�ML�RFMQC�CLBC?TMPQ�RF?R
?PC�APC?RCB�NSPCJW�DMP�?DDGJG?RC�K?PICRGLE�

$MLRCLR�?LB�LGAFC�QGRCQ�?PC�8C@�QGRCQ�APC?RCB�?PMSLB�?
QNCAGDGA�RMNGA�?LB�?LW�NPMBSARQ�NPMKMRCB�UGJJ�A?PPW
?DDGJG?RC�RP?AIGLE��'MP�CV?KNJC�?L�?DDGJG?RC�KGEFR�APC?RC
?�QGRC�BCBGA?RCB�RM�BGEGR?J�A?KCP?Q�UGRF�RGNQ�?LB
BMULJM?BQ�RM�FCJN�WMS�ECR�RFC�KMQR�MSR�MD�WMSP�A?KCP?�
*R�AMSJB�PCTGCU�?�LSK@CP�MD�BGDDCPCLR�A?KCP?Q�?LB�MDDCP
JGLIQ�RM�NSPAF?QC�RFMQC�A?KCP?Q�MLJGLC��"JJ�RFMQC�JGLIQ�UGJJ�@C�?DDGJG?RC�JGLIQ�

4C?QML?JGRW�GQ�?JQM�?L�GKNMPR?LR�AMLQGBCP?RGML�DMP�AMLRCLR�QGRCQ��8C@�QGRCQ�A?L�@C
APC?RCB�QNCAGDGA?JJW�DMP�$FPGQRK?Q�.MRFCPfQ�%?W�?LB�K?LW�KMPC�ICW�PCR?GJ�QC?QMLQ�

4MKC�?DDGJG?RCQ�PSL�J?PEC�MNR�GL�C�K?GJ�JGQRQ�?LB�RFCW�K?PICR�N?PRGASJ?P�KCPAF?LR
MDDCPQ�RFPMSEF�RFCGP�C�K?GJ�LCUQJCRRCPQ��4MKC�PCLCE?BC�?DDGJG?RCQ�SQC�QN?K�C�K?GJ�RM
NPMKMRC�KCPAF?LR�MDDCPQ�@SR�?Q�?DDGJG?RC�K?PICRGLE�F?Q�K?RSPCB�RFCPC�?PC�SQS?JJW
RCPKQ�?LB�AMLBGRGMLQ�RM�NPCTCLR�QSAF�NPMKMRGML�

"Q�?DDGJG?RCQ�C?PL�?�NCPACLR?EC�MD�?�Q?JC�QMKC�?DDGJG?RCQ�cQNJGRd�RFGQ�UGRF�RFC
ASQRMKCP�?LB�APC?RC�A?QF�@?AI�MP�NMGLRQ�@?QCB�QFMNNGLE�QGRCQ��5FCPC�?PC�?JQM�QMKC
RF?R�BML?RC�?�NCPACLR?EC�MD�RFC�AMKKGQQGML�RM�?�AF?PGRW�

4MKC�MD�RFC�KMQR�QSAACQQDSJ�?DDGJG?RC�K?PICRCPQ�?PC�RFMQC�UFM�NPMKMRC�T?PGMSQ
KCPAF?LRQ�RFPMSEF�N?GB�QC?PAF�11$�?BTCPRGQGLE�ML�QC?PAF�CLEGLCQ��5FCQC�?DDGJG?RCQ
QCCI�RM�DGLB�RFC�FGEFCQRearnings per click (EPC)�� DMP�RFC�JMUCQR�AMQR�NCP�AJGAI
	$1$
�RFGQ�GQ�?JQM�PCDCPPCB�RM�?Q�QC?PAF�?P@GRP?EC�

Note

"P@GRP?EC�GQ�RFC�NP?ARGAC�MD�R?IGLE�?BT?LR?EC�MD�?�NPGAC�BGDDCPCLRG?J�@CRUCCL�RUM
MP�KMPC�K?PICRQ��*RfQ�?�RCPK�RF?R�GQ�SQS?JJW�SQCB�GL�DGL?LAG?J�RP?BGLE��4MKC
KGEFR�Q?W�RF?R�QC?PAF�?DDGJG?RCQ�RP?BC�GL�11$�?BTCPRGQCKCLRQbRFCGP�PCTCLSC�GQ
RFC�&1$�a�$1$�

��� #?QCB�ML�FGQRMPGA?J�B?R?�?LB
AMLTCPQGMLQ�P?RCQ�UF?R�?L
?DDGJG?RC�A?L�CVNCAR�RM�C?PL�NCP
AJGAI�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����)MU�%M�"DDGJG?RCQ�1PMKMRC�.CPAF?LRQ ��



"DDGJG?RCQ�UGJJ�DGLB�?LW�KC?LQ�NMQQG@JC�RM�NPMKMRC�MDDCPQ��"Q�LCU�NPMBSARQ�?LB
NJ?RDMPKQ�@CAMKC�?T?GJ?@JC�K?PICRCPQ�?LB�?DDGJG?RC�K?PICRCPQ�DGLB�LCU�U?WQ�RM
K?IC�RFCK�UMPI��4MKC�MRFCP�CV?KNJCQ�MD�?DDGJG?RCQ�NPMKMRGLE�KCPAF?LRQ�GLAJSBC
RFC�DMJJMUGLE�

^ 5MMJ@?PQ�?LB�MRFCP�@PMUQCP�CVRCLQGMLQ
^ 4MAG?J�LCRUMPI�?NNJGA?RGMLQ

"JJ�RF?R�GQ�PCOSGPCB�GQ�RF?R�RFC�AJGAI�RFPMSEF�RM�RFC�KCPAF?LRfQ�8C@�QGRC�GQ�RP?AICB�

Figure 4.5

GoodSearch.com offers a toolbar. Proceeds from affiliate links are shared with charities.

KEY TAKEAWAYS

^ "DDGJG?RCQ�SQC�?�LSK@CP�MD�KC?LQ�RM�NPMKMRC�KCPAF?LRQ��5FCQC
GLAJSBC�RFC�DMJJMUGLE�

� 1CPQML?J�8C@�QGRCQ
� $MLRCLR�?LB�LGAFC�QGRCQ
� &�K?GJ�JGQRQ
� -MW?JRW�QGRCQ�RF?R�?U?PB�NMGLRQ�A?QF�@?AI�MP�AF?PGR?@JC

BML?RGMLQ
� $MSNML�?LB�NPMKMRGMLQ�QGRCQ
� $MKN?PGQML�QFMNNGLE�	QCC�?JQM�11$�<N?W�NCP�AJGAI=

?BTCPRGQGLE

� 4C?PAF�?DDGJG?RCQ�	QC?PAF�?P@GRP?EC


^ "DDGJG?RCQ�UGJJ�DGLB�?LW�KC?LQ�NMQQG@JC�RM�NPMKMRC�MDDCPQ��&V?KNJCQ�K?W
GLAJSBC�RMMJ@?PQ�MP�QMAG?J�LCRUMPI�?NNJGA?RGMLQ�

^ "DDGJG?RC�K?PICRGLE�A?KC�RM�RFC�DMPC�?Q�?�U?W�DMP�NCPQML?J�8C@�QGRCQ�RM
K?IC�KMLCW�

^ 4GRCQ�K?W�@C�BCTCJMNCB�DMP�ACPR?GL�FMJGB?WQ�?Q�BGAR?RCB�@W�RFC
QC?QML?JGRW�MD�PCR?GJ�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����)MU�%M�"DDGJG?RCQ�1PMKMRC�.CPAF?LRQ ��



EXERCISES

�� )MU�A?L�?�KCPAF?LR�RPW�RM�CLQSPC�RF?R�GRQ�MUL�K?PICRGLE�CDDMPRQ�BM�LMR
MTCPJ?N�UGRF�RFMQC�MD�RFC�?DDGJG?RCQ �8FW�UMSJB�?�KCPAF?LR�U?LR�RM
PCBSAC�MTCPJ?N 

�� 8FW�BM�WMS�RFGLI�?DDGJG?RCQ�NPMKMRC�KCPAF?LRQ�GL�QM�K?LW�U?WQ 

$F?NRCP���"DDGJG?RC�.?PICRGLE

����)MU�%M�"DDGJG?RCQ�1PMKMRC�.CPAF?LRQ ��



4.6 Affiliate Networks

LEARNING OBJECTIVE

�� -C?PL�UF?R�?DDGJG?RC�LCRUMPIQ�?PC�?LB�FMU�RFCW�DGR�GLRM�?DDGJG?RC
K?PICRGLE�

"Q�UCJJ�?Q�RFC�?DDGJG?RC�?LB�RFC�KCPAF?LR�RFCPC�GQ�?�ECLCP?JJW�?�TCPW�GKNMPR?LR�RFGPB
N?PRW�GL�RFC�?DDGJG?RC�K?PICRGLE�KGVbRFC�?DDGJG?RC�LCRUMPI�

8FGJC�QMKC�QK?JJ�?DDGJG?RC�NPMEP?KQ�?LB�QMKC�TCPW�J?PEC�?DDGJG?RC�NPMEP?KQ�	QSAF�?Q
"K?XML�"QQMAG?RCQ
�?PC�PSL�@W�RFC�KCPAF?LR�KMQR�KCPAF?LRQ�MNR�RM�SQC�?L�?DDGJG?RC
LCRUMPI�RM�NPMTGBC�KMQR�MD�RFC�RCAFLGA?J�QMJSRGMLQ�PCOSGPCB�DMP�?L�?DDGJG?RC
NPMEP?K�

"DDGJG?RC�LCRUMPIQ�NPMTGBC�RP?AIGLE�QMJSRGMLQ�PCNMPRGLE�ML�NPMEP?KQ�RM�@MRF
?DDGJG?RCQ�?LB�KCPAF?LRQ�FMQRGLE�MD�APC?RGTC�@?LLCPQ�AMKKGQQGML�N?WKCLR�MNRGMLQ
?LB�QSNNMPR�RM�@MRF�?DDGJG?RCQ�?LB�KCPAF?LRQ��"DDGJG?RC�LCRUMPIQ�F?TC�K?LW
?DDGJG?RCQ�?LB�K?LW�KCPAF?LRQ�QGELCB�SN�RM�RFCK�QM�RFCW�?PC�GBC?J�QMSPACQ�DMP
PCAPSGRGLE�?DDGJG?RCQ�GD�WMS�?PC�?�KCPAF?LR�MP�DMP�DGLBGLE�KCPAF?LRQ�RM�NPMKMRC�GD
WMS�?PC�?L�?DDGJG?RC��"DDGJG?RC�LCRUMPIQ�NPMTGBC�?�MLC�N?WKCLR�QMJSRGML�RM
KCPAF?LRQ�?Q�RFC�KCPAF?LRQ�UGJJ�@C�GLTMGACB�DMP�?JJ�RFC�AMKKGQQGML�AMJJCARGTCJW
MUCB�UFGAF�GQ�RFCL�BGQNCPQCB�RM�RFC�?DDGJG?RCQ�

Figure 4.6

$F?NRCP���"DDGJG?RC�.?PICRGLE

��



Affiliate networks act as a gateway between merchants and affiliates.

"DDGJG?RC�LCRUMPIQ�SQS?JJW�AF?PEC�RFC�?DDGJG?RCQ�LMRFGLE�RM�HMGL��5FCW�A?L�AF?PEC�?
KCPAF?LR�?�QCRSN�DCC�UFGAF�UGJJ�AMTCP�RFC�AMQR�K?IGLE�QSPC�RF?R�RFC�RP?AIGLE
QMJSRGML�GQ�QSAACQQDSJJW�GLRCEP?RCB�?LB�A?L�AF?PEC�?�KMLRFJW�K?L?ECKCLR�DCC
BCNCLBGLE�ML�RFC�JCTCJ�MD�QSNNMPR�MDDCPCB�RM�RFC�KCPAF?LR��"DDGJG?RC�LCRUMPIQ
SQS?JJW�AF?PEC�RFC�KCPAF?LR�?�NCPACLR?EC�MD�RFC�AMKKGQQGML�C?PLCB�@W�RFC�?DDGJG?RC
	A?JJCB�?commission override �� 
�QM�RF?R�RFCPC�?PC�GLACLRGTCQ�DMP�RFC�LCRUMPIQ�GD
RFCW�NCPDMPK�UCJJ��"Q�?�PMSEF�ESGBC�RFGQ�GQ�RWNGA?JJW����NCPACLR�MD�RFC�AMKKGQQGML
PCU?PBCB�RM�RFC�?DDGJG?RC�

4MKC�JC?BGLE�?DDGJG?RC�LCRUMPIQ�GLAJSBC�RFC�DMJJMUGLE�

^ Commission Junction� FRRN���UUU�AH�AMK
^ LinkShare� FRRN���UUU�JGLIQF?PC�AMK
^ Affiliate Window � FRRN���UUU�?DDGJG?RCUGLBMU�AMK
^ TradeDoubler� FRRN���UUU�RP?BCBMS@JCP�AMK

KEY TAKEAWAYS

^ "DDGJG?RC�LCRUMPIQ�?PC�MDRCL�SQCB�?Q�GLRCPKCBG?PGCQ�@CRUCCL�?DDGJG?RCQ
?LB�KCPAF?LRQ��"DDGJG?RC�LCRUMPIQ�NPMTGBC�RP?AIGLE�QMJSRGMLQ�PCNMPRGLE
?LB�QSNNMPR�RM�@MRF�?DDGJG?RCQ�?LB�KCPAF?LRQ�

^ "DDGJG?RC�NPMEP?KQ�K?W�@C�UGRF�?�KCPAF?LR�BGPCARJW�	?Q�UGRF
"K?XML�AMK
�MP�RFPMSEF�?�LCRUMPI��"DDGJG?RC�LCRUMPIQ�?AR�?Q�E?RCU?WQ
@CRUCCL�KCPAF?LRQ�?LB�?DDGJG?RCQ�

EXERCISE

�� 8FW�BM�WMS�RFGLI�QMKC�?DDGJG?RCQ�PSL�?DDGJG?RC�NPMEP?KQ�DMP�RFCGP�MUL
8C@�QGRCQ 

��� "DDGJG?RC�LCRUMPIQ�SQS?JJW
AF?PEC�RFC�KCPAF?LR�?
NCPACLR?EC�MD�RFC�AMKKGQQGML
C?PLCB�@W�RFC�?DDGJG?RC�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����"DDGJG?RC�/CRUMPIQ ��

http://www.cj.com
http://www.linkshare.com
http://www.affiliatewindow.com
http://www.tradedoubler.com


4.7 Tools of the Trade

LEARNING OBJECTIVE

�� -C?PL�UF?R�RMMJQ�?PC�GKNMPR?LR�RM�?DDGJG?RC�K?PICRGLE�

"DDGJG?RC�K?PICRGLE�RMB?W�DMPKQ�?�DSLB?KCLR?J�N?PR�MD�KMQR�C�PCR?GJCPQf�QRP?RCEGCQ�
4M�UF?R�RMMJQ�BMCQ�?�KCPAF?LR�LCCB�RM�F?TC�?�QSAACQQDSJ�NPMEP?K 

"LW�PCR?GJCP�QFMSJB�F?TC�?product feed �� �CGRFCP�9.-�	CVRCLQG@JC�K?PISN
J?LES?EC
�MP�$47�	AMKK?�QCN?P?RCB�T?JSCQ
��"�NPMBSAR�DCCB�GQ�?�U?W�RM�NPMTGBC
GLDMPK?RGML�?@MSR�RFC�NPMBSARQ�ML�?�KCPAF?LRfQ�8C@�QGRC�GL�?�U?W�RF?R�@PC?IQ�SN
RFC�GLDMPK?RGML�C?QGJW�?LB�GQ�QR?LB?PBGXCB��"�NPMBSAR�DCCB�UGJJ�NPM@?@JW�AMLR?GL�RFC
DMJJMUGLE�GLDMPK?RGML�DMP�C?AF�NPMBSAR�

^ 1PMBSAR�L?KC
^ 1PMBSAR�63-�	SLGDMPK�PCQMSPAC�JMA?RMP

^ 1PMBSAR�NGARSPC
^ 1PMBSAR�NPGAC
^ %CQAPGNRGML
^ 4FGNNGLE�NPGAC
^ 4RMAI�QR?RSQ

"DDGJG?RCQ�N?PRGASJ?PJW�QC?PAF�?DDGJG?RCQ�A?L�SQC�RFGQ�RM�NPMKMRC�GLBGTGBS?J�NPMBSARQ�

"�NPMBSAR�DCCB�GQ�K?BC�?T?GJ?@JC�ML�?�QGKNJC�63-�?LB�BGQNJ?WQ�AMLRCLR�RF?R�?DDGJG?RCQ
A?L�SQC�GL�RFCGP�A?KN?GELQ�

.CPAF?LRQ�LCCB�RM�APC?RC�?�QCR�MD�@?LLCPQ�?LB�@SRRMLQ�RF?R�A?L�@C�NJ?ACB�ML
?DDGJG?RC�8C@�QGRCQ��"R�?�KGLGKSK�RFC�DMJJMUGLE�QGXCQ�QFMSJB�@C�?T?GJ?@JC�

^ ����g����	@?LLCP

^ ����g�����	QOS?PC

^ ����g����	@SRRML

^ ����g�����	QIWQAP?NCP


��� "�U?W�MD�NPMTGBGLE�GLDMPK?RGML
?@MSR�RFC�NPMBSARQ�ML�?
KCPAF?LRfQ�8C@�QGRC�GL�?�U?W
RF?R�@PC?IQ�SN�RFC�GLDMPK?RGML
C?QGJW�?LB�GQ�QR?LB?PBGXCB��"
NPMBSAR�DCCB�UGJJ�@C�CGRFCP
9.-�	CVRCLQG@JC�K?PISN
J?LES?EC
�MP�$47�	AMKK?�
QCN?P?RCB�T?JSCQ
�?LB�UGJJ
NPM@?@JW�AMLR?GL�RFC�DMJJMUGLE
GLDMPK?RGML�DMP�C?AF�NPMBSAR�
NPMBSAR�L?KC�NPMBSAR�63-
	SLGDMPK�PCQMSPAC�JMA?RMP

NPMBSAR�NGARSPC�NPMBSAR�NPGAC
BCQAPGNRGML�QFGNNGLE�NPGAC
?LB�QRMAI�QR?RSQ�

$F?NRCP���"DDGJG?RC�.?PICRGLE

��



)?TGLE�GLRCP?ARGTC�@?LLCPQ�QSAF�?Q�EGDR�UGX?PBQ�MP�NPMBSAR�QC?PAFCQ�KC?LQ�RF?R
NMRCLRG?J�ASQRMKCPQ�A?L�GLRCP?AR�UGRF�RFC�@P?LB�@CDMPC�RFCW�CTCL�AMKC�RFPMSEF�RM
RFC�KCPAF?LRfQ�8C@�QGRC�

*D�RFC�KCPAF?LR�MP�RFC�?DDGJG?RC�LCRUMPI�FMQRQ�RFC�@?LLCPQ�RFC�@?LLCPQ�A?L�@C
SNB?RCB�UGRFMSR�RFC�?DDGJG?RCQ�F?TGLE�RM�BM�?LWRFGLE��5FGQ�KC?LQ�RF?R�RFC�KCQQ?EC
A?L�@C�ICNR�ASPPCLR�?APMQQ�?JJ�RFC�KCPAF?LR�A?KN?GELQ�

.CPAF?LRQ�LCCB�RM�AMLQGBCP�UFM�UGJJ�@Ckeeping tabs on and driving the success
of RFC�?DDGJG?RC�A?KN?GEL��.CPAF?LRQ�KGEFR�@C�?@JC�RM�PSL�RFC�NPMEP?K�GL�FMSQC
UGRF�ASPPCLR�QR?DDGLE�PCQMSPACQ�MP�A?L�FGPC�?L�?DDGJG?RC�K?L?ECP��*R�GQ�?JQM�NMQQG@JC�RM
MSRQMSPAC�RFC�K?L?ECKCLR�MD�RFC�?DDGJG?RC�NPMEP?K�RM�?L�?ECLAW�RF?R�QNCAG?JGXCQ�GL
?DDGJG?RC�K?PICRGLE�

-?QRJW�KCPAF?LRQ�LCCB�RMkeep in touch UGRF�RFCGP�?DDGJG?RCQ�RFC�LCRUMPIQ�F?TC
AF?LLCJQ�DMP�AMKKSLGA?RGLE�UGRF�?�J?PEC�LSK@CP�MD�?DDGJG?RCQ�@SR�GR�GQ�?JQM
UMPRFUFGJC�RM�GLRCP?AR�ML�QMKC�MD�RFC�?DDGJG?RC�K?PICRGLE�DMPSKQ�GL�MPBCP�RM�ICCN
GLDMPKCB�

What Tools Does an Affiliate Need?

"DDGJG?RCQ�LCCB�RM�ECR�RM�EPGNQ�UGRFthe spectrum of eMarketing tactics �?LB
AFMMQC�UF?R�UMPIQ�@CQR�DMP�RFCK��1?GB�QC?PAF�?DDGJG?RCQ�UGJJ�DMASQ�ML�11$�	N?W�NCP�
AJGAI
�R?ARGAQ�UFGJC�?DDGJG?RCQ�PSLLGLE�ASQRMK�K?BC�8C@�QGRCQ�UGJJ�NPM@?@JW�NSR�?�JMR
MD�CLCPEW�GLRM�4&0�	QC?PAF�CLEGLC�MNRGKGX?RGML
��*R�BCNCLBQ�ML�UFCPC�RFCGP�R?JCLR
JGCQ�?LB�UFCPC�RFCW�QCC�?�E?N�GL�RFC�K?PICR�

'MP�?DDGJG?RCQ�ICCNGLE�SN�RM�B?RC�UGRF�KCPAF?LRQ�MRFCP�?DDGJG?RCQ�?LB�RFC�GLBSQRPW
GQ�NPM@?@JW�RFC�ICW�RM�EPMURF��5F?R�?LB�DGLBGLE�RFC�RGKC�RM�NSR�GR�?JJ�GLRM�NP?ARGAC�
Joining forums ?LB�ICCNGLE�R?@Q�ML�GLBSQRPW�JC?BCPQ�UGJJ�FCJN�BM�HSQR�RF?R�

4MKC�LMR?@JC�?DDGJG?RC�K?PICRGLE�DMPSKQ�GLAJSBC�RFC�DMJJMUGLE�

^ Webmasterworld � FRRN���UUU�8C@K?QRCPUMPJB�AMK
^ Affiliates4U forum � FRRN���UUU�?DDGJG?RCQ�S�AMK

$F?NRCP���"DDGJG?RC�.?PICRGLE

����5MMJQ�MD�RFC�5P?BC ��

http://www.webmasterworld.com
http://www.affiliates4u.com


KEY TAKEAWAYS

^ "JJ�PCR?GJCPQ�QFMSJB�F?TC�?�NPMBSAR�DCCB�
^ .CPAF?LRQ�QFMSJB�F?TC�?�QCR�MD�@?LLCPQ�RF?R�A?L�@C�NJ?ACB�ML�?DDGJG?RC

QGRCQ�
^ .CPAF?LRQ�LCCB�RM�AMLQGBCP�UFM�UGJJ�@C�ICCNGLE�RFC�R?@Q�ML�?LB�BPGTGLE

RFC�QSAACQQ�MD�RFC�?DDGJG?RC�A?KN?GEL��5FCW�K?W�BM�RFGQ�GL�FMSQC�MP�RFCW
A?L�MSRQMSPAC�

^ .CPAF?LRQ�?LB�?DDGJG?RCQ�QFMSJB�ICCN�SN�UGRF�RFC�GLBSQRPW�RM�CLQSPC
EPMURF�

EXERCISES

�� 8FW�BM�WMS�RFGLI�GR�GQ�GKNMPR?LR�DMP�?�KCPAF?LR�RM�F?TC�QCTCP?J
BGDDCPCLR�@?LLCPQ�?LB�@SRRMLQ�?T?GJ?@JC�RM�?DDGJG?RCQ 

�� 8FW�BM�WMS�RFGLI�GR�GQ�GKNMPR?LR�DMP�KCPAF?LRQ�RM�ICCN�GL�RMSAF�UGRF
RFCGP�?DDGJG?RCQ 

$F?NRCP���"DDGJG?RC�.?PICRGLE

����5MMJQ�MD�RFC�5P?BC ��



4.8 Setting Up a Campaign

LEARNING OBJECTIVE

�� -C?PL�FMU�@CQR�RM�QCR�SN�?L�?DDGJG?RC�K?PICRGLE�A?KN?GEL�

"DDGJG?RC�K?PICRGLE�GQ�@CAMKGLE�?L�GLRCEP?J�N?PR�MD�C.?PICRGLEbFMU�UMSJB�WMS�EM
?@MSR�QCRRGLE�SN�?LB�J?SLAFGLE�?�LCU�A?KN?GEL�UGRFMSR�GR �"DDGJG?RC�K?PICRGLE
QFMSJB�EPMU�WMSP�@SQGLCQQ�?LB�EPMU�UGRF�WMSP�@SQGLCQQ�QM�GRfQ�GKNMPR?LR�RM�NJ?L
?LB�NPCN?PC�DMP�JMLE�J?QRGLE�QSAACQQ�

'GPQR�WMS�LCCB�?�AJC?P�GBC?�MD�WMSP�@SQGLCQQfQ�GBCLRGRW�EM?JQ�?LB�SLGOSC�QCJJGLE
NMGLRQ��/M�BMS@R�WMS�UGJJ�F?TC�AMKNCRGRMPQ�RF?R�?DDGJG?RCQ�?JPC?BW�NPMKMRC��WMS
LCCB�RM�@C�?@JC�RM�EGTC�?DDGJG?RCQ�AMKNCJJGLE�PC?QMLQ�UFW�WMSP�NPMEP?K�GQ�@CRRCP�

8GRF�RFGQ�GL�KGLB�WMS�LCCB�RM�BCRCPKGLC�RFC�EM?J�MD�WMSP�?DDGJG?RC�K?PICRGLE��*D�WMS
?PC�?�LCU�@SQGLCQQ�WMS�KGEFR�HSQR�U?LR�RM�@SGJB�RP?DDGA�?LB�@P?LB�?U?PCLCQQ�
%CNCLBGLE�ML�UF?R�GLBSQRPW�WMS�?PC�GL�WMSP�EM?J�AMSJB�@C�LCU�ASQRMKCP�JC?BQ�MP�GR
AMSJB�@C�GLAPC?QCB�PCR?GJ�Q?JCQ��.?IC�QSPC�WMS�?PC�AJC?P�ML�UF?R�WMS�U?LR�?LB�RF?R
WMSP�8C@�QGRC�PCDJCARQ�RFGQ�

5FCL�WMS�LCCB�RM�BCAGBC�UFCRFCP�WMS�?PC�EMGLE�RM�PSL�WMSP�MUL�NPMEP?K�DPMK
?DDGJG?RC�PCAPSGRKCLR�RM�RP?AIGLE�?LB�N?WGLE�MP�UFCRFCP�WMS�?PC�EMGLE�RM�SQC�?L
?DDGJG?RC�LCRUMPI��*D�WMS�?PC�SQGLE�?L�?DDGJG?RC�LCRUMPI�WMSfJJ�LCCB�RM�BM�WMSP
FMKCUMPI�ML�RFC�@CQR�LCRUMPI�MP�LCRUMPIQ�RM�HMGL��-MMI�?R�RFC�DMJJMUGLE�

^ 8FCPC�WMSP�AMKNCRGRMPQ�?PC
^ 8FM�F?Q�RFC�IGLB�MD�?DDGJG?RCQ�WMS�U?LR
^ 8F?R�RFC�HMGLGLE�DCCQ�?LB�KMLRFJW�DCCQ�?PC
^ )MU�KSAF�QSNNMPR�RFCW�A?L�MDDCP�WMS
^ 8F?R�AMSLRPGCQ�RFC�LCRUMPI�GQ�GL

:MSfJJ�?JQM�LCCB�RM�BCAGBC�UFCRFCP�WMS�UGJJ�FGPC�?L�?DDGJG?RC�K?L?ECP�RM�PSL�WMSP
NPMEP?K�UFCRFCP�WMS�KGEFR�MSRQMSPAC�WMSP�NPMEP?K�K?L?ECKCLR�MP�UFCRFCP�WMS
?JPC?BW�F?TC�RFC�PCQMSPACQ�RM�PSL�RFC�NPMEP?K�WMSPQCJD��:MS�LCCB�RM�BM�?�DSJJ
AMKNCRGRMP�?L?JWQGQ�DMASQGLE�ML�WMSP�AMKNCRGRMPQf�?DDGJG?RC�NPMEP?KQ��-MMI�?R�RFC
DMJJMUGLE�

$F?NRCP���"DDGJG?RC�.?PICRGLE

��



^ $MKKGQQGML�RGCPQ
^ $MMIGC�NCPGMBQ
^ $PC?RGTC�MDDCPGLEQ
^ "DDGJG?RCQ�RFCW�UMPI�UGRF
^ /CRUMPIQ
^ *LACLRGTCQ�MDDCPCB�RM�?DDGJG?RCQ

1PCN?PC�RFC�@?QGAQ�RF?R�WMSfJJ�LCCB�RM�QR?PR�?�NPMEP?K�

^ 1PMBSAR�DCCB
^ #?LLCPQ�?LB�MRFCP�APC?RGTC�MDDCPGLEQ

6QGLE�WMSP�AMKNCRGRMP�PCQC?PAF�BCAGBC�ML�AMKKGQQGML�AMKKGQQGML�RGCPQ�AMMIGC
NCPGMB�?LB�GLACLRGTCQ�

5CQR�RFC�RP?AIGLE�QMDRU?PC�ML�WMSP�QGRC�?LB�K?IC�QSPC�RF?R�GR�BMCQ�LMR�AMLDJGAR�UGRF
?LW�MRFCP�RP?AIGLE�WMS�?PC�SQGLE�

3CAPSGR�?DDGJG?RCQ��6QC�WMSP�AMKNCRGRMP�?L?JWQGQ�RM�AMLR?AR�NMRCLRG?J�?DDGJG?RCQ
NPMKMRC�WMSP�NPMEP?K�RFPMSEF�?DDGJG?RC�DMPSKQ�SQC�WMSP�?DDGJG?RC�LCRUMPI�AMLR?AR
AF?LLCJQ�RM�?NNPM?AF�?DDGJG?RCQ�?LB�?NNPM?AF�QGRCQ�RF?R�WMS�RFGLI�DGR�WMSP�SQCP
BCKMEP?NFGA�

"LB�GR�BMCQLfR�?JJ�QRMN�MLAC�WMSfTC�J?SLAFCB��5FC�ICW�RM�QSAACQQDSJ�?DDGJG?RC
K?PICRGLE�GQ�MLEMGLE�AMKKSLGA?RGML�?LB�K?PICRGLE�RM�WMSP�?DDGJG?RCQ��:MS�LCCB�RM
K?IC�QSPC�WMS�?PC�ML�RMN�MD�T?JGB?RGLE�Q?JCQ�QM�RFCW�ECR�RFCGP�AMKKGQQGML��:MS
LCCB�RM�CLQSPC�RF?R�WMS�QR?W�AMKNCRGRGTC�UGRF�WMSP�AMKKGQQGML�MDDCPGLE�?LB�WMS
LCCB�RM�ICCN�WMSP�?DDGJG?RCQ�SN�RM�B?RC�UGRF�?LW�GLDMPK?RGML�RF?R�AMSJB�K?IC�RFCK
QCLB�KMPC�ASQRMKCPQ�WMSP�U?WbKMPC�PCTCLSC�DMP�WMS�?LB�RFSQ�KMPC�A?QF�DMP
RFCK�

$F?NRCP���"DDGJG?RC�.?PICRGLE

����4CRRGLE�6N�?�$?KN?GEL ��



KEY TAKEAWAYS

^ %CRCPKGLC�RFC�EM?J�MD�WMSP�?DDGJG?RC�K?PICRGLE�
^ %CAGBC�GD�WMS�UGJJ�PSL�WMSP�MUL�NPMEP?K�MP�GD�WMSfJJ�SQC�?L�?DDGJG?RC

LCRUMPI�
^ %CAGBC�GD�WMSfJJ�FGPC�?L�?DDGJG?RC�K?L?ECP�MP�MSRQMSPAC�RFC�K?L?ECKCLR�
^ %M�?�AMKNCRGRGTC�?L?JWQGQ�
^ 5CQR�RFC�RP?AIGLE�QMDRU?PC�ML�WMSP�QGRC�RM�?TMGB�AMLDJGARQ�
^ 3CAPSGR�?DDGJG?RCQ�
^ .?IC�AMKKSLGA?RGML�MLEMGLE��0LC�MD�RFC�ICWQ�RM�QSAACQQDSJ�?DDGJG?RC

K?PICRGLE�GQ�MLEMGLE�AMKKSLGA?RGML�@CRUCCL�KCPAF?LRQ�?LB�?DDGJG?RCQ�
5FGQ�A?L�@C�RFMSEFR�MD�?Q�RFC�KCPAF?LR�K?PICRGLE�RFC�?DDGJG?RC�NPMEP?K
RM�?DDGJG?RCQ�QM�RF?R�RFC�?DDGJG?RCQ�GL�RSPL�UGJJ�K?PICR�RFC�KCPAF?LRfQ
MDDCPGLE�

EXERCISES

�� 8FCL�BM�WMS�RFGLI�GR�UMSJB�@C�@CQR�DMP�?�KCPAF?LR�RM�K?L?EC�?L
?DDGJG?RC�GL�FMSQC�TCPQSQ�MSRQMSPAC�GR�RM�?L�?ECLAW 

�� 8FCL�BM�WMS�RFGLI�GRfQ�?NNPMNPG?RC�RM�PSL�WMSP�MUL�?DDGJG?RC�NPMEP?K
TCPQSQ�FGPGLE�?�K?L?ECP �7CPQSQ�MSRQMSPAGLE 

�� 8FW�BM�WMS�RFGLI�NCPDMPKGLE�?�AMKNCRGRMP�?L?JWQGQ�GQ�GKNMPR?LR 
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4.9 Pros and Cons

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�NPMQ�?LB�AMLQ�MD�?DDGJG?RC�K?PICRGLE�

8FGJC�?DDGJG?RC�K?PICRGLE�ACPR?GLJW�BCQCPTCQ�GLAPC?QGLE�PCAMELGRGML�DMP�GRQ�ICW�PMJC
GL�EPMURF�GR�GQ�QRGJJ�?�WMSLE�GLBSQRPW�UGRF�?JJ�RFC�EPMUGLE�N?GLQ�RF?R�RF?R�GLTMJTCQ�

What Is Holding People Back?

5FC�DMJJMUGLE�GQQSCQ�FMJB�NCMNJC�@?AI�DPMK�DSJJW�SRGJGXGLE�?DDGJG?RC�K?PICRGLE�R?ARGAQ�

�� 5FCPC�?PC�QCJBMK�AMLRP?ARQ�GL�NJ?AC�@CRUCCL�?DDGJG?RCQ�?LB�KCPAF?LRQ�
5FGQ�KC?LQ�RF?R�?L�?DDGJG?RC�AMSJB�BCAGBC�RM�QRMN�NPMKMRGLE�RFC
KCPAF?LRfQ�NPMEP?K�UGRF�LM�LMRGAC�EGTCL��5FGQ�AMSJB�JC?B�RM�?�QSBBCL
BPMN�GL�RP?DDGA�?LB�Q?JCQ�BCNCLBGLE�ML�FMU�PCJG?LR�RFC�KCPAF?LR�F?B
@CCL�ML�RF?R�?DDGJG?RC��4GKGJ?PJW�KCPAF?LRQ�K?W�BCAGBC�RM�RCPKGL?RC�?
NPMEP?K�KC?LGLE�?�JMQQ�MD�PCTCLSC�DMP�?DDGJG?RCQ��1?PRGASJ?PJW�GD�JGRRJC
LMRGAC�GQ�EGTCL�?DDGJG?RCQ�KGEFR�F?TC�QNCLR�RGKC�?LB�KMLCW�QCRRGLE�SN
NPMKMRGMLQ�MLJW�RM�F?TC�RFC�A?KN?GEL�NSJJCB�MSR�DPMK�SLBCPLC?RF�
.MQR�GLD?KMSQJW"404�AMKBGB�RFGQ�?�AMSNJC�MD�WC?PQ�?EM�

�� 5FCPC�GQ�QRGJJ�JGRRJC�RM�LM�GLBSQRPW�PCESJ?RGML�RFMSEF�RFC�K?HMPGRW�MD�RFC
GLBSQRPW�BMCQ�QRPGTC�RM�?BMNR�@CQR�NP?ARGACQ��8FGJC�QMKC�?DDGJG?RCQ�F?TC
PCQMPRCB�RM�QF?BW�NP?ARGACQ�GL�RFC�N?QR�	UGRF�?BU?PC�?LB�C�K?GJ�QN?K

RFC�K?HMPGRW�F?TC�@?LBCB�RMECRFCP�RM�@J?AIJGQR�RFGQ�IGLB�MD�@CF?TGMP�
5FC�QNCARCP�QRGJJ�PCK?GLQ�RFMSEF�

�� 4MKC�KCPAF?LRQ�DC?P�?�JMQQ�MD�@P?LB�AMLRPMJ��"DDGJG?RC�NPMEP?KQ�?PC�LMR
C?QGJW�QA?J?@JC�

#SR�MD�AMSPQC�RFCPC�?PC�K?LW�@CLCDGRQ�RM�?DDGJG?RC�K?PICRGLE�

�� *RfQpay-for-performance marketing �� �QM�KCPAF?LRQ�?PC�MLJW�N?WGLE
DMP�EPMURF�

�� 5FC�KCPAF?LR�Q?JCQ�DMPAC�?Q�UCJJ�?Q�GRQ�@P?LBGLE�NMRCLRG?J�HSQR�EMR
@GEECP�

�� 5FCPC�GQ�?�TCPW�JMU�@?PPGCP�RM�CLRPW�DMP�@MRF�?DDGJG?RCQ�?LB�KCPAF?LRQ�

��� "L�?BTCPRGQGLE�KMBCJ�GL�UFGAF
?BTCPRGQCPQ�N?W�@?QCB�ML�?�QCR
MD�?EPCCB�SNML�NCPDMPK?LAC
APGRCPG?�QSAF�?Q�?�NCPACLR?EC
MD�MLJGLC�PCTCLSCQ�MP�BCJGTCPW
MD�LCU�Q?JCQ�JC?BQ�
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KEY TAKEAWAYS

^ $MLQ�RM�?DDGJG?RC�K?PICRGLE�GLAJSBC�RFC�DMJJMUGLE�

� $MLRP?ARQ�@CRUCCL�?DDGJG?RCQ�?LB�KCPAF?LRQ�QCJBMK�CVGQR�
� 5FCPC�GQ�JGRRJC�GLBSQRPW�PCESJ?RGML�
� 4MKC�KCPAF?LRQ�DC?P�JMQQ�MD�@P?LB�AMLRPMJ�

^ 1PMQ�RM�?DDGJG?RC�K?PICRGLE�GLAJSBC�RFC�DMJJMUGLE�

� *RfQ�N?W�DMP�NCPDMPK?LAC�K?PICRGLE�QM�KCPAF?LRQ�?PC�MLJW
N?WGLE�DMP�EPMURF�

� 5FC�KCPAF?LR�Q?JCQ�DMPAC�?Q�UCJJ�?Q�GRQ�@P?LBGLE�NMRCLRG?J
HSQR�EMR�@GEECP�

� 5FCPC�GQ�?�TCPW�JMU�@?PPGCP�RM�CLRPW�DMP�@MRF�?DDGJG?RCQ�?LB
KCPAF?LRQ�
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Figure 4.7

Vidibox is a new content item for
affiliates ofPrezzybox.com.

Source: Used by permission from
Prezzybox.com.

4.10 Case Study:Prezzybox.com

1PCXXW@MV�AMKGQ�?�6,�MLJGLC�PCR?GJCP�GL�?�TCPW�AMKNCRGRGTC�K?PICR��EGDRQ�?LB
E?BECRQ��8GRF�K?LW�MRFCP�NJ?WCPQ�GL�RFC�K?PICR�AMKNCRGLE�DMP�RFC�Q?KC�ASQRMKCPQ
1PCXXW@MV�AMKPSLQ�?�QSAACQQDSJ�?DDGJG?RC�NPMEP?K�RF?R�QCCQ�RFCK�JC?BGLE�RFC�U?W�GL
NCPDMPK?LAC�K?PICRGLE�

"DDGJG?RC�K?PICRGLE�F?Q�NJ?WCB�?�QGXC?@JC�PMJC�GL�RFC�EPMURF�MD1PCXXW@MV�AMK?LB
LMU�?AAMSLRQ�DMP�?@MSR����NCPACLR�MD�Q?JCQ��"DDGJG?RC�K?PICRGLE�F?Q�AMLRPG@SRCB�ML
RUM�JCTCJQ�L?KCJW�@P?LB�EPMURF�?LB�Q?JCQ�ECLCP?RGML��*L�D?AR1PCXXW@MV�AMKF?Q
UML�QCTCP?J�GLBSQRPW�?U?PBQ�DMP�GRQ�?DDGJG?RC�NPMEP?K��*L������RFCQC�?U?PBQ
GLAJSBCB�c#CQR�6QC�MD�$PC?RGTCd�?LB�c#CQR�.CPAF?LR�*LLMT?RGML�d

"�QS@QR?LRG?J�CJCKCLR�MD�?DDGJG?RC�K?PICRGLE�GQ�K?L?EGLE�PCJ?RGMLQFGNQ�UGRF
?DDGJG?RCQ��5FC1PCXXW@MV�AMK?DDGJG?RC�NPMEP?K�?LB�GRQ�?DDGJG?RC�K?L?ECPQ�F?TC�@CCL
TMRCB�@CQR�@W�?DDGJG?RCQ�?LB�GRQ�?DDGJG?RC�K?L?ECPQ�?PC�PCESJ?PJW�GLTGRCB�RM�QNC?I�?R
GLBSQRPW�CTCLRQ�?LB�AMLDCPCLACQ��)MU�F?TC�RFCW�?AFGCTCB�RFGQ 

1PCXXW@MV�AMKF?Q�?�UGBC�?DDGJG?RC�@?QC�?LB�AMLQR?LRJW
PCAPSGRQ�LCU�?DDGJG?RCQ�TG?�?DDGJG?RC�ECR�RMECRFCPQ
?DDGJG?RC�DMPSKQ�?LB�@JMEQ�?LB�RFPMSEF�ICWUMPB
QC?PAFCQ�ML�(MMEJC��*RQ�QSNCP�?DDGJG?RCQ�RFMQC�?DDGJG?RCQ
RF?R�BPGTC�RFC�K?HMPGRW�MD�?DDGJG?RC�Q?JCQ�?AAMSLR�DMP
?@MSR���NCPACLR�MD�?JJ�?DDGJG?RCQ��;?I�&BU?PBQ�K?L?EGLE
BGPCARMP�MD1PCXXW@MV�AMK�Q?WQ�c8C�RCLB�RM�MDDCP�?JJ
?DDGJG?RCQ�RFC�Q?KC�MNNMPRSLGRGCQ�DMP�NPMKMRGML�@SR
M@TGMSQJW�DMASQ�?�JMR�MD�MSP�?RRCLRGML�ML�MSP�QSNCP
?DDGJG?RCQ�d;?I�&BU?PBQ�NCPQML?J�AMKKSLGA?RGML�TG?�C�
K?GJ�UGRF�4?P?F�#J?IC�

4SNCP�?DDGJG?RCQ�A?L�@C�EGTCL�CVRP?�AMKKGQQGML�?Q�?L
GLACLRGTC�?LB�RFC�?DDGJG?RC�K?L?ECPQ�CLQSPC�RF?R�RFCQC
?DDGJG?RCQ�?PC�SN�RM�B?RC�UGRF�?JJ�RFC�J?RCQR�MDDCPQ�LCU
NPMBSARQ�?LB�NPMKMRGMLQ�1PCXXW@MV�AMK
AMKKSLGA?RCQ�RFCQC�BCR?GJQ�RM�?JJ�RFCGP�?DDGJG?RCQ�?Q�UCJJ�
)MUCTCP�RFCW�SQC�K?QQ�AMKKSLGA?RGML�DMP�?JJ�RFCGP�?DDGJG?RCQ�?LB�MLC�ML�MLC
AMKKSLGA?RGML�QSAF�?Q�NFMLC�A?JJQ�MP�GLQR?LR�KCQQ?ECQ�UGRF�RFCGP�QSNCP�?DDGJG?RCQ�
0LC�MD�RFC�DC?RSPCQ�MD�RFC�?DDGJG?RC�NPMEP?K�GQ�?L�?DDGJG?RC�PCQMSPAC�ACLRCP�UFGAF�F?Q
CVRCLQGTC�QSNNMPR�GLDMPK?RGML�DMP�?DDGJG?RCQ�QSAF�?Q�PC?J�RGKC�NPMBSAR�@CQRQCJJCP
PCNMPRQ�
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*L����� 1PCXXW@MV�AMKJ?SLAFCB�?�@P?LB�LCU�AMLRCLR�GRCK�DMP�GRQ�?DDGJG?RCQ�
7GBG@MV��5FCQC�?PC�TGBCM�AMLRCLR�SLGRQb@?LLCPQ�RF?R�AMLR?GL�?�NPMBSAR�TGBCM�?LB�?
JGLI�RM�RF?R�NPMBSAR�ML�RFC1PCXXW@MV�AMK8C@�QGRC��5FCQC�TGBCM�AMLRCLR�SLGRQ�UCPC
TCPW�QSAACQQDSJ�@CA?SQC�RFC�AMLRCLR�U?Q�SLGOSC�GL�RFC�?DDGJG?RC�?PCL?�?LB�QM�F?B�?
J?PEC�R?IC�SN�?KMLE�?DDGJG?RCQ��#CGLE�?�KMPC�GLRCPCQRGLE�U?W�MD�BGQNJ?WGLE�AMLRCLR
RFC�7GBG@MVCQ�?RRP?ARCB�?�FGEFCP�AJGAI�RFPMSEF�P?RC�UFGAF�?E?GL�K?BC�RFCK�KMPC
?NNC?JGLE�RM�?DDGJG?RCQ�

1PCXXW@MV�AMKfQ�AMKKGRKCLR�RM�?L�GLLMT?RGTC�?LB�QSAACQQDSJ�?DDGJG?RC�NPMEP?K�F?Q
QCCL�GR�C?PL�GKKCLQC�PCQNCAR�GL�RFC�?DDGJG?RC�?PCL?�UFGAF�GQ�RP?LQJ?RGLE�GLRM
MLEMGLE�FC?JRFW�Q?JCQ�EPMURF��*L�D?AR1PCXXW@MV�AMKF?Q�MSREPMUL�GRQ�MDDGACQ�RUGAC
GL�QGV�WC?PQ�?LB�JMMIQ�QCR�RM�K?GLR?GL�RFGQ�QSAACQQDSJ�RP?AI�PCAMPB�

CASE STUDY QUESTIONS

�� 1?PR�MD�?DDGJG?RC�K?PICRGLE�GLTMJTCQ�K?PICRGLE�?�AMKN?LW�RM�?DDGJG?RCQ�
)MU�F?Q1PCXXW@MV�AMK?AFGCTCB�RFGQ�?LB�UF?R�?PC�GRQ�CDDCARQ 

�� 8FW�BMCQ1PCXXW@MV�AMKAMKKSLGA?RC�BGDDCPCLRJW�RM�GRQ�QSNCP
?DDGJG?RCQ 

�� 8F?R�K?BC�RFC�7GBG@MVCQ�CLRGAGLE�RM�?DDGJG?RCQ 
�� *L�?�AMKNCRGRGTC�K?PICR�FMU�BMCQ�?DDGJG?RC�K?PICRGLE�FCJN�@SGJB�?

AMKN?LWfQ�QSAACQQ �"PC�RFCPC�?LW�?BBGRGML?J�AMLQGBCP?RGMLQ�UFCL�?
K?PICR�GQ�AMKNCRGRGTC 
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Chapter 5

Search Engine Marketing
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5.1 Introduction

&TCPW�B?W�?JJ�?PMSLB�RFC�UMPJB�KGJJGMLQ�MD�NCMNJC�SQCsearch engines� RM�DGLB
AMLRCLR�ML�RFC�*LRCPLCR��4C?PAF�CLEGLCQ�?PC�8C@�@?QCB�NPMEP?KQ�RF?Rindex � RFC
8C@�?LB�?JJMU�NCMNJC�RM�DGLB�UF?R�RFCW�?PC�JMMIGLE�DMP��c4C?PAFd�MP�cQC?PAF
K?PICRGLEd�GQ�MDRCL�SQCB�RM�PCDCP�RM�RFC�GLBSQRPW�RF?R�F?Q�@SGJR�SN�?PMSLB�QC?PAF
CLEGLCQ�

�� "�RMMJ�DMP�QC?PAFGLE�RFC
*LRCPLCR��6QCPQ�MD�QC?PAF
CLEGLCQ�CLRCP�ICWUMPBQ
PCJCT?LR�RM�RFCGP�QC?PAF�?LB
RFC�QC?PAF�CLEGLC�PCRSPLQ
PCQSJRQ�DPMK�GRQ�B?R?@?QCQ�

�� 5FC�B?R?@?QCQ�DMP�ICWUMPBQ
APC?RCB�@W�RFC�QC?PAF�CLEGLCQ�
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5.2 Search Engine Optimization

LEARNING OBJECTIVES

�� -C?PL�FMU�QC?PAF�CLEGLCQ�UMPI�
�� 6LBCPQR?LB�RFC�BGDDCPCLAC�@CRUCCL�11$�	N?W�NCP�AJGAI
�?LB�4&0�	QC?PAF

CLEGLC�MNRGKGX?RGML
�

(MMEJC�:?FMM��?LB�LMU�#GLE�?PC�?JJ�UCJJ�ILMUL�GLRCPL?RGML?J�QC?PAF�CLEGLCQ�
(MMEJC�GQ�@W�D?P�RFC�JC?BGLE�NJ?WCP�GL�RFC�K?PICR��"�AMK4AMPC�QRSBW�MD�UMPJBUGBC
QC?PAF�CLEGLC�?ARGTGRW�PCJC?QCB�GL�+SJW������QFMUCB�RF?R�(MMEJC�F?Q�HSQR�MTCP���
NCPACLR�MD�RFC�EJM@?J�QC?PAF�CLEGLC�K?PICR�QF?PC�c(JM@?J�4C?PAF�.?PICR�%P?UQ
.MPC�5F?L�����#GJJGML�4C?PAFCQ�NCP�.MLRFd�NPCQQ�PCJC?QC�AMK4AMPC�"SESQR���
���� FRRN���UUU�AMKQAMPC�AMK�1PCQQ>&TCLRQ�1PCQQ>3CJC?QCQ��������
(JM@?J>4C?PAF>.?PICR>%P?UQ>.MPC>RF?L>���>�#GJJGML>4C?PAFCQ>NCP>.MLRF
	?AACQQCB�+SLC��������
�

8FCL�UC�R?JI�cQC?PAFd�UC�PCDCP�RM�RUM�BGDDCPCLR�IGLBQ�MD�PCQSJRQ��MPE?LGA�QC?PAF
PCQSJRQ�?LB�N?GB�QC?PAF�PCQSJRQ�
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Figure 5.1Global Search Engine Market Share

Organic Search Results

Organic search results� ?PC�RFC�NPGK?PW�NPMBSAR�MD�?�QC?PAF�CLEGLC��5FCQC�PCQSJRQ
?PC�RFC�JGQRGLEQ�ECLCP?JJW�DMSLB�ML�RFC�JCDR�F?LB�QGBC�ML�RFCsearch engine results
pages (SERPs)� ��5FCW�?PC�LMR�GLDJSCLACB�@W�DGL?LAG?J�N?WKCLR�?LB�?PC�RFCPCDMPC
?JQM�A?JJCB�L?RSP?J�QC?PAF�PCQSJRQ��0PE?LGA�QC?PAF�PCQSJRQ�LCCB�RM�@C�AMLQGQRCLRJW
PCJG?@JC�RM�?RRP?AR�	?LB�ICCN
�SQCPQ��(MMEJCfQ�EPMURF�?LB�QSAACQQ�?Q�?�QC?PAF�CLEGLC
A?L�@C�BGPCARJW�JGLICB�RM�GRQ�QSNCPGMP�QC?PAFalgorithm � �UFGAF�PCRSPLQ�FGEFJW
PCJCT?LR�MPE?LGA�PCQSJRQ�

Paid Search Results

1?GB�QC?PAF�?JQM�ILMUL�?Qpay-per-click (PPC)� ?BTCPRGQGLE�GLTMJTCQ�RFC
BGQNJ?WGLE�MD�QNMLQMPCB�PCQSJRQ�?JMLEQGBC�RFC�MPE?LGA�PCQSJRQ��"BTCPRGQCPQ�@GB�DMP
NJ?ACKCLR�?LB�N?W�RFC�QC?PAF�CLEGLC�UFCL�RFCGP�?BTCPRGQCKCLR�GQ�AJGAICB�ML�Paid
search results� KSQR�@C�BGQRGLESGQFCB�DPMK�MPE?LGA�PCQSJRQ�QGLAC�N?GB�NJ?ACKCLR
GLRPMBSACQ�@G?Q��11$�?BTCPRGQCKCLRQ�?PC�SQS?JJW�BGQNJ?WCB�?R�RFC�RMN�?LB�ML�RFC
PGEFR�QGBC�MD�RFC�4&31Q��4C?PAF�CLEGLCQ�?RRP?AR�?LB�ICCN�SQCPQ�RFPMSEF�MPE?LGA
QC?PAF�@SR�RFCW�K?IC�KMQR�MD�RFCGP�KMLCW�DPMK�N?GB�QC?PAF�

�� 5FC�JGQRGLEQ�ML�?�4&31�PCQSJRGLE
DPMK�RFC�QC?PAF�CLEGLCfQ
?JEMPGRFK��5FCQC�?PC�LMR�N?GB
DMP�

�� 5FC�N?EC�RF?R�QFMUQ�RFC�PCQSJRQ
DMP�?�QC?PAF�ML�?�QC?PAF�CLEGLC�

�� "�QC?PAF�CLEGLCfQ�QCR�MD�PSJCQ
DMP�AMKNSRGLE�P?LIGLE�

�� "BTCPRGQGLE�ML�QC?PAF�CLEGLCQ
UFCPC�RFC�?BTCPRGQCP�N?WQ�MLJW
DMP�C?AF�AJGAI�ML�RFCGP
?BTCPRGQCKCLR�

�� 5FC�JGQRGLEQ�ML�?�4&31�RF?R�?PC
N?GB�DMP�
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Figure 5.2SERP Example

The Importance of Search to a Marketer

"Q�QC?PAF�CLEGLCQ�F?TC�@CAMKC�CQQCLRG?J�RM�?�8C@�SQCPfQ�*LRCPLCR�CVNCPGCLAC�QM�F?Q
QC?PAF�@CAMKC�CQQCLRG?J�RM�?�K?PICRCP��4C?PAF�GQ�GKNMPR?LR�DMP�?�LSK@CP�MD�PC?QMLQ�

Search Is Goal Oriented: People Use Search to Find the Things They Want
and Need

5FC�*LRCPLCR�GQ�?�FGEFJW�AMKNCRGRGTC�CLTGPMLKCLR�UGRF�JGRCP?JJW�@GJJGMLQ�MD�N?ECQ�GL
CVGQRCLAC��4M�FMU�BMCQ�?LWMLC�DGLB�RFC�N?EC�RFCW�?PC�?DRCP �8C@�SQCPQ�DGLB�UF?R
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The Search Industry Is Big
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To Be Found, You Must Be Visible
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RM�@C�JGQRCB�ML�RFC�K?HMP�QC?PAF�CLEGLCQ�?LB�JGQRCB�FGEF�SN�CLMSEF�RM�@C�QCCL�
4R?RGQRGAQ�QFMU�RF?R�SQCPQ�?PC�LMR�JGICJW�RM�TGCU�JGQRGLEQ�@CWMLB�RFC�DGPQR�RFGPRW
PCQSJRQ�UGRF�RFC�RMN�QGV�	above the fold � 
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Top of Search Equates to Top-of-Mind Awareness
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People Trust Organic Search

3CQC?PAF�F?Q�QFMUL�RF?R�NCMNJC�DGLB�MPE?LGA�PCQSJRQ�KMPC�PCJCT?LR�?LB�KMPC
RPSQRCB�RF?L�N?GB�QC?PAF�PCQSJRQ�c*LQGBC�RFC�.GLB�MD�RFC�4C?PAFCPd�&LOSGPM�4C?PAF
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Catch Potential Customers at Every Phase of the Buying Cycle
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Many People Have a Search Engine as Their Browser Home Page

0DRCL�RFC�FMKC�N?EC�MD�?browser �� GQ�QCR�RM�?�QC?PAF�CLEGLC��.?LW�SQCPQ�CLRCP
63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
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A Three-Way Relationship: Search Engines, Webmasters, and Users

4C?PAF�CLEGLCQ�*LRCPLCR�SQCPQ�?LB�8C@�QGRC�MULCPQ�?PC�GLTMJTCB�GL�?�QWK@GMRGA
RFPCC�U?W�PCJ?RGMLQFGN��&?AF�N?PRW�BCNCLBQ�ML�RFC�MRFCP�RUM�RM�ECR�UF?R�RFCW�LCCB�

Users Want to Find What They Are Looking For on the Internet

8C@�SQCPQ�SQC�QC?PAF�CLEGLCQ�RM�JC?B�RFCK�RM�8C@�QGRCQ�?LB�RFCW�D?TMP�QC?PAF
CLEGLCQ�RF?R�BCJGTCP�RFC�KMQR�PCJCT?LR�?LB�SQCDSJ�PCQSJRQ�

Search Engines Want to Make Money from Selling Advertising

5FC�KMPC�SQCPQ�RFCW�F?TC�RFC�KMPC�?BTCPRGQGLE�QC?PAF�CLEGLCQ�A?L�QCJJ��5FCPCDMPC
QC?PAF�CLEGLCQ�KSQR�JGQR�RFCGP�PCQSJRQ�?AAMPBGLE�RM�PCJCT?LAC�?LB�GKNMPR?LAC�GL
MPBCP�RM�?RRP?AR�?LB�ICCN�SQCPQ��*L�RSPL�QC?PAF�CLEGLCQ�D?TMP�QGRCQ�RF?R�?PC�PCJCT?LR
?LB�SQCDSJ�RM�SQCPQ�

Web Site Owners, Webmasters, and Online Marketers Want Search Engines
to Send Traffic to Their Site
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What Does a Search Engine Do?

4C?PAF�CLEGLCQ�F?TC�DMSP�K?GL�DSLARGMLQ�

^ 5FCW�AP?UJ�RFC�8C@�	TG?spiders�� 
�
^ 5FCW�GLBCV�RFC�8C@�BMASKCLRQ�?LB�N?ECQ�RFCW�DGLB�
^ 5FCW�NPMACQQ�SQCP�OSCPGCQ�
^ 5FCW�PCRSPL�P?LICB�PCQSJRQ�DPMK�RFC�GLBCV�
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SLGKNMPR?LR�

�� 5FC�4&31�	QC?PAF�CLEGLC�PCQSJRQ�N?EC
�GQ�RFC�MPBCPCB�JGQRGLE�MD�PCQSJRQ
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PCQSJR�

Search Engine Marketing

Search engine marketing (SEM)�� F?Q�RUM�N?PRQ�search engine optimization
(SEO)�� ?LB�11$�?BTCPRGQGLE��5FCQC�AMPPCQNMLB�RM�RFC�RUM�RWNCQ�MD�QC?PAF�PCQSJRQ�

Figure 5.3SEO + PPC = SEM
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Keywords: Making Sense of It All

,CWUMPBQ�MP�ICW�NFP?QCQ�?PC�UF?R�?�SQCP�CLRCPQ�GLRM�?�QC?PAF�CLEGLC�OSCPW�RM�DGLB
8C@�QGRCQ��#MRF�4&0�?LB�11$�?BTCPRGQGLE�GLTMJTC�QCJCARGLE�RFC�ICWUMPBQ�RF?R�?PC
PCJCT?LR�RM�?�AMKN?LWfQ�8C@�QGRC�?LB�?PC�SQCB�@W�NMRCLRG?J�ASQRMKCPQ��4&0�?GKQ�RM
F?TC�?�8C@�QGRC�P?LI�GL�RFC�L?RSP?J�PCQSJRQ�DMP�GRQ�R?PECR�ICWUMPBQ��*L�11$
?BTCPRGQGLE�RFC�?BTCPRGQCP�@GBQ�ML�BCQGPCB�ICWUMPBQ�RM�?AFGCTC�P?LIGLEQ�GL�RFC�N?GB
PCQSJRQ�

5FC�DMJJMUGLE�RUM�AF?NRCPQ�BC?J�UGRF�RFC�RUM�BGTGQGMLQ�MD�QC?PAF�CLEGLC�K?PICRGLE�
4&0�?LB�11$�

$F?NRCP���4C?PAF�&LEGLC�.?PICRGLE

����4C?PAF�&LEGLC�0NRGKGX?RGML ���



KEY TAKEAWAYS

^ (MMEJC�MULQ�RFC�J?PECQR�QF?PC�MD�RFC�QC?PAF�K?PICR�
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6.1 Introduction
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#W�RFC�KGB�����Q�8C@K?QRCPQ�F?B�@CESL�RM�MNRGKGXC�RFCGP�QGRCQ�DMP�QC?PAF�CLEGLCQ
BSC�RM�?�EPMUGLE�?U?PCLCQQ�MD�RFC�GKNMPR?LAC�MD�@CGLE�JGQRCB�@W�RFC�T?PGMSQ
CLEGLCQ��*LGRG?JJW�?JJ�?�8C@K?QRCP�LCCBCB�RM�BM�U?Q�QS@KGR�RFC�63-�	SLGDMPK
PCQMSPAC�JMA?RMP
�MD�?�8C@�N?EC�DMP�GR�RM�@C�GLBCVCB��4C?PAF�CLEGLCQ�PCJGCB�ML�RFC
KCR?B?R?�GLDMPK?RGML�RF?R�8C@K?QRCPQ�GLQCPRCB�GL�RFC�AMBC�MD�?�8C@�N?EC�RM
BCRCPKGLC�UF?R�?�8C@�N?EC�U?Q�?@MSR�?LB�RM�GLBCV�GR�?NNPMNPG?RCJW�

*LBSQRPW�?L?JWQR�%?LLW�4SJJGT?L�PCAMPBQ�RF?R�RFC�C?PJGCQR�ILMUL�SQC�MD�RFC�RCPK
cQC?PAF�CLEGLC�MNRGKGX?RGMLd�U?Q�?�QN?K�KCQQ?EC�NMQRCB�ML�6QCLCR�?L�MLJGLC
DMPSK�MP�KCQQ?EC�@M?PB�ML�+SJW���������%?LLW�4SJJGT?L�c8FM�*LTCLRCB�RFC�5CPK
e4C?PAF�&LEGLC�0NRGKGX?RGMLf d�4C?PAF�&LEGLC�8?RAF�+SLC��������
FRRN���DMPSKQ�QC?PAFCLEGLCU?RAF�AMK�QFMUNMQR�NFN N������NMQRAMSLR���
	?AACQQCB�+SLC�������
�

3C?JGXGLE�RFC�GKNMPR?LAC�MD�@CGLE�P?LICB�FGEFJW�GL�QC?PAF�PCQSJRQ�8C@K?QRCPQ
@CE?L�SQGLE�RFC�QC?PAF�CLEGLCfQ�PCJG?LAC�ML�KCR?B?R?�RM�K?LGNSJ?RC�RFC�P?LIGLE�DMP

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���

http://forums.searchenginewatch.com/showpost.php?p=2119&postcount=10


RFCGP�8C@�QGRCQ��5M�AMK@?R�RFGQ�QC?PAF�CLEGLCQ�GL�RSPL�F?TC�BCTCJMNCB�KMPC
AMKNJCV�?JEMPGRFKQ�GLAJSBGLE�?�LSK@CP�MD�MRFCP�P?LIGLE�D?ARMPQ�

8FGJC�?R�4R?LDMPB�6LGTCPQGRW�-?PPW�1?EC�?LB�4CPECW�#PGL�BCTCJMNCB�?�QC?PAF
CLEGLC�A?JJCB�#?AIPS@�RF?R�PCJGCB�ML�?�K?RFCK?RGA?J�?JEMPGRFK�RM�P?LI�8C@�N?ECQ�
5FGQ�U?Q�RFC�NPCASPQMP�RM�(MMEJC��5FCW�DMSLBCB�(MMEJC�GL������UFGAF�PCJGCB�ML
1?EC3?LI�?LB�FWNCPJGLI�?L?JWQGQ�?Q�UCJJ�?Q�ML�N?EC�D?ARMPQ�RM�BCRCPKGLC�RFC
NPMKGLCLAC�MD�?�8C@�N?EC��5FGQ�CL?@JCB�(MMEJC�RM�?TMGB�RFC�Q?KC�IGLB�MD
K?LGNSJ?RGML�MD�ML�N?EC�D?ARMPQ�RM�BCRCPKGLC�P?LIGLE�

1?EC3?LI�PCJGCQ�ML�RFC�SLGOSCJW�BCKMAP?RGA�L?RSPC�MD�RFC�UC@�@W�SQGLE�GRQ�T?QR�JGLI
QRPSARSPC�?Q�?L�GLBGA?RMP�MD�?L�GLBGTGBS?J�N?ECfQ�T?JSC��*L�CQQCLAC�(MMEJC�GLRCPNPCRQ
?�JGLI�DPMK�N?EC�"�RM�N?EC�#�?Q�?�TMRC�@W�N?EC�"�DMP�N?EC�#��#SR�(MMEJC�JMMIQ�?R
KMPC�RF?L�RFC�QFCCP�TMJSKC�MD�TMRCQ�MP�JGLIQ�?�N?EC�PCACGTCQ��GR�?JQM�?L?JWXCQ�RFC
N?EC�RF?R�A?QRQ�RFC�TMRC��7MRCQ�A?QR�@W�N?ECQ�RF?R�?PC�RFCKQCJTCQ�cGKNMPR?LRd�UCGEF
KMPC�FC?TGJW�?LB�FCJN�RM�K?IC�MRFCP�N?ECQ�cGKNMPR?LR�dc6LBCPQR?LBGLE�(MMEJC
1?EC�3?LId�"AAS�8C@�)MQRGLE�.?W��������FRRN���UUU�?AASUC@FMQRGLE�AMK�
"PRGAJCQ�6LBCPQR?LBGLE>(MMEJC>1?EC>3?LI�FRKJ	?AACQQCB�+SLC��������
�

1?EC3?LI�U?Q�@?QCB�ML�RFC�NP?ARGAC�MD�?A?BCKGA�AGR?RGMLQ��5FC�KMPC�RGKCQ�?L
?A?BCKGA�N?NCP�GQ�AGRCB�RFC�KMPC�JGICJW�GR�GQ�?L�?SRFMPGRW�N?NCP�ML�RFC�QS@HCAR��1?EC
?LB�#PGL�SQCB�?�QGKGJ?P�RFCMPW�DMP�RFCGP�QC?PAF�CLEGLCbRFC�KMPC�RGKCQ�?�8C@�N?EC
MP�8C@�QGRC�GQ�JGLICB�RM�RFC�KMPC�JGICJW�GR�GQ�RF?R�RFC�AMKKSLGRW�AMLQGBCPQ�RF?R�N?EC
?L�?SRFMPGRW��*R�QFMSJB�@C�LMRCB�RF?R�RFC�GKNMPR?LAC�MD�N?EC�P?LI�F?Q�@CCL�EPC?RJW
PCBSACB�MTCP�RFC�WC?PQ�

3?LIGLE�FGEFJW�GL�QC?PAF�PCQSJRQ�GQ�TGR?J�RM�8C@�QGRCQ�QM�8C@K?QRCPQ�F?TC�?B?NRCB
?Q�QC?PAF�CLEGLCQ�F?TC�SNB?RCB�RFCGP�?JEMPGRFKQ�RM�?TMGB�@CGLE�cE?KCB�d�5MB?W
(MMEJC�Q?WQ�GR�SQCQ�KMPC�RF?L�RUM�FSLBPCB�BGDDCPCLR�D?ARMPQ�GL�GRQ�?JEMPGRFK�	UFGAF
AF?LECQ�MTCP�DMSP�FSLBPCB�RGKCQ�WC?PJW
�RM�BCRCPKGLC�PCJCT?LAC�?LB�P?LIGLE��/MLC
MD�RFC�K?HMP�QC?PAF�CLEGLCQ�BGQAJMQC�RFC�CJCKCLRQ�RFCW�SQC�RM�P?LI�N?ECQ�@SR�RFCPC
?PC�K?LW�4&0�NP?ARGRGMLCPQ�UFM�QNCLB�RGKC�?L?JWXGLE�N?RCLR�?NNJGA?RGMLQ�RM�RPW�RM
BCRCPKGLC�UF?R�RFCQC�?PC�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����*LRPMBSARGML ���

http://www.accuwebhosting.com/Articles/Understanding_Google_Page_Rank.html
http://www.accuwebhosting.com/Articles/Understanding_Google_Page_Rank.html


6.2 How It Works

LEARNING OBJECTIVE

�� -C?PL�UF?R�QC?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�GQ�?LB�FMU�?�8C@�QGRC
LCCBQ�RM�@C�QRPSARSPCB�

4C?PAF�CLEGLCQ�LCCB�RM�FCJN�SQCPQ�DGLB�UF?R�RFCWfPC�JMMIGLE�DMP��5M�K?IC�QSPC�RFCW
JGQR�RFC�@CQR�PCQSJRQ�DGPQR�RFCW�JMMI�DMP�QGEL?JQ�MD�RFC�DMJJMUGLE�

^ 3CJCT?LAC
^ *KNMPR?LAC
^ 1MNSJ?PGRW
^ 5PSQR
^ "SRFMPGRW

4C?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�?JQM�A?JJCB�MPE?LGA�MP�L?RSP?J�MNRGKGX?RGML
GLTMJTCQ�MNRGKGXGLE�8C@�QGRCQ�RM�?AFGCTC�FGEF�P?LIGLEQ�ML�RFC�QC?PAF�CLEGLCQ�DMP
ACPR?GL�QCJCARCB�ICW�NFP?QCQ�

5FGQ�GQ�?AFGCTCB�@W�K?IGLE�AF?LECQ�RM�RFChypertext markup language (HTML) �

AMBC�AMLRCLR�?LB�QRPSARSPC�MD�?�8C@�QGRC�K?IGLE�GR�KMPC�?AACQQG@JC�DMP�QC?PAF
CLEGLCQ�?LB�@W�CVRCLQGML�C?QGCP�RM�DGLB�@W�SQCPQ��5FCQC�?PC�?JQM�ILMUL�?Q�ML�N?EC
D?ARMPQ��4&0�?JQM�GLTMJTCQ�MDD�N?EC�D?ARMPQbRFCQC�ECLCP?JJW�@SGJBlinks � RM�RFC�8C@
QGRC��"ARGTGRGCQ�RM�GLAPC?QC�JGLIQ�RM�?�8C@�QGRC�GLAJSBGLE�QMAG?J�KCBG?�?LB�8C@�NS@JGA
PCJ?RGMLQ�	8C@13
�?PC�AMLQGBCPCB�MDD�N?EC�4&0�

4&0�GQ�?L�CVRPCKCJW�CDDCARGTC�U?W�MD�ECLCP?RGLE�LCU�@SQGLCQQ�RM�?�QGRC��*R�GQ�?
AMLRGLSMSQ�NPMACQQ�?LB�?�U?W�MD�RFGLIGLE�?@MSR�FMU�QC?PAF�CLEGLCQ�QCC�WMSP�8C@
QGRC�?LB�FMU�SQCPQ�SQC�QC?PAF�CLEGLCQ�RM�DGLB�WMSP�8C@�QGRC��*RfQ�QC?PAF�NQWAFMJMEW�

4&0�GQ�?�D?GPJW�RCAFLGA?J�NP?ARGAC�@SR�GR�A?L�C?QGJW�@C�@PMICL�BMUL�GLRM�DGTC�K?GL
?PC?Q�

�� "�QC?PAF�CLEGLCaDPGCLBJW�8C@�QGRC�QRPSARSPC
�� "�UCJJ�PCQC?PAFCB�JGQR�MD�ICW�NFP?QCQ
�� $MLRCLR�MNRGKGXCB�RM�R?PECR�RFMQC�ICW�NFP?QCQ

�� 5FC�cJ?LES?ECd�PC?B�@W�8C@
@PMUQCPQ��$CPR?GL�)5.-�cR?EQd
?PC�SQCB�RM�QRPSARSPC�RFC
GLDMPK?RGML�?LB�DC?RSPCQ
UGRFGL�?�8C@�N?EC��"Q�?L
CV?KNJC�)5.-�C�K?GJQ�SQS?JJW
AMLR?GL�EP?NFGAQ�?LB�A?L�@C
GLRCP?ARGTC�

�� "�JGLI�GQ�?�63-�	SLGDMPK
PCQMSPAC�JMA?RMP
�GK@CBBCB�ML
?�8C@�N?EC��*D�WMS�AJGAI�ML�RFC
JGLI�WMS�UGJJ�@C�R?ICL�RM�RF?R
N?EC�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���



�� -GLI�NMNSJ?PGRW
�� &KCPEGLE�RPCLBQ

Search EngineÐFriendly Web Site Structure

4C?PAF�CLEGLCQ�CLAMSLRCP�RUM�IGLBQ�MD�M@QR?AJCQ�

�� 5CAFLGA?J�AF?JJCLECQ�RF?R�NPCTCLR�RFC�QC?PAF�CLEGLC�QNGBCP�DPMK
?AACQQGLE�AMLRCLR

�� "�AMKNCRGRGTC�K?PICRGLE�CLTGPMLKCLR�UFCPC�CTCPWMLC�U?LRQ�RM�P?LI
FGEFJW

5M�CLQSPC�RF?R�QC?PAF�CLEGLCQ�A?L�?AACQQ�WMSP�AMLRCLR�WMS�KSQR�PCKMTC�RCAFLGA?J
@?PPGCPQ��5FMQC�UFM�UGQF�RM�?AFGCTC�RFC�@CQR�PCQSJRQ�KSQR�DMJJMU�@CQR�8C@
BCTCJMNKCLR�NP?ARGACQ��5FCQC�@CQR�NP?ARGACQ�?PC�MSRJGLCB�GL$F?NRCP�����8C@�4GRC
%CTCJMNKCLR�?LB�%CQGEL��

3?LB�'GQFIGL�MD�4&0KMX�Q?WQ�c5FC�ICW�RM�CLQSPGLE�RF?R�?�QGRCfQ�AMLRCLRQ�?PC�DSJJW
AP?UJ?@JC�GQ�RM�NPMTGBC�BGPCAR�)5.-�JGLIQ�RM�C?AF�N?EC�WMS�U?LR�RFC�QC?PAF�CLEGLC
QNGBCPQ�RM�GLBCV��3CKCK@CP�RF?R�GD�?�N?EC�A?LLMR�@C�?AACQQCB�DPMK�RFChome page�

	UFCPC�KMQR�QNGBCPQ�?PC�JGICJW�RM�QR?PR�RFCGP�AP?UJ
�GR�GQ�JGICJW�RF?R�GR�UGJJ�LMR�@C
GLBCVCB�@W�RFC�QC?PAF�CLEGLCQ�d3?LB�'GQFIGLThe BeginnerÕs Guide to SEO�4&0KMX
'C@PS?PW��������FRRN���UUU�QCMKMX�MPE�?PRGAJC�@CEGLLCPQ�ESGBC�RM�QC?PAF�
CLEGLC�MNRGKGX?RGML	?AACQQCB�"NPGJ�������
�

$F?NRCP�����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL�BCJTCQ�KMPC�BCCNJW�GLRM�@SGJBGLE�?
QC?PAF�CLEGLCaDPGCLBJW�8C@�QGRC�

KEY TAKEAWAYS

^ 4C?PAF�CLEGLCQ�CLAMSLRCP�RUM�IGLBQ�MD�M@QR?AJCQ�

� 5CAFLGA?J�AF?JJCLECQ�RF?R�NPCTCLR�RFC�QC?PAF�CLEGLC�QNGBCP
DPMK�?AACQQGLE�AMLRCLR

� "�AMKNCRGRGTC�K?PICRGLE�CLTGPMLKCLR�UFCPC�CTCPWMLC
U?LRQ�RM�P?LI�FGEFJW

^ :MS�KSQR�PCKMTC�RCAFLGA?J�@?PPGCPQ�

�� 5FC�DGPQR�N?EC�MD�?LW�8C@�QGRC�
5FC�FMKC�N?EC�EGTCQ�SQCPQ�?
EJGKNQC�GLRM�UF?R�WMSP�QGRC�GQ
?@MSRbTCPW�KSAF�JGIC�RFC
GLBCV�GL�?�@MMI�MP�RFC�AMLRCLRQ
MD�?�K?E?XGLC�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����)MU�*R�8MPIQ ���

fwk-105454-ch12#fwk-105454-ch12
fwk-105454-ch12#fwk-105454-ch12
http://www.seomoz.org/article/beginners-guide-to-search-engine-optimization
http://www.seomoz.org/article/beginners-guide-to-search-engine-optimization
fwk-105454-ch12#fwk-105454-ch12


6.3 Well-Researched Key Phrases

LEARNING OBJECTIVES

�� 6LBCPQR?LB�FMU�ICW�NFP?QCQ�DGR�GLRM�QC?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�
�� 6LBCPQR?LB�FMU�RM�PCQC?PAF�ICW�NFP?QCQ�

Key phrases� ?PC�RFC�TCPW�DMSLB?RGML�MD�QC?PAF��8FCL�?�SQCP�CLRCPQ�?�OSCPW�ML�?
QC?PAF�CLEGLC�QFC�SQCQ�RFC�UMPBQ�RF?R�QFC�RFGLIQ�?PC�PCJCT?LR�RM�FCP�QC?PAF��5FC
QC?PAF�CLEGLC�RFCL�PCRSPLQ�RFMQC�N?ECQ�GR�@CJGCTCQ�?PC�KMQR�PCJCT?LR�RM�RFC�UMPBQ
RFC�QC?PAFCP�SQCB�

Note

,CWUMPB�MP�ICW�NFP?QC �,CW�NFP?QCQ�?PC�K?BC�SN�MD�ICWUMPBQ�@SR�WMS�A?L�ECR
?U?W�UGRF�PCDCPPGLE�RM�?�ICW�NFP?QC�?Q�ICWUMPBQ�

4C?PAF�CLEGLCQ�F?TC�@SGJR�?�QMNFGQRGA?RCB�SLBCPQR?LBGLE�MD�QCK?LRGAQ�?LB�RFC�U?W
UC�SQC�J?LES?EC��4M�GD�?�SQCP�QC?PAFCQ�DMP�cA?P�PCLR?Jd�RFC�QC?PAF�CLEGLC�UGJJ�JMMI
DMP�N?ECQ�RF?R�?PC�PCJCT?LR�RM�cA?P�PCLR?Jd�?Q�UCJJ�?Q�NMQQG@JW�cA?P�FGPCd�cTCFGAJC
FGPCd�?LB�QM�DMPRF��4C?PAF�CLEGLCQ�F?TC�?JQM�@SGJR�SN�ILMUJCBEC�?PMSLB�AMKKML
KGQQNCJJGLEQ�?LB�QWLMLWKQ�?LB�AMKKML�PCJ?RCB�QC?PAFCQ�QM�?Q�RM�RPW�RM�PCRSPL�RFC
@CQR�PCQSJRQ�DMP�?�SQCP�

#CA?SQC�MD�RFGQ�GR�GQ�APSAG?J�RF?R�8C@�QGRCQ�AMLR?GL�AMLRCLR�UGRFkeywords � RF?R�?PC
JGICJW�RM�@C�SQCB�@W�RFCGP�R?PECR�?SBGCLAC��8C@�QGRCQ�LCCB�RM�?NNC?P�UFCL�RFCGP
NMRCLRG?J�ASQRMKCPQ�?PC�QC?PAFGLE�DMP�RFCK�

"Q�?�8C@�QGRC�MULCP�MP�RFC�K?PICRCP�DMP�?�8C@�QGRC�UC�LCCB�RM�@SGJB�?�JGQR�MD�QMKC
MD�RFC�RCPKQ�MSP�NMRCLRG?J�ASQRMKCPQ�?PC�JGICJW�RM�SQC�RM�DGLB�RFC�RFGLEQ�UC�?PC
MDDCPGLE��"�@GE�N?PR�MD�ICWUMPB�PCQC?PAF�GQ�SLBCPQR?LBGLE�QC?PAF�NQWAFMJMEW��8FCL
UC�@SGJB�MSP�ICW�NFP?QC�MP�ICWUMPB�JGQR�UC�?PC�R?NNGLE�GLRM�RFC�KCLR?J�NPMACQQ�MD
QC?PAFCPQ�?LB�NSRRGLE�RMECRFCP�RFC�PGEFR�KGV�MD�ICWUMPBQ�RM�R?PECR�

�� 5FC�UMPB�MP�UMPBQ�?�N?EC�MP
8C@�QGRC�GQ�@CGLE�MNRGKGXCB�DMP�
"JQM�SQCB�RM�PCDCP�RM�UMPBQ�RF?R
?PC�SRGJGXCB�@W�QC?PAF�CLEGLC
SQCPQ�

�� "�UMPB�MP�UMPBQ�SQCB�@W�?
QC?PAFCP�ML�?�QC?PAF�CLEGLC��*L
4&0�ICWUMPBQ�?PC�RFC�UMPBQ
RF?R�?�8C@�QGRC�GQ�MNRGKGXCB�RM
P?LI�DMP�?LB�GL�11$�ICWUMPBQ
?PC�@GB�ML�@W�?BTCPRGQCPQ�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���



5FCPC�?PC�DMSP�RFGLEQ�RM�AMLQGBCP�UFCL�AFMMQGLE�?�ICWUMPB�

�� Search volume��)MU�K?LW�QC?PAFCPQ�?PC�SQGLE�RF?R�NFP?QC�RM�DGLB
UF?R�RFCW�U?LR �'MP�CV?KNJC�RFCPC�GQ�?L�CQRGK?RCB�KMLRFJW�QC?PAF
TMJSKC�MD�MTCP�RUM�KGJJGML�DMP�RFC�ICWUMPB�cFMRCJd�@SR�?L�CQRGK?RCB
����QC?PAFCQ�NCP�KMLRF�DMP�?�ICWUMPB�JGIC�c$?NC�5MUL�U?RCPDPMLR
FMRCJ�d

�� Competition ��)MU�K?LW�MRFCP�8C@�QGRCQ�MSR�RFCPC�?PC�R?PECRGLE�RF?R
Q?KC�NFP?QC �'MP�CV?KNJC�(MMEJC�DGLBQ�MTCP�����������PCQSJRQ�DMP
cFMRCJd�@SR�MLJW�������DMP�c$?NC�5MUL�8?RCPDPMLR�)MRCJ�d

�� Propensity to convert ��8F?R�GQ�RFC�JGICJGFMMB�RF?R�RFC�QC?PAFCP�SQGLE
RF?R�ICW�NFP?QC�GQ�EMGLE�RM�AMLTCPR�ML�WMSP�QGRC �"conversion � GQ�?
BCQGPCB�?ARGML�R?ICL�@W�RFC�TGQGRMP�RM�WMSP�8C@�QGRC��3CJ?RCB�RM
NPMNCLQGRW�RM�AMLTCPR�GQ�RFC�PCJCT?LAC�MD�RFC�QCJCARCB�RCPK�RM�UF?R�WMS
?PC�MDDCPGLE��*D�WMS�?PC�QCJJGLE�PMMKQ�?R�?�FMRCJ�?R�RFC�7�"�8?RCPDPMLR
UFGAF�MD�RFC�RUM�RCPKQ�	cFMRCJd�?LB�c$?NC�5MUL�8?RCPDPMLR�FMRCJd
�BM
WMS�RFGLI�UGJJ�JC?B�RM�KMPC�AMLTCPQGMLQ 

�� Value per conversion��8F?R�GQ�RFC�?TCP?EC�T?JSC�NCP�NPMQNCAR
?RRP?ARCB�@W�RFC�ICWUMPB �%CNCLBGLE�ML�RFC�L?RSPC�MD�WMSP�8C@�QGRC
RFC�?TCP?EC�T?JSC�NCP�JC?B�T?PGCQ��6QGLE�RFC�FMRCJ�CV?KNJC�?E?GL
AMLQGBCP�RFCQC�RUM�RCPKQ��cJSVSPW�$?NC�5MUL�FMRCJd�?LB�c@SBECR�$?NC
5MUL�FMRCJ�d

#MRF�?PC�RCPKQ�SQCB�@W�QMKCMLC�JMMIGLE�RM�@MMI�?�FMRCJ�GL�$?NC�5MUL
@SR�GR�GQ�JGICJW�RF?R�QMKCMLC�JMMIGLE�DMP�?�JSVSPW�FMRCJ�GQ�GLRCLBGLE�RM
QNCLB�KMPC��5F?R�KC?LQ�RF?R�N?PRGASJ?P�JC?B�F?Q�?�FGEFCP�T?JSC
N?PRGASJ?PJW�GD�WMS�F?TC�?�FMRCJ�@MMIGLE�8C@�QGRC�RF?R�MDDCPQ�?�P?LEC�MD
?AAMKKMB?RGML�

Keyword Research

)MU�BM�WMS�ILMU�UFCPC�RM�QR?PR�ML�@SGJBGLE�WMSP�ICWUMPB�JGQR �*R�PCOSGPCQ�?�JGRRJC
RFMSEFR�?LB�?�D?GP�?KMSLR�MD�PCQC?PAF�SQGLE�RMMJQ�RF?R�?PC�PC?BGJW�?T?GJ?@JC�RM�FCJN
WMS�@MRF�EPMU�?LB�PCDGLC�WMSP�JGQR�MD�ICWUMPBQ�

Brainstorm

5FGLI�?@MSR�RFC�UMPBQ�WMS�UMSJB�SQC�RM�BCQAPG@C�WMSP�@SQGLCQQ�?LB�?@MSR�RFC
OSCQRGMLQ�MP�LCCBQ�MD�WMSP�ASQRMKCPQ�RF?R�GR�DSJDGJQ��)MU�UMSJB�QMKCMLC�?QI�DMP
UF?R�WMS�?PC�MDDCPGLE �$MLQGBCP�QWLMLWKQ�?LB�KGQQNCJJGLEQ�?Q�UCJJ�

�� "�TGQGRMP�AMKNJCRGLE�?�R?PECR
?ARGML�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����8CJJ�3CQC?PAFCB�,CW�1FP?QCQ ���



#C?P�GL�KGLB�RF?R�NCMNJC�KGEFR�LMR�?QI�DMP�WMSP�QCPTGACQ�GL�RFC�Q?KC�U?W�WMS
BCQAPG@C�RFCK��:MS�KGEFR�QCJJ�cFCP@?J�GLDSQGMLQd�UFCPC?Q�KMQR�NCMNJC�UMSJB�?QI
DMP�cFCP@?J�RC?Qd�?JRFMSEF�QMKC�KGEFR�PCOSCQR�?�cRGQ?LC�d�*D�WMS�?PC�QCJJGLE
5?K?EMRAFGQ�PCKCK@CP�RF?R�RFC�QNCJJGLE�A?L�@C�RMSEF�RM�PCA?JJ�?LB�WMS�KGEFR
LCCB�RM�AMLQGBCP�AMKKML�KGQQNCJJGLEQ�JGIC�cRSK?EMAFGd�MP�cR?K?EMAFG�d

Note

.GQQNCJJGLEQ�?PC�GKNMPR?LR�@SR�UFCL�WMS�?PC�QCJJGLE�QMKCRFGLE�AMLQGBCP�UF?R
RFC�KGQQNCJJGLE�RCJJQ�WMS�?@MSR�RFC�RP?DDGA�WMS�?PC�ECRRGLE��8GRF�CTCPWRFGLE
?L?JWXC�WMSP�RP?DDGA�RM�?QQCQQ�DMP�OS?JGRW�

Survey Customers and Look at Your Web Site Referral Logs

-MMI�RM�QCC�UF?R�RCPKQ�ASQRMKCPQ�?PC�?JPC?BW�SQGLE�RM�DGLB�WMS�?LB�?BB�RFMQC�RM
WMSP�JGQR��*D�RFCW�?PC�?JPC?BW�QCLBGLE�WMS�QMKC�RP?DDGA�GR�GQ�UMPRF�QCCGLE�GD�WMS�A?L
GLAPC?QC�RF?R�RP?DDGA�

Use Keyword Research Tools

5FCPC�?PC�QCTCP?J�RMMJQ�?T?GJ?@JC�DMP�ICWUMPB�BGQAMTCPW�?LB�QMKC�MD�RFCK�?PC�DPCC�
4MKC�RMMJQ�UGJJ�QA?L�WMSP�8C@�QGRC�?LB�QSEECQR�ICWUMPBQ�@?QCB�ML�WMSP�ASPPCLR
AMLRCLR��.MQR�UGJJ�JCR�WMS�CLRCP�ICWUMPBQ�?LB�UGJJ�RFCL�PCRSPL�QSEECQRGMLQ�@?QCB�ML
N?QR�PCQC?PAF�B?R?�UGRF�RFC�DMJJMUGLE�

^ 4GKGJ?P�ICWUMPBQ
^ $MKKML�ICWUMPBQ�SQCB�UGRF�RF?R�ICWUMPB
^ $MKKML�KGQQNCJJGLEQ
^ 'PCOSCLAW�MD�RFC�ICWUMPBQ�GL�QC?PAF�OSCPGCQ
^ *LBSQRPW�PCJ?RCB�ICWUMPBQ
^ ,CWUMPBQ�RF?R�?PC�QCLBGLE�RP?DDGA�RM�WMSP�AMKNCRGRMPQ
^ )MU�K?LW�MRFCP�QGRCQ�?PC�R?PECRGLE�WMSP�ICWUMPBQ

4CC�c5MMJQ�MD�RFC�5P?BCd�GL$F?NRCP����4C?PAF�&LEGLC�0NRGKGX?RGML� 4CARGML����
�&KCPEGLE�5PCLBQ�DMP�QMKC�RMMJQ�RF?R�WMS�A?L�SQC�

#C?PGLE�GL�KGLB�RFC�D?ARMPQ�RF?R�K?IC�?�EMMB�ICWUMPB�WMS�LCCB�RM�?GK�DMP�RFC
PGEFR�KGV�MD�ICWUMPBQ��-MU�TMJSKC�RCPKQ�UGRF�JMU�JCTCJQ�MD�AMKNCRGRGML�K?W�@C�?

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����8CJJ�3CQC?PAFCB�,CW�1FP?QCQ ���

fwk-105454-ch06#fwk-105454-ch06
fwk-105454-ch06_s06#fwk-105454-ch06_s06
fwk-105454-ch06_s06#fwk-105454-ch06_s06


EMMB�U?W�RM�ECR�RP?DDGA�GL�RFC�QFMPR�RCPK�@SR�BMLfR�@C�QA?PCB�MDD�@W�FGEF�JCTCJQ�MD
AMKNCRGRGML�GL�RFC�FGEF�T?JSC�FGEF�TMJSKC�?PC?Q��*R�KGEFR�R?IC�JMLECP�RM�ECR�RFCPC
@SR�MLAC�RFCPC�RFC�PCTCLSC�A?L�K?IC�GR�?JJ�UMPRFUFGJC�

*R�GQ�?�EMMB�GBC?�RM�APC?RC�?�QNPC?BQFCCR�MD�RFC�JGQR�MD�ICWUMPBQ�UFCPC�WMS�A?L�?JQM
QRMPC�GLDMPK?RGML�PCJCT?LR�RM�RF?R�ICWUMPB�

Figure 6.1How to Tabulate Your Keywords and Store Relevant Information

5FGQ�UGJJ�FCJN�WMS�RM�AFMMQC�RFC�PGEFR�ICWUMPBQ�RM�R?PECR��5FCQC�JGQRQ�QFMSJB�@C
APC?RCB�DMP�RFC�UFMJC�8C@�QGRC��RFCW�A?L�RFCL�@C�@PMICL�BMUL�DMP�C?AF�N?EC�WMS
U?LR�RM�MNRGKGXC�

KEY TAKEAWAYS

^ ,CWUMPBQ�?PC�RFC�DMSLB?RGML�MD�QC?PAF�
^ 4C?PAF�CLEGLCQ�F?TC�@SGJR�?�QMNFGQRGA?RCB�SLBCPQR?LBGLE�MD�QCK?LRGAQ

?LB�RFCW�U?W�UC�SQC�J?LES?EC�
^ 4GRCQ�KSQR�SQC�ICWUMPBQ�RF?R�?PC�JGICJW�RM�@C�SQCB�@W�RFCGP�R?PECR

?SBGCLAC�

^ 5FCPC�?PC�DMSP�RFGLEQ�RM�AMLQGBCP�UFCL�AFMMQGLE�?�ICWUMPB�

� 4C?PAF�TMJSKC
� $MKNCRGRGML
� 1PMNCLQGRW�RM�AMLTCPR
� 7?JSC�NCP�AMLTCPQGML

^ ,CWUMPB�PCQC?PAF�GQ�GKNMPR?LR�DMP�@SGJBGLE�?�JGQR�MD�ICWUMPBQ�
#P?GLQRMPKGLE�QSPTCWGLE�ASQRMKCPQ�?LB�SQGLE�ICWUMPB�PCQC?PAF�RMMJQ
?PC�QMKC�MD�RFC�@CQR�U?WQ�RM�ECR�ICWUMPBQ�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����8CJJ�3CQC?PAFCB�,CW�1FP?QCQ ���



EXERCISES

�� 8FW�BM�WMS�RFGLI�KGQQNCJJGLEQ�?PC�GKNMPR?LR�RM�AMLQGBCP�UFCL�@SGJBGLE
ICWUMPB�JGQRQ 

�� 6QGLE�(MMEJCfQ�ICWUMPB�PCQC?PAF�RMMJ�	FRRN���UUU�EMMEJC�AMK�QIRMMJ

BCTCJMN�WMSP�MUL�JGQR�MD�ICWUMPBQ�DMP�?�N?PRGASJ?P�@P?LB�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����8CJJ�3CQC?PAFCB�,CW�1FP?QCQ ���

http://www.google.com/sktool


6.4 Optimizing Content for Key Phrases

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�GKNMPR?LAC�MD�MNRGKGXGLE�AMLRCLR�DMP�ICW�NFP?QCQ�

0LAC�ICWUMPBQ�?LB�NFP?QCQ�?PC�QCJCARCB�UC�LCCB�RM�CLQSPC�RF?R�RFC�QGRC�AMLR?GLQ
AMLRCLR�RM�R?PECR�RFMQC�ICW�NFP?QCQ��8C�KSQR�CLQSPC�RF?R�RFC�AMLRCLR�GQ�NPMNCPJW
QRPSARSPCB�?LB�RF?R�GR�QCLBQ�QGEL?JQ�MD�PCJCT?LAC��$MLRCLR�GQ�RFC�KMQR�GKNMPR?LR
N?PR�MD�WMSP�8C@�QGRC��8C�KSQR�APC?RC�PCJCT?LR�R?PECRCB�AMLRCLR�?GKGLE�?R�MSP
QCJCARCB�ICW�NFP?QCQ��$MLRCLR�?JPC?BW�F?Q�QCTCP?J�PMJCQ�RM�NJ?W�ML�WMSP�QGRC�

^ *R�NPMTGBCQ�GLDMPK?RGML�RM�TGQGRMPQ�
^ *R�KSQR�CLE?EC�RFCK�
^ *R�KSQR�AMLTGLAC�RFCK�RM�BM�UF?R�WMS�U?LR�

/MU�GR�KSQR�?JQM�QCLB�QGEL?JQ�MD�PCJCT?LAC�RM�QC?PAF�CLEGLCQ��:MS�LCCB�RM�SQC�RFC
ICWUMPBQ�ML�RFC�AMLRCLR�N?EC�GL�?�U?W�RF?R�QC?PAF�CLEGLCQ�UGJJ�NGAI�SN�?LB�SQCPQ
UGJJ�SLBCPQR?LB�

&?AF�8C@�N?EC�QFMSJB�@C�MNRGKGXCB�DMP�RUM�RM�RFPCC�ICW�NFP?QCQ��RFC�NPGK?PW�ICW
NFP?QC�RFC�QCAMLB?PW�ICW�NFP?QC�?LB�RFC�RCPRG?PW�ICW�NFP?QC��"�N?EC�A?L�@C
MNRGKGXCB�DMP�SN�RM�DGTC�ICW�NFP?QCQ�@SR�GR�GQ�@CRRCP�RM�F?TC�KMPC�LGAFC�N?ECQ�RF?L
DCUCP�SLDMASQCB�N?ECQ��)CPC�?PC�QMKC�ESGBCJGLCQ�

^ Title tag � ��6QC�RFC�ICW�NFP?QC�GL�RFC�RGRJC�?LB�?Q�AJMQC�RM�RFC�@CEGLLGLE
?Q�NMQQG@JC�

^ H1 header tag��6QC�RFC�ICW�NFP?QC�GL�RFCheader tag� ?LB�?Q�KSAF�?Q
NMQQG@JC�GL�RFC�MRFCP�)�R?EQ�

^ Body content��6QC�RFC�ICW�NFP?QC�?R�JC?QR�RFPCC�RGKCQ�MP�KMPC�GD�RFCPC
GQ�?�JMR�MD�AMLRCLR�?LB�GR�K?ICQ�QCLQC��"GK�DMP�?@MSR�����UMPBQ�MD
AMLRCLR�@SR�BMLfR�MTCPBM�GR��5F?R�AMSJB�JMMI�JGIC�QN?K�RM�RFC�QC?PAF
CLEGLCQ�

^ Bold��6QCtags around the keyword at least once �
^ Alt tag for an image ��6QC�RFC�ICW�NFP?QC�?R�JC?QR�MLAC�RM�BCQAPG@C�?L

GK?EC�ML�RFC�N?EC�
^ URL (uniform resource locator) ��6QC�?�63-�PCUPGRC�QM�RF?R�GR�?NNC?PQ

GL�RFC�63-�MD�RFC�N?EC�

�� 6QC�RFC�ICW�NFP?QC�GL�RFC�RGRJC
?LB�?Q�AJMQC�RM�RFC�@CEGLLGLE�?Q
NMQQG@JC�

�� )C?BGLE�R?EQ�	)��)��)��CRA�

?PC�QR?LB?PB�CJCKCLRQ�SQCB�RM
BCDGLC�FC?BGLEQ�?LB
QS@FC?BGLEQ�ML�?�8C@�N?EC�
5FC�LSK@CP�GLBGA?RCQ�RFC
GKNMPR?LAC�QM�)��R?EQ�?PC
TGCUCB�@W�RFC�QNGBCPQ�?Q�@CGLE
KMPC�GKNMPR?LR�RF?R�RFC�)�
R?EQ��6QGLE�R?PECRCB�ICW
NFP?QCQ�GL�WMSP�)�R?EQ�GQ
CQQCLRG?J�DMP�CDDCARGTC�4&0�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���



^ Meta description ��6QC�GR�?R�JC?QR�MLAC�GL�RFC�KCR?�BCQAPGNRGML�MD�RFC
N?EC��*R�QFMSJB�CLRGAC�SQCPQ�RM�AJGAI�RFPMSEF�RM�WMSP�QGRC�DPMK�RFC
QC?PAF�CLEGLC�PCQSJRQ�N?EC�	4&31
�

^ Meta tags��6QC�RFC�ICWUMPBQ�GL�RFCmeta tags� RM�NPMTGBC�AMLRCVR�RM
RFC�QC?PAF�CLEGLCQ�

^ Linked anchor text to another page ��%MLfR�SQC�GR�UFCL�JGLIGLE�RM
?LMRFCP�N?EC�ML�WMSP�QGRC��5FCanchor text �� BCQAPG@CQ�RFC�N?EC�@CGLE
JGLICB�RM�?LB�QM�AMSJB�BGJSRC�RFC�PCJCT?LAC�MD�RFC�N?EC�WMS�?PC�JGLIGLE
DPMK�

^ Domain name��*D�NMQQG@JC�SQC�RFC�ICW�NFP?QC�GL�WMSPdomain name�� 
?JRFMSEF�D?TMP�SQ?@GJGRW�MP�KCKMP?@JC�BMK?GL�L?KCQ�

Optimizing Images

*K?ECQ�QFMSJB�?JQM�@C�MNRGKGXCB�UGRF�RFC�PCJCT?LR�ICWUMPBQ��4C?PAF�CLEGLCQ�A?LLMR
QCC�GK?ECQ�QM�PCJW�ML�RFC�U?W�RF?R�?L�GK?EC�GQ�BCQAPG@CB�RM�BCRCPKGLC�UF?R�RFC
GK?EC�GQ�?@MSR��4APCCL�PC?BCPQ�?JQM�PC?B�MSR�RFC�GK?EC�BCQAPGNRGMLQ�UFGAF�A?L�FCJN
TGQS?JJW�GKN?GPCB�PC?BCPQ�RM�K?IC�QCLQC�MD�?�8C@�QGRC��-?QRJW�GK?ECQ�?PC�QMKCRGKCQ
?JQM�QFMUL�ML�RFC�4&31Q�?LB�MD�AMSPQC�MLC�A?L�?JQM�QC?PAF�GK?ECQ�SQGLE�KMQR�MD
RFC�K?HMP�QC?PAF�CLEGLCQ�

Figure 6.2Page Targeting Using the Phrase ÒHandmade BagsÓ

�� .CR?�R?EQ�?PC�RFCPC�RM�RCJJ�RFC
QNGBCPQ�CV?ARJW�UF?R�RFC�8C@
N?ECQ�?PC�?@MSR��*RfQ�GKNMPR?LR
RF?R�WMSP�KCR?�R?EQ�?PC
MNRGKGXCB�DMP�RFC�R?PECRCB�ICW
NFP?QCQ��.CR?�R?EQ�?PC�K?BC�SN
MD�KCR?�RGRJCQ�BCQAPGNRGMLQ�?LB
ICWUMPBQ�

��� 5FC�TGQG@JC�AJGAI?@JC�RCVR�GL�?
JGLI�

��� 5FC�L?KC�MD�?�8C@�QGRC�RF?R
BGQRGLESGQFCQ�GR�DPMK�MRFCP
QWQRCKQ�ML�RFC�8MPJB�8GBC
8C@�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����0NRGKGXGLE�$MLRCLR�DMP�,CW�1FP?QCQ ���



Source:http://www.babazeka.com.

+SQR�?Q�?L�GK?EC�A?L�FCJN�CKNF?QGXC�RFC�AMLRCLR�ML�?�N?EC�GR�A?L�?JQM�FCJN�QC?PAF
CLEGLCQ�GL�P?LIGLE�N?ECQ�NPMTGBCB�RFC�GK?EC�GQ�J?@CJCB�AMPPCARJW�

)CPC�?PC�QMKC�U?WQ�RM�MNRGKGXC�GK?ECQ�UGRF�ICW�NFP?QCQ�DMP�QC?PAF�CLEGLC
MNRGKGX?RGML�	4&0
�

^ 6QC�BCQAPGNRGTC�DGJCL?KCQ�
^ 6QC�QNCAGDGA�?JR�R?EQ�?LB�RGRJC�?RRPG@SRCQ�DMP�RFC�GK?ECQ�
^ .CR?�GLDMPK?RGML�A?L�@C�QSNNJGCB�GL�RFC�GK?EC�DGJC��.?IC�QSPC�RFGQ

GLDMPK?RGML�GQ�PCJCT?LR�
^ 6QC�BCQAPGNRGTC�A?NRGMLQ�?LB�ICCN�PCJCT?LR�AMNW�AJMQC�RM�RFC�PCJCT?LR

GK?EC�
^ .?IC�QSPC�RFC�FC?BCP�R?EQ�?LB�GK?ECQ�?PC�PCJCT?LR�RM�C?AF�MRFCP�

4&0�GQ�@MRF�?�QAGCLAC�?LB�?L�?PR��'MASQGLE�ML�UPGRGLE�OS?JGRW�AMLRCLR�UFGJC�QRGAIGLE
RM�?�DCU�ESGBCJGLCQ�UFCL�GR�AMKCQ�RM�R?EQ�?LB�63-Q�GQ�RFC�@CQR�U?W�RM�CLQSPC�PCQSJRQ�
3CKCK@CP�WMS�U?LR�QC?PAF�CLEGLCQ�RM�P?LI�WMS�FGEFJW�DMP�WMSP�AMLRCLR�@SR�WMS
?JQM�U?LR�RM�CLQSPC�RF?R�RFC�AMLRCLR�GQ�?�NJC?QSPC�RM�PC?B�

"BBGLE�DPCQF�AMLRCLR�RF?R�A?PPGCQ�@P?LB�T?JSCQ�PCESJ?PJW�RM�WMSP�QGRC�UGJJ�?JQM
CLAMSP?EC�RFC�QC?PAF�CLEGLCQ�RM�AP?UJ�WMSP�QGRC�KMPC�DPCOSCLRJW�

6QC�WMSP�8C@�QGRC�?LB�GRQ�N?ECQ�RM�CQR?@JGQF�?LB�PCGLDMPAC�RFCKCQ��*LDMPK?RGML�A?L
?JU?WQ�@C�?PP?LECB�GL�QMKC�IGLB�MD�FGCP?PAFGA?J�QRPSARSPC��+SQR�?Q�?�QGLEJC�N?EC�A?L
F?TC�?�FC?BGLE�?LB�RFCL�ECR�@PMICL�BMUL�GLRM�QS@FC?BGLEQ�?�J?PEC�8C@�QGRC�A?L
F?TC�K?GL�RFCKCQ�RF?R�ECR�@PMICL�BMUL�GLRM�QS@RFCKCQ��4C?PAF�CLEGLCQ�UGJJ�QCC
RFCQC�RFCKCQ�?LB�PCAMELGXC�RF?R�WMSP�8C@�QGRC�AMLR?GLQ�PGAF�AMLRCLR�

KEY TAKEAWAYS

^ $MLRCLR�GQ�RFC�KMQR�GKNMPR?LR�N?PR�MD�WMSP�QGRC��$MLRCLR�LCCBQ�RM�R?PECR
ICW�NFP?QCQ��$MLRCLR�KSQR�@C�NPMNCPJW�QRPSARSPCB�?LB�PCJCT?LR�

^ $MLRCLR�KSQR�?JQM�@C�PCJCT?LR�RM�QC?PAF�CLEGLCQ�
^ &?AF�8C@�N?EC�QFMSJB�@C�MNRGKGXCB�DMP�RUM�RM�RFPCC�ICW�NFP?QCQ��5FCPC

?PC�ESGBCJGLCQ�DMP�RFGQ�
^ *K?ECQ�QFMSJB�?JQM�@C�MNRGKGXCB�UGRF�PCJCT?LR�ICWUMPBQ�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����0NRGKGXGLE�$MLRCLR�DMP�,CW�1FP?QCQ ���

http://www.babazeka.com


EXERCISE

�� 3CTGCU�8C@�QGRCQ�MD�WMSP�D?TMPGRC�@P?LBQ��$?L�WMS�GBCLRGDW�?�DCU
CV?KNJCQ�UFCPC�AMLRCLR�F?Q�@CCL�MNRGKGXCB�?Q�GLBGA?RCB�GL�RFGQ
QCARGML 

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����0NRGKGXGLE�$MLRCLR�DMP�,CW�1FP?QCQ ���



6.5 Link Popularity

LEARNING OBJECTIVES

�� 6LBCPQR?LB�UFW�JGLIQ�?PC�GKNMPR?LR�RM�QC?PAF�CLEGLC�MNRGKGX?RGML
	4&0
�

�� 6LBCPQR?LB�FMU�?�8C@�QGRC�A?L�ECR�KMPC�JGLIQ�

-GLIQ�?PC�?�TGR?J�N?PR�MD�FMU�RFC�*LRCPLCR�UMPIQ��5FC�NSPNMQC�MD�?�JGLI�GQ�RM�?JJMU�?
SQCP�RM�EM�DPMK�MLC�8C@�N?EC�RM�?LMRFCP��4C?PAF�CLEGLCQ�BMGLE�RFCGP�@CQR�RM�KGKGA
RFC�@CF?TGMP�MD�FSK?LQ�?JQM�DMJJMU�JGLIQ�

#CQGBCQ�?JJMUGLE�QC?PAF�CLEGLC�QNGBCPQ�RM�DGLB�8C@�QGRCQ�JGLIQ�?PC�?JQM�?�U?W�MD
T?JGB?RGLE�PCJCT?LAC�?LB�GLBGA?RGLE�GKNMPR?LAC��8FCL�MLC�N?EC�JGLIQ�RM�?LMRFCP�GR
GQ�?Q�GD�RF?R�N?EC�GQ�TMRGLE�MP�TMSAFGLE�DMP�RFC�BCQRGL?RGML�N?EC��(CLCP?JJW�RFC�KMPC
TMRCQ�?�8C@�QGRC�PCACGTCQ�RFC�KMPC�RPSQRCB�GR�@CAMKCQ�RFC�KMPC�GKNMPR?LR�GR�GQ
BCCKCB�?LB�RFC�@CRRCP�GR�UGJJ�P?LI�ML�QC?PAF�CLEGLCQ�

-GLIQ�FCJN�QCLB�QGEL?JQ�MD�RPSQR��4GEL?JQ�MD�RPSQR�A?L�MLJW�AMKC�DPMK�?�RFGPB�N?PRW
QMSPAC��'CU�NCMNJC�UGJJ�RPSQR�QMKCMLC�UFM�Q?WQ�c%MLfR�UMPPW�WMS�A?L�RPSQR�KCd
SLJCQQ�QMKCMLC�CJQC�UFM�GQ�?JPC?BW�RPSQRCB�Q?WQ�c%MLfR�UMPPW�*�ILMU�FGK�UCJJ�
:MS�A?L�RPSQR�FGK�d�*R�GQ�RFC�Q?KC�UGRF�JGLIQ�?LB�QC?PAF�CLEGLCQ��5PSQRCB�QGRCQ�A?L
RP?LQDCP�RPSQR�RM�SLILMUL�QGRCQ�TG?�JGLIQ�

-GLIQ�FCJN�T?JGB?RC�PCJCT?LAC��5CVR�JGLIQ�@W�RFCGP�TCPW�L?RSPC�AMLR?GL�RCVR�	RF?LI
WMS�$?NR?GL�0@TGMSQ
��5FC�RCVR�RF?R�K?ICQ�SN�RFC�JGLI�A?L�FCJN�T?JGB?RC�PCJCT?LAC�
"�JGLI�JGIC�c$?NC�5MUL�FMRCJd�QCLBQ�RFC�KCQQ?EC�RF?R�Q?WQ�c:MS�A?L�RPSQR�RF?R�RFC
BCQRGL?RGML�QGRC�GQ�PCJCT?LR�RM�RFC�RCPK�e$?NC�5MUL�FMRCJ�fd�*D�RFC�BCQRGL?RGML�8C@
N?EC�F?Q�?JPC?BW�SQCB�AMLRCLR�RM�QCLB�?�QGEL?J�MD�PCJCT?LAC�RFC�JGLI�QGKNJW
T?JGB?RCQ�RF?R�QGEL?J�

What Does a Link Look Like?

)CPC�GQ�RFC�FWNCPRCVR�K?PISN�J?LES?EC�	)5.-
�AMBC�DMP�?�JGLI�

�?�FPCD�cFRRN���UUU�R?PECRSPJ�AMK�R?PECRN?EC�FRKd�"LAFMP�5CVR��?�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���



cFRRN���UUU�R?PECRSPJ�AMK�R?PECRN?EC�FRKd�GQ�RFC�N?EC�RF?R�RFC�JGLI�JC?BQ�RM�
c"LAFMP�5CVRd�GQ�RFC�RCVR�RF?R�DMPKQ�RFC�JGLI�

5FC�JGLI�QCLBQ�?�QGEL?J�RF?R�RFC�R?PECR�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�GQ�GKNMPR?LR
DMP�RFC�QS@HCAR�MD�RFC�?LAFMP�RCVR�

Discussion

8FW�KGEFR�?�QGRC�U?LR�RM�RCJJ�RFC�QC?PAF�CLEGLC�LMR�RM�DMJJMU�?�JGLI 

5FCPC�GQ�?�JMR�KMPC�GLDMPK?RGML�RF?R�A?L�@C�GLAJSBCB�GL�RFGQ�?L?RMKW�QSAF�?Q
GLQRPSARGMLQ�RCJJGLE�RFC�QC?PAF�CLEGLC�LMR�RM�DMJJMU�RFC�JGLI�MP�GLQRPSARGMLQ�RM�RFC
@PMUQCP�?Q�RM�UFCRFCP�RFC�JGLI�QFMSJB�MNCL�GL�?�LCU�UGLBMU�MP�LMR�

�?�FPCD�FRRN���UUU�R?PECRSPJ�AMK�R?PECRN?EC�FRK�PCJ�cnofollow �� d�"LAFMP
5CVR��?�

5FC�GLQRPSARGML�PCJ�cLMDMJJMUd�A?L�@C�GLAJSBCB�GL�JGLIQ�UFCL�WMS�BMLfR�U?LR�RM
TMSAF�DMP�RFC�R?PECR�63-��4C?PAF�CLEGLCQ�BM�LMR�AMSLR�LMDMJJMU�JGLIQ�DMP�P?LIGLE
NSPNMQCQ��*R�U?Q�GLGRG?JJW�GLRPMBSACB�@W�(MMEJC�RM�RPW�RM�AMK@?R�AMKKCLR�QN?K�

Not All Links Are Created Equal

0D�AMSPQC�LMR�?JJ�JGLIQ�?PC�COS?J��4MKC�QGRCQ�?PC�KMPC�RPSQRCB�RF?L�MRFCPQ��4M�GD�RFCW
?PC�KMPC�RPSQRCB�RFCL�JGLIQ�DPMK�RFMQC�QGRCQ�?PC�UMPRF�KMPC��-GICUGQC�QMKC�QGRCQ
?PC�KMPC�PCJCT?LR�RF?L�MRFCPQ�RM�QNCAGDGA�RCPKQ��5FC�KMPC�PCJCT?LR�?�QGRC�RFC�KMPC
T?JSC�GQ�RP?LQDCPPCB�@W�RFC�JGLI��8CJJ�ILMUL�?LB�CQR?@JGQFCB�LCUQ�QGRCQ
EMTCPLKCLR�QGRCQ�	�EMT
�?LB�SLGTCPQGRW�BMK?GLQ�	�CBS
�?PC�CV?KNJCQ�MD�QGRCQ�DPMK
UFGAF�JGLIQ�A?L�A?PPW�KMPC�UCGEFR�

4C?PAF�?JEMPGRFKQ�?JQM�AMLQGBCP�PCJ?RGMLQFGNQ�@CRUCCL�JGLICB�QGRCQ��#W�?L?JWXGLE
T?PGMSQ�RFGLEQ�RFC�CLEGLCQ�RPW�RM�BCRCPKGLC�GD�RFC�JGLIQ�?PC�L?RSP?J�JGLIQ�MP�GD�RFCW
?PC�K?LGNSJ?RGTC�?PRGDGAG?J�JGLIQ�APC?RCB�QMJCJW�DMP�P?LIGLE�NSPNMQCQ��.?LGNSJ?RCB
JGLIQ�?PC�UMPRF�TCPW�JGRRJC�AMKN?PCB�RM�L?RSP?J�JGLIQ�?LB�K?W�JC?B�RM�?�BPMN�GL
QC?PAF�CLEGLC�P?LIGLEQ�

��� $?L�@C�GLAJSBCB�GL�JGLIQ�UFCL
WMS�BMLfR�U?LR�RM�TMSAF�DMP�RFC
R?PECR�63-�	SLGDMPK�PCQMSPAC
JMA?RMP
��0PGEGL?JJW�GLRPMBSACB
@W�(MMEJC�RM�RPW�RM�AMK@?R�?LB
AMKKCLR�QN?K�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����-GLI�1MNSJ?PGRW ���



5FC�QC?PAF�CLEGLC�?JEMPGRFK�UGJJ�?JQM�BCRCPKGLC�RFC�PCJCT?LAW�MD�RFC�PCDCPPGLE�8C@
QGRC�RM�RFC�QGRC�@CGLE�JGLICB�RM��5FC�KMPC�PCJCT?LR�RFC�QGRCQ�?PC�RM�C?AF�MRFCP�RFC
@CRRCP�

Discussion

8FW�UMSJB�EMTCPLKCLR�?LB�SLGTCPQGRW�8C@�QGRCQ�@C�AMLQGBCPCB�RM�F?TC�KMPC
?SRFMPGRW �8F?R�QMPR�MD�8C@�QGRCQ�UMSJB�RFCW�@C�KMPC�JGICJW�RM�JGLI�RM 

How Does a Web Site Get More Links?

8GRF�JGLIQ�NJ?WGLE�QSAF�?�TGR?J�PMJC�GL�QC?PAF�CLEGLC�P?LIGLEQ�?LB�RP?DDGA�DMP�?�8C@
QGRC�CTCPWMLC�U?LRQ�KMPC�MD�RFCK��5FC�KMPC�PCJCT?LR�RFC�PCDCPPGLE�8C@�QGRC�GQ�RM
WMSP�8C@�QGRC�RFC�@CRRCP�RFC�JGLI��5FCPC�?PC�ACPR?GLJW�BS@GMSQ�KC?LQ�RM�ECLCP?RGLE
JGLIQ�KMQR�MD�UFGAF�A?L�?ARS?JJW�PCQSJR�GL�@CGLE�NCL?JGXCB�@W�RFC�QC?PAF�CLEGLCQ�
)MUCTCP�FCPC�?PC�QMKC�U?WQ�RF?R�CRFGA?J�?LB�FMLCQR�8C@�QGRC�MULCPQ�?LB
K?PICRCPQ�	?LB�RF?RfQ�UF?R�WMS�?PC
�EM�?@MSR�GLAPC?QGLE�RFC�LSK@CP�MD�JGLIQ�RM
RFCGP�8C@�QGRCQ�

Writing Excellent, Valuable Content That Others Want to Read

*D�NCMNJC�DGLB�WMSP�QGRC�SQCDSJ�RFCW�?PC�KMPC�JGICJW�RM�JGLI�RM�GR��*R�GQ�LMR�LCACQQ?PW
LMP�NMQQG@JC�RM�RPW�RM�UPGRC�AMLRCLR�RF?R�UGJJ�?NNC?J�RM�RFC�UFMJC�*LRCPLCR
NMNSJ?RGML��'MASQ�ML�@CGLE�RFC�@CQR�GL�RFC�GLBSQRPW�WMS�?PC�GL�?LB�GL�NPMTGBGLE
T?JSC�RM�RFC�KCK@CPQ�MD�RF?R�AMKKSLGRW��.?IC�QSPC�RF?R�T?JS?@JC�AMLRCLR�GQ
RFCKCB�?PMSLB�WMSP�ICW�NFP?QCQ�

Create Tools and Documents That Others Want to Use

*LRCPTGCU�CVNCPRQ�GL�WMSP�DGCJB�?LB�FMQR�RFMQC�GLRCPTGCUQ�ML�WMSP�8C@�QGRC��5FGLI
MSRQGBC�RFC�@MV�DMP�OSGPIW�PCJCT?LR�GRCKQ�RF?R�NCMNJC�UGJJ�JGLI�RM��$?JASJ?RMPQ�?PC
NMNSJ?P�RMMJQ�?LB�UC�BMLfR�HSQR�KC?L�RFC�MLCQ�RF?R�?BB�RUM�?LB�RUM�RMECRFCP��*D
WMS�F?TC�?�8C@�QGRC�QCJJGLE�BGCR�@MMIQ�DMP�CV?KNJC�APC?RC�?�RMMJ�RF?R�FCJNQ�SQCPQ
A?JASJ?RC�RFCGP�@MBW�K?QQ�GLBCV�	#.*
�?LB�R?PECR�UCGEFR�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����-GLI�1MNSJ?PGRW ���



Games

$PC?RGLE�?�E?KC�RF?R�NCMNJC�U?LR�RM�NJ?W�GQ�?�EPC?R�U?W�RM�ECLCP?RC�JGLIQ��.?IC�QSPC
RF?R�RFC�RFCKC�MD�RFC�E?KC�GQ�@?QCB�ML�RFC�ICW�NFP?QCQ�DMP�WMSP�8C@�QGRC�QM�RF?R
UFCL�MRFCPQ�R?JI�?@MSR�?LB�JGLI�RM�RFC�E?KC�RFCW�?PC�SQGLE�WMSP�ICW�NFP?QCQ�

Software and Widgets

8GBECRQ�@PMUQCP�CVRCLQGMLQ�?LB�MRFCP�SQCDSJ�QMDRU?PC�RF?R�SQCPQ�JMTC�RM�SQC�?JJ
FCJN�ECLCP?RC�JGLIQ�DMP�?�8C@�QGRC��2SGPI�F?Q�PCJC?QCB�?�'GPCDMV�CVRCLQGML�A?JJCB
4C?PAF4R?RSQ�RF?R�GQ�CVACNRGML?JJW�SQCDSJ�RM�RFC�4&0�AMKKSLGRW�?LB�GQ�BMULJM?BCB
RFMSQ?LBQ�MD�RGKC�C?AF�KMLRF��&?AF�RGKC�QMKCMLC�KCLRGMLQ�RFGQ�4&0�RMMJ�RFCW�JGLI
RM�2SGPI�

Web Public Relations (WebPR)

*L $F?NRCP�����8C@�1S@JGA�3CJ?RGMLQ��WMSfJJ�JC?PL�FMU�R?IGLE�NS@JGA�PCJ?RGMLQ�	13

MLJGLC�A?L�NPMTGBC�T?JS?@JC�JGLIQ�RM�WMSP�AMLRCLR��5FGQ�GLTMJTCQ�UPGRGLE�AMLRCLR
PCJCT?LR�RM�WMSP�GLBSQRPW�?LB�RFCL�BGQRPG@SRGLE�RF?R�AMLRCLR�

Competitor Analysis

'GLB�MSR�UFM�GQ�JGLIGLE�RM�WMSP�AMKNCRGRMPQ�?LB�UFGAF�LMLAMKNCRGLE�QGRCQ�?PC
P?LIGLE�FGEFJW�DMP�WMSP�ICW�NFP?QCQ��6QC�RFGQ�GLDMPK?RGML�RM�GBCLRGDW�QGRCQ�RM�R?PECR
DMP�JGLI�PCOSCQRQ�

6QGLE�:?FMM��4GRC�&VNJMPCP�WMS�A?L�CVNJMPC�WMSP�QGRCQb?LB�WMSP�AMKNCRGRMPQf��'GLB
GR�?RFRRN���QGRCCVNJMPCP�QC?PAF�W?FMM�AMK�

8GRF�?JJ�JGLI�@SGJBGLE�R?ARGAQ�K?IC�QSPC�RF?R�WMS�SQC�WMSP�ICW�NFP?QCQ�UFCL
AMKKSLGA?RGLE��:MS�UGJJ�@C�RCJJGLE�NCMNJC�FMU�RM�JGLI�RM�WMS�?LB�CLQSPGLE�RF?R
QC?PAF�CLEGLCQ�LMRGAC�WMSP�?SRFMPGRW�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����-GLI�1MNSJ?PGRW ���

fwk-105454-ch11#fwk-105454-ch11
http://siteexplorer.search.yahoo.com


KEY TAKEAWAYS

^ -GLIQ�?PC�TGR?J�RM�FMU�RFC�*LRCPLCR�UMPIQ�
^ 5FC�NSPNMQC�MD�?�JGLI�GQ�RM�?JJMU�?�SQCP�RM�EM�DPMK�MLC�8C@�N?EC�RM

?LMRFCP�
^ -GLIQ�?PC�?JQM�?�U?W�MD�T?JGB?RGLE�PCJCT?LAC�?LB�GLBGA?RGLE�GKNMPR?LAC�

5FC�KMPC�GKNMPR?LR�?�QGRC�GQ�BCCKCB�RFC�@CRRCP�GR�UGJJ�P?LI�ML�QC?PAF
CLEGLCQ�

^ c/MDMJJMUd�U?Q�GLGRG?JJW�GLRPMBSACB�@W�(MMEJC�RM�RPW�RM�AMK@?R�AMKKCLR
QN?K�

^ /MR�?JJ�JGLIQ�?PC�APC?RCB�COS?J�@CA?SQC�QMKC�QGRCQ�?PC�KMPC�RPSQRCB�RF?L
MRFCPQ�?LB�RFCPCDMPC�?PC�cUMPRFd�KMPC�

^ .?LGNSJ?RGTC�JGLIQ�?PC�UMPRF�TCPW�JGRRJC�AMKN?PCB�RM�L?RSP?J�JGLIQ�?LB
K?W�JC?B�RM�?�BPMN�GL�QC?PAF�CLEGLC�P?LIGLEQ�

^ 5FCPC�?PC�K?LW�U?WQ�RM�ECR�KMPC�JGLIQ�RM�WMSP�QGRC�

� 7?JS?@JC�AMLRCLR
� 5MMJQ�?LB�BMASKCLRQ
� (?KCQ
� 4MDRU?PC�?LB�UGBECRQ
� 8C@�NS@JGA�PCJ?RGMLQ�	8C@13


^ "�AMKNCRGRMP�?L?JWQGQ�GQ�T?JS?@JC�DMP�BCRCPKGLGLE�UF?R�QGRC�RM�R?PECR�DMP
JGLI�PCOSCQRQ�

EXERCISES

�� 8FW�BM�JGLIQ�QCLB�QGEL?JQ�MD�RPSQR�RM�QC?PAF�CLEGLCQ 
�� )MU�A?L�?L?JWXGLE�RFC�JGLIQ�RM�?�AMKNCRGRMPfQ�8C@�QGRC�FCJN�?GB�WMSP

MUL�JGLI�@SGJBGLE�QRP?RCEW 
�� 5FGLI�MD�?L�CV?KNJC�MD�?�E?KC�RF?R�?�@P?LB�K?W�GLAJSBC�ML�GRQ�8C@�QGRC

RF?R�UMSJB�CLAMSP?EC�SQCPQ�RM�TGQGR�?LB�NMQQG@JW�JGLI�RM�GR��8F?R�?@MSR
QMDRU?PC 

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����-GLI�1MNSJ?PGRW ���



6.6 Emerging Trends

LEARNING OBJECTIVE

�� 6LBCPQR?LB�UFCPC�RFC�DSRSPC�MD�4&0�	QC?PAF�CLEGLC�MNRGKGX?RGML
�GQ
FC?BCB�

4&0�	QC?PAF�CLEGLC�MNRGKGX?RGML
�GQ�?�AMLQR?LRJW�CTMJTGLE�?ARGTGRW��"Q�RFC�QC?PAF
CLEGLC�?JEMPGRFKQ�@CAMKC�KMPC�QMNFGQRGA?RCB�RFCW�?QQCQQ�8C@�QGRCQ�GL�KMPC
AMKNJCV�U?WQ�RM�?PPGTC�?R�QSGR?@JC�QC?PAF�PCQSJRQ��5FCPC�?PC�QGELGDGA?LR�AF?LECQ�ML
RFC�FMPGXML�GL�FMU�QC?PAF�CLEGLCQ�UGJJ�GLBCV�?LB�NPCQCLR�RFCGP�PCQSJRQ��5FCQC
AF?LECQ�?PC�?JGELCB�UGRF�?�EM?J�MD�QMPRGLE�RFPMSEF�RFC�CVNMLCLRG?JJW�GLAPC?QGLE
?KMSLRQ�MD�B?R?�?T?GJ?@JC�ML�RFC�8C@�?LB�EGTGLE�SQCPQ�@CRRCP�?LB�KMPC�R?PECRCB
QC?PAF�PCQSJRQ�UFGAF�RFCW�UGJJ�DGLB�SQCDSJ�

5FCPC�?PC�DMSP�QRPMLE�CKCPEGLE�RPCLBQ�DMP�4&0�

^ Localization ��

^ 1CPQML?JGXCB�QC?PAF
^ 6Q?EC�B?R?
^ 3C?J�RGKC�QC?PAF

5FCQC�DMSP�RPCLBQ�?PC�K?IGLE�MNRGKGXGLE�8C@�QGRCQ�DMP�QC?PAF�CLEGLCQ�CTCL�KMPC
AMKNJCV�

Localization and Personalization

5FC�DGPQR�RUM�RPCLBQ�PCTMJTC�?PMSLB�FMU�RFC�QC?PAF�CLEGLCQ�?PC�RPWGLE�RM
?AAMKKMB?RC�RFC�ECMEP?NFGA�?LB�NCPQML?J�NPCDCPCLACQ�MD�?�SQCP�QM�?Q�RM�NPCQCLR
RFCK�UGRF�RFC�@CQR�AMLRCVRS?J�PCQSJRQ��#W�JMA?JGXGLE�RFC�QC?PAF�CLEGLCQ�?PC
NPCQCLRGLE�GLDMPK?RGML�GL�RFC�J?LES?EC�?LB�ECMEP?NFGA�AMLRCVR�MD�RFC�SQCP�

*L�NCPQML?JGXGLE�QC?PAF�RFC�QC?PAF�CLEGLCQ�?PC�RPWGLE�RM�?JGEL�UGRF�UF?R�RFCW�F?TC
BCRCPKGLCB�UMSJB�@C�KMPC�?NNPMNPG?RC�DMP�RF?R�QNCAGDGA�SQCP��1CPQML?JGXCB�QC?PAF
R?PECRQ�SQCPQf�NPCDCPCLACQ�ML�RUM�@?QCQ��CVNJGAGRJW�?LB�GKNJGAGRJW�

��� 5FC�NP?ARGAC�MD�APC?RGLE�?�JMA?J
TCPQGML�MD�?�8C@�QGRC�DMP�?
BGDDCPCLR�AMSLRPW�MP�J?LES?EC�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

���



&VNJGAGR�NCPQML?JGXCB�QC?PAF�GQ�@?QCB�ML�?L�GLRCPNPCR?RGML�@W�RFC�QC?PAF�CLEGLCQ�MD
B?R?�?LB�GLDMPK?RGML�RFC�SQCPQ�NPMTGBC�BGPCARJW�RM�QC?PAF�CLEGLCQ�QSAF�?Q�JMA?RGML
?EC�J?LES?EC�?LB�ECLBCP�

*KNJGAGR�NCPQML?JGXCB�QC?PAF�GQ�@?QCB�ML�B?R?�?LB�GLDMPK?RGML�QC?PAF�CLEGLCQ�E?RFCP
@W�?L?JWXGLE�SQCPQf�@CF?TGMP��4C?PAF�CLEGLCQ�UGJJ�RP?AI�RFC�N?ECQ�SQCPQ�DPCOSCLRJW
TGQGR�MP�FMU�RFCW�SQC�ACPR?GL�QGRCQbQSAF�?Q�(K?GJ�MP�@MMIK?PIGLE�QGRCQ��#?QCB�ML
RFGQ�RFC�QC?PAF�CLEGLCQ�UGJJ�NPCBGAR�UF?R�?�SQCP�GQ�NPM@?@JW�GLRCPCQRCB�GL�?LB�R?GJMP
RFC�PCQSJRQ�GR�NPCQCLRQ�RM�RF?R�SQCP�?AAMPBGLEJW�

4SPTCWQ�QSEECQR�RF?R�SQCPQ�?PC�ECLCP?JJW�GL�D?TMP�MDpersonalization �� ?LB�?PC
UGJJGLE�RM�RP?BC�NCPQML?J�GLDMPK?RGML�RM�@CLCDGR�DPMK�@CRRCP�OS?JGRW�PCQSJRQ�DPMK�RFC
QC?PAF�CLEGLCQ��-?PEC�QC?PAF�CLEGLCQ�JGIC�(MMEJC�?PC�CTCL�MDDCPGLE�CLB�SQCPQ�RFC
MNNMPRSLGRW�RM�RCJJ�RFCK�UF?R�PCQSJRQ�RFCW�JGICbRFPMSEF�RFC�J?SLAF�MD�SQCP
DCCB@?AI�KCAF?LGQKQ�QSAF�?Q�(MMEJC�4C?PAF�8GIG�	J?SLAFCB�GL�����
�5FGQ�IGLB�MD
DSLARGML?JGRW�?JJMUQ�RFC�SQCP�RM�RCJJ�QC?PAF�CLEGLCQ�UF?R�PCQSJRQ�RFCW�JGIC�MP�BMLfR
JGIC�?LB�UMSJB�JGIC�RM�QCC�	MP�LMR
�?E?GL�

5M�MNRGKGXC�?�QGRC�NPMNCPJW�D?ARMPQ�JGIC�NCPQML?JGX?RGML�?LB�JMA?JGX?RGML�LCCB�RM�@C
R?ICL�GLRM�?AAMSLR�?LB�RFC�QGRC�LCCBQ�RM�@C�FMLCB�RM�BM�RFC�DMJJMUGLE�

^ "B?NR�RM�FMU�RFC�QC?PAF�CLEGLCQ�UGJJ�KC?QSPC�?LB�GLBCV�RFC�QGRCQ
^ "B?NR�RM�FMU�SQCPQ�UGJJ�CVNCAR�RM�@C�NPCQCLRCB�UGRF�AMLRCVRS?JGXCB

GLDMPK?RGML

Usage Data

4C?PAF�CLEGLCQ�U?LR�RFCGP�PCQSJRQ�RM�@C�FGEFJW�PCJCT?LR�RM�8C@�SQCPQ�RM�K?IC�QSPC
RF?R�8C@�SQCPQ�ICCN�PCRSPLGLE�RM�RFC�QC?PAF�CLEGLC�DMP�DSRSPC�QC?PAFCQ��"LB�RFC
@CQR�U?W�RM�CQR?@JGQF�PCJCT?LAC�RM�SQCPQbFMU�RFCW�SQC�8C@�QGRCQ�MD�AMSPQC�

6Q?EC�B?R?�?PC�RFC�KMQR�CDDCARGTC�U?W�MD�HSBEGLE�RFC�RPSC�PCJCT?LAW�?LB�T?JSC�MD�?
8C@�QGRC��'MP�CV?KNJC�GD�SQCPQ�?PPGTC�ML�?�8C@�QGRC�?LB�EM�@?AI�GKKCBG?RCJW
AF?LACQ�?PC�GR�U?QLfR�PCJCT?LR�RM�RFCGP�OSCPW�GL�RFC�DGPQR�NJ?AC��)MUCTCP�GD�?�SQCP
PCNC?RCBJW�TGQGRQ�?�8C@�QGRC�?LB�QNCLBQ�?�JMLE�RGKC�ML�RFC�QGRC�AF?LACQ�?PC�GR�GQ
CVRPCKCJW�PCJCT?LR��8FCL�GR�AMKCQ�RM�QC?PAF�CLEGLCQ�PCJCT?LR�T?JS?@JC�QGRCQ�ECR
NPMKMRCB�?LB�GPPCJCT?LR�QGRCQ�ECR�BCKMRCB�

��� 4C?PAF�PCQSJRQ�?PC�NCPQML?JGXCB
RM�MP�T?PW�?AAMPBGLE�RM�UF?R
QC?PAF�CLEGLCQ�RFGLI�?�SQCP�GQ
?ARS?JJW�GLRCPCQRCB�GL�

$F?NRCP���4C?PAF�&LEGLC�0NRGKGX?RGML

����&KCPEGLE�5PCLBQ ���



How Do Search Engines Access These Data?

4C?PAF�CLEGLCQ�SQC�AMMIGCQ�RM�K?GLR?GL�?�FGQRMPW�MD�?�SQCPfQ�QC?PAF�?ARGTGRW��5FGQ�UGJJ
GLAJSBC�ICWUMPBQ�SQCB�?LB�8C@�QGRCQ�TGQGRCB�DPMK�RFC�QC?PAF�CLEGLC��4C?PAF�CLEGLCQ
E?RFCP�B?R?�ML�RFC�AJGAI�RFPMSEF�P?RC�MD�PCQSJRQ�?LB�ML�@MSLAC�P?RCQ�

.MQR�QC?PAF�CLEGLCQ�?JQM�NPMTGBC�MRFCP�QCPTGACQ�?JJ�MD�UFGAF�A?L�@C�SQCB�RM�E?RFCP
B?R?�PCJCT?LR�RM�QC?PAF��'MP�(MMEJC�QMKC�CV?KNJCQ�MD�RFCQC�QCPTGACQ�GLAJSBC�RFC
DMJJMUGLE�

^ (MMEJC�"B8MPBQ
^ (MMEJC�"B4CLQC
^ (MMEJC�"L?JWRGAQ
^ (MMEJC�8C@�4GRC�0NRGKGXCP
^ (MMEJC�$FCAIMSR
^ (MMEJC�5MMJ@?P

"Q�MD������RFGQ�GQ�?�PCJ?RGTCJW�LCU�?PC?�MD�4&0��*R�LM�BMS@R�NJ?WQ�?�N?PR�GL�QC?PAF
CLEGLC�P?LIGLEQ�?LB�RF?R�AMLRPG@SRGML�GQ�QCR�RM�EPMU��4M�UF?R�BMCQ�RFGQ�KC?L�DMP
4&0 �8FCL�GR�AMKCQ�RM�?�8C@�QGRC�4&0�KSQR�BM�RFC�DMJJMUGLE�

^ #C�T?JS?@JC�CLMSEF�RM�?RRP?AR�@MRF�TGQGRMPQ�?LB�JGLIQ�L?RSP?JJW
^ 3CR?GL�TGQGRMPQ�?LB�K?IC�QSPC�RFCW�PCRSPL�RM�RFC�8C@�QGRC
^ $MLTCPR�TGQGRMPQ

What Not to Do
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6.7 Case Study: Yachting Partners International
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Figure 6.3The Yachting Partners Web Site

Source: Used by permission from Yachting Partners International.
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QNCAGDGA�?LB�SLGOSC�RM�RFC�MNRGKGXCB�N?ECQ��6QCB�?Q�JGLIQ�ML�4&31Q�RFC
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Figure 6.4Search Results for YPI
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PCBGPCARCB�RM�RFC�AMPPCAR�63-�	SLGDMPK�PCQMSPAC�JMA?RMP

FRRN���UUU�WNG�AM�SI��5FGQ�GQ�GKNMPR?LR�RM�?TMGB�JMQGLE�MSR�ML�RP?DDGA
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Chapter 7

Pay per Click Advertising
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7.1 Introduction
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Figure 7.1The Location of PPC Advertisements
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7.2 How It Works
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Figure 7.2Suppliers and Search Engines as of 2007ÒSearch Engine Results Chart,Ó Search Engine Watch, March
23, 2007,http://searchenginewatch.com/2167981(accessed June 18, 2010).
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Figure 7.3

The site below is running AdSense. Notice how the advertisements correlate to the content of the article.
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What Makes Up a PPC Advertisement?

5CVR�11$�?BTCPRGQCKCLRQ�DMJJMU�RFC�Q?KC�@?QGA�QRPSARSPC�

)C?BGLE

5UM�JGLCQ�MD�?BTCPRGQCKCLR�AMNW

8FGAF�A?L�@C�BGQNJ?WCB�ML�MLC�JGLC

UUU�%GQNJ?W63-�AMK

5FC�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�QFMUL�GQ�LMR�LCACQQ?PGJW�RFC�63-�RF?R�RFC�SQCP
UGJJ�AJGAI�RFPMSEF�RM��8FCL�UPGRGLE�RFC�AMNW�RFCQC�?PC�ILMUL�?Q�RFC�BGQNJ?W�63-
	UF?R�GQ�QFMUL�ML�RFC�?BTCPRGQCKCLR
�?LB�RFC�BCQRGL?RGML�63-�	UF?R�RFC�?ARS?J�63-

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����)MU�*R�8MPIQ ���



MD�RFC�N?EC�GQ
��5FC�BGQNJ?W�63-�GQ�QMKCRGKCQ�?JQM�A?JJCB�?�T?LGRW�63-��5FC�?GK
QFMSJB�@C�RM�QCLB�SQCPQ�RM�?�8C@�N?EC�?Q�QNCAGDGA�RM�RFCGP�QC?PAF�?LB�RFC�11$
?BTCPRGQCKCLR�?Q�NMQQG@JC��5FGQ�GQ�ILMUL�?Qdeep linking � �

Discussion

8F?R�GQ�RFC�DSLARGML�MD�RFC�BGQNJ?W�63- �%M�WMS�RFGLI�RF?R�RFGQ�GQ�KGQJC?BGLE�RM
?�QC?PAFCP �8FW�BM�WMS�RFGLI�RFC�BGQNJ?W�?LB�RFC�BCQRGL?RGML�63-�?PC
BGDDCPCLR 

5FC�BGQNJ?W�63-�KSQR�@C�RFC�Q?KC�BMK?GL�?Q�RFC�BCQRGL?RGML�63-��(MMEJC�UGJJ�MLJW
QFMU�MLC�?BTCPRGQCKCLR�NCP�BGQNJ?W�63-��4M�?L�?BTCPRGQCKCLR�KGEFR�JMMI�JGIC�RFGQ�

3MQCQ�DMP�7?JCLRGLCfQ

"�BMXCL�PCB�PMQCQ�DMP�WMSP�JMTC�

'?QR�DPCC�BCJGTCPW�GL�34"�

UUU�DJMUCPQ�AM�X?�PMQCQ

5FC�QC?PAF�CLEGLCQ�JGKGR�RFC�AF?P?ARCPQ�GL�C?AF�JGLC��5FCPC�?PC�?JQM�PCQRPGARGMLQ�ML
UF?R�WMS�?PC�?JJMUCB�RM�UPGRC�GL�?L�?BTCPRGQCKCLR��)CPC�?PC�QMKC�MD�RFC�CBGRMPG?J
ESGBCJGLCQ�DPMK�(MMEJC�"B8MPBQ�

^ Heading��.?VGKSK�RUCLRW�DGTC�AF?P?ARCPQ
^ Line 1��.?VGKSK�RFGPRW�DGTC�AF?P?ARCPQ
^ Line 2��.?VGKSK�RFGPRW�DGTC�AF?P?ARCPQ
^ Display URL��.?VGKSK�RFGPRW�DGTC�AF?P?ARCPQ
^ /M�PCNC?RCB�CVAJ?K?RGML�K?PIQ
^ /M�UMPB�K?W�@C�UPGRRCL�GL�A?NGR?JQ�MLJW
^ /M�LMLQCLQC�UMPBQ�K?W�@C�SQCB
^ /M�AJ?GKQ�MD�c@CQRd�cLSK@CP�MLCd�MP�QSNCPJ?RGTCQ�K?W�@C�SQCB�SLJCQQ

RFCW�A?L�@C�TCPGDGCB�@W�?�PCJG?@JC�RFGPB�N?PRW�QMSPAC

�� .?IGLE�?�FWNCPJGLI�RF?R�NMGLRQ
RM�?�QNCAGDGA�N?EC�MP�GK?EC�ML
?LMRFCP�8C@�QGRC�GLQRC?B�MD
RF?R�8C@�QGRCfQ�K?GL�MP�FMKC
N?EC�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����)MU�*R�8MPIQ ���



^ 1PMBSAR�LSK@CPQ�K?W�@C�SQCB

KEY TAKEAWAYS

^ *L�11$�	N?W�NCP�AJGAI
�?L�?BTCPRGQCP�BCTCJMNQ�RFC�AMLRCLR�DMP�?L�?B
QCJCARQ�ICWUMPBQ�DMP�RFC�?B�?LB�AFMMQCQ�RFC�K?VGKSK�?KMSLR�RFCW�?PC
UGJJGLE�RM�N?W�DMP�?�AJGAI�

^ "�QC?PAF�?JEMPGRFK�AFCAIQ�RFC�?B�DMP�AMKNJG?LAC�UGRF�CBGRMPG?J
ESGBCJGLCQ�BGQNJ?WQ�RFC�?B�DMP�PCJCT?LR�QC?PAF�OSCPGCQ�BCRCPKGLCQ�RFC
P?LI�MD�RFC�?B�@?QCB�ML�RFC�K?V�@GB�?LB�BCRCPKGLCQ�RFC�PCJCT?LAC�MD
RFC�?B�

^ 4C?PAF�CLEGLCQ�F?TC�QNCAGDGA�ESGBCJGLCQ�DMP�?BTCPRGQCKCLRQ�

EXERCISES

�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�RFC�BGQNJ?W�63-�?LB�RFC�J?LBGLE�N?EC
63-�?LB�UF?R�GQ�RFC�DSLARGML�MD�C?AF 

�� )MU�GQ�RFC�AMLRCLR�LCRUMPI�BGDDCPCLR�DPMK�RFC�QC?PAF�LCRUMPI �)MU�BM
RFC�BGDDCPCLACQ�?DDCAR�RFC�?BTCPRGQCP 

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����)MU�*R�8MPIQ ���



7.3 Keywords and Match Types

LEARNING OBJECTIVES

�� #CAMKC�D?KGJG?P�UGRF�K?RAF�RWNCQ�
�� -C?PL�UFW�K?RAF�RWNCQ�?PC�GKNMPR?LR�RM�11$�	N?W�NCP�AJGAI
�

8CfJJ�R?IC�?�JMMI�?R�ICWUMPB�QCJCARGML�UFCL�UC�EM�RFPMSEF�RFC�NPMACQQ�MD�QCRRGLE�SN
?�A?KN?GEL�@SR�DGPQR�WMS�LCCB�RM�ILMU�?�JGRRJC�@GR�KMPC�?@MSR�RFC�BGDDCPCLR�U?WQ�UC
A?L�BCDGLC�ICWUMPBQ�GL�?�11$�	N?W�NCP�AJGAI
�A?KN?GEL�

&?AF�QC?PAF�CLEGLC�PCOSGPCQ�RFC�?BTCPRGQCP�RM�CLRCP�RFC�ICWUMPBQ�DMP�UFGAF�RFCGP
?BTCPRGQCKCLR�QFMSJB�?NNC?P��5FGQ�JGQR�MD�ICWUMPBQ�BCRCPKGLCQ�RFC�QC?PAF�OSCPGCQ
DMP�UFGAF�RFC�?BTCPRGQCKCLRQ�AMSJB�?NNC?P�

0L FRRN���UUU�EMMEJC�AMKGL�RFC�6LGRCB�4R?RCQ�RFCPC�UCPC�?NNPMVGK?RCJW����
KGJJGML�QC?PAFCQ�NCPDMPKCB�C?AF�B?W8CLBW�5?L?I?�c(MMEJC�)GRQ�%MS@JC�%GEGRQd
Forbes�4CNRCK@CP�������FRRN���UUU�DMP@CQ�AMK������������EMMEJC�RCLRF�
?LLGTCPQ?PW�RCAF�CLRCPNPGQC�AV>UR>����EMMEJC�FRKJ	?AACQQCB�+SLC��������
�?LB
(MMEJC�CQRGK?RCQ�RF?R�LC?PJW����NCPACLR�MD�?JJ�QC?PAFCQ�?PC�SLGOSC�1?RPGAG?�)SPQF
c.?PICRGLE�GL�RFC�4C?PAF�5?GJ��*Q�RFC�1?GL�8MPRF�RFC�(?GL d�4C?PAF�&LEGLC�8?RAF
+?LS?PW�������� FRRN���QC?PAFCLEGLCU?RAF�AMK��������	?AACQQCB�+SLC��������
�
*R�UMSJB�@C�?�RMSEF�GD�LMR�GKNMQQG@JC�R?QI�RM�BCRCPKGLC�?JJ�RFC�NMQQG@JC�RCPKQ
NMRCLRG?J�ASQRMKCPQ�KGEFR�SQC�RM�DGLB�WMS��5F?R�GQ�UFW�RFCPC�?PC�BGDDCPCLR�ICWUMPB
K?RAF�RWNCQ�DMP�11$�?BTCPRGQGLE�

(MMEJC�"B8MPBQ�SQCQ�RFC�DMJJMUGLE�K?RAF�RWNCQ�

^ Broad match ��

^ Phrase match��

^ Exact match��

^ Negative match��

��� :MSP�?B�UGJJ�?NNC?P�DMP�RFC
ICWUMPBQ�WMS�F?TC�CLRCPCB
RCPKQ�RF?R�AMLR?GL�WMSP
ICWUMPBQ�?LB�?LW�MRFCP�UMPBQ
GL�?LW�MPBCP�?LB�QMKC
T?PG?RGMLQ�

��� :MSP�?B�UGJJ�?NNC?P�MLJW�DMP
QC?PAF�RCPKQ�RF?R�F?TC�WMSP
ICWUMPBQ�GL�RFCK�GL�RFC�Q?KC
MPBCP�RFMSEF�MRFCP�UMPBQ�K?W
?JQM�@C�GL�RFC�QC?PAF�RCPK�

��� 5FC�?B�UGJJ�MLJW�?NNC?P�DMP
QC?PAF�RCPKQ�CV?ARJW�RFC�Q?KC
?Q�RFC�ICWUMPBQ�QCJCARCB�

��� :MSP�?B�UGJJ�LMR�?NNC?P�GL
QC?PAFCQ�SQGLE�RF?R�UMPB�LM
K?RRCP�UF?R�MRFCP�UMPBQ�?PC
SQCB�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

���

http://www.google.com
http://www.forbes.com/2008/09/04/google-tenth-anniversary-tech-enterprise-cx_wt_0905google.html
http://www.forbes.com/2008/09/04/google-tenth-anniversary-tech-enterprise-cx_wt_0905google.html
http://searchenginewatch.com/3579396


Figure 7.4

Depending on the match type, your advertisement can appear for more or fewer keywords.

#PM?B�K?RAF�KC?LQ�RF?R�WMSP�?BTCPRGQCKCLR�UGJJ�?NNC?P�DMP�RFC�ICWUMPBQ�WMS�F?TC
CLRCPCB�?Q�UCJJ�?Qsearch terms�� RF?R�AMLR?GL�WMSP�ICWUMPBQ�?LB�?LW�MRFCP�UMPBQ
GL�?LW�MPBCP�?Q�UCJJ�?Q�QMKC�T?PG?RGMLQ�MD�WMSP�ICWUMPBQ�	KGQQNCJJGLEQ�?LB
QWLMLWKQ
�

4?W�WMS�F?TC�AFMQCL�RFC�DMJJMUGLE�ICWUMPBQ�?LB�RFGQ�GQ�QCR�RM�@PM?B�K?RAF�

^ RCLLGQ�QFMCQ

:MSP�?BTCPRGQCKCLR�AMSJB�?NNC?P�DMP�?JJ�RFC�DMJJMUGLE�QC?PAFCQ�

^ RCLLGQ�QFMCQ
^ PCB�RCLLGQ�QFMCQ
^ RCLLGQ�QLC?ICP
^ FGQRMPW�MD�RCLLGQ�QFMCQ

��� "LMRFCP�U?W�MD�Q?WGLE�QC?PAF
OSCPW�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



1FP?QC�K?RAF�UFGAF�GQ�BCLMRCB�UGRF�OSMR?RGML�K?PIQ�?PMSLB�RFC�ICWUMPBQ
	cNFP?QC�K?RAFd
�KC?LQ�RF?R�WMSP�?BTCPRGQCKCLR�UGJJ�?NNC?P�MLJW�DMP�QC?PAF�RCPKQ
RF?R�F?TC�WMSP�ICWUMPBQ�GL�RFCK�GL�RFC�Q?KC�MPBCP�RFMSEF�MRFCP�UMPBQ�K?W�?JQM
@C�GL�RFC�QC?PAF�RCPK�

*D�WMS�AF?LECB�RFC�Q?KC�ICWUMPBQ�RM�NFP?QC�K?RAF�RFCW�UMSJB�JMMI�JGIC�RFC
DMJJMUGLE�

^ cRCLLGQ�QFMCQd

:MSP�?BTCPRGQCKCLR�UMSJB�?NNC?P�DMP�RFC�DMJJMUGLE�

^ RCLLGQ�QFMCQ
^ RCLLGQ�QFMCQ�PCB

#SR�WMSP�?BTCPRGQCKCLR�UMSJB�LMR�?NNC?P�DMP�RFC�DMJJMUGLE�

^ QK?PR�QFMCQ�PCB

&V?AR�K?RAF�BCLMRCB�@W�QOS?PC�@P?AICRQ�	<CV?AR�K?RAF=
�KC?LQ�RF?R�RFC
?BTCPRGQCKCLR�UGJJ�MLJW�?NNC?P�DMP�QC?PAF�RCPKQ�CV?ARJW�RFC�Q?KC�?Q�RFC�ICWUMPBQ
QCJCARCB�

/MU�AF?LEC�RFC�ICWUMPB�RM�CV?AR�K?RAF�

^ <RCLLGQ�QFMCQ=

:MSP�?BTCPRGQCKCLR�UGJJ�?NNC?P�DMP�QC?PAFCQ�DMP�RFC�DMJJMUGLE�

^ RCLLGQ�QFMCQ

*R�UMSJB�LMR�?NNC?P�DMP�?LW�MRFCP�QC?PAFCQ�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



Figure 7.5Match Types for Certain Search Terms

/CE?RGTC�K?RAF�BCLMRCB�@W�SQGLE�?�B?QF�GL�DPMLR�MD�RFC�ICWUMPBQ�	�LCE?RGTC

KC?LQ�RF?R�WMSP�?BTCPRGQCKCLR�UGJJ�LMR�?NNC?P�GL�QC?PAFCQ�SQGLE�RF?R�UMPB�LM
K?RRCP�UF?R�MRFCP�UMPBQ�?PC�SQCB�

6QC�RFC�@PM?B�K?RAF�CV?KNJC�?LB�GLAJSBC�?�LCE?RGTC�K?RAF�

^ PCB�QFMCQ
^ �RCLLGQ

:MSP�?BTCPRGQCKCLR�UMSJB�?NNC?P�DMP�RFC�DMJJMUGLE�

^ PCB�QFMCQ
^ QK?PR�QFMCQ�PCB

:MSP�?BTCPRGQCKCLR�UMSJB�LMR�?NNC?P�DMP�RFC�DMJJMUGLE�

^ PCB�RCLLGQ�QFMCQ

"BTCPRGQCPQ�A?L�?QQGEL�?Q�K?LW�ICWUMPBQ�?Q�RFCW�UGQF�RM�?L�?BTCPRGQCKCLR�@SR
MLJW�MLC�?BTCPRGQCKCLR�DMP�C?AF�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�UGJJ�@C�QFMUL��*D
RUM�?BTCPRGQCPQ�?PC�@GBBGLE�RM�QFMU�?BTCPRGQCKCLRQ�DMP�RFC�Q?KC�BMK?GL�MLJW�MLC
UGJJ�@C�QFMUL��8FGAF�?BTCPRGQCKCLR�UGJJ�@C�QFMUL�GQ�@?QCB�ML�RFC�@GBQ�@CGLE�NJ?ACB
?LB�ML�RFC�OS?JGRW�MD�RFC�?BTCPRGQCKCLRQ�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



Languages and Locations

:MS�?PC�?@JC�RM�R?PECR�WMSP�A?KN?GELQ�QM�WMS�ILMU�RF?R�RFCtraffic �� WMS�?PC
ECRRGLE�GQ�PCJCT?LR�RM�WMSP�NPMBSAR��5FGQ�GQ�ILMUL�?Q�ECMR?PECRGLE�

:MS�A?L�AFMMQC�RFC�J?LES?EC�MD�RFC�QC?PAF�CLEGLC�?LB�RFC�JMA?RGML��'MP�CV?KNJC
WMS�KGEFR�MLJW�U?LR�WMSP�?BTCPRGQCKCLR�RM�QFMU�RM�&LEJGQF�QC?PAFCQ�GL�"QG?�MP�RM
&LEJGQF�QC?PAFCQ�GL�-MLBML��5?PECRGLE�WMSP�?BTCPRGQCKCLR�KC?LQ�RF?R�WMS�UMLfR
N?W�DMP�RP?DDGA�WMS�BMLfR�U?LR�

Bidding and Ranking

"BTCPRGQCPQ�LCCB�RM�BCRCPKGLC�RFC�K?VGKSK�RFCW�?PC�UGJJGLE�RM�N?W�DMP�?�AJGAI�ML
RFCGP�?BTCPRGQCKCLR�?LB�RFCW�LCCB�RM�BCAGBC�RFGQ�DMP�C?AF�ICWUMPB�RFCW�CLRCP�DMP
?L�?BTCPRGQCKCLR��5FGQ�@GB�GQ�RFC�K?VGKSK�$1$�	AMQR�NCP�AJGAI
�MP�K?V�$1$�RF?R
RFC�?BTCPRGQCP�GQ�UGJJGLE�RM�N?W�DMP�RFC�AJGAI�

Note

"�7GAIPCW�?SARGML�GQ�?L�?SARGML�UFCPC�@GBBCPQ�BM�LMR�ILMU�UF?R�@GBQ�MRFCPQ
F?TC�NJ?ACB��*R�GQ�?�QC?JCB�?SARGML��5FC�7GAIPCW�$J?PIC�(PMTCQ�KCAF?LGQK�GQ�RFC
ECLCP?JGX?RGML�MD�RFC�7GAIPCW�?SARGML�RF?R�FMJBQ�RF?R�@GBBCPQ�UGJJ�@GB�RPSRFDSJJW�
*L�11$�?BTCPRGQGLE�RFGQ�GQ�LMR�?JU?WQ�RFC�A?QC��#GBBCPQ�QMKCRGKCQ�@GB�RM�NSQF
NPGACQ�DMP�RFCGP�AMKNCRGRGML�GLQRC?B�MD�RM�K?VGKGXC�RFCGP�MUL�PCTCLSC�

)MUCTCP�RFGQ�UGJJ�LMR�LCACQQ?PGJW�@C�RFC�$1$�RF?R�RFC�?BTCPRGQCP�KSQR�N?W�DMP�?
AJGAI��&TCPW�RGKC�?�QC?PAF�OSCPW�GQ�CLRCPCB�RFC�QC?PAF�CLEGLC�PSLQ�?L�?SARGML�RM
BCRCPKGLC�RFC�NJ?ACKCLR�MD�RFC�?BTCPRGQCKCLRQ�UFCPC�?BTCPRGQCPQ�F?TC�@GB�ML�RF?R
QC?PAF�RCPK��5FGQ�?SARGML�GQ�ILMUL�?Q�?generalized second price (GSP)�� ?SARGML
UFGAF�GQ�?�T?PG?RGML�ML�RFC�7GAIPCW�?SARGML�

*L�RFC�(41�?SARGML�C?AF�?BTCPRGQCP�UGJJ�N?W�RFC�@GB�MD�RFC�?BTCPRGQCP�@CJMU�FGK
NJSQ�?�QR?LB?PB�GLAPCKCLR�	RWNGA?JJW������
�DMP�?�AJGAI�ML�RFC�?BTCPRGQCKCLR�

4?W�RFPCC�?BTCPRGQCPQ�"��"��?LB�"��@GB�������������?LB�������PCQNCARGTCJW�ML
RFC�Q?KC�ICWUMPB��5FC�QC?PAF�CLEGLC�F?Q�QCR�?�KGLGKSK�NPGAC�MD�������ML�RF?R
Q?KC�ICWUMPB�'GESPC������&V?KNJC�MD�"BTCPRGQCPQ�#GBBGLE�ML�RFC�4?KC�,CWUMPB�

��� 5FGQ�PCDCPQ�RM�RFC�TGQGRMPQ�RF?R
TGQGR�?�8C@�QGRC�

��� "SARGML�RWNC�RF?R�QC?PAF
CLEGLCQ�?PC�KMBCJCB�?DRCP�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE
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QFMUQ�FMU�RFC�?BTCPRGQCKCLRQ�UMSJB�@C�NMQGRGMLCB�?LB�UF?R�RFCW�UMSJB�C?AF�N?W
DMP�?�AJGAI�

Figure 7.6Example of Advertisers Bidding on the Same Keyword

8FCL�GR�AMKCQ�RMranking �� �MD�AMSPQC�GRfQ�LMR�OSGRC�?Q�QGKNJGQRGA�?Q�RF?R��"Q�UCJJ�?Q
RFC�@GB�?L�?BTCPRGQCP�NJ?ACQ�ML�?�ICWUMPB�RFC�QC?PAF�CLEGLC�UGJJ�R?IC�?�LSK@CP�MD
MRFCP�D?ARMPQ�GLRM�?AAMSLR��*L�RFC�A?QC�MD�(MMEJC�"B8MPBQ�RFGQ�GQ�ILMUL�?QQuality
Score�� �

5FC�2S?JGRW�4AMPC�GQ�BCRCPKGLCB�@W�RFC�DMJJMUGLE�?KMLE�MRFCP�D?ARMPQ�

^ 5FC�PCJCT?LAC�MD�RFC�ICWUMPB�RM�RFC�QC?PAF�RCPK
^ 5FC�PCJCT?LAC�MD�RFC�?BTCPRGQCKCLR�AMNW�RM�RFC�QC?PAF�RCPK
^ 5FC�PCJCT?LAC�MD�RFC�J?LBGLE�N?EC�RM�RFC�QC?PAF�RCPK
^ 5FC�FGQRMPGAclick-through rate (CTR) �� MD�RF?R�?BTCPRGQCKCLR

4C?PAF�CLEGLCQ�JMMI�?R�D?ARMPQ�QSAF�?Q�PCJCT?LAW�RM�RPW�RM�CLQSPC�RF?R�GR�GQ�LMR�HSQR
F?TGLE�BCCN�NMAICRQ�RF?R�A?L�J?LB�?BTCPRGQCPQ�RFC�RMN�QNMR��4C?PAF�CLEGLCQ�LCCB�RM
CLQSPC�RF?R�SQCPQ�DGLB�RFC�?BTCPRGQCKCLRQ�PCJCT?LR�MRFCPUGQC�RFCWfJJ�@C�JCQQ�JGICJW
RM�AJGAI�ML�RFCKb?LB�LM�AJGAI�KC?LQ�LM�PCTCLSC�DMP�RFC�QC?PAF�CLEGLC�

��� 1PMACQQ�@W�UFGAF�QC?PAF
CLEGLCQ�BGQNJ?W�8C@�QGRCQ�QM
RF?R�RFC�KMQR�PCJCT?LR�8C@
QGRCQ�?NNC?P�ML�RFC�RMN��4C?PAF
CLEGLC�MNRGKGX?RGML�GQ�?
RCAFLGOSC�@W�UFGAF�FGEF
P?LIGLEQ�K?W�@C�M@R?GLCB�

��� (MMEJCfQ�@?QGQ�DMP�BCRCPKGLGLE
RFC�KGLGKSK�@GBQ�DMP
ICWUMPBQ�@?QCB�ML�PCJCT?LAW
?LB�FGQRMPGA?J�B?R?�

��� $JGAIQ�BGTGBCB�@W�GKNPCQQGML
NCPACLR�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



Conversion Rates and Click-Through Rates

Figure 7.7A Heat Map from Eyetools.com That Shows Where Users Look on a Search Engine Results Page
(SERP)

Source: Heatmap generated by Eyetools, Inc.

4RSBGCQ�PCNC?RCBJW�QFMU�RF?R�RFMQC�?BTCPRGQCKCLRQ�LC?PCP�RFC�RMN�MD�RFC�N?EC�	QM
RFC�@CQR�P?LICB
�?RRP?AR�RFC�FGEFCQR�$53Q�	AJGAI�RFPMSEF�P?RCQ
��5FCW�ECR�RFC�KMQR
AJGAIQ��"LB�RFC�AJGAIQ�AMQR�RFC�?BTCPRGQCPQ�KMPC�

-MMIGLE�?R�RFC�FC?R�K?N�WMS�A?L�QCC�RF?R�ECRRGLE�GL�RFC�@JSC�@MV�ML�(MMEJC�UGJJ
KMQR�JGICJW�ECLCP?RC�CTCL�KMPC�AJGAIQ�ML�?L�?BTCPRGQCKCLR��:MS�KGEFR�RFGLI�RFC
KMPC�AJGAIQ�RFC�@CRRCP�@SR�GQ�RFGQ�LCACQQ?PGJW�RFC�A?QC 

#CGLE�GL�RFC�RMN�NMQGRGML�KC?LQ�WMS�UGJJ�N?W�KMPC�NCP�AJGAI��.?LW�AJGAIQ�?R�?�FGEFCP
NPGAC�K?W�SQC�SN�WMSP�@SBECR�OSGAIJW��"JQM�K?LW�NCMNJC�AJGAI�ML�RFC�RMN
?BTCPRGQCKCLR�@CJGCTGLE�GR�RM�@C�RFC�RMN�MPE?LGA�QC?PAF�PCQSJRbMDRCL�UGRFMSR
PC?BGLE�RFC�?BTCPRGQCKCLR�RCVR�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



"BTCPRGQCPQ�LCCB�RM�AMLQGBCP�UF?R�?�SQCP�BMCQ�?DRCP�AJGAIGLE�RFPMSEF�RM�RFC
?BTCPRGQCPfQ�8C@�QGRC�DPMK�RFC�QC?PAF�CLEGLC��8FCL�NJ?LLGLE�?�11$�A?KN?GEL�GR�GQ
RFCPCDMPC�APSAG?J�RM�QCR�SN�RFC�EM?JQ�MD�RFC�A?KN?GEL�?LB�K?IC�QSPC�RF?R�RFCQC�?PC
@CGLE�KCR��:MS�A?L�SQC�WMSP�?L?JWRGAQ�N?AI?EC�RM�QCR�RFCQC�SN��8GRF�?�EM?J�QCR�SN
RFC�?BTCPRGQCP�A?L�RP?AI�FMU�K?LW�MD�RFC�SQCPQ�RF?Rclick through �� RM�RFC�8C@�QGRC
DMJJMU�RFPMSEF�RM�RF?R�EM?J��5FGQ�GQ�A?JJCB�?�AMLTCPQGML�

(M?JQ�A?L�@C�?LW�MD�RFC�DMJJMUGLE�

^ #SWGLE�?�NPMBSAR
^ 'GJJGLE�GL�?�DMPK
^ %MULJM?BGLE�?�UFGRC�N?NCP
^ 4CLBGLE�?L�GLOSGPW
^ #MMIGLE�?�DJGEFR

8C�ILMU�RF?R�RFC�$53�MD�?L�?BTCPRGQCKCLR�GQ�RFC�NCPACLR?EC�MD�AJGAIQ�BGTGBCB�@W
impression �� �

5FC�AMLTCPQGML�P?RC�MD�?L�?BTCPRGQCKCLR�GQ�RFC�NCPACLR?EC�MD�AMLTCPQGMLQ�BGTGBCB
@W�AJGAI�

"Q�RFC�?BTCPRGQCP�WMS�?JQM�LCCB�RM�ILMU�RFC�T?JSC�MD�C?AF�AMLTCPQGML��:MS�LCCB�RM
ILMU�RFGQ�QM�RF?R�WMS�BMLfR�N?W�RMM�KSAF�DMP�WMSP�AJGAIQ�?LB�QM�RF?R�WMS�@GB�RM
F?TC�RFC�@CQR�$53�DMP�K?VGKSKreturn on investment (ROI) �� �

Figure 7.8How to Adjust Bidding Strategies Based on Business Principles

'GESPC������)MU�RM�"BHSQR�#GBBGLE�4RP?RCEGCQ�#?QCB�ML�#SQGLCQQ�1PGLAGNJCQ�QFMUQ
FMU�WMS�KGEFR�?BHSQR�@GBBGLE�QRP?RCEGCQ�@?QCB�ML�@SQGLCQQ�NPGLAGNJCQ�QSAF�?Q�RFC
DMJJMUGLE�

^ Example A��#GB�ML�?�ICWUMPB�UGRF�NFP?QC�K?RAF�

��� "�AJGAI�ML�?�JGLI�RF?R�JC?BQ�RM
?LMRFCP�8C@�QGRC�

��� &?AF�RGKC�RFC�?BTCPRGQCKCLR�GQ
QFMUL�

��� 5FC�P?RGM�MD�AMQR�RM�NPMDGR�	C�E�
?BTCPRGQGLE�QNCLBGLE�?Q�?
NCPACLR?EC�MD�RFC�PCTCLSC�RF?R
GR�ECLCP?RCQ
�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



^ Example B��#GB�ML�RFC�Q?KC�ICWUMPB�UGRF�NFP?QC�K?RAF�@SR�@GB�DMP�?
FGEFCP�NMQGRGML��5FC�AMLTCPQGML�P?RC�MD�RFC�8C@�QGRC�PCK?GLQ�RFC�Q?KC
@SR�@CA?SQC�MD�RFC�FGEFCP�$1$�RFCCPA (cost per action)�� GLAPC?QCQ
?JRFMSEF�RFCPC�?PC�KMPC�AMLTCPQGMLQ�

^ Example C��#GB�ML�RFC�Q?KC�ICWUMPB�@SR�UGRF�@PM?B�K?RAF�RFGQ�RGKC�
#CA?SQC�RFC�RP?DDGA�GQ�JCQQ�R?PECRCB�RFC�AMLTCPQGML�P?RC�ML�RFC�8C@�QGRC
GQ�JMUCP��5FGQ�KC?LQ�RF?R�RFC�$1"�GLAPC?QCQ�?E?GL�

5FC�A?KN?GEL�LCCBQ�RM�@C�PSL�?AAMPBGLE�RM�@SQGLCQQ�PSJCQ��"�11$�A?KN?GEL�A?L�?GK
DMP�K?VGKSK�AMLTCPQGMLQ�@SR�RFGQ�GQ�SQS?JJW�?R�?�FGEFCP�$1"�

Budgets

"Q�UCJJ�?Q�BCAGBGLE�ML�WMSP�$1$�@GBQ�DMP�WMSP�ICWUMPBQ�WMS�?PC�?@JC�RM�BCRCPKGLC
RFC�@SBECRQ�DMP�WMSP�A?KN?GEL��:MS�A?L�QCR�B?GJW�@SBECRQ�KMLRFJW�@SBECRQ�MP�LM
@SBECR��0LAC�WMSP�@SBECR�GQ�PC?AFCB�WMSP�?BTCPRGQCKCLRQ�?PC�N?SQCB�QM�WMS�A?L�@C
QSPC�RF?R�WMS�LCTCP�MTCPQNCLB��*D�WMS�?PC�AMLACPLCB�?@MSR�MTCPQNCLBGLE�WMS�A?L
QCR�?�B?GJW�@SBECR��)MUCTCP�RFGQ�A?L�KC?L�RF?R�WMSP�?BTCPRGQCKCLRQ�BM�LMR�PSL�?Q
MDRCL�?Q�WMS�UMSJB�UGQF�RFCK�RM�

5FC�BGDDCPCLR�?BTCPRGQGLE�NJ?RDMPKQ�MDDCP�?BT?LACB�@GBBGLE�MNRGMLQ�?JJ�?GKCB�?R
FCJNGLE�WMS�RM�PSL�WMSP�?BTCPRGQGLE�A?KN?GEL�@CRRCP��:MS�A?L�@GB�DMP�NJ?ACKCLR�ML
RFCsearch engine results page (SERP)�� �MP�WMS�A?L�@GB�@?QCB�ML�FMU�KSAF�WMS
?PC�UGJJGLE�RM�N?W�DMP�?�AJGAI��:MS�?PC�?@JC�RM�@GB�DMP�?BTCPRGQCKCLRQ�BSPGLE�ACPR?GL
RGKCQ�MD�RFC�B?W�MLJW�A?JJCB�QAFCBSJGLE�

Note

4AFCBSJGLE�?JJMUQ�RFC�?BTCPRGQCP�RM�QFMU�RFCGP�?BTCPRGQCKCLRQ�MLJW�?R�ACPR?GL
RGKCQ�MD�RFC�B?W��'MP�CV?KNJC�?L�?BTCPRGQCP�KGEFR�U?LR�RM�RGKC�RFCGP
?BTCPRGQCKCLRQ�RM�QFMU�?R�RFC�SQS?J�RGKC�DMP�JSLAF�@PC?IQ�

Which Platform Should I Choose?

5FCPC�GQ�QMKC�RFCMPW�RF?R�BGDDCPCLR�NJ?RDMPKQ�?PC�@CRRCP�DMP�BGDDCPCLR�GLBSQRPGCQ��'MP
CV?KNJC�QMKC�@CJGCTC�RF?R�:?FMM��D?PCQ�@CRRCP�RF?L�(MMEJC�ML�RP?TCJ�?BTCPRGQGLE�
)MUCTCP�RFGQ�GQ�QS@HCARGTC�?LB�KMQR�J?PEC�?BTCPRGQCPQ�UGJJ�PSL�11$�A?KN?GELQ�ML�?
LSK@CP�MD�NJ?RDMPKQ��"Q�UGRF�KMQR�RFGLEQ�GL�C.?PICRGLE�GR�GQ�?JJ�?@MSR�RCQRGLE�

��� 1?GB�UFCL�?�ACPR?GL�?ARGML�GQ
NCPDMPKCB�@W�?�SQCP�

��� 5FC�?ARS?J�PCQSJRQ�PCRSPLCB�RM
RFC�SQCP�@?QCB�ML�RFCGP�QC?PAF
OSCPW�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���



5FCPC�?PC�QMKC�QK?JJ�BGDDCPCLACQ�UGRF�C?AF�NJ?RDMPK�GL�RCPKQ�MD�CBGRMPG?J�NMJGAW
?LB�C?AF�QWQRCK�F?Q�?�BGDDCPCLR�SQCP�GLRCPD?AC��(MMEJC�"B8MPBQ�NCPF?NQ�RFC�KMQR
UCJJ�ILMUL�?JJMUQ�SQCPQ�RM�RP?LQ?AR�GL�RFC�ASPPCLAW�MD�RFCGP�AFMGAC�?LB�?JQM�MDDCPQ
RP?GLGLE�NPMEP?KQ�?LB�ACPRGDGA?RGMLQ�

(MMEJC�"B8MPBQ�?JQM�ASPPCLRJW�F?Q�RFC�@CQR�ECMR?PECRGLE�UMPJBUGBC�?JRFMSEF
ECMR?PECRGLE�GQ�MDDCPCB�@W�@MRF�.GAPMQMDR�?B$CLRCP�?LB�:?FMM��4C?PAF�.?PICRGLE�

The Long Tail

(MMEJC�F?Q�CQRGK?RCB�RF?R����NCPACLR�MD�QC?PAFCQ�?PC�SLGOSC��5FGQ�KC?LQ�RF?R�RFC
QSK�MD�SLGOSC�QC?PAFCQ�GQ�?@MSR�RFC�Q?KC�?Q�RFC�QSK�MD�LMLSLGOSC�QC?PAFCQ�
-MMIGLE�?�JGRRJC�KMPC�AJMQCJW�?R�QC?PAF�RCPKQ�UGJJ�QFMU�?�QK?JJ�LSK@CP�MD�FGEF�
TMJSKC�QC?PAFCQ�?LB�RFCL�?�J?PEC�LSK@CP�MD�JMUCP�TMJSKC�QC?PAFCQ�QRPCRAFGLE�MSR
RM�RFMQC�SLGOSC�QC?PAFCQ�

Figure 7.9

In the long tail, the sum of the low-volume searches matches the high-volume searches.

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE
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5FGQ�GQ�QMKCRGKCQ�PCDCPPCB�RM�?Q�RFC�JMLE�R?GJ�MD�QC?PAF��'GESPGLE�MSR�RFMQC�JMU�
TMJSKC�LGAFC�QC?PAF�RCPKQ�A?L�BM�UMLBCPQ�DMP�?�11$�A?KN?GEL��(CLCP?JJW�RFCPC�GQ
LMR�KSAF�AMKNCRGRGML�DMP�RFMQC�QC?PAF�RCPKQ�?LB�RFC�QC?PAF�RCPK�GRQCJD�GQ�TCPW
R?PECRCB�

"B8MPBQ�MDDCPQ�?L�"B8MPBQ�4R?PRCP�&BGRGMLbQGEL�SN�DMP�?L�?AAMSLR�RM�QCC�FMU
GR�UMPIQ��:MS�A?L�QGEL�SN�DPMKFRRN���?BUMPBQ�EMMEJC�AMK��+SQR�AFMMQC�c4R?PRCP
CBGRGMLd�?DRCP�WMS�AJGAI�RM�QGEL�SN�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����,CWUMPBQ�?LB�.?RAF�5WNCQ ���

http://adwords.google.com


KEY TAKEAWAYS

^ "BTCPRGQCPQ�A?L�BCDGLC�ICWUMPBQ�DMP�UFGAF�RFCGP�?B�QFMSJB�?NNC?P�

^ (MMEJC�SQCQ�RFC�DMJJMUGLE�K?RAF�RWNCQ�

� #PM?B
� 1FP?QC
� &V?AR
� /CE?RGTC

^ "BTCPRGQCPQ�A?L�?QQGEL�?Q�K?LW�ICWUMPBQ�?Q�RFCW�UGQF�RM�?L�?B�@SR�MLJW
MLC�?B�DMP�C?AF�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�A?L�@C�QFMUL�

^ "BTCPRGQCPQ�A?L�R?PECR�@W�JMA?RGML�?LB�J?LES?EC�DMP�?BBCB�PCJCT?LAW�
^ "BTCPRGQCPQ�A?L�BCRCPKGLC�RFC�K?VGKSK�RFCW�?PC�UGJJGLE�RM�N?W�DMP�?

AJGAI�ML�RFCGP�?B��5FGQ�GQ�ILMUL�?Q�@GBBGLE�?LB�GR�BCRCPKGLCQ�P?LIGLE�
^ &TCPW�RGKC�?�QC?PAF�OSCPW�GQ�CLRCPCB�RFC�QC?PAF�CLEGLC�PSLQ�?L�?SARGML

RM�BCRCPKGLC�RFC�NJ?ACKCLR�MD�RFC�?BTCPRGQCKCLRQ�UFCPC�?BTCPRGQCPQ
F?TC�@GB�ML�RF?R�QC?PAF�RCPK�

^ 5FC�2S?JGRW�4AMPC�GQ�BCRCPKGLCB�@W�DMSP�K?GL�D?ARMPQ�

� 5FC�PCJCT?LAC�MD�RFC�ICWUMPB�RM�RFC�QC?PAF�RCPK
� 5FC�PCJCT?LAC�MD�RFC�?BTCPRGQCKCLR�AMNW�RM�RFC�QC?PAF�RCPK
� 5FC�PCJCT?LAC�MD�RFC�J?LBGLE�N?EC�RM�RFC�QC?PAF�RCPK
� 5FC�FGQRMPGA�$53�	AJGAI�RFPMSEF�P?RC
�MD�RF?R�?BTCPRGQCKCLR

^ 5FCPC�?PC�K?LW�RFGLEQ�GL�?�11$�	N?W�NCP�AJGAI
�A?KN?GEL�RF?R�A?L�?DDCAR
AMLTCPQGML�P?RCQ�?LB�$53Q��"L�?BTCPRGQCP�LCCBQ�RM�CT?JS?RC�EM?JQ�RM�QCC
UF?R�GQ�@CQR�

^ #SBECRQ�?PC�@?QCB�ML�$1$�	AMQR�NCP�AJGAI
�@GBQ��"BTCPRGQCPQ�F?TC
DJCVG@GJGRW�GL�FMU�RFCGP�@SBECRQ�PSL�

^ 5CQRGLE�GQ�CQQCLRG?J�GL�BCRCPKGLGLE�UF?R�QC?PAF�NJ?RDMPK�GQ�@CQR�
^ *R�GQ�GKNMPR?LR�RM�AMLQGBCP�JMLE�R?GJ�ICWUMPBQ�GL�?�A?KN?GEL�

EXERCISES

�� 8F?R�GQ�RFC�GKNMPR?LAC�MD�JMLE�R?GJ�ICWUMPBQ�GL�?�11$�	N?W�NCP�AJGAI

A?KN?GEL 

�� 'MJJMUGLE�RFC�CV?KNJCQ�?@MTC�EGTC�CV?KNJCQ�MD�UFCL�WMSfB�SQC�CV?AR
K?RAF�?LB�LCE?RGTC�K?RAF��8FCL�GQ�GR�0,�RM�SQC�@PM?B�K?RAF 
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7.4 Planning and Setting Up a Campaign

LEARNING OBJECTIVES

�� ,LMU�RFC�QRCNQ�LCCBCB�RM�ECR�?�A?KN?GEL�SN�?LB�PSLLGLE�
�� 6LBCPQR?LB�RFC�GKNMPR?LAC�MD�J?LBGLE�N?ECQ�

Step 1: Do Your Homework

'MP�?�QSAACQQDSJ�A?KN?GEL�WMS�LCCB�?�DSJJ�MLJGLC�?LB�?L�MDDJGLC�?L?JWQGQ�MD�RFC
@SQGLCQQ�ASQRMKCP�BCKMEP?NFGAQ�RFC�GLBSQRPW�?LB�AMKNCRGRMPQ��8FGJC�GR�GQ
PCJ?RGTCJW�OSGAI�RM�QCR�SN�?�A?KN?GEL�NPCNJ?LLGLE�UGJJ�QFMU�BGTGBCLBQ�J?RCP��:MS
LCCB�?�@P?LB�?L�GBCLRGRW�?LB�?�AJC?P�SLGOSC�QCJJGLE�NMGLR��:MS�MLJW�ECR�RFPCC�JGLCQ
RM�?BTCPRGQC�QM�WMS�LCCB�RM�K?IC�QSPC�WMS�ILMU�UF?R�QFMSJB�@C�GL�RFCPC�

Step 2: Define Your Goals

:MS�LCCB�RM�ILMU�UF?R�WMS�U?LR�RM�?AFGCTC�UGRF�WMSP�11$�	N?W�NCP�AJGAI

A?KN?GEL��#P?LBGLE�A?KN?GELQ�DMP�CV?KNJC�?PC�TCPW�BGDDCPCLR�DPMK�A?KN?GELQ
RF?R�GLAPC?QC�Q?JCQ��8F?R�BM�WMS�U?LR�SQCPQ�RM�BM�MLAC�RFCW�AJGAI�ML�WMSP
?BTCPRGQCKCLR 

Step 3: Determine Your Budget, Cost per Action, and Targets

%CRCPKGLC�FMU�KSAF�WMS�?PC�UGJJGLE�RM�QNCLB�RM�?AFGCTC�WMSP�EM?JbWMSP�R?PECR
AMQR�NCP�?ARGML�	$1"
��%CAGBC�FMU�KSAF�@SBECR�WMS�?PC�EMGLE�RM�?JJMA?RC�RM�WMSP
11$�A?KN?GEL��*D�WMSP�EM?J�GQ�RM�GLAPC?QC�PCTCLSC�WMSP�@SBECR�KGEFR�@C�SLJGKGRCB
QM�JMLE�?Q�PCTCLSC�GQ�GLAPC?QGLE�?LB�WMS�?PC�UGRFGL�WMSP�R?PECR�$1"�

Step 4: Research Keywords

:MS�LCCB�RM�BCRCPKGLC�UF?R�ICWUMPBQ�NMRCLRG?J�ASQRMKCPQ�?PC�JGICJW�RM�SQC�UFCL
QC?PAFGLE�DMP�RFC�QCPTGAC�RF?R�WMS�MDDCP��"JMLE�UGRF�RF?R�WMS�LCCB�RM�ILMU�RFC
DMJJMUGLE�

^ 8F?R�AMKKML�KGQQNCJJGLEQ�?�ASQRMKCP�KGEFR�SQC
^ 8F?R�UMPBQ�UMSJB�QFMU�RF?R�RFCW�?PC�LMR�JGICJW�RM�NSPAF?QC�DPMK�WMS

	UMPBQ�JGIC�DPCC�?LB�AFC?N


$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

���



"Q�N?PR�MD�WMSP�ICWUMPB�PCQC?PAF�WMS�LCCB�RM�JMMI�?R�CVNCARCB�TMJSKCQ�DMP�WMSP
ICWUMPBQ�QM�WMS�ILMU�FMU�RM�@GB�ML�ICWUMPBQ��4CC�c5MMJQ�MD�RFC�5P?BCd�GL4CARGML
�����0LJGLC�$MKN?PGQML�&LEGLCQ�DMP�QMKC�QSEECQRGMLQ�

5FCPC�?PC�?JQM�RMMJQ�RF?R�UGJJ�QFMU�WMS�QGKGJ?P�MP�PCJ?RCB�ICWUMPBQ�QM�WMS�A?L
CVN?LB�WMSP�ICWUMPB�JGQR�CTCL�DSPRFCP��"E?GL�DGLB�QSEECQRGMLQ�GL�c5MMJQ�MD�RFC
5P?BCd�GL4CARGML������0LJGLC�$MKN?PGQML�&LEGLCQ��

Step 5: Write the Advertisements

6QGLE�WMSP�ICWUMPB�PCQC?PAF�UPGRC�AMKNCJJGLE�?BTCPRGQCKCLRQ�RM�NPMKMRC�WMSP
NPMBSARQ��"BTCPRGQCKCLRQ�A?L�@C�SLGOSC�RM�?�ICWUMPB�MP�WMS�A?L�EPMSN�RFCK�?LB
F?TC�?�LSK@CP�MD�ICWUMPBQ�DMP�MLC�?BTCPRGQCKCLR�

.?IC�QSPC�WMS�SQC�?L�?NNPMNPG?RC�BGQNJ?W�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�?LB�RF?R
WMS�R?PECR�RFC�J?LBGLE�N?EC�DMP�C?AF�?BTCPRGQCKCLR��"JU?WQ�GLAJSBC�?�A?JJ�RM�?ARGML�

Step 6: Place Your Bids

#?QCB�ML�WMSP�EM?JQ�?LB�ICWUMPB�PCQC?PAF�QCR�RFC�K?VGKSK�@GBQ�DMP�WMSP
ICWUMPBQ��%MLfR�QCR�RFCQC�RMM�FGEF�?R�RFGQ�QR?ECbWMSfJJ�RUC?I�RFC�@GBQ�?Q�WMS�RCQR
WMSP�A?KN?GEL�

Step 7: Measure, Analyze, Test, Optimize!

8GRF�AMLTCPQGML�RP?AIGLE�GL�NJ?AC�WMS�A?L�?L?JWXC�WMSP�30*�	PCRSPL�ML�GLTCQRKCLR

BMUL�RM�?�ICWUMPB�JCTCJ�?LB�RFCL�DMASQ�ML�RFMQC�ICWUMPBQ�RF?R�?PC�AMLTCPRGLE
@CQR��$MLQGBCP�QCCGLE�FMU�AF?LEGLE�RFC�RCVR�MD�WMSP�?BTCPRGQCKCLR�A?L�GLAPC?QC�RFC
$53�	AJGAI�RFPMSEF�P?RC
�MP�NCPF?NQ�@CRRCP�WMSP�AMLTCPQGML�P?RC��5CQR�BGDDCPCLR
J?LBGLE�N?ECQ�RM�QCC�UF?R�AMLTCPRQ�@CRRCP�

Landing Pages

11$�?BTCPRGQGLE�GQ�LMR�HSQR�?@MSR�APC?RGLE�?BTCPRGQCKCLRQ�?LB�@GBBGLE�DMP�ICWUMPBQ�
5FC�NPMACQQ�AMLRGLSCQ�MLAC�?�SQCP�F?Q�AJGAICB�ML�WMSP�?BTCPRGQCKCLR��5FC�N?EC�RF?R
RFC�SQCP�PC?AFCQ�@W�AJGAIGLE�ML�?L�?BTCPRGQCKCLR�GQ�A?JJCB�?�J?LBGLE�N?EC�

-?LBGLE�N?ECQ�A?L�K?IC�MP�@PC?I�?L�?BTCPRGQGLE�A?KN?GEL��1MMPJW�CVCASRCB�11$
A?KN?GELQ�UGJJ�QCLB�?JJ�SQCPQ�RM�RFC�FMKC�N?EC�MD�?�8C@�QGRC��$?KN?GELQ�RF?R
AMLTCPR�UGJJ�K?IC�QSPC�RF?R�SQCPQ�J?LB�ML�?�N?EC�RF?R�GQ�PCJCT?LR�RM�RFCGP�QC?PAF�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����1J?LLGLE�?LB�4CRRGLE�6N�?�$?KN?GEL ���

fwk-105454-ch07_s05#fwk-105454-ch07_s05
fwk-105454-ch07_s05#fwk-105454-ch07_s05
fwk-105454-ch07_s05#fwk-105454-ch07_s05


5FC�?GK�GQ�RM�ICCN�RFC�SQCP�?Q�DMASQCB�ML�RFC�EM?JbAMLTCPQGMLb?Q�NMQQG@JC��4CLBGLE
RFC�SQCP�RM�RFC�FMKC�N?EC�EGTCQ�FGK�RMM�K?LW�MRFCP�MNRGMLQ�RM�AFMMQC�DPMK�

'MP�CV?KNJC�GD�QMKCMLC�QC?PAFCB�DMP�c$?LML�&04����%d�?�NMMPJW�PSL�A?KN?GEL
UMSJB�QCLB�RF?R�SQCP�RMFRRN���UUU�A?LML�AM�SI��"�@CRRCP�A?KN?GEL�UMSJB�F?TC
RFC�SQCP�AJGAIGLE�RFPMSEF�RMFRRN���UUU�A?LML�AM�SI�'MP>)MKC�1PMBSAR>'GLBCP�
$?KCP?Q�%GEGR?J>4-3�&04>���%�GLBCV�?QN�

-?LBGLE�N?ECQ�?JQM�GLBGA?RC�PCJCT?LAC�RM�RFC�QC?PAF�CLEGLC�UFGAF�A?L�GLAPC?QC�RFC
2S?JGRW�4AMPC�MD�RFC�?BTCPRGQCKCLR�?LB�GL�RSPL�JMUCP�RFC�$1$�	AMQR�NCP�AJGAI
�MD�RFC
ICWUMPB��"BBGLE�N?ECQ�RM�RFC�8C@�QGRC�RF?R�?PC�ICWUMPB�PGAF�A?L�?JQM�A?PPW�4&0
	QC?PAF�CLEGLC�MNRGKGX?RGML
�@CLCDGRQ�

11$�A?KN?GELQ�MDRCL�F?TC�RFMSQ?LBQ�MD�ICWUMPBQ�UFGAF�A?L�KC?L�RF?R�RFCPC�UGJJ
@C�?�JMR�MD�J?LBGLE�N?ECQ�RM�@C�@SGJR��$PC?RGLEdynamic landing pages �� KC?LQ�RF?R
UGRF�?�QGKNJC�QAPGNR�SLGOSC�ICWUMPB�PGAF�J?LBGLE�N?ECQ�A?L�@C�APC?RCB�DMP�CTCPW
QC?PAF��5FC�QAPGNR�UGJJ�R?IC�RFC�ICWUMPB�RF?R�RFC�QC?PAFCP�F?Q�SQCB�?LB�GLQCPR�GR�GL
NPCBCDGLCB�NJ?ACQ�ML�RFC�J?LBGLE�N?EC��5FC�SQCP�UGJJ�RFCL�@C�J?LBGLE�ML�?�N?EC�RF?R
GQ�FGEFJW�PCJCT?LR�RM�RFCGP�QC?PAF�

%WL?KGA�J?LBGLE�N?ECQ�A?L�@C�APC?RCB�UGRF�?�QGKNJC�QAPGNR�RF?R�UGJJ�?JJMU�DMP�?
J?LBGLE�N?EC�RM�@C�APC?RCB�DMP�CTCPW�ICWUMPB�GL�RFC�11$�A?KN?GEL�

Note

5FC�@MSLAC�P?RC�MD�RFC�J?LBGLE�N?EC�?JQM�?DDCARQ�RFC�2S?JGRW�4AMPC�MD�?L
?BTCPRGQCKCLR��4CC$F?NRCP�����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML�
DMP�KMPC�GLDMPK?RGML�

��� 6LGOSC�ICWUMPB�PGAF�J?LBGLE
N?ECQ�RF?R�A?L�@C�APC?RCB�DMP
C?AF�QC?PAF�SQGLE�?�QGKNJC
QAPGNR�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����1J?LLGLE�?LB�4CRRGLE�6N�?�$?KN?GEL ���

http://www.canon.co.uk
http://www.canon.co.uk/For_Home/Product_Finder/Cameras/Digital_SLR/EOS_450D/index.asp
http://www.canon.co.uk/For_Home/Product_Finder/Cameras/Digital_SLR/EOS_450D/index.asp
fwk-105454-ch14#fwk-105454-ch14


KEY TAKEAWAYS

^ 5FCPC�?PC�QMKC�AJC?P�QRCNQ�MLC�QFMSJB�R?IC�@CDMPC�J?SLAFGLE�?�11$�	N?W�
NCP�AJGAI
�A?KN?GEL��*R�GQ�GKNMPR?LR�RM�R?IC�C?AF�MLC�QCPGMSQJW�DMP�@CQR
PCQSJRQ�

^ -?LBGLE�N?ECQ�A?L�K?IC�MP�@PC?I�?L�?BTCPRGQGLE�A?KN?GEL��4CLBGLE�?
SQCP�RM�?�FMKC�N?EC�GQ�LMR�UGQC��*LQRC?B�RFC�N?EC�LCCBQ�RM�@C�PCJCT?LR
DMP�RFC�SQCP�RM�ECR�RFC�KMQR�MSR�MD�RFCGP�QC?PAF�

^ -?LBGLE�N?ECQ�?JQM�GKN?AR�RFC�2S?JGRW�4AMPC�?LB�GL�RSPL�JMUCP�RFC�$1$
	AMQR�NCP�AJGAI
�

^ 11$�A?KN?GELQ�MDRCL�F?TC�RFMSQ?LBQ�MD�ICWUMPBQ�UFGAF�A?L�PCQSJR�GL
K?LW�J?LBGLE�N?ECQ�@CGLE�@SGJR��'MP�RFGQ�BWL?KGA�J?LBGLE�N?ECQ�?PC
FCJNDSJ�

EXERCISE

�� 4C?PAF�DMP�QMKC�ICWUMPBQ�QNCAGDGA�RM�?�K?HMP�@P?LB�WMS�ILMU��$JGAI�ML
RFC�?B�?LB�CT?JS?RC�RFC�J?LBGLE�N?EC��%M�RFC�Q?KC�UGRF�?LMRFCP�@P?LB�
8F?R�AMKN?PGQMLQ�A?L�WMS�K?IC �8F?R�BGB�RFC�RUM�@P?LBQ�BM
BGDDCPCLRJW�UGRF�RFCGP�J?LBGLE�N?ECQ �8F?R�BGB�RFCW�BM�RFC�Q?KC 

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����1J?LLGLE�?LB�4CRRGLE�6N�?�$?KN?GEL ���



7.5 Online Comparison Engines

LEARNING OBJECTIVE

�� -C?PL�FMU�MLJGLC�AMKN?PGQML�CLEGLCQ�UMPI�

"Q�UC�KCLRGMLCB�11$�	N?W�NCP�AJGAI
�BMCQ�LMR�MLJW�?NNJW�RM�QC?PAF�CLEGLC
?BTCPRGQGLE��8C�F?TC�QCCL�RF?R�?BTCPRGQCKCLRQ�A?L�@C�NJ?ACB�ML�AMLRCLR�QGRCQ��11$
A?L�?JQM�PCDCP�RM�BGQNJ?W�?BTCPRGQGLE�UFCPC�?BTCPRGQCPQ�N?W�MLJW�DMP�C?AF�AJGAI�
RFPMSEF�RM�RFCGP�QGRC�?Q�MNNMQCB�RM�C?AF�GKNPCQQGML�MD�RFC�@?LLCP��11$�GQ�?JQM�SQCB
@W�K?LW�MLJGLC�AMKN?PGQML�CLEGLCQ�

:MS�F?TC�NPM@?@JW�AMKC�?APMQQ�MLJGLC�AMKN?PGQML�CLEGLCQ�UFCL�QC?PAFGLE�DMP�?
N?PRGASJ?P�NPMBSAR��1MNSJ?P�AMKN?PGQML�CLEGLCQ�GLAJSBC�RFC�DMJJMUGLE�

^ /CV5?E�	FRRN���UUU�LCVR?E�AMK

^ 1PGAC3SLLCP�	FRRN���UUU�NPGACPSLLCP�AMK

^ ,CJIMM�	FRRN���UUU�ICJIMM�AM�SI

^ 1?LEMP?�	FRRN���UUU�N?LEMP?�AMK

^ +SKN�	FRRN���UUU�HSKN�AM�X?


5FCQC�CLEGLCQ�AMLRP?AR�UGRF�PCR?GJCPQ��5FC�PCR?GJCPQ�QSNNJW�RFC�CLEGLC�UGRF�?
NPMBSAR�DCCB�	XML [extensible markup language] �� MPCSV [comma-separated
values]�� 
�RF?R�AMLR?GLQ�RFC�DMJJMUGLE�GLDMPK?RGML�

^ 1PMBSAR�L?KC
^ 1PMBSAR�NPGAC
^ 1PMBSAR�63-�	SLGDMPK�PCQMSPAC�JMA?RMP

^ 1PMBSAR�QCPG?J�LSK@CP
^ 1PMBSAR�GK?EC
^ 1PMBSAR�BCQAPGNRGML
^ 1PMBSAR�ICWUMPBQ

��� "�QR?LB?PB�SQCB�DMP�APC?RGLE
QRPSARSPCB�BMASKCLRQ��9.-
NPMKGQCQ�KMPC�CDDGAGCLR�?LB
MPE?LGXCB�BCJGTCPW�MD�B?R?�MTCP
RFC�*LRCPLCR��9)5.-�GQ�RFC
9.-�TCPQGML�MD�FWNCPRCVR
K?PISN�J?LES?EC�	)5.-
�

��� 6QCB�RM�QCLB�B?R?@?QCQ�MD
GLDMPK?RGML�QCN?P?RCB�GLRM
QNCAGDGA�AMJSKL�FC?BGLEQ�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

���

http://www.nextag.com
http://www.pricerunner.com
http://www.kelkoo.co.uk
http://www.pangora.com
http://www.jump.co.za


Figure 7.10

A shopping comparison engine will show offers from a number of retailers.

8FCL�?�SQCP�QC?PAFCQ�DMP�?�NPMBSAR�ML�MLC�MD�RFC�AMKN?PGQML�CLEGLCQ�RFC�CLEGLC
UGJJ�JGQR�?JJ�PCR?GJCPQ�UFM�MDDCP�RF?R�NPMBSAR��8FCL�RFC�CLEGLCQ�AMLRP?AR�RFC
PCR?GJCPQ�RFCW�?JQM�?EPCC�ML�FMU�KSAF�RFC�PCR?GJCP�GQ�UGJJGLE�RM�N?W�DMP�C?AF�AJGAI
DPMK�RFC�AMKN?PGQML�CLEGLC�RFPMSEF�RM�RFC�PCR?GJCPfQ�8C@�QGRC��5FC�KGLGKSK�$1$
	AMQR�NCP�AJGAI
�UGJJ�T?PW�DPMK�A?RCEMPW�RM�A?RCEMPW�	AMLQSKCP�CJCARPMLGAQ�DMP
CV?KNJC�AMSJB�F?TC�?�FGEFCP�$1$�RF?L�@?@W�AJMRFCQ
�

8FCL�PCQSJRQ�?PC�QFMUL�NPGMPGRW�GQ�EGTCL�RM�RFMQC�PCR?GJCPQ�UFM�?PC�UGJJGLE�RM�N?W�?
FGEFCP�$1$��)MUCTCP�RFC�SQCP�F?Q�RFC�MNRGML�MD�QMPRGLE�PCQSJRQ�@W�NPGAC
?JNF?@CRGA?JJW�?LB�QM�ML�

0LJGLC�AMKN?PGQML�CLEGLCQ�DMPK�?L�GKNMPR?LR�N?PR�MD�RFC�MLJGLC�K?PICRGLE�KGV�DMP
?L�MLJGLC�PCR?GJCP��"Q�UCJJ�?Q�AMKN?PGLE�NPMBSARQ�DPMK�BGDDCPCLR�PCR?GJCPQ�RFCW�?JQM
MDDCP�SQCPQ�RFC�AF?LAC�RM�PCTGCU�NPMBSARQ�?Q�UCJJ�?Q�PCR?GJCPQ��.?LW�SQCPQ�NPCDCP�RM
QR?PR�RFCGP�NPMBSAR�QC?PAF�ML�?�AMKN?PGQML�CLEGLC�?Q�RFCW�A?L�QCC�?�T?PGCRW�MD
NPGACQ�DMP�RFC�Q?KC�NPMBSAR�GL�MLC�NJ?AC�

4M�UF?R�A?L�WMS�BM�RM�K?PICR�WMSP�QGRC�KMPC�CDDCARGTCJW�RFPMSEF�MLJGLC�AMKN?PGQML
CLEGLCQ �:MS�K?W�RPW�?LW�MD�RFC�DMJJMUGLE�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����0LJGLC�$MKN?PGQML�&LEGLCQ ���



^ .C?QSPC�AMLTCPQGML�DPMK�RFC�AJGAIQ�WMS�ECR�DPMK�RFC�AMKN?PGQML
CLEGLC��:MSfPC�N?WGLE�DMP�RFC�RP?DDGA��K?IC�QSPC�GRfQ�UMPRFUFGJC�

^ 0NRGKGXC�RFC�NPMBSAR�DCCB�WMS�QSNNJW�

� *R�QFMSJB�@C�SN�RM�B?RC�
� 1PMBSAR�L?KCQ�QFMSJB�@C�AJC?P�
� &?AF�NPMBSAR�KSQR�F?TC�?�SLGOSC�63-�
� 5FC�NPMBSAR�QFMSJB�F?TC�?�QSAAGLAR�BCQAPGNRGML�

^ .?IC�QSPC�WMSP�NPGAC�GQ�PGEFR�

� %MLfR�MTCPN?W�DMP�AJGAIQ�
� &LQSPC�WMSP�NPGAGLE�?LB�ASQRMKCP�QCPTGAC�?PC�AMKNCRGRGTC��WMS

BMLfR�F?TC�KSAF�QN?AC�RM�CLRGAC�RFC�SQCP�RM�AJGAI�RFPMSEF�RM�WMSP
QGRC�

Tools of the Trade

5FC�DMSLB?RGML�MD�QC?PAF�K?PICRGLE�GQ�ICWUMPB�PCQC?PAF�?LB�RFCPC�?PC�?�LSK@CP�MD
RMMJQ�RF?R�UGJJ�@MRF�?GB�WMS�GL�EPMUGLE�WMSP�ICWUMPB�JGQR�?LB�GL�BCRCPKGLGLE
ICWUMPB�TMJSKCQ��4MKC�?PC�DPCC�?LB�QMKC�PCOSGPC�?�DCC��.?LW�ICWUMPB�TMJSKC
RMMJQ�F?TC�PCJGCB�MLOverture �� �?LB�?Q�:?FMM��GQ�LM�JMLECP�QSNNMPRGLE�RFGQ�RMMJ�RFC
GLDMPK?RGML�GQ�LMR�LCACQQ?PGJW�?AASP?RC��"JJ�RFCQC�RMMJQ�QFMSJB�@C�SQCB�?Q�ESGBCJGLCQ
MLJW��5CQR�RFC�B?R?�UGRF�WMSP�MUL�A?KN?GELQ�RM�BCRCPKGLC�UF?R�UMPIQ�@CQR�DMP�WMS�

Figure 7.11GoogleÕs Ad Preview Tool

��� 'MPKCPJW�(M5M�AMK�@MSEFR�@W
:?FMM��?LB�NPMTGBCP�MD
:?FMM�fQ�11$�	N?W�NCP�AJGAI

?BTCPRGQGLE��1?L?K?�F?Q
PCNJ?ACB�0TCPRSPC�?Q�RFC
NJ?RDMPK�RF?R�NMUCPQ�:?FMM�
4C?PAF�.?PICRGLE�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����0LJGLC�$MKN?PGQML�&LEGLCQ ���



,CWUMPB�TMJSKC�RMMJQ�GLAJSBC�RFC�DMJJMUGLE�

^ FRRN���UUU�DPCCICWUMPBQ�UMPBRP?AICP�AMK
^ FRRN���UUU�WMMRCP�AMK�ICWUMPB�MTCPRSPC�NFN
^ FRRN���RMMJQ�QCM@MMI�AMK�ECLCP?J�ICWUMPB
^ FRRN���UUU�EMMEJC�AMK�RPCLBQ

,CWUMPB�QSEECQRGML�RMMJQ�GLAJSBC�RFC�DMJJMUGLE�

^ FRRN���?BUMPBQ�EMMEJC�AMK�QCJCAR�,CWUMPB5MMJ&VRCPL?J
^ FRRN���UUU�ICWUMPBBGQAMTCPW�AMK�QC?PAF�FRKJ
^ FRRN���RMMJQ�QCM@MMI�AMK�ICWUMPB�JGQR�ECLCP?RMP�NFN

(MMEJC�"B8MPBQ�F?Q�?L�"B�1PCTGCU�5MMJ�UFGAF�?JJMUQ�WMS�RM�QCC�UFCPC�WMSP
?BTCPRGQCKCLR�UMSJB�?NNC?P�ML�RFC�N?EC�	UGRFMSR�SQGLE�RFC�QC?PAF�CLEGLC�?LB�RFSQ
QICUGLE�B?R?
��5FGQ�A?L�@C�?AACQQCB�?R�FRRN���?BUMPBQ�EMMEJC�AMK�QCJCAR�
"B5?PECRGLE1PCTGCU5MMJ�

4MKC�N?GB�QCPTGACQ�RF?R�?GB�UGRF�ICWUMPB�PCQC?PAF�?PC�RFC�DMJJMUGLE�

^ FRRN���UUU�UMPBRP?AICP�AMK
^ FRRN���UUU�ICWUMPBQCAPCR�AMK
^ FRRN���UUU�LGAFC@MR�AMK

4NPC?BQFCCRQ�QSAF�?Q�.GAPMQMDRfQ�&VACJ�?PC�SQCDSJ�RM�?GB�WMS�GL�@SGJBGLE�WMSP
ICWUMPB�JGQRQ��(CRRGLE�RM�EPGNQ�UGRF�DSLARGMLQ�QSAF�?Q�AMLA?RCL?RGML�UGJJ�@C�SQCDSJ�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����0LJGLC�$MKN?PGQML�&LEGLCQ ���

http://www.freekeywords.wordtracker.com
http://www.yooter.com/keyword/overture.php
http://tools.seobook.com/general/keyword
http://www.google.com/trends
http://adwords.google.com/select/KeywordToolExternal
http://www.keyworddiscovery.com/search.html
http://tools.seobook.com/keyword-list/generator.php
http://www.wordtracker.com
http://www.keywordsecret.com
http://www.nichebot.com


KEY TAKEAWAYS

^ 11$�	N?W�NCP�AJGAI
�A?L�?JQM�PCDCP�RM�BGQNJ?W�?BTCPRGQGLE�UFCPC
?BTCPRGQCPQ�MLJW�N?W�DMP�C?AF�AJGAI�RFPMSEF�RM�RFCGP�QGRC�

^ 0LJGLC�AMKN?PGQML�CLEGLCQ�?PC�?L�GKNMPR?LR�N?PR�MD�MLJGLC�K?PICRGLE
KGV�DMP�?L�MLJGLC�PCR?GJCP�

^ 5FCPC�?PC�QRCNQ�WMS�A?L�R?IC�RM�K?PICR�WMSP�QGRC�KMPC�CDDCARGTCJW
RFPMSEF�RFCQC�MLJGLC�AMKN?PGQML�CLEGLCQ�

^ .C?QSPC�AMLTCPQGML�DPMK�RFC�AJGAIQ�WMS�ECR�DPMK�RFC�AMKN?PGQML
CLEGLC��:MSfPC�N?WGLE�DMP�RFC�RP?DDGA��K?IC�QSPC�GRfQ�UMPRFUFGJC�

^ 0NRGKGXC�RFC�NPMBSAR�DCCB�WMS�QSNNJW�
^ .?IC�QSPC�WMSP�NPGAC�GQ�PGEFR�
^ #C�QSPC�RM�SQC�RMMJQ�RM�FCJN�WMS��5FCPC�?PC�K?LW�DPCC�?LB�N?GB�RMMJQ�RF?R

A?L�@C�SQCDSJ�?Q�WMS�BCTCJMN�ICWUMPBQ�

EXERCISE

�� 6QGLE�QMKC�MD�RFC�DPCC�ICWUMPB�RMMJQ�JGQRCB�?@MTC�BCTCJMN�?�Q?KNJC�JGQR
MD�ICWUMPBQ�DMP�?�AJGCLR�MD�WMSP�AFMGAC�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

����0LJGLC�$MKN?PGQML�&LEGLCQ ���



7.6 Pros and Cons

LEARNING OBJECTIVE

�� 'SJJW�SLBCPQR?LB�RFC�@CLCDGRQ�MD�11$�	N?W�NCP�AJGAI
�UFGJC�?JQM
SLBCPQR?LBGLE�RFC�LCE?RGTCQ�

11$�	N?W�NCP�AJGAI
�A?KN?GELQ�?PC�PCJ?RGTCJW�OSGAI�RM�QCR�SN�A?L�NPMTGBC�FGEF
TMJSKCQ�MD�RP?DDGA�?LB�?PC�@W�L?RSPC�FGEFJW�RP?AI?@JCbUF?RfQ�LMR�RM�JMTC �#SR�RFCPC
?PC�QMKC�NGRD?JJQ�RF?R�WMS�MSEFR�RM�@C�?U?PC�MD�

Click Fraud

$JGAI�DP?SB�MAASPQ�UFCL�WMSP�?BTCPRGQCKCLR�GQ�AJGAICB�ML�@W�QMKCMLC�UFM�GQ�LMR�?
JCEGRGK?RC�NMRCLRG?J�ASQRMKCP��#CA?SQC�?L�?BTCPRGQCP�F?Q�RM�N?W�DMP�CTCPW�AJGAI�ML
FGQ�?BTCPRGQCKCLR�QMKCRGKCQ�SLQAPSNSJMSQ�AMKNCRGRMPQ�A?L�AJGAI�ML�RFC
?BTCPRGQCKCLR�RM�DMPAC�RFC�N?WKCLR��5FCPC�?PC�CTCL�?SRMK?RCB�@MRQ�RF?R�A?L�AJGAI
ML�?BTCPRGQCKCLRQ�AMQRGLE�?BTCPRGQCPQ�KGJJGMLQ�

(MMEJC�Q?GB�GL�'C@PS?PW������RF?R�AJGAI�DP?SB�?AAMSLRQ�DMP�MLJW������NCPACLR�MD
AJGAIQ��:MS�A?L�PC?B�KMPC�ML�GRQ�@JME�FRRN���?BUMPBQ�@JMEQNMR�AMK���������
GLT?JGB�AJGAIQ�EMMEJCQ�MTCP?JJ�LSK@CPQ�FRKJ�

5FC�QC?PAF�CLEGLCQ�FMUCTCP�F?TC�R?ICL�KC?QSPCQ�RM�AMK@?R�RFGQ��"BTCPRGQCPQ�A?L
PCNMPR�QSQNCARCB�AJGAI�DP?SB�?LB�RFC�QC?PAF�CLEGLCQ�UGJJ�PCDSLB�GLT?JGB�MP
DP?SBSJCLR�AJGAIQ�?DRCP�GLTCQRGE?RGML�

8F?R�A?L�WMS�BM �,CCN�?L�CWC�ML�WMSP�A?KN?GEL��"LW�QSBBCL�JC?N�GL�$53Q�	AJGAI�
RFPMSEF�P?RCQ
�QFMSJB�@C�GLTCQRGE?RCB�?LB�WMS�QFMSJB�N?W�N?PRGASJ?P�?RRCLRGML�RM
QCC�GD�RFC�AMLTCPQGML�P?RC�BPMNQ�	UFGAF�UMSJB�GLBGA?RC�NMRCLRG?J�DP?SB
�MP�QR?WQ�RFC
Q?KC��1?SQC�RFC�A?KN?GEL�GD�WMS�QSQNCAR�DP?SB�?LB�?JCPR�RFC�QC?PAF�CLEGLC�

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

���

http://adwords.blogspot.com/2007/02/invalid-clicks-googles-overall-numbers.html
http://adwords.blogspot.com/2007/02/invalid-clicks-googles-overall-numbers.html


Bidding Wars and Climbing Costs per Click

)GEF�RP?DDGA�ICWUMPBQ�?PC�CVNCLQGTC�?LB�RFC�@?RRJC�RM�QR?W�ML�RMN�KC?LQ�RF?R�RFC
$1$�	AMQR�NCP�AJGAI
�MD�RFCQC�ICWUMPBQ�GQ�CQA?J?RGLE��$MLTGLAGLE�WMSPQCJD�RF?R�GRfQ
LSK@CP�MLC�MP�LMRFGLE�A?L�PCQSJR�GL�@SPLGLE�RFPMSEF�WMSP�A?KN?GEL�@SBECR
OSGAIJW�UGRF�LMRFGLE�RM�QFMU�DMP�GR�

8F?R�A?L�WMS�BM �,CCN�DMASQCB�ML�WMSP�A?KN?GEL�EM?JQ�?LB�30*�	PCRSPL�ML
GLTCQRKCLR
�?LB�ICCN�GLTCQRGE?RGLE�RM�DGLB�RFC�	AFC?NCP
�LGAFC�ICWUMPBQ�RF?R�UMPI
DMP�WMS�

Time Required to Keep an Eye on Things

11$�A?KN?GELQ�PCOSGPC�?�JMR�MD�KMLGRMPGLE�?LB�RFC�@GEECP�WMSP�A?KN?GEL�ECRQ�RFC
KMPC�RGKC�RFGQ�R?ICQ��11$�?BTCPRGQGLE�A?L�NPMTGBC�?�D?LR?QRGA�30*�@SR�WMS�LCCB�RM
AFCAI�GL�?LB�RUC?I�PCESJ?PJW�RM�K?IC�QSPC�RF?R�GR�AMLRGLSCQ�RM�NCPDMPK�DMP�WMS�

8F?R�A?L�WMS�BM �.?IC�QSPC�RF?R�WMS�F?TC�?JJMA?RCB�RFC�RGKC�PCOSGPCB�RM�PSL�?
QSAACQQDSJ�A?KN?GEL��5FCPC�?PC�?JQM�RMMJQ�?T?GJ?@JC�RF?R�K?IC�K?L?EGLE�J?PEC
A?KN?GELQ�C?QGCP��#SR�PCKCK@CP�RFC�DMJJMUGLE�EMMB�PC?QMLQ�	?LB�K?LW�K?LW
KMPC
�UFW�11$�UMPIQ�DMP�WMS�

^ No- to low-cost barrier ��:MS�MLJW�N?W�DMP�RP?DDGA��RFCPC�?PC�KGLGK?J
QCRSN�DCCQ�GLTMJTCB�

^ Tracking every cent ��11$�?BTCPRGQGLE�?JJMUQ�WMS�RM�RP?AI�WMSP
?BTCPRGQGLE�QNCLBGLE�BMUL�RM�?�ICWUMPB�JCTCJ�QM�WMS�A?L�JC?PL�UF?R
UMPIQ�?LB�UF?R�BMCQLfR�ML�?�QK?JJ�QA?JC�

^ Targeted advertisement placement ��:MS�A?L�K?IC�WMSP�?BTCPRGQGLE
PCJCT?LR�UGRF�RFC�K?LW�DGJRCPQ�?T?GJ?@JC�UFCL�QCJCARGLE�UFCPC�RM�QFMU
WMSP�?BTCPRGQCKCLRQ�

^ Giving your customers what they want ��11$�?BTCPRGQGLE�JCRQ�WMS
NJ?AC�WMSP�?BTCPRGQCKCLR�GL�DPMLR�MD�NCMNJC�UFM�?PC�QC?PAFGLE�DMP�WMSP
NPMBSAR��*R�JCRQ�WMS�NPMTGBC�?�QMJSRGML�?Q�MNNMQCB�RM�APC?RGLE�?L
GLRCPPSNRGML��8F?R�KMPC�AMSJB�WMS�U?LR 
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KEY TAKEAWAYS

^ 8FGJC�RFCPC�?PC�K?LW�?BT?LR?ECQ�RM�11$�	N?W�NCP�AJGAI
�RFCPC
?PC�QMKC�RFGLEQ�RM�@C�U?PW�MD�

� $JGAI�DP?SB
� #GBBGLE�U?PQ�?LB�AJGK@GLE�$1$Q�	AMQRQ�NCP�AJGAI

� 5GKC�PCOSGPCB�RM�ICCN�?L�CWC�ML�RFGLEQ

^ )MUCTCP�RFCPC�?PC�K?LW�?BT?LR?ECQ��*RfQ�GKNMPR?LR�RM�UCGEF�RFC�NPMQ
?LB�AMLQ�RM�QCC�GD�11$�GQ�PGEFR�DMP�WMS�

EXERCISE

�� #MRF�11$�	N?W�NCP�AJGAI
�?BTCPRGQGLE�?LB�4&0�	QC?PAF�CLEGLC
MNRGKGX?RGML
�?PC�@?QCB�ML�ICWUMPBQ��)MU�A?L�11$�?BTCPRGQGLE�?LB�4&0
@C�SQCB�RM�AMKNJCKCLR�C?AF�MRFCP 
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7.7 Case Study: Southern Sun

4MSRFCPL�4SL�	FRRN���UUU�QMSRFCPLQSL�AMK
�J?SLAFCB�?�LCU�8C@�QGRC�GL�.?W������
5FC�AF?LECQ�GLAJSBCB�?L�SNB?RCB�JMMI�?LB�DCCJ�?�EPC?RCP�OS?LRGRW�?LB�OS?JGRW�MD
GLDMPK?RGML�?LB�@CRRCP�@MMIGLE�DSLARGML?JGRW��"Q�MDRCL�F?NNCLQ�UGRF�?�QGRC
PCJ?SLAF�4MSRFCPL�4SL�JMQR�?JJ�RFC�NPCTGMSQJW�EMMB�MPE?LGA�QC?PAF�CLEGLC�P?LIGLEQ�
"�LCU�8C@�QGRC�LCCBQ�RGKC�RM�AJGK@�SN�RFC�QC?PAF�CLEGLC�P?LIGLEQ�?LB�GR�A?L�R?IC�?
KGLGKSK�MD�RFPCC�KMLRFQ�@CDMPC�GR�QR?PRQ�PCACGTGLE�MPE?LGA�RP?DDGA��4MSRFCPL�4SL
AMSJB�NMRCLRG?JJW�F?TC�JMQR�MSR�ML�@MMIGLEQ�@CA?SQC�MD�RFC�BCAPC?QC�GL�MPE?LGA
RP?DDGA��5FCPCDMPC�RFCW�PCOSGPCB�?�U?W�MD�CLQSPGLE�RF?R�RFCGP�QGRC�QRGJJ�BGB�RFC
DMJJMUGLE�

^ $MLRGLSCB�RM�PCACGTC�?�QRC?BW�DJMU�MD�@MMIGLEQ�BCQNGRC�RCKNMP?PGJW
NMMP�MPE?LGA�P?LIGLEQ

^ 3CACGTCB�CLMSEF�RP?DDGA�RM�?L?JWXC�SQCP�@CF?TGMP�?LB�PCQNMLQCQ
^ 3CACGTCB�CLMSEF�RP?DDGA�RM�ECLCP?RC�RPSQR�DPMK�QC?PAF�CLEGLCQ�?LB

AJGK@�SN�RFC�4&31Q�	QC?PAF�CLEGLC�PCQSJRQ�N?ECQ
�?Q�D?QR�?Q�NMQQG@JC

8GRF�RFC�LCU�QGRC�4MSRFCPL�4SL�FMNCB�RM�GLAPC?QC�RFC�LSK@CP�MD�@MMIGLEQ�K?BC
MLJGLC�?LB�RM�R?N�GLRM�RFC�GLRCPL?RGML?J�RMSPGQR�?LB�@SQGLCQQ�RP?TCJ�K?PICR��5FGQ
KC?LR�RFCW�LCCBCB�RM�KGEP?RC�?�QGELGDGA?LR�?KMSLR�MD�RFCGP�MDDJGLC�NPMKMRGMLQ�?LB
QNCAG?J�MDDCPQ�RM�RFCGP�8C@�QGRC�GL�QSAF�?�U?W�?Q�RM�?RRP?AR�?�D?TMP?@JC�MLJGLC
PCQNMLQC�

2SGPI�C.?PICRGLE�RFC�MLJGLC�?ECLAW�DMP�4MSRFCPL�4SL�QCR�SN�?�11$�	N?W�NCP�AJGAI

A?KN?GEL�UGRF�RFC�DMJJMUGLE�GLRCLRGMLQ�

^ 4CLBGLE�RP?DDGA�RM�RFC�QGRC
^ "RRP?ARGLE�GLRCPL?RGML?J�RP?DDGA
^ 4NJGR�RCQRGLE�A?KN?GELQ

4CN?P?RC�A?KN?GELQ�UCPC�@SGJR�DMP�RFC�DMJJMUGLE�

^ -MA?J�TCPQSQ�GLRCPL?RGML?J�RP?DDGA
^ #P?LB��?LB�FMRCJ�QNCAGDGA�TCPQSQ�NJ?AC�QNCAGDGA�RP?DDGA
^ 4NCAG?J�MDDCPQ�?LB�A?KN?GELQ�TCPQSQ�LMPK?J�RP?DDGA

2SGPI�BGB�?L�CVRCLQGTC�ICWUMPB�PCQC?PAF�CVCPAGQC�RM�GBCLRGDW�FGEF�RP?DDGA�
ECLCP?RGLE�ICWUMPBQ�GL�MPBCP�RM�ECR�?Q�KSAF�RP?DDGA�?Q�NMQQG@JC�?Q�UCJJ�?Q�LGAFC

$F?NRCP���1?W�NCP�$JGAI�"BTCPRGQGLE

���

http://www.southernsun.com


JMLE�R?GJ�ICWUMPBQ�DMP�@CRRCP�AMQR�NCP�AMLTCPQGML��,CWUMPBQ�QNCAGDGA�RM�4MSRFCPL
4SLfQ�T?PGMSQ�ASQRMKCP�EPMSNQ�UCPC�R?PECRCB�QSAF�?Q�D?KGJGCQ�@SQGLCQQ�RP?TCJCPQ
AMSNJCQ�?LB�RMSPGQRQ�

'SPRFCPKMPC�?BTCPRGQCKCLRQ�UCPC�QCR�SN�RF?R�RCQRCB�RFC�@CQR�K?PICRGLE�KCQQ?EC
RF?R�GQ�UFCRFCP�NCMNJC�PCQNMLBCB�@CQR�RM�RFC�DMJJMUGLE�

^ 5FC�4MSRFCPL�4SL�@P?LB
^ "�QNCAG?J�MDDCP
^ "�UGBC�T?PGCRW�MD�FMRCJQ�?LB�@P?LBQ
^ -MA?RGML�?LB�AMLTCLGCLAC
^ '?AGJGRGCQ

"Q�?�PCQSJR�2SGPI�AMSJB�?QQCQQ�UFCRFCP�BGDDCPCLR�EPMSNQ�MD�NCMNJC�UCPC�GLDJSCLACB
@W�BGDDCPCLR�?BTCPRGQCKCLRQ�?Q�ICWUMPB�PCQC?PAF�F?B�@CCL�BMLC�?AAMPBGLE�RM
ASQRMKCP�EPMSNQ�

*L�MPBCP�RM�BCRCPKGLC�UFCRFCP�NCMNJC�PCQNMLBCB�@CRRCP�RM�QNCAG?J�MDDCPQ�?LB
A?KN?GELQ�MP�HSQR�FMRCJ�?LB�?PC?�BCR?GJQ�J?LBGLE�N?EC�QNJGR�RCQRQ�UCPC�AMLBSARCB�
5P?AIGLE�DMP�T?PGMSQ�BGDDCPCLR�QR?ECQ�MD�RFC�FMRCJ�@MMIGLE�NPMACQQ�U?Q
GKNJCKCLRCB�GLAJSBGLE�RFC�FMRCJ�PMMK�OSMRC�?LB�RFC�DGL?J�RF?LI�WMS�DMP�N?WKCLR
N?EC�QM�RF?R�GR�UMSJB�@CAMKC�CTGBCLR�UFCPC�?LW�BPMN�MDDQ�MAASPPCB�

0LC�MD�RFC�EPC?R�?BT?LR?ECQ�MD�11$�GQ�RF?R�GR�ECRQ�GKKCBG?RC�PCQSJRQ��"Q�QMML�?Q�RFC
LCU�QGRC�UCLR�JGTC�QM�BGB�RFC�11$�A?KN?GEL�UFGAF�KC?LR�RP?DDGA�DPMK�B?W�MLC��5FC
RP?DDGA�ECLCP?RCB�@W�RFC�11$�?BTCPRGQGLE�CLQSPCB�RF?R�RFC�QGRC�U?Q�LMRGACB�@W�QC?PAF
CLEGLCQ�?LB�U?Q�RPSQRCB�?Q�?�T?JGB�4MSRF�"DPGA?L�FMRCJ�QGRC�

4NJGR�RCQRGLE�PCTC?JCB�QMKC�TCPW�GLRCPCQRGLE�?LB�SQCDSJ�@CF?TGMPQ�?LB�RPCLBQ�

^ 5FC�MTCP?JJ�@CQR�PCQNMLQC�U?Q�RM�RFC�?BTCPRGQCKCLRQ�AMLR?GLGLE�RFC
4MSRFCPL�4SL�@P?LB�N?PRGASJ?PJW�DPMK�RFC�JMA?J�4MSRF�"DPGA?L�K?PICR�
5FGQ�U?Q�TCPW�NMQGRGTC�DMP�4MSRFCPL�4SL�?LB�E?TC�RFCK�?�BGQRGLAR�11$
?BT?LR?EC�UGRF�PCE?PB�RM�(MMEJCfQ�OS?JGRW�?Q�GR�KC?LR�FGEF�AJGAI�
RFPMSEF�ML�AMKNCRGRGTC�ICW�NFP?QCQ�JGIC�c$?NC�5MUL�FMRCJQ�d�*R�?JQM
QFMUCB�RF?R�GRQ�@P?LB�U?Q�LMR�?Q�UCJJ�PCAMELGXCB�GL�RFC�6LGRCB
,GLEBMK�?LB�RFC�6LGRCB�4R?RCQ�

^ 4C?PAF�K?PICRGLE�GQ�BPGTCL�@W�KCCRGLE�?�LCCB�UFCPC?Q�MDDJGLC
K?PICRGLE�GLTMJTCQ�APC?RGLE�?�LCCB��4NJGR�RCQRGLE�NGAICB�SN�RF?R�RFC
	TCPW�QSAACQQDSJ
�MDDJGLC�K?PICRGLE�A?KN?GELQ�UCPC�LMR�QM�QSAACQQDSJ
UFCL�?ARGTCJW�K?PICRCB�RFPMSEF�11$�?LB�RF?R�RFCW�BM�@CRRCP�UFCL
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?BTCPRGQCB�DPMK�UGRFGL�RFC�8C@�QGRC��5FC�A?KN?GEL�F?B�?L�?TCP?EC
@MMIGLE�P?RC�MD������NCPACLR��5FC�J?LBGLE�N?ECQ�RF?R�QSNNJGCB�?�JGQR�MD
FMRCJQ�GL�?L�?PC?�MP�MDDCPGLE�?�QCPTGAC�D?P�MSRNCPDMPKCB�RFGQ�UGRF�?L
?TCP?EC�@MMIGLE�P?RC�MD������NCPACLR�

^ *LRCPL?RGML?J�RP?DDGA�PCQNMLBCB�BGDDCPCLRJW�RM�T?PGMSQ�MDDCPQ�?LB�FMRCJ
BCR?GJQ�AMKN?PCB�RM�JMA?J�RP?DDGA��*L�ECLCP?J�RFCPC�U?Q�?�@CRRCP
PCQNMLQC�JMA?JJW�UGRF�?L�30*�	PCRSPL�ML�GLTCQRKCLR
�MD�����NCPACLR
TCPQSQ�����NCPACLR�

3SLLGLE�?�11$�A?KN?GEL�UFCL�WMS�J?SLAF�MP�PCJ?SLAF�?�QGRC�UGJJ�BM�RFC�DMJJMUGLE�

^ "RRP?AR�CLMSEF�RP?DDGA�RM�CLQSPC�WMS�BMLfR�JMQC�@SQGLCQQ
^ 5CQR�QGRC�QRPSARSPC�?LB�@PMUQCP�@CF?TGMP
^ "JJMU�WMS�RM�?QQCQQ�UFCPC�RP?DDGA�AMKCQ�DPMK�QM�WMS�A?L�RCQR�?LB

MNRGKGXC�NPCQCLR?RGML�MD�WMSP�NPMBSAR�RM�WMSP�ASQRMKCPQ

CASE STUDY QUESTIONS

^ 8F?R�GLDMPK?RGML�DPMK�RFC�11$�	N?W�NCP�AJGAI
�A?KN?GEL�AMSJB�@C�SQCB
RM�FCJN�MNRGKGXC�RFC�8C@�QGRC 

^ 8FW�BMCQ�?�11$�A?KN?GEL�EGTC�GLQR?LR�RP?DDGA�UFGJC�4&0�	QC?PAF�CLEGLC
MNRGKGX?RGML
�BMCQ�LMR 

^ 8F?R�GQ�RFC�GKNMPR?LAC�MD�J?LBGLE�N?ECQ�GL�?�11$�A?KN?GEL �8F?R�QMPR
MD�BGDDCPCLR�J?LBGLE�N?ECQ�BM�WMS�RFGLI�UMSJB�@C�SQCB 
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8.1 Introduction

#JMEQ�UGIGQ�QMAG?J�@MMIK?PIQ�?LB�R?E�AJMSBQ��RFCQC�?PC�LCU�UMPBQ�DMP�LCU�RFGLEQ
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5FC�K?LW�D?ACRQ�MD�QMAG?J�KCBG?�?PC�?JQM�A?JJCB�8C@�����AMLQSKCP�ECLCP?RCB�KCBG?
	$(.
�N?PRGAGN?RMPW�KCBG?�?LB�LCU�KCBG?��*L�D?AR�AMKN?PGLE�QMAG?J�KCBG?�RM
RP?BGRGML?J�KCBG?�GQ�NPM@?@JW�RFC�KMQR�SQCDSJ�U?W�MD�BCDGLGLE�UF?R�CV?ARJW�RFGQ
KC?LQ�

.MQR�QGKNJW�NSR�QMAG?J�KCBG?�?PC�KCBG?�	DPMK�UPGRRCL�RM�TGQS?J�RM�?SBGM�RM
?SBGMTGQS?J
�RF?R�?PC�BCQGELCB�RM�@C�QF?PCB��4F?PGLE�KC?LQ�RF?R�GR�GQ�C?QW�RM
AMKKCLR�ML�RF?R�GR�GQ�C?QW�RM�QCLB�?LB�RF?R�RFCPC�?PC�LM�FGEF�AMQRQ�?QQMAG?RCB�UGRF
TGCUGLE�RFC�KCBG?��#CA?SQC�MD�RFC�AMLLCARCB�L?RSPC�MD�RFC�*LRCPLCR�GR�KC?LQ�RF?R
QF?PGLE�AMKKCLRGLE�?LB�TGCUGLE�A?L�?JJ�@C�RP?AICB�?LB�KC?QSPCB�

Figure 8.1The Differences between Traditional and Social Media
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����*LRPMBSARGML ���

http://www.links.net
http://www.sfgate.com/cgi-bin/article.cgi?file=/c/a/2005/02/20/MNGBKBEJO01.DTL
http://www.sfgate.com/cgi-bin/article.cgi?file=/c/a/2005/02/20/MNGBKBEJO01.DTL
http://www.peterme.com/archives/00000205.html


:MS5S@C�	FRRN���UUU�WMSRS@C�AMK
�RFC�MLJGLC�TGBCM�QF?PGLE�8C@�QGRC�U?Q
NPCTGCUCB�GL�.?W������?LB�J?SLAFCB�QGV�KMLRFQ�J?RCP��*R�U?Q�?AOSGPCB�@W�(MMEJC�GL
/MTCK@CP������DMP�������@GJJGML��5UGRRCP�UFGAF�?JJMUQ�DMP�SQCPQ�RM�QF?PC
����AF?P?ARCP�cRUCCRQd�U?Q�J?SLAFCB�GL�0ARM@CP������

*L����� TimeK?E?XGLC�L?KCB�c:MSd�?Q�RFC�1CPQML�MD�RFC�:C?P�DMP�cRFC�EPMURF�?LB
GLDJSCLAC�MD�SQCP�ECLCP?RCB�AMLRCLR�ML�RFC�*LRCPLCR�d-CT�(PMQQK?L�c5GKCfQ�1CPQML
MD�RFC�:C?P��:MSdTime�%CACK@CP��������FRRN���UUU�RGKC�AMK�RGKC�K?E?XGLC�
?PRGAJC����������������FRKJ 	?AACQQCB�+SLC��������
�*L������(MMEJC�QR?PRCB
GLAJSBGLE�RUCCRQ�GL�QC?PAF�PCQSJRQbQMKCRFGLE�RFCW�A?JJ�cPC?J�RGKC
QC?PAFdbGLBGA?RGLE�RFC�GKNMPR?LAC�MD�QMAG?J�KCBG?�GL�RCPKQ�MD�PCJCT?LR�AMLRCLR�

$F?NRCP���4MAG?J�.CBG?

����*LRPMBSARGML ���

http://www.youtube.com
http://www.time.com/time/magazine/article/0,9171,1569514,00.html
http://www.time.com/time/magazine/article/0,9171,1569514,00.html


8.2 How It Works

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�DSLB?KCLR?J�AMLACNRQ�@CFGLB�QMAG?J�KCBG?�

4MAG?J�KCBG?�F?TC�AF?LECB�RFC�UMPJB�UC�K?PICR�GL�?LB�A?L�@C�SQCB�?Q�?L�GLRCEP?J
N?PR�MD�?L�MLJGLC�K?PICRGLE�A?KN?GEL��4MAG?J�KCBG?�?PC�?JJ�?@MSR�RFC�U?WQ�RF?R�UC
APC?RC�AMLLCAR�?LB�QF?PC�MLJGLC�

Bookmarking and Aggregating: Sharing Things You Like

*D�RFCPC�?PC�8C@�QGRCQ�RF?R�WMS�TGQGR�MDRCL�MP�RF?R�WMS�UMSJB�JGIC�RM�ICCN�?Q�?
PCDCPCLAC�RM�AMKC�@?AI�RM�GR�GQ�C?QW�RM�SQC�WMSP�@PMUQCP�RM�c@MMIK?PId�RFCK��5FGQ
KC?LQ�RF?R�WMS�QRMPC�RFC�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�QM�RF?R�WMS�A?L�JMA?RC�GR
?E?GL�C?QGJW��*R�?JQM�EGTCQ�WMS�?�NCPQML?J�JG@P?PW�MD�8C@�QGRCQ�RF?R�WMS�A?L�QRMPC�ML
WMSP�AMKNSRCP�

4MAG?Jbookmarking � QGRCQ�FMUCTCP�?JJMU�WMS�RM�QRMPC�RFCQC�JGLIQ�MLJGLC�SQCtags�

RM�BCQAPG@C�RFCK�?LB�QF?PC�RFCQC�JGQRQ�UGRF�MRFCP�SQCPQ��4MKC�MD�RFCQC�QGRCQ�JCR�WMS
QS@KGR�63-Q�RF?R�MRFCP�SQCPQ�TMRC�ML�UFGJC�MRFCPQ�?JJMU�WMS�RM�SQC�RFC�Q?TCB�R?EQ
RM�@PMUQC�RFPMSEF�RFC�JGQRQ�?LB�JG@P?PGCQ�RF?R�F?TC�@CCL�ECLCP?RCB�

8C@�QGRCQ�RF?R�U?LR�RM�CLAMSP?EC�SQCPQ�RM�QS@KGR�AMLRCLR�RM�@MMIK?PIGLE�?LB
?EEPCE?RGLE�QGRCQ�SQC�cchicklets � �d�5FCQC�?PC�@SRRMLQ�NJ?ACB�?PMSLB�RFC�AMLRCLR
RF?R�K?IC�GR�C?QGCP�RM�QS@KGR�?LB�QF?PC�RFC�?PRGAJC�

5FCQC�QCPTGACQ�?JJMU�WMS�RM�QCC�UF?R�RFC�AMKKSLGRW�MD�8C@�SQCPQ�DGLBQ�SQCDSJ
GLRCPCQRGLE�MP�FSKMPMSQ��:MS�?PC�?@JC�RM�DGLB�MRFCP�SQCPQ�UGRF�QGKGJ?P�GLRCPCQRQ�RM
WMSPQ�?LB�CVNJMPC�8C@�QGRCQ�RF?R�RFCW�F?TC�DMSLB�RF?R�WMS�KGEFR�LMR�F?TC�AMKC
?APMQQ�WCR�

4MAG?J�@MMIK?PIGLE�?JJMUQ�JGIC�KGLBCB�NCMNJC�RM�QF?PC�GLRCPCQRGLE�?LB�PCJCT?LR
AMLRCLR�UGRF�MLC�?LMRFCP�C?QGJW��*R�A?L�?JQM�@C�?L�CVACJJCLR�RMMJ�DMP�KCK@CPQ�MD�?
AMKN?LW�MP�MPE?LGX?RGML�RM�C?PK?PI�PCJCT?LR�8C@�QGRCQ�?LB�?PRGAJCQ��$MLRCLR
QS@KGRRCB�RM�?�QMAG?J�@MMIK?PIGLE�MP�?EEPCE?RGLE�QGRC�A?L�BP?K?RGA?JJW�GLAPC?QC
RP?DDGA�RM�?�8C@�QGRC�?LB�CVNMQC�RFC�QGRC�RM�K?LW�LCU�CWC@?JJQ�

�� 4?TGLE�RFC�?BBPCQQ�MD�?�8C@
N?EC�MP�8C@�QGRC�QM�RF?R�GR�K?W
@C�C?QGJW�PCDCPPCB�@?AI�RM�
#MMIK?PIQ�A?L�@C�K?L?ECB
UGRF�?�@PMUQCP�MP�UGRF�?L
MLJGLC�RMMJ�

�� -?@CJQ�BCQAPG@GLE�UF?R�AMLRCLR
GQ�?@MSR�GL�QMAG?J�KCBG?�

�� -GRRJC�@SRRMLQ�RF?R�K?IC�GR�C?QW
RM�QF?PC�MP�Q?TC�GLDMPK?RGML
SQGLE�QMAG?J�KCBG?�QCPTGACQ�

$F?NRCP���4MAG?J�.CBG?

���



0LC�QSAF�QGRC�%CJGAGMSQ�	FRRN���BCJGAGMSQ�AMK
�U?Q�APC?RCB�GL������@W�+MQFS?
4AF?ARCP.GAF?CJ�"PPGLERML�c&VAJSQGTC��4APCCL�4FMRQ�?LB�'C?RSPC�0TCPTGCU�MD
%CJGAGMSQ�����1PCTGCUd�5CAF$PSLAF�4CNRCK@CP�������
FRRN���UUU�RCAFAPSLAF�AMK������������CVAJSQGTC�QAPCCL�QFMRQ�?LB�DC?RSPC�
MTCPTGCU�MD�BCJGAGMSQ����NPCTGCU	?AACQQCB�"NPGJ�������
�?LB�RMB?W�@M?QRQ�MTCP
DGTC�KGJJGML�SQCPQ�Wikipedia�Q�T��c%CJGAGMSQ�	UC@QGRC
dFRRN���CL�UGIGNCBG?�MPE�
UGIG�%CJGAGMSQ>���UC@QGRC���	?AACQQCB�+SLC��������
�*R�U?Q�BCQGELCB�RM�@C�?�QGRC
RF?R�UMSJB�FCJN�*LRCPLCR�SQCPQ�MPE?LGXC�MLJGLC�KCBG?�GL�?�OSGAI�C?QW�RM�?AACQQ�?LB
SQCP�DPGCLBJW�DMPK?R��/MU�MULCB�@W�:?FMM��RFC�NPGK?PW�DSLARGML�MD�%CJGAGMSQ�GQ�RM
?JJMU�SQCPQ�RM�QRMPC�?JJ�RFCGP�@MMIK?PIQ�MLJGLC�?LB�RFCL�RM�?AACQQ�RFMQC�@MMIK?PIQ
DPMK�?LW�AMKNSRCP�?LWUFCPC�GL�RFC�UMPJB��$MKN?PCB�RM�MRFCP�QMAG?J�@MMIK?PIGLE
QGRCQ�%CJGAGMSQ�GQ�KMPC�MD�?�AMKKSLGRW�@?QCB�RMMJ�?Q�GR�?JJMUQ�MRFCPQ�RM�QCC�WMSP
@MMIK?PIQ��&QQCLRG?JJW�GR�JCRQ�WMS�GBCLRGDW�MRFCP�NCMNJC�UFMQC�GLRCPCQRQ�?LB
AMLACPLQ�N?P?JJCJ�WMSPQ�?LB�EP?LRQ�WMS�?AACQQ�RM�?JJ�MD�RFCGP�@MMIK?PIQ�?Q�UCJJ�

$FCAI�MSRFRRN���BCJGAGMSQ�AMK�OSGPICK?PICRGLERCVR@MMIRM�QCC�QMKC�MD�RFC�63-Q
UC�RFGLI�?PC�PCJCT?LR�RM�WMSP�C.?PICRGLE�QRSBGCQ�?LB�A?PCCP�

Note

"JCV?�GQ�?�QCPTGAC�RF?R�P?LIQ�RFC�NMNSJ?PGRW�MD�8C@�QGRCQ��*R�GQ�@?QCB�ML�RFC
*LRCPLCR�F?@GRQ�MD�SQCPQ�MD�RFC�"JCV?�RMMJ@?P�?Q�UCJJ�?Q�RFC�2SGPI�4C?PAF4R?RSQ
'GPCDMV�CVRCLQGML�QM�RFCQC�P?LIGLEQ�?PC�@?QCB�ML�?�NCPACLR?EC�MD�RFC�EJM@?J
*LRCPLCR�NMNSJ?RGML�

%GEE�	FRRN���UUU�BGEE�AMK
�.SRG�	FRRN���UUU�KSRG�AM�X?
�?LB�3CBBGR
	FRRN���UUU�PCBBGR�AMK
�?PC�QGRCQ�UFCPC�SQCPQ�QS@KGR�AMLRCLR�RF?R�MRFCP�SQCPQ�A?L
RFCL�TMRC�ML��1MNSJ?PGRW�@?QCB�ML�TMRCQ�KMTCQ�RFC�QS@KGRRCB�AMLRCLR�SN�?LB�BMUL
JGQRQ�RF?R�?PC�?T?GJ?@JC�ML�RFCQC�QGRCQ��4S@KGRRGLE�?LB�TMRGLE�PCOSGPCQ�PCEGQRP?RGML
@SR�RFCPC�?PC�K?LW�NCMNJC�UFM�TGQGR�RFCQC�QGRCQ�RM�ECR�?L�MTCPTGCU�MD�AMLRCLR�RF?R�GQ
cFMR�d�*L�D?AR�GL�J?RC������%GEE�U?Q�?R�����GL�RFC�"JCV?�P?LIGLEQ��"JRFMSEF�GRQ�RP?DDGA
GQ�Q?GB�RM�@C�BCAJGLGLE�GR�GQ�QRGJJ�ECLCP?RGLE�NJCLRW�MD�RP?DDGA�C?AF�B?W�

"NNC?PGLE�ML�RFC�RMN�MD�RFCQC�JGQRQ�ECLCP?RCQ�?�FSEC�GLAPC?QC�GL�RP?DDGA�DMP�AMLRCLR
QGRCQ�QM�KSAF�QM�RF?R�QCPTCPQ�A?L�AP?QF�GD�RFC�JC?N�GL�TGQGRMPQ�GQ�SLCVNCARCB��(CRRGLE
GLRM�RFC�RMN�JGQRGLEQ�GQ�?�NPGXC�CWCB�@W�K?LW�?�K?PICRCP�@SR�?LW�?RRCKNR�RM
K?LGNSJ?RC�JGQRGLEQ�SQS?JJW�@?AIDGPCQ�?LB�A?L�ECLCP?RC�NJCLRW�MD�AMKKSLGRW
@?AIJ?QF�

$F?NRCP���4MAG?J�.CBG?

����)MU�*R�8MPIQ ���

http://delicious.com
http://www.techcrunch.com/2007/09/06/exclusive-screen-shots-and-feature-overview-of-delicious-20-preview
http://www.techcrunch.com/2007/09/06/exclusive-screen-shots-and-feature-overview-of-delicious-20-preview
http://en.wikipedia.org/wiki/Delicious_%28website%29
http://en.wikipedia.org/wiki/Delicious_%28website%29
http://delicious.com/quirkemarketingtextbook
http://www.digg.com
http://www.muti.co.za
http://www.reddit.com


5FC�AMKKSLGRGCQ�?PMSLB�RFCQC�QGRCQ�BGDDCP�BCKMEP?NFGA?JJW�?LB�RFGQ�GQ�PCDJCARCB�GL
RFC�AMLRCLR��'MP�CV?KNJC�%GEE�GQ�RCAFLMJMEW�DMASQCB�UFGJC�3CBBGR�RCLBQ�RM�F?TC
KMPC�ECLCP?J�LCUQ�

4RSK@JC6NML�	FRRN���UUU�QRSK@JCSNML�AMK
�JCRQ�WMS�CVNJMPC�RFC�8C@�RFPMSEF
WMSP�GLRCPCQRQ�@?QCB�ML�FMU�MRFCP�8C@�SQCPQ�R?E�AMLRCLR��6QCPQ�QCJCAR�A?RCEMPGCQ�MD
GLRCPCQR�?LB�@MMIK?PI�63-Q�GL�RFMQC�A?RCEMPGCQ��:MS�A?L�RFCL�AFMMQC�RM�cQRSK@JCd
RFPMSEF�RFC�8C@�SQGLE�RFC�A?RCEMPW�MD�WMSP�AFMGAC��5FC�QCPTGAC�UGJJ�P?LBMKJW�QFMU
WMS�?�8C@�QGRC�RF?R�F?Q�@CCL�QS@KGRRCB�RM�RF?R�A?RCEMPW�

Note

4MKC�*LRCPLCR�AMKKCLR?RMPQ�PCDCP�RM�RFGQtaxonomy � bRFC�A?RCEMPGX?RGML�MD
8C@�AMLRCLR�@?QCB�ML�J?@CJQ�?LB�R?EQ�QSNNJGCB�@W�8C@�SQCPQb?Q�?
folksonomy � b?�U?W�MD�A?RCEMPGXGLE�AMLRCLR�RF?R�RFC�AMKKSLGRW�APC?RCQ�?Q
MNNMQCB�RM�FGCP?PAFGA?J�A?RCEMPGX?RGML�@W�?�ACLRP?J�@MBW�

4RSK@JC6NML�?JJMUQ�SQCPQ�RM�CVNJMPC�RFC�8C@�@?QCB�ML�RFC�R?VMLMKW�?NNJGCB�@W
MRFCP�SQCPQ��*LQRC?B�MD�JMMIGLE�RM�QC?PAF�CLEGLCQ�DMP�PCJCT?LAC�SQCPQ�?PC�GLQRC?B
?NNC?JGLE�RM�RFC�ILMUJCBEC�MD�?�AMKKSLGRW�

5CAFLMP?RG�	FRRN���UUU�RCAFLMP?RG�AMK
�QR?PRCB�JGDC�?Q�?�PC?J�RGKCblog� QC?PAF
CLEGLC�@SR�F?Q�QGLAC�CTMJTCB�RM�GLAMPNMP?RC�MRFCP�DMPKQ�MD�SQCP�ECLCP?RCB�AMLRCLR
GLAJSBGLE�GK?ECQ�?LB�TGBCMQ��"AAMPBGLE�RM�5CAFLMP?RGfQ�8C@�QGRC�5CAFLMP?RG
RP?AICB�MTCP�����KGJJGML�@JMEQ�?LB�����KGJJGML�NGCACQ�MD�R?EECB�QMAG?J�KCBG?�?Q�MD
C?PJW������Wikipedia�Q�T��c5CAFLMP?RGdFRRN���CL�UGIGNCBG?�MPE�UGIG�5CAFLMP?RG
	?AACQQCB�+SLC��������
�*LRCPL?RGML?JJW�GR�GQthe@JME�?EEPCE?RMP�?LB�?L�CQQCLRG?J
RMMJ�DMP�?LWMLC�UFM�MNCP?RCQ�MLJGLC�

5CAFLMP?RGfQ�AMPC�GQ�?�R?E�@?QCB�GLBCV�RF?R�?JJMUQ�SQCPQ�RM�AMLBSAR�QC?PAFCQ�ML
RMNGAQ�RF?R�GLRCPCQR�RFCK��$MLRPG@SRMPQ�?PC�?@JC�RM�R?E�RFCGP�GLBGTGBS?J�NMQRQ�?LB
RFC�@CRRCP�?�NMQR�GQ�R?EECB�RFC�@CRRCP�GRQ�AF?LAC�MD�@CGLE�NGAICB�SN�@W�?�PCJCT?LR
QC?PAF��*LQRC?B�MD�AMLRPG@SRMPQ�@CGLE�QCN?P?RCB�GLRM�A?RCEMPGCQ�RFC�AMLRCLR�MD�C?AF
GLBGTGBS?J�NMQR�GQ�GLBCVCB��5CAFLMP?RG�LMR�MLJW�QC?PAFCQ�RFC�@JMEQ�MD�QS@QAPG@CB
KCK@CPQ�@SR�?JQM�MNCP?RCQ�?Q�?�LMPK?J�QC?PAF�CLEGLC�

5CAFLMP?RG�A?L�?JQM�@C�SQCB�RM�ICCN�R?@Q�ML�*LRCPLCR�@SXX�@MRF�RM�KMLGRMP�MLJGLC
PCNSR?RGML�?LB�RM�QCC�UF?R�RPCLBQ�?PC�CKCPEGLE�

�� $J?QQGDGA?RGML�?LB�BGTGQGML�GLRM
MPBCPCB�A?RCEMPGCQ�SQS?JJW
FGCP?PAFGA?J��*L�QMAG?J�KCBG?
R?VMLMKW�A?L�PCDCP�RM�RFC
A?RCEMPGX?RGML�MD�AMLRCLR�ML
RFC�*LRCPLCR�

�� $?RCEMPGX?RGML�MP�R?VMLMKW
@?QCB�ML�QMAG?J�KCBG?�R?EQ�

�� "�RWNC�MD�8C@�QGRC�RF?R�?JJMUQ
SQCPQ�	@JMEECPQ
�RM�NMQR�CLRPGCQ
ML�BGDDCPCLR�RMNGAQ�?LB�MDRCL
?JJMUQ�PC?BCPQ�RM�AMKKCLR�ML
RFCQC�NMQRQ�

$F?NRCP���4MAG?J�.CBG?

����)MU�*R�8MPIQ ���

http://www.stumbleupon.com
http://www.technorati.com
http://en.wikipedia.org/wiki/Technorati


Bookmarking and Aggregating as Marketing Tools

4CCGLE�FMU�SQCPQ�A?RCEMPGXC�WMSP�AMLRCLR�UGJJ�EGTC�WMS�?L�GBC?�MD�FMU�WMSP�8C@�QGRC
?LB�AMKN?LW�?PC�NCPACGTCB�@W�WMSP�?SBGCLAC��*R�KGEFR�@C�PCK?PI?@JW�BGDDCPCLR
DPMK�FMU�WMS�RFGLI�RFCW�QCC�WMS��-MMI�?R�MRFCP�8C@�QGRCQ�RF?R�?PC�R?EECB�JGIC�WMSPQ�
:MS�KGEFR�DGLB�LCU�AMKNCRGRMPQ�?LB�LCU�GBC?Q�

:MS�A?L�?JQM�SQC�RFCQC�QCPTGACQ�RM�QF?PC�UF?R�MRFCP�63-Q�WMSP�AMKN?LW�DGLBQ
GLRCPCQRGLE��5FGQ�A?L�@C�?�SQCDSJ�PCQMSPAC�RM�?BB�RM�?L�MLJGLC�NPCQQ�PMMK�?Q�UCJJ�?Q�?
SRGJGRW�RF?R�D?L?RGAQ�MD�WMSP�AMKN?LW�UMSJB�ECR�PC?JJW�CVAGRCB�?@MSR�

5M�APC?RClink love � ?LB�RP?DDGA�GLTCQRGE?RC�UF?R�QMPR�MD�AMLRCLR�WMSP�R?PECR
?SBGCLAC�JMTCQ�TMRGLE�DMP�?LB�APC?RC�RF?R�AMLRCLR��"�UMPB�MD�U?PLGLE��LCTCP�QS@KGR
AMLRCLR�?LB�RFCL�TMRC�WMSPQCJD��*RfQ�MLC�QSPCDGPC�U?W�RM�GLASP�RFC�UP?RF�MD�RFCQC
AMKKSLGRGCQ�

0PE?LGA�EPMURF�GQ�RFC�MLJW�U?W�RM�QSAACCB�FCPC��*R�KGEFR�R?IC�RGKC�?Q�WMS�@SGJB�WMSP
PCNSR?RGML�?LB�UMPRF�?KMLE�RFC�AMKKSLGRW�@SR�RFC�CLB�PCQSJR�A?L�@C�TCPW
UMPRFUFGJC��"Q�?�AMLRCLR�NPMTGBCP�K?IC�QSPC�WMS�F?TC�RFC�?NNPMNPG?RC�AFGAIJCRQ
?BBCB�RM�WMSP�AMLRCLR�RM�K?IC�GR�C?QGCP�RM�QF?PC�

Figure 8.2

Chicklets can be standard, like onhttp://www.gottaquirk.comon the left, or adapted, as
http://www.timesonline.co.ukhas done on the right.

KEY TAKEAWAYS

^ #MMIK?PIGLE�QGRCQ�A?L�?JJMU�SQCPQ�RM�QF?PC�AMLRCLR�UGRF�MRFCPQ�
^ 0RFCP�QGRCQ�?JJMU�SQCPQ�RM�QF?PC�AMLRCLR�UGRF�MRFCPQ�UFM�UGJJ�RFCL�TMRC

ML�GR�
^ $FGAIJCRQ�K?IC�GR�C?QW�DMP�SQCPQ�RM�QS@KGR�?LB�QF?PC�?L�?PRGAJC�
^ .?PICRCPQ�A?L�CT?JS?RC�R?EECB�N?ECQ�RM�QCC�UFM�GQ�Q?TGLE�WMSP�AMLRCLR�

:MS�K?W�@C�QSPNPGQCB�RM�JC?PL�UFM�GQ�GLRCPCQRCB�GL�WMS�

�� 1MQRGLE�?�JGLI�RM�QGRCQ�MP�@JMEQ
SQS?JJW�SLQMJGAGRCB�RF?R�WMS
CLHMW�?BKGPC�MP�DGLB�SQCDSJ�

$F?NRCP���4MAG?J�.CBG?

����)MU�*R�8MPIQ ���

http://www.gottaquirk.com
http://www.timesonline.co.uk


EXERCISES

�� 7GQGRFRRN���UUU�RGKCQMLJGLC�AM�SI��-GQR�RFC�U?WQ�RF?R�RFGQ�NPGLR
NS@JGA?RGML�GQ�CK@P?AGLE�QMAG?J�KCBG?�

�� 7GQGR�%GEE�MP�3CBBGR��4C?PAF�DMP�GLDMPK?RGML�ML�MLC�MD�WMSP�D?TMPGRC
@P?LBQ��4CC�UF?R�F?Q�@CCL�R?EECB��8F?R�BGB�WMS�DGLB �8CPC�WMS
QSPNPGQCB�?R�UF?R�WMS�DMSLB 

$F?NRCP���4MAG?J�.CBG?

����)MU�*R�8MPIQ ���

http://www.timesonline.co.uk


8.3 Content Sharing: Create and Share

LEARNING OBJECTIVE

�� -C?PL�FMU�APC?RGLE�AMLRCLR�?LB�QF?PGLE�AMLRCLR�UMPI�RMECRFCP�

:MS5S@C�	FRRN���UUU�WMSRS@C�AMK
�K?W�@C�RFC�DGPQR�AMLRCLR�QF?PGLE�QGRC�RF?R
AMKCQ�RM�KGLB�@SR�SQCPQ�QF?PC�GK?ECQ�?SBGM�?LB�GLDMPK?RGML�?Q�UCJJ�?Q�TGBCM��*D�GR
A?L�@C�APC?RCB�RFCL�GR�A?L�@C�QF?PCB��5FCPC�?PC�K?LW�QGRCQ�RF?R�D?AGJGR?RC�DPCC
QF?PGLE�MD�TGBCMQ�GK?ECQ�?LB�?SBGM�?LB�RFCW�?PC�CVACNRGML?JJW�NMNSJ?P��'PMK
'JGAIP�RM�:MS5S@C�RFCW�F?TC�?JJ�R?NNCB�GLRM�RFC�D?AR�RF?R�UC�JMTC�RM�APC?RC�AMLRCLR
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Figure 8.3BMW South
AfricaÕs YouTube Success

Source: Used by permission from
BMW South Africa.
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Knowledge Sharing: The Wiki

)MU?PB�(��c8?PBd�$SLLGLEF?K�NGMLCCP�MD�RFCwiki � �@CE?L�NPMEP?KKGLE�RFC
8GIG8GIG8C@�QMDRU?PC�GL������?LB�GLQR?JJCB�GR�ML�RFC�8C@�QGRC�MD�FGQ�QMDRU?PC
AMLQSJR?LAW�GL�������#?AI�RFCL�FC�BCQAPG@CB�?�UGIG�?Q�cRFC�QGKNJCQR�MLJGLC�B?R?@?QC
RF?R�AMSJB�NMQQG@JW�UMPI�dc8F?R�*Q�8GIGd�8GIG�+SLC��������FRRN���UGIG�MPE�
UGIG�AEG 8F?R*Q8GIG	?AACQQCB�+SLC��������
�5FGPRCCL�WC?PQ�J?RCP�RFGQ�GQ�NPM@?@JW
QRGJJ�RFC�KMQR�?AASP?RC�BCQAPGNRGML�

�� "�QGKNJC�8C@�QGRC�RF?R�A?L�@C
CBGRCB�GL�PC?J�RGKC�@W�?�LSK@CP
MD�SQCPQ�

$F?NRCP���4MAG?J�.CBG?

����$MLRCLR�4F?PGLE��$PC?RC�?LB�4F?PC ���

http://www.zdnet.com/news/youtubes-bowiechick-and-the-spiders-from-marketing/147526
http://www.zdnet.com/news/youtubes-bowiechick-and-the-spiders-from-marketing/147526
http://www.ted.com
http://wiki.org/wiki.cgi?WhatIsWiki
http://wiki.org/wiki.cgi?WhatIsWiki


Note

c8GIG�UGIGd�KC?LQ�cP?NGBJWd�GL�RFC�)?U?GG?L�J?LES?EC�

&QQCLRG?JJW�?�UGIG�GQ�?�NGCAC�MD�QMDRU?PC�RF?R�SQCPQ�A?L�APC?RC�?LB�CBGR�MLJGLC�SQGLE
QGKNJC�K?PISN�J?LES?EC�TG?�?�8C@�@PMUQCP��5FCW�QSNNMPR�FWNCPJGLIQ�?LB�F?TC�?
QGKNJC�RCVR�QWLR?V�DMP�APC?RGLE�LCU�N?ECQ�?LB�JGLIQ�@CRUCCL�GLRCPL?J�N?ECQ��*L�GRQ
KMQR�@?QGA�DMPK�?�UGIG�GQ�?�8C@�QGRC�RF?R�QSNNMPRQ�SQCP�AMJJ?@MP?RGML�RFPMSEF�?
T?PGCRW�MD�DSLARGMLQ�

5FCPC�?PC�LSKCPMSQ�RWNCQ�MD�UGIG�QMDRU?PC�?T?GJ?@JC�RF?R�QF?PC�RFC�DMJJMUGLE
AF?P?ARCPGQRGAQ�

^ Create and update documents��8GIG�SQCPQ�F?TC�RFC�?@GJGRW�RM�APC?RC
?LB�SNB?RC�BMASKCLRQ�C?QGJW�

^ Review versions��.MQR�UGIGQ�QRMPC�C?AF�TCPQGML�MD�?�BMASKCLR��5FGQ
DSLARGML?JGRW�K?ICQ�GR�C?QW�DMP�SQCPQ�RM�TGCU�RFC�T?PGMSQ�KMBGDGA?RGMLQ
RF?R�?�BMASKCLR�F?Q�SLBCPEMLC�MTCP�RGKC�

^ Build community-oriented tools ��.MQR�UGIGQ�NPMTGBC�SQCPQ�UGRF�?L
?@GJGRW�RM�CLE?EC�GL�QMKC�DMPK�MD�BGQASQQGML�?@MSR�RFC�BMASKCLRQ�ML
UFGAF�RFCW�?PC�AMJJ?@MP?RGLE�

8GIGQ�A?L�@C�MNCL�RM�?JJ�QSAF�?Q�8GIGNCBG?�	FRRN���UUU�UGIGNCBG?�MPE
�?LB
8GIGRP?TCJ�	FRRN���UUU�UGIGRP?TCJ�MPE
��RFCW�A?L�@C�MNCL�RM�MP�?GKCB�?R�ACPR?GL
AMKKSLGRGCQ�MLJW�QSAF�?Q�(CCI�%GLLCP�?RRCLBCCQ�	FRRN���ECCIBGLLCP�N@UGIG�AMK
�
MP�RFCW�A?L�@C�NPGT?RC�?LB�MNCL�MLJW�RM�GLBGTGBS?JQ�UGRFGL�?L�MPE?LGX?RGML��*LRCPL?J
UGIGQ�?PC�CVACNRGML?JJW�SQCDSJ�DMP�APC?RGLE�ILMUJCBEC�@?QCQ�UGRFGL�MPE?LGX?RGMLQ
?LB�AMKN?LGCQ�

Note

*D�WMSfB�JGIC�RM�RPW�MSR�QCRRGLE�SN�WMSP�MUL�UGIGFRRN���UUU�N@UGIG�AMK
NPMTGBCQ�DPCC�UGIGQ�?LB�F?Q�?�FMQR�MD�DC?RSPCQ�

$F?NRCP���4MAG?J�.CBG?

����$MLRCLR�4F?PGLE��$PC?RC�?LB�4F?PC ���

http://www.wikipedia.org
http://www.wikitravel.org
http://geekdinner.pbwiki.com
http://www.pbwiki.com


Figure 8.4

A wiki can be edited by anyone who can access it.

Wikipedia: The Most Famous Wiki of All
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.MQR�MD�RFC�QGRCQ�F?TC�PC?JJW�QGKNJC�QWLBGA?RGML�	344
�DCCBQ�?T?GJ?@JC�UFCPC
K?PICRCPQ�A?L�ICCN�?�R?@�ML�KCLRGMLQ�MD�RFCGP�@P?LB�

5FCQC�QGRCQ�?LB�QCPTGACQ�?JJMU�K?PICRCPQ�RFC�MNNMPRSLGRW�RM�A?NGR?JGXC�ML�RFC
APC?RGTGRW�MD�RFCGP�AMLQSKCPQ�RM�DSPRFCP�?KNJGDW�RFCGP�@P?LB��#W�K?IGLE�AMLRCLR
C?QGJW�?T?GJ?@JC�?LB�PCKMTGLE�PCQRPGARGMLQ�ML�SQC�MD�RF?R�AMLRCLR�AMKN?LGCQ�A?L
LSPRSPC�APC?RGTC�GLRCP?ARGMLQ�RF?R�?PC�JGICJW�RM�QNPC?B�

8GIGQ�A?L�@C�SQCB�UFCL�APC?RGLE�?L�CTCLR�UGRF�?�LCRUMPI��&LAMSP?EGLE�SQCPQ�RM
GLRCP?AR�?JJMUQ�RFCK�EPC?RCP�AMLLCARGML�?LB�MULCPQFGN�MD�RFC�MSRAMKC�?LB
NPMTGBCQ�?�KC?LQ�DMP�MLEMGLE�AMKKSLGA?RGML�

$F?NRCP���4MAG?J�.CBG?

����$MLRCLR�4F?PGLE��$PC?RC�?LB�4F?PC ���



KEY TAKEAWAYS

^ .?PICRCPQ�NJ?AC�RFCGP�?BQ�ML�:MS5S@C�ILMUGLE�RF?R�GD�GR�GQ�EMMB�SQCPQ
UGJJ�AFMMQC�RM�U?RAF�GR�

^ 8GIGNCBG?�A?L�@C�?�SQCDSJ�PCQC?PAF�RMMJ�DMP�@P?LBQ��*R�A?L�?JQM�@C�?�U?W
DMP�?�AMKN?LW�RM�@C�PC?AF?@JC�@CA?SQC�?�JGLI�DPMK�?�PCQC?PAF�8C@�QGRC
A?L�@C�TCPW�RP?DDGA�?LB�PCNSR?RGML�UMPRFW�

^ $MKN?LGCQ�QFMSJB�ILMU�UF?R�GQ�@CGLE�Q?GB�?@MSR�RFCK�ML�8GIGNCBG?��*D
GR�GQ�LCE?RGTC�RFCW�QFMSJB�K?IC�RP?LQN?PCLR�CDDMPRQ�RM�AMPPCAR�RFC
GLDMPK?RGML�

^ $MLRCLR�QF?PGLE�QGRCQ�MD�?JJ�RWNCQ�NPMTGBC�K?PICRCPQ�UGRF�?�QL?NQFMR�MD
FMU�SQCPQ�GLRCP?AR�UGRF�?LB�NCPACGTC�RFCGP�@P?LB�

EXERCISES

�� 7GQGRFRRN���UUU�UGIGNCBG?�AMK��$FCAI�RM�QCC�GD�MLC�MD�WMSP�D?TMPGRC
@P?LBQ�F?Q�?�NPCQCLAC�ML�RFC�QGRC��8F?R�M@QCPT?RGMLQ�A?L�WMS�K?IC
?@MSR�RFC�CLRPW�MP�CLRPGCQ 

�� 7GQGR�MLC�MD�WMSP�D?TMPGRC�AMLRCLR�APC?RGLE�?LB��QF?PGLE�QGRCQ��5PW�RM
GBCLRGDW�FMU�?�@P?LB�SQCQ�RF?R�QGRC��(GTC�QMKC�CV?KNJCQ�

$F?NRCP���4MAG?J�.CBG?

����$MLRCLR�4F?PGLE��$PC?RC�?LB�4F?PC ���
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8.4 Crowdsourcing: Unleashing the Power of the Online Community

LEARNING OBJECTIVES

�� -C?PL�FMU�RM�SQC�RFC�MLJGLC�AMKKSLGRW�GL�C.?PICRGLE�CDDMPRQ�
�� -C?PL�UFCL�GR�GQ�?NNPMNPG?RC�DMP�K?PICRCPQ�RM�SQC�APMUBQMSPAGLE�

"�RCPK�DGPQR�SQCB�GLWiredK?E?XGLC�@?AI�GL�����crowdsourcing �� F?Q�@CAMKC�?
NMUCPDSJ�?LB�AMQR�CDDCARGTC�KCRFMB�MD�?AFGCTGLE�@SQGLCQQ�EM?JQ�RFPMSEF�RFC�SQC�MD
RFC�K?QQCQ��4GKNJW�NSR�@SQGLCQQ�?LB�AMPNMP?RGMLQ�GLTGRC�RFC�NS@JGA�RM�QS@KGR�GBC?Q
?LB�GLLMT?RGMLQ�DMP�LCU�?LB�CVGQRGLE�NPMBSARQ�GL�CVAF?LEC�DMP�?�MLC�MDD�MP�?�QK?JJ
NCPACLR?EC�MD�DSRSPC�PMW?JRGCQ�

4MAG?J�KCBG?�F?TC�QNSPPCB�ML�RFGQ�GLLMT?RGML�?LB�F?TC�?JJMUCB�RFC�@SQGLCQQ�UMPJB
RM�R?N�GLRM�RFC�AMLQSKCP�NQWAFC�UGRF�JGRRJC�DGL?LAG?J�MSRJ?W�

*BC?�#MSLRW�	FRRN���UUU�GBC?@MSLRW�AMK
�GQ�?�NCPDCAR�CV?KNJC�MD
APMUBQMSPAGLE�GL�?ARGML�SRGJGXGLE�?�NMRCLRG?JJW�K?QQGTC�MLJGLC�EJM@?J�RFGLI
R?LI�GL�MPBCP�RM�AMKC�SN�UGRF�GLLMT?RGTC�GBC?Q�?AAMPBGLE�RM�@PGCDQ�QS@KGRRCB�@W
@P?LBQ�RF?R�PCEGQRCP�ML�RFC�QGRC�

Connecting: Social Networking

4MAG?J�LCRUMPIGLE�PCDCPQ�RM�RFC�DMPKGLE�?LB�QS@QR?LRG?RGLE�MD�MLJGLC�QMAG?J
LCRUMPIQ�DMP�AMKKSLGRGCQ�MD�NCMNJC��5FC�AMKKSLGRGCQ�?PC�NCMNJC�UFM�QF?PC
GLRCPCQRQ�?LB�?ARGTGRGCQ�MP�?PC�GLRCPCQRCB�GL�CVNJMPGLE�RFC�GLRCPCQRQ�?LB�?ARGTGRGCQ�MD
MRFCPQ��5FC�@SGJBGLE�MD�RFCQC�QMAG?J�LCRUMPIQ�PCOSGPCQ�RFC�SQC�MD�QMDRU?PC��4MAG?J
LCRUMPIGLE�GQ�?JJ�?@MSR�SQGLE�RFC�RMMJQ�MD�RFC�*LRCPLCR�RM�AMLLCAR�?LB�@SGJB
PCJ?RGMLQFGNQ�UGRF�MRFCPQ��4MAG?J�LCRUMPIGLE�QGRCQ�QSAF�?Q�'?AC@MMI
	FRRN���UUU�D?AC@MMI�AMK
�.W4N?AC�	FRRN���UUU�KWQN?AC�AMK
�?LB�-GLICB*L
	FRRN���UUU�JGLICBGL�AMK
�?JJMU�SQCPQ�RM�APC?RC�NCPQML?J�NPMDGJCQ�?LB�RFCL�GLRCP?AR
UGRF�RFCGP�AMLLCARGMLQ�RFPMSEF�QF?PGLE�KCBG?�QCLBGLE�KCQQ?ECQ�?LB�@JMEEGLE�
4MAG?J�LCRUMPIGLE�QGRCQ�LMR�MLJW�?JJMU�WMS�RM�GLRCP?AR�UGRF�RFC�KCK@CPQ�MD�WMSP
MUL�TGPRS?J�3MJMBCV�@SR�?JQM�?JJMU�WMS�RM�CVRCLB�@CWMLB�WMSP�NCPQML?J�LCRUMPI���� )?PLCQQGLE�RFC�QIGJJQ�R?JCLRQ

?LB�GBC?Q�MD�?�@PM?BCP
AMKKSLGRW�SQS?JJW�RFPMSEF
QMAG?J�KCBG?�

$F?NRCP���4MAG?J�.CBG?

���

http://www.ideabounty.com
http://www.facebook.com
http://www.myspace.com
http://www.linkedin.com


4MAG?J�LCRUMPIQ�F?TC�APC?RCB�LCU�KC?LGLE�DMP�RFC�RCPK�cDPGCLBd�?Q�K?LW
AMLLCARGMLQ�CVGQR�QMJCJW�MLJGLC��*L�RFC�PC?JK�MD�QMAG?J�LCRUMPIGLE�GR�GQ�SLLCACQQ?PW
RM�F?TC�KCR�QMKCMLC�GL�MPBCP�RM�AMLLCAR�UGRF�RFCK��1CPQML?J�NPMDGJC�N?ECQ�PCKMTC
KSAF�MD�RFC�?LMLWKGRW�MD�RFC�*LRCPLCR��6QCPQ�MD�QMAG?J�LCRUMPIQ�PCTC?J�?�EPC?R�BC?J
MD�GLDMPK?RGML�?@MSR�RFCKQCJTCQ�DPMK�@?QGA�BCKMEP?NFGAQ�QSAF�?Q�?EC�ECLBCP�?LB
JMA?RGML�RM�LS?LACB�?LB�BCR?GJCB�JGQRQ�MD�JGICQ�?LB�BGQJGICQ��"JRFMSEF�CVNJGAGRJW
K?BC�ILMUL�RM�?�SQCPfQ�AMLLCARGMLQ�SQCPQ�?PC�?JQM�BGTSJEGLE�RFGQ�GLDMPK?RGML�RM
RFC�LCRUMPIQ�?LB�FCLAC�RM�RFC�LCRUMPIQf�?BTCPRGQCPQ��6QCPQ�RCLB�LMR�RM�@C�?U?PC�MD
RFC�B?R?�RF?R�?PC�?K?QQGLE�PCE?PBGLE�RFCGP�MLJGLC�NPMDGJCQ�?LB�GR�R?ICQ�DC?RSPCQ�QSAF
?Q�'?AC@MMIfQ�#C?AML�RM�PCTC?J�HSQR�FMU�KSAF�GLDMPK?RGML�SQCPQ�?PC�K?IGLE
?T?GJ?@JC�

*L������'?AC@MMI�J?SLAFCB�#C?AML�?�QCPTGAC�RF?R�QF?PCB�?�NCPQMLfQ�MLJGLC�
NSPAF?QC�?ARGTGRGCQ�ML�QCJCAR�8C@�QGRCQ�UGRF�RFCGP�JGQR�MD�'?AC@MMI�DPGCLBQ�?LB
UGRF�'?AC@MMI��5FGQ�A?SQCB�?L�MSRAPW�?Q�'?AC@MMI�SQCPQ�BGB�LMR�U?LR�RM�F?TC
DPCCJW�?T?GJ?@JC�RFC�JGQR�MD�NSPAF?QCQ�RF?R�RFCW�F?B�K?BC��'?AC@MMI�OSGAIJW
?KCLBCB�RFC�U?W�#C?AML�UMPIQ�@SR�RFC�D?AR�PCK?GLQ�RF?R�GR�GQ�?@JC�RM�AMJJCAR
RFCQC�B?R?�?@MSR�GRQ�SQCPQ�

4MAG?J�LCRUMPIQ�A?L�@C�ECLCP?J�QSAF�?Q�'?AC@MMI�MP�LGAFC�QSAF�?Q�-GLICB*L
	FRRN���UUU�JGLICBGL�AMK
�MP�%MNNJP�	FRRN���UUU�BMNNJP�AMK
��-GLICB*L�GQ�?
LCRUMPI�DMP�NPMDCQQGML?JQ��.CK@CPQ�AMLLCAR�RM�MRFCPQ�RF?R�RFCW�ILMU
NPMDCQQGML?JJW�?LB�?PC�?@JC�RM�PCAMKKCLB�KCK@CPQ�RF?R�RFCW�F?TC�UMPICB�UGRF�
%MNNJP�GQ�?�QMAG?J�LCRUMPI�DMP�DPCOSCLR�RP?TCJCPQ��.CK@CPQ�A?L�QF?PC�RFCGP�RPGNQ�?LB
K?IC�NJ?LQ�RM�KCCR�SN�UFCL�QAFCBSJCQ�MTCPJ?N�

)MU�GQ�QMKCMLCfQ�'?AC@MMI�NPMDGJC�JGICJW�RM�BGDDCP�DPMK�FGQ�MP�FCP�-GLICB*L
NPMDGJC 

.?LW�QMAG?J�LCRUMPIQ�GLAJSBGLE�'?AC@MMI�0PISR�	FRRN���UUU�MPISR�AMK
�?LB

.W4N?AC�F?TC�MNCLCB�SN�RFCGP�NJ?RDMPK�RM�MSRQGBC�BCTCJMNCPQ�?JJMUGLE�RFC
BCTCJMNKCLR�MD�?NNJGA?RGMLQ�DMP�RFC�KCK@CPQ�MD�RFC�QMAG?J�LCRUMPIQ��(CLCP?JJW�SQC
MD�?L�?NNJGA?RGML�PCOSGPCQ�?�KCK@CP�RM�?JJMU�RFC�?NNJGA?RGML�BCTCJMNCP�?AACQQ�RM
RFCGP�NCPQML?J�GLDMPK?RGML�

$F?NRCP���4MAG?J�.CBG?

����$PMUBQMSPAGLE��6LJC?QFGLE�RFC�1MUCP�MD�RFC�0LJGLC�$MKKSLGRW ���

http://www.linkedin.com
http://www.dopplr.com
http://www.orkut.com


Social Networking as a Marketing Tool

4MAG?J�LCRUMPIQ�DPCC�DMP�RFCGP�KCK@CPQ�RCLB�RM�PCJW�ML�?BTCPRGQGLE�DMP�RFCGP
PCTCLSC��#CA?SQC�MD�BCKMEP?NFGA�GLDMPK?RGML�AMJJCARCB�@W�RFC�QMAG?J�LCRUMPIQ
?BTCPRGQCPQ�?PC�?@JC�RM�R?PECR�RFCGP�?BTCPRGQCKCLRQ�RM�?�N?PRGASJ?P�?SBGCLAC�

+SQR�@CA?SQC�GR�GQ�?�QMAG?J�LCRUMPI�BMCQ�LMR�KC?L�GR�GQ�RFC�PGEFR�NJ?AC�DMP�CTCPW
AMKN?LW�RM�@C�K?PICRGLE�GL��'GPQR�BCRCPKGLC�GD�WMSP�R?PECR�K?PICR�GQ�SQGLE�RFC
QMAG?J�LCRUMPI�?LB�RFCL�BCRCPKGLC�GD�GR�GQ�RFC�PGEFR�NJ?AC�RM�@C�K?PICRGLE�RM
RFCK�

"NNJGA?RGMLQ�?PC�?LMRFCP�U?W�RM�K?PICR�NPMBSARQ��$PC?RGLE�?�SQCDSJ�?NNJGA?RGML�RF?R
GQ�PCJCT?LR�RM�?�NPMBSAR�A?L�CVNMQC�?�UFMJC�LCU�?SBGCLAC�RM�?�AMKN?LWfQ�MDDCPGLE�?Q
UCJJ�?Q�?JJMU�RFC�AMKN?LW�RM�AMJJCAR�BCR?GJCB�GLDMPK?RGML�ML�RFCGP�SQCPQ��)MUCTCP
?JRFMSEF�'?AC@MMI�?NNJGA?RGMLQ�UCPC�RFC�@GE�K?PICRGLE�QRMPW�MD������RFCPC�?PC�DCU
QSAACQQ�QRMPGCQ�RM�CKCPEC�DPMK�RFC�@SXX��*R�GQ�TCPW�KSAF�?�BCTCJMNGLE�K?PICR�

1PMDGJCQ�?PC�LMR�JGKGRCB�RM�NCMNJC��#?LBQ�DMP�CV?KNJC�F?TC�DMSLB�GKKCLQC�QSAACQQ
APC?RGLE�.W4N?AC�NPMDGJCQ�?LB�SQGLE�RFC�NPMDGJCQ�?Q�?�KC?LQ�MD�AMLLCARGLE�UGRF
RFCGP�ASPPCLR�?LB�NMRCLRG?J�D?L�@?QC�

'?AC@MMI�N?ECQ�NPMTGBC�?�TCLSC�DMP�?L�MLJGLC�NPCQCLAC�DMP�EPMSNQ�MPE?LGX?RGMLQ
?LB�QK?JJ�@SQGLCQQCQ��2SGPI�C.?PICRGLE�F?Q�?�N?EC�?RFRRN���UUU�D?AC@MMI�AMK�
2SGPI�C.?PICRGLE�

.?PICRCPQ�A?L�?JQM�SQC�QMAG?J�LCRUMPIQ�RM�GBCLRGDW�FMU�SQCPQ�?PC�NCPACGTGLE�MP
GLRCP?ARGLE�UGRF�RFCGP�@P?LB�?LB�MNCL�SN�LCU�?TCLSCQ�MD�AMKKSLGA?RGML�UGRF
RFCK��'MP�CV?KNJC�GD�WMS�?PC�K?PICRGLE�?�@?P�JMMI�RM�QCC�FMU�K?LW�NCMNJC�?PC
SQGLE�?�QMAG?J�LCRUMPI�RM�MPE?LGXC�CTCLRQ�?R�WMSP�@?P��'GLB�?�U?W�MD�PCU?PBGLE�RFMQC
UFM�?PC�@PGLEGLE�WMS�CVRP?�ASQRMKCPQ�

4MAG?J�LCRUMPIQ�?PC�?JQM�?L�?TCLSC�DMP�KCK@CPQ�RM�TMGAC�DPSQRP?RGMLQ�?LB
?LLMW?LACQ�?LB�RFCQC�QFMSJB�@C�AJMQCJW�U?RAFCB�@W�K?PICRCPQ�RM�E?SEC�QCLRGKCLR�

$F?NRCP���4MAG?J�.CBG?
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KEY TAKEAWAYS

^ 4MAG?J�KCBG?�F?TC�?JJMUCB�RFC�@SQGLCQQ�UMPJB�RM�R?N�GLRM�RFC�AMLQSKCP
NQWAFC�UGRF�JGRRJC�DGL?LAG?J�MSRJ?W�

^ 4MAG?J�LCRUMPIGLE�QGRCQ�?JJMU�SQCPQ�RM�LMR�MLJW�APC?RC�NCPQML?J�NPMDGJCQ
?LB�RFCL�GLRCP?AR�UGRF�RFMQC�RFCW�?JPC?BW�ILMU�@SR�?JQM�CVRCLB�@CWMLB
RFCGP�NCPQML?J�LCRUMPI�

EXERCISES

�� 'GLB�?L�CV?KNJC�MD�FMU�?�@P?LB�SQCQ�?�QMAG?J�LCRUMPIGLE�N?EC�QSAF�?Q
'?AC@MMI�MP�.W4N?AC��$MKN?PC�GR�RM�?L�GLBGTGBS?J�SQCPfQ�NPMDGJC��8F?R
AMKN?PGQMLQ�A?L�WMS�K?IC 

�� 5FGLI�MD�FMU�RFCQC�BGDDCPCLR�RWNCQ�MD�AMKN?LGCQ�K?W�SQC�QMAG?J
LCRUMPIGLE��"�LMLNPMDGR �"�PCQR?SP?LR �"L�?SRMK?ICP 

$F?NRCP���4MAG?J�.CBG?
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8.5 Creating Content and Opinion: Blogging and Podcasting

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�AMLRCLR�APC?RGML�?LB�MNGLGML�?PC�GKNMPR?LR�RM�QMAG?J
KCBG?�

&TCPWMLC�F?Q�?L�MNGLGML�?LB�RFC�*LRCPLCR�?JJMUQ�DMP�CTCPWMLC�RM�QF?PC�RFCGP
MNGLGML��#JMEQ�?LB�NMBA?QRQ�F?TC�CKCPECB�?Q�QMAG?J�KCBG?�RF?R�?PC�@CGLE�CK@P?ACB
?APMQQ�RFC�*LRCPLCR�NMNSJ?RGML�

Blogging

"�@JME�GQ�?�8C@�QGRC�UFCPC�CLRPGCQ�	@JME�NMQRQ
�?PC�RWNGA?JJW�BGQNJ?WCB�GL�PCTCPQC
AFPMLMJMEGA?J�MPBCP��5CAFLMP?RG�?�@JME�?LB�QMAG?J�KCBG?aRP?AIGLE�CLEGLC�BCDGLCQ�?
@JME�?Q�?�cPCESJ?PJW�SNB?RCB�HMSPL?J�NS@JGQFCB�ML�RFC�UC@�d5F?B�.A*JPMW�c5FC
'SRSPC�MD�#JMEQd�5FC�'SRSPC�MD�1S@JGQFGLE�+SLC��������
FRRN���UUU�RFCDSRSPCMDNS@JGQFGLE�AMK�GLBSQRPGCQ�RFC>DSRSPC>MD>@JMEQ�FRKJ
	?AACQQCB�+SLC��������
�#JMEQ�SQS?JJW�?JJMU�DMP�AMKKCLRQ�ML�@JME�NMQRQ��"�RWNGA?J
@JME�UGJJ�DC?RSPC�RCVR�GK?ECQ�?LB�JGLIQ�RM�MRFCP�@JMEQ�?LB�8C@�QGRCQ�PCJ?RCB�RM�RFC
RMNGA�MD�RFC�@JME��#JMEQ�P?LEC�DPMK�RFC�NCPQML?J�RM�RFC�NMJGRGA?J�?LB�CTCPWRFGLE�GL
@CRUCCL��5FCW�A?L�@C�UPGRRCL�@W�MLC�NCPQML�MP�@W�?�EPMSN�MD�NCMNJC��4MKC�?PC
?GKCB�?R�RFC�@JMEECPfQ�GKKCBG?RC�D?KGJW�?LB�DPGCLBQ�?LB�MRFCPQ�PGT?J�JC?BGLE
LCUQN?NCPQ�GL�RCPKQ�MD�PC?AF�?LB�PC?BCPQFGN��#JMEQ�?PC�KMQRJW�RCVRS?J�@SR�A?L�@C
AMKNMQCB�QMJCJW�MD�GK?ECQ�TGBCMQ�?SBGM�MP�?LW�AMK@GL?RGML�MD�RFCQC�

"AAMPBGLE�RM�5CAFLMP?RG�B?R?�RFCPC�?PC�MTCP��������LCU�@JMEQ�APC?RCB�?LB�MTCP����
KGJJGML�NMQRQ�SNB?RCB�CTCPW�B?W�	MTCP�CGEFRCCL�SNB?RCQ�?�QCAMLB
��5F?RfQ�?�JMR�

5FC�NMUCP�MD�@JMEQ�GQ�RF?R�RFCW�?JJMU�?LWMLC�RM�NS@JGQF�?LB�QF?PC�GBC?Q�?LB�?LWMLC
A?L�PC?B�?LB�PCQNMLB�RM�RFCQC��5FCW�F?TC�EGTCL�AMLQSKCPQ�?LB�AMKN?LGCQ�?�TMGAC
?LB�@JMEEGLE�F?Q�MNCLCB�SN�?�UMPJB�MD�GLDMPK?RGML�QF?PGLE�NMQQG@GJGRGCQ�

5FC�@?QGA�CJCKCLRQ�MD�?�@JME�NMQR�?PC�RFC�DMJJMUGLE�

^ Author ��5FC�NCPQML�UFM�UPMRC�RFC�@JME�NMQR�
^ Blog-post title ��5FC�RGRJC�MD�RFC�@JME�NMQR�UFGAF�GQ�SQS?JJW�SQCB�RM

APC?RC�?�SLGOSC�63-�MPpermalink �� �DMP�RFC�@JME�NMQR�

��� "�SLGOSC�63-�RF?R�NMGLRQ�RM�RFC
NCPK?LCLR�JMA?RGML�MD�?�QGLEJC
@JME�NMQR�?LB�GRQ�?QQMAG?RCB
AMKKCLRQ�?LB�5P?AI#?AIQ�

$F?NRCP���4MAG?J�.CBG?
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^ Tag��5FC�A?RCEMPGCQ�SQCB�RM�BCQAPG@C�RFC�@JME�NMQR�?LB�?GB�QCPTGACQ
QSAF�?Q�5CAFLMP?RG�GL�A?RCEMPGXGLE�@JME�NMQRQ�

^ Comment��$MKKCLRQ�JCDR�@W�PC?BCPQ�MD�RFC�@JME�RF?R�?PC�QFMUL�UGRF
RFC�@JME�NMQR�

^ TrackBack��"�LMRGDGA?RGML�MD�MRFCP�@JMEQ�JGLIGLE�RM�?�NMQR�MDRCL
BGQNJ?WCB�@CJMU�RFC�@JME�NMQR�

4MKC�MRFCP�CJCKCLRQ�MD�?�@JME�GLAJSBC�RFC�DMJJMUGLE�

^ RSS feed��"�U?W�DMP�PC?BCPQ�RM�QS@QAPG@C�C?QGJW�RM�RFC�@JME�
^ Categories��#JME�NMQRQ�A?L�@C�EPMSNCB�GLRM�A?RCEMPGCQ�@W�RFCGP�RMNGA�
^ Blogroll ��"�AMJJCARGML�MD�JGLIQ�RM�MRFCP�@JMEQ�MP�8C@�QGRCQ�AMKKMLJW

PC?B�MP�SQCB�@W�RFC�@JMEECP�
^ Archives��1PCTGMSQ�NMQRQ�RF?R�PCK?GL�?T?GJ?@JC�DMP�TGQGRMPQ�RM�QC?PAF
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Figure 8.5A Twitter Feed Appearing athttp://www.twitter.com/robstokes

Blogs as a Marketing Tool: Listen and Engage
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"PRGAJC�������?QNV	?AACQQCB�+SLC��������
��ce1MBA?QRf�*Q�RFC�8MPB�MD�RFC�:C?Pd
0VDMPB�6LGTCPQGRW�1PCQQ�����FRRN���UUU�MSN�AMK�SQ�@PMAFSPC�
/0"%>NMBA?QR� TGCU�SQ?	?AACQQCB�+SLC��������
�1MBA?QRQ�QR?PRCB�?Q�?SBGM�@JMEQ�
1CMNJC�RFCL�DGESPCB�MSR�?�U?W�MD�BGQRPG@SRGLE�RFCK�SQGLE�RFC�Q?KC�344�DCCBQ�RF?R
UCPC�@CGLE�SQCB�RM�BGQRPG@SRC�@JME�NMQR�GLDMPK?RGML��*R�U?Q�RFCL�NMQQG@JC�RM
QS@QAPG@C�RM�?�NMBA?QR�?Q�MLC�UMSJB�?�@JME��4SBBCLJW�WMS�AMSJB�JGQRCL�RM�?�UFMJC
P?LEC�MD�NPMEP?KQ�?LB�TMGACQ�UFCLCTCP�?LB�UFCPCTCP�WMS�U?LRCB��*R�U?Q�P?BGM
UGRFMSR�?�QR?RGML�RCJJGLE�UF?R�WMS�AMSJB�FC?P�?LB�UFCL��+SQR�?Q�@JMEQ�F?TC�?JJMUCB
NCMNJC�RM�@CAMKC�UPGRCPQ�UGRFMSR�F?TGLE�RM�BC?J�UGRF�?�KCBG?�AF?LLCJ�AMLRPMJJCB
@W�QMKCMLC�CJQC�NMBA?QRGLE�F?Q�?JJMUCB�?LWMLC�UFM�D?LAGCQ�GR�RM�@CAMKC�?
@PM?BA?QRCP�

8GRF�RFC�PGEFR�IGLB�MD�cNMBA?RAFGLEd�QMDRU?PC�ML�WMSP�AMKNSRCP�RFC�J?RCQR�CBGRGML
MD�?LW�NMBA?QR�WMS�QS@QAPG@C�RM�GQ�?SRMK?RGA?JJW�BMULJM?BCB�CTCPW�RGKC�WMS�JME�ML�
.MQR�NCMNJC�SQC�G5SLCQ��(M�RMFRRN���UUU�?NNJC�AMK�GRSLCQ�QRMPCDMP�KMPC
GLDMPK?RGML�ML�NMBA?QRGLE�?LB�?�FSEC�JGQR�MD�?T?GJ?@JC�NMBA?QRQ��:MS�A?L�JGQRCL�ML
WMSP�AMKNSRCP�MP�RP?LQDCP�RFC�DGJC�RM�?L�G1MB�MP�?LW�MRFCP�IGLB�MD�.1��NJ?WCP��:MS
BMLfR�F?TC�RM�F?TC�?L�G1MB�RM�JGQRCL��RFC�L?KC�A?KC�DPMK�RFC�D?AR�RF?R�RFC�G1MB�U?Q
R?IGLE�MDD�?R�RFC�Q?KC�RGKC�?LB�RFC�cNMBd�	NJ?W�ML�BCK?LB
�N?PR�DGRRCB�RFGQ�LCU
KCBGSK��1MBA?QRQ�?PC�SQS?JJW�DPCC�

Creating a Podcast

1MBA?QRQ�?PC�SQS?JJW�PCAMPBCB�?LB�CBGRCB�SQGLE�FMKC�COSGNKCLR�?LB�BMLC�DMP�RFC
JMTC�MD�GR��5FCPC�GQ�QNCAG?JGXCB�NMBA?QRGLE�QMDRU?PC�?T?GJ?@JC�JGIC�"NNJCfQ�(?P?EC
#?LB�MP�2SGAI5GKC�1PM��5FCQC�N?AI?ECQ�K?IC�GR�OSGRC�QGKNJC�RM�PCAMPB�KGV�?LB

$F?NRCP���4MAG?J�.CBG?

����$PC?RGLE�$MLRCLR�?LB�0NGLGML��#JMEEGLE�?LB�1MBA?QRGLE ���

http://www.hindustantimes.com/LINGOWISE-Top-word-of-the-year-2005/Article-59368.aspx
http://www.hindustantimes.com/LINGOWISE-Top-word-of-the-year-2005/Article-59368.aspx
http://www.oup.com/us/brochure/NOAD_podcast/?view=usa
http://www.oup.com/us/brochure/NOAD_podcast/?view=usa
http://www.apple.com/itunes/store


DMPK?R�RFC�?SBGM�DGJCQ�AMPPCARJW��+SQR�JGIC�@JMEECPQ�RFMSEF�K?LW�NMBA?QRCPQ�?PC
RPWGLE�RM�DGESPC�MSR�U?WQ�MD�K?IGLE�KMLCW�DPMK�RFCGP�NMBA?QRQ�?LB�RSPLGLE
JGQRCLCPQ�GLRM�PCTCLSC�

Note

(M�?LB�F?TC�?�JMMI�?R�1?SJ�$MJJGE?LfQ�QGRC�	FRRN���UUU�N?SJAMJJGE?L�AMK
��)CfQ
MLC�NCPQML�UFM�Q?WQ�FC�ILMUQ�FMU�WMS�A?L�K?IC�KMLCW�TG?�NMBA?QRGLE�

.?LW�NCMNJC�?PC�NPMBSAGLE�KSQGA�NMBA?QRQ��5FGQ�F?Q�KC?LR�?�FSEC�KMTC�RM
AGPASKTCLR�RP?BGRGML?J�PGEFRQ�GQQSCQ�?@MSR�BMULJM?BGLE�KSQGA�DPMK�RFC�*LRCPLCR�
5FCPC�GQ�LMU�?�J?PEC�@MBW�MD�KSQGA�RF?R�GQ�AJ?QQGDGCB�cNMBQ?DC�d�5FGQ�F?Q�CGRFCP�@CCL
AMKNMQCB�CQNCAG?JJW�DMP�NMBA?QRQ�	?Q�HGLEJCQ�CRA�
�MP�RFC�?PRGQR�F?Q�QNCAGDGA?JJW
BCAGBCB�RF?R�RFCW�U?LR�RFCGP�KSQGA�RM�@C�?T?GJ?@JC�TG?�RFC�/CR�DMP�?JJ�UFM�U?LR�RM
FC?P�GR�

3?BGM�QR?RGMLQ�F?TC�PC?JGXCB�RF?R�RFCW�F?TC�?�UFMJC�LCU�U?W�MD�SQGLE�RFCGP�AMLRCLR�
5FCW�@CE?L�N?AI?EGLE�RFCGP�MSRNSR�QM�RF?R�D?LQ�AMSJB�JGQRCL�RM�RFCGP�D?TMPGRC�QFMUQ
UFCLCTCP�RFCW�U?LRCB�RM�	UGRFMSR�RFC�KSQGA
��5FC�#PGRGQF�#PM?BA?QRGLE
$MPNMP?RGML�	##$
�GQ�?U?QF�UGRF�NMBA?QRQ�	FRRN���UUU�@@A�AM�SI�NMBA?QR
��*L
4MSRF�"DPGA?��'.�	FRRN���UUU��DK�AM�X?
�U?Q�RFC�DGPQR�QR?RGML�RM�SQC�RFCK��/MU
LC?PJW�CTCPW�P?BGM�QR?RGML�MDDCPQ�RFCKbF?TC�?�JMMI�?R�P?BGM�QR?RGMLQ�QSAF�?Q�$J?QQGA
'.�	 FRRN���UUU�AJ?QQGADK�AM�X?
�5?JI�3?BGM�����	FRRN���UUU�����AM�X?
�?LB�&?QR
$M?QR�3?BGM�	FRRN���UUU�CAP�AM�X?
�

Note

*L������RFC�##$fQ�?U?PB�UGLLGLENaked ScientistsNPMEP?K�@CA?KC�RFC�DGPQR
CV?KNJC�MD�?�##$�JMA?J�P?BGM�NPMEP?K�RM�CLRCP�RFC�NMBA?QR�?PCL?�Naked
ScientistsF?Q�QGLAC�EMLC�ML�RM�@CAMKC�MLC�MD�RFC�KMQR�BMULJM?BCB�QAGCLAC
NMBA?QRQ�GLRCPL?RGML?JJW�PCRSPLGLE�?�J?PECP�?SBGCLAC�TG?�NMBA?QR�RF?L�RFC�JGTC
?GPCB�NPMEP?K�	FRRN���UUU�RFCL?ICBQAGCLRGQRQ�AMK
�

&BSA?RMPQ�?LB�RC?AFGLE�GLQRGRSRGMLQ�F?TC�J?RAFCB�MLRM�NMBA?QRGLE�?Q�?�U?W�MD
QF?PGLE�AMLRCLR�?LB�NPMTGBGLE�RSGRGML�DMP�JC?PLCPQ�UFM�A?LLMR�@C�NPCQCLR�?R

$F?NRCP���4MAG?J�.CBG?

����$PC?RGLE�$MLRCLR�?LB�0NGLGML��#JMEEGLE�?LB�1MBA?QRGLE ���

http://www.paulcolligan.com
http://www.bbc.co.uk/podcast
http://www.5fm.co.za
http://www.classicfm.co.za
http://www.702.co.za
http://www.ecr.co.za
http://www.thenakedscientists.com


JCARSPCQ�MP�RSRMPG?JQ��5FC�AMPNMP?RC�UMPJB�GQ�?JQM�PC?JGXGLE�RF?R�NMBA?QRGLE�A?L�?BB
FSEC�T?JSC�RM�AMKKSLGA?RGMLQ�KGVCQ��5FC�RCPK�cNMBA?QRd�GQ�GLAPC?QGLEJW�@CGLE�SQCB
RM�AMTCP�?LW�?SBGM�MP�TGBCM�RF?R�GQ�CK@CBBCB�GL�?L�MPE?LGX?RGMLfQ�8C@�QGRC�

Podcasts as Marketing Tools

1MBA?QRQ�MDDCP�?L�GLAPCBG@JC�MNNMPRSLGRW�DMP�K?PICRCPQ��5FC�@MRRMK�JGLC�GQ�RF?R�WMS
LMU�F?TC�?�U?W�MD�ECRRGLE�AMLRCLR�RM�WMSP�R?PECR�K?PICRQ�UGRFMSR�F?TGLE�RM
NCPQS?BC�?�KCBG?�AF?LLCJ�RM�A?PPW�GR�MP�RM�N?W�FSEC�?BTCPRGQGLE�P?RCQ�

1MBA?QRQ�F?TC�RFC�DMJJMUGLE�RP?GRQ�

^ Targetable��:MS�A?L�APC?RC�FGEFJW�PCJCT?LR�LGAFC�AMLRCLR�?LB�RFCL
NPMKMRC�GR�RM�?�QNCAGDGA�R?PECR�K?PICR�

^ Measurable��:MS�A?L�QCC�CV?ARJW�FMU�K?LW�BMULJM?BQ�?LB�QS@QAPG@CPQ
WMS�F?TC�

^ Controllable ��*RfQ�WMSP�AMLRCLR�
^ Responsive��4CR�SN�?�@JME�?JMLEQGBC�WMSP�NMBA?QR�?JRCP�AMLRCLR

?AAMPBGLE�RM�RFC�AMKKCLRQ�?LB�WMS�?PC�?ARS?JJW�F?TGLE�?�AMLTCPQ?RGML
UGRF�WMSP�K?PICR�

^ Boundary free ��*RfQ�RFC�*LRCPLCR�
^ Relatively inexpensive ��5FCW�BMLfR�AMQR�?�JMR�RM�K?GLR?GL�

)MUCTCP�RFC�AMLRCLR�KSQR�F?TC�RFC�DMJJMUGLE�RP?GRQ�

^ Excellent quality ��-GIC�?LWRFGLE�ML�RFC�*LRCPLCR�GR�GQ�HSQR�?Q�C?QW�RM
SLQS@QAPG@C�?Q�GR�GQ�RM�QS@QAPG@C��2S?JGRW�AMLRCLR�GQ�UF?R�ICCNQ�JGQRCLCPQ
AMKGLE�@?AI�

^ Real��8FGJC�RFCPC�GQ�T?JSC�GL�F?TGLE�NPMBSAR�MP�QCPTGAC�GLDMPK?RGML
CK@CBBCB�GL�?�8C@�QGRC�RFCPC�GQ�LM�NMGLR�?R�?JJ�GL�NPMBSAGLE�?L�?SBGM
TCPQGML�MD�?�AMKN?LW�@PMAFSPC�?Q�?�PCESJ?P�NMBA?QR��$MLQSKCPQ�?PC
JMQGLE�D?GRF�GL�RFC�AMLRCLR�MD�RP?BGRGML?J�KCBG?��&TCL�GD�CBGRMPG?J�GQ�LMR
?ARS?JJW�N?GB�DMP�KSAF�MD�RFC�RGKC�GR�F?Q�@CCL�GLDJSCLACB�GL�QMKC�U?W
@W�?BTCPRGQCPQ��"JRFMSEF�RFCPC�?PC�NMBA?QRQ�RF?R�A?PPW�?BTCPRGQCKCLRQ
NCMNJC�A?L�D?QR�DMPU?PB�QRP?GEFR�N?QR�RFCK�?LB�RFC�AF?LAC�MD�PC?J
QSAACQQ�JGCQ�GL�@P?LBCB�AMLRCLR�

5FGQ�GQ�LMR�?@MSR�?BTCPRGQGLE�MP�CTCL�HSQR�NPMBSAR�GLDMPK?RGML��*R�GQ�?@MSR�AMKGLE�SN
UGRF�GBC?Q�DMP�PC?J�NPMEP?KQ�RF?R�RFPMSEF�GLDMPKGLE�MP�CLRCPR?GLGLE�CLF?LAC�WMSP
ASQRMKCPQf�CVNCPGCLACQ�MD�WMSP�@P?LB�

$F?NRCP���4MAG?J�.CBG?
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KEY TAKEAWAYS

^ 5FC�*LRCPLCR�?JJMUQ�DMP�CTCPWMLC�RM�QF?PC�RFCGP�MNGLGML�
^ #JMEQ�?PC�NMUCPDSJ�@CA?SQC�RFCW�?JJMU�?LWMLC�RM�NS@JGQF�?LB�QF?PC

GBC?Q��"LWMLC�A?L�PC?B�?LB�PCQNMLB�RM�RFCQC�GBC?Q��"Q�?�PCQSJR�@MRF
AMLQSKCPQ�?LB�AMKN?LGCQ�F?TC�?�TMGAC�

^ 5FCPC�?PC�QCTCP?J�CJCKCLRQ�MD�?�@JME��5FC�@?QGA�MLCQ�GLAJSBC�RFC�?SRFMP
RFC�@JME�NMQR�RGRJC�R?EQ�AMKKCLRQ�?LB�5P?AI#?AI��0RFCP�CJCKCLRQ
GLAJSBC�344�DCCBQ�A?RCEMPGCQ�@JMEPMJJQ�?LB�?PAFGTCQ�

^ #JMEQ�A?L�GLAPC?QC�RFC�GLAMKGLE�JGLIQ�RM�WMSP�8C@�QGRC��6QGLE�?�@JME
NJ?RDMPK�RF?R�F?Q�@CCL�BCQGELCB�RM�@C�QC?PAF�CLEGLC�DPGCLBJW�GQ�APSAG?J
RM�ECRRGLE�RFC�DSJJ�@CLCDGRQ�MD�4&0�

^ $MPNMP?RC�@JMEQ�A?L�AMLLCAR�QR?DD�GLTCQRMPQ�GLBSQRPW�KCK@CPQ
HMSPL?JGQRQ�?LB�NPMQNCARGTC�ASQRMKCPQ�

^ *R�GQ�GKNMPR?LR�DMP�AMPNMP?RC�@JMEQ�RM�MSRJGLC�?�QRP?RCEW�?LB�CQR?@JGQF
ESGBCJGLCQ�@CDMPC�QR?PRGLE�RM�@JME�

^ *R�GQ�GKNMPR?LR�RM�NPMKMRC�@JMEQ�?LB�RFCPC�?PC�K?LW�SQCDSJ�RMMJQ�RM�BM
QM�

^ .GAPM@JMEEGLE�GQ�?�NMUCPDSJ�U?W�DMP�@P?LBQ�RM�CLE?EC�UGRF�AMLQSKCPQ
SQGLE�QFMPR�NMQRQ�

^ 1MBA?QRGLE�GQ�?�U?W�RM�BGQRPG@SRC�?�@P?LBfQ�KCQQ?EC�TG?�?SBGM��5FCPC�?PC
K?LW�@CLCDGRQ��FMUCTCP�RFC�NMBA?QR�KSQR�@C�MD�CVACJJCLR�OS?JGRW�

EXERCISES

�� 8FW�GQ�RP?LQN?PCLAW�QM�GKNMPR?LR�RM�K?PICRGLE�SQGLE�QMAG?J�KCBG? �)?Q
RFGQ�F?JRCB�MP�?AACJCP?RCB�RFC�SQC�MD�QMAG?J�KCBG?�DMP�K?PICRGLE 

�� (GTC�?L�CV?KNJC�MD�FMU�?�@P?LB�A?L�SQC�?�NMBA?QR�RM�K?PICR�GRQCJD��)MU
GR�A?L�SQC�KGAPM@JMEEGLE 

�� *BCLRGDW�?�AMPNMP?RC�@JME��8FM�?SRFMPQ�RFC�@JME 

$F?NRCP���4MAG?J�.CBG?

����$PC?RGLE�$MLRCLR�?LB�0NGLGML��#JMEEGLE�?LB�1MBA?QRGLE ���



8.6 Social Media and Marketing: Rules of Engagement

LEARNING OBJECTIVE

�� -C?PL�RFC�PSJCQ�MD�CLE?ECKCLR�GL�QMAG?J�KCBG?�?LB�UF?R�RFC�@CLCDGRQ�?PC�

4MAG?J�KCBG?�GKNJW�?�BCKMAP?RGX?RGML�MD�GLDMPK?RGML�?LB�PCOSGPC�?SRFCLRGAGRW�?LB
MNCLLCQQ�DPMK�RFMQC�UFM�UMSJB�BCJG@CP?RCJW�SQC�RFCK�DMP�K?PICRGLE��3CJWGLE�ML
RFC�*LRCPLCR�RFGQ�KC?LQ�RF?R�EMMB�QRMPGCQ�?Q�UCJJ�?Q�@?B�QRMPGCQ�QNPC?B�?LB�QRGAI
?PMSLB��+CDD�+?PTGQ�K?W�F?TC�F?B�NPM@JCKQ�UGRF�%CJJ�GL������@SR�WMS�A?L�C?QGJW�DGLB
?JJ�PCJCT?LR�AMKKSLGA?RGML�UGRF�?�OSGAI�(MMEJC�QC?PAF�

"JRFMSEF�RFCW�?PC�CLE?EGLE�NS@JGAJW�UGRF�?�UGBC�?SBGCLAC�K?PICRCPQ�LCCB�RM
PCKCK@CP�RF?R�RFCW�?PC�AMKKSLGA?RGLE�UGRF�GLBGTGBS?JQ��8FGJC�K?PICRCPQ�QFMSJB
CLE?EC�GL�RFC�AMLTCPQ?RGML�?LB�A?L�JC?B�GR�RFCW�A?LLMR�AMLRPMJ�GR�

Marketing to Content Creators

5FC�GLDJSCLAC�MD�@JMEECPQ�KC?LQ�RF?R�RFCW�QFMSJB�DMPK�?�N?PR�MD�?LW�NS@JGA�PCJ?RGMLQ
	13
�QRP?RCEW�	QCC$F?NRCP�����8C@�1S@JGA�3CJ?RGMLQ�DMP�DSPRFCP�BCR?GJQ
�

4SNNJW�AMLRCLR�APC?RMPQ�UGRF�RFC�RMMJQ�?LB�PCQMSPACQ�RFCW�LCCB�QM�RF?R�RFCW�A?L
C?QGJW�R?JI�?@MSR�WMSP�NPMBSAR�

Marketing to Content Consumers

4MAG?J�KCBG?�?JJMU�?LWMLC�RM�F?TC�?�Q?W�?LB�RFC�Q?KC�RMMJQ�RF?R�?PC�?T?GJ?@JC�RM
GLBGTGBS?JQ�?PC�?T?GJ?@JC�RM�AMKN?LGCQ��$MKN?LW�@JMEQ�?JJMU�?�@P?LB�RM�@SGJB�?
NCPQML?JGRW�?LB�RM�GLRCP?AR�UGRF�GRQ�R?PECR�K?PICR��&LRCPR?GLKCLR�APC?RCB�?LB
QNPC?B�TG?�QMAG?J�KCBG?�GLAPC?QCQ�@P?LB�RMSAF�NMGLRQ��6QGLE�RFC�Q?KC�AF?LLCJQ�RF?R
?PC�?T?GJ?@JC�RM�WMSP�AMLQSKCP�?GBQ�GL�SLBCPQR?LBGLE�RFC�AMLQSKCP�?LB�CTCLQ�RFC
NJ?LC�MD�AMLTCPQ?RGML�

8FCL�SQGLE�QMAG?J�KCBG?�RM�PC?AF�MSR�RM�AMLRCLR�AMLQSKCPQ�EM�RM�UFCPC�WMSP
AMLQSKCPQ�?PC��5FC�KCBG?�SQCB�?PC�BGAR?RCB�@W�WMSP�SQCPQ�

$F?NRCP���4MAG?J�.CBG?

���

fwk-105454-ch11#fwk-105454-ch11


'MP�CV?KNJC�?�LGEFRAJS@�DMP�QRSBCLRQ�A?L�APC?RC�?�'?AC@MMI�EPMSN�RM�?BTCPRGQC�GRQ
UCCIJW�QNCAG?JQ�?LB�GLRCP?AR�UGRF�D?LQ�UFGJC�-?LB�3MTCP�CLRFSQG?QRQ�UMSJB
NPM@?@JW�@C�KMPC�AMKDMPR?@JC�UGRF�?�DMPSK�

8GRF�?JJ�GLRCP?ARGMLQ�K?PICRGLE�KCQQ?ECQ�LCCB�RM�@C�J?@CJCB�?Q�K?PICRGLE
KCQQ?ECQ�UGRF�?�BGQAJ?GKCP�?BBCB�GD�LCACQQ?PW��5PWGLE�RM�FGBC�RFCK�?Q�QMKCRFGLE
CJQC�UGJJ�MLJW�BCAPC?QC�?SRFCLRGAGRW�

Marketing to Content Sharers

$MLRCLR�QF?PCPQ�?PC�AMLRCLR�AMLQSKCPQ�UFM�?JQM�N?QQ�WMSP�KCQQ?EC�ML�UFCRFCP�@W
SQGLE�AF?R�MP�C�K?GJ�@W�QF?PGLE�?�JGLI�ML�?�@JME�MP�@W�QS@KGRRGLE�WMSP�AMLRCLR�RM�?
@MMIK?PIGLE�MP�?EEPCE?RGLE�QCPTGAC��5FCW�?PC�?�APSAG?J�JGLI�GL�RFC�AF?GL�RF?R�N?QQCQ
WMSP�KCQQ?EC�?PMSLB��.?IC�GR�?Q�C?QW�?Q�NMQQG@JC�DMP�QF?PCPQ�RM�QF?PC�@W�SQGLE
AFGAIJCRQ�?LB�SLGOSC�?LB�C?QW�RM�PC?B�63-Q�

Advertising on Social Media Platforms

8FGJC�K?PICRCPQ�A?L�SQC�RFC�RMMJQ�MD�QMAG?J�KCBG?�RM�AMLTCW�RFCGP�KCQQ?EC�RFC�SQCP
AF?P?ARCPGQRGAQ�RF?R�BCDGLC�?�QMAG?J�KCBG?�8C@�QGRC�?PC�?JQM�GKNMPR?LR��4MAG?J�KCBG?
?JJMU�SQCPQ�RM�CVNPCQQ�RFCKQCJTCQ�?LB�RFGQ�KC?LQ�RF?R�BCKMEP?NFGA�GLDMPK?RGML
A?L�@C�AMKNGJCB�RM�?JJMU�DMP�KMPC�SQCDSJ�?LB�R?PECRCB�?BTCPRGQGLE��5FGQ�NPCQCLRQ
K?LW�MNNMPRSLGRGCQ�DMP�R?PECRGLE�?BTCPRGQGLE�?LB�DMP�DGLBGLE�APC?RGTC�U?WQ�RM�PC?AF
?L�?BTCPRGQCKCLR�D?RGESCB�BCKMEP?NFGA�

The Benefits of Social Media to Marketers

5FCPC�?PC�K?LW�@CLCDGRQ�RM�AMKN?LGCQ�?LB�K?PICRCPQ�DMP�R?IGLE�?BT?LR?EC�MD�RFC
QCPTGACQ�RF?R�QMAG?J�KCBG?�QGRCQ�MDDCP��5FC�DMJJMUGLE�?PC�HSQR�QMKC�MD�RFCQC�@CLCDGRQ�

^ 1CMNJC�?PC�DGLBGLE�GR�C?QGCP�RM�QUGRAF�MDD�MP�GELMPC�RP?BGRGML?J
?BTCPRGQGLE�N?PRGASJ?PJW�RFPMSEF�RP?BGRGML?J�KCBG?�CLTGPMLKCLRQ�QSAF
?Q�RCJCTGQGML�MP�P?BGM��4MAG?J�KCBG?�EGTC�@P?LBQ�RFC�MNNMPRSLGRW�RM
GLRCP?AR�UGRF�ASQRMKCPQ�RFPMSEF�R?PECRCB�AMKKSLGA?RGMLQ�RF?R
ASQRMKCPQ�A?L�AFMMQC�RM�CLE?EC�UGRF�ML�RFCGP�RCPKQ��'MP�CV?KNJC�?
AMLQSKCP�K?W�TGQGR�?�@P?LBCB�:MS5S@C�AF?LLCJ�?Q�MNNMQCB�RM
BCJG@CP?RCJW�GELMPGLE�?BTCPRGQCKCLR�@PC?IQ�ML�RCJCTGQGML�

^ 4MAG?J�KCBG?fQ�NMRCLRG?J�RM�EM�TGP?J�GQ�MLC�MD�GRQ�EPC?RCQR�@CLCDGRQ��GD
SQCPQ�JGIC�RFC�AMLRCLR�RFCL�RFCW�UGJJ�QF?PC�GR�UGRF�RFCGP�AMKKSLGRGCQ�

^ 4MAG?J�KCBG?�?JJMU�WMS�RM�APC?RC�?L�MLJGLC�AMKKSLGRW�DMP�WMSP�@P?LB
?LB�GRQ�QSNNMPRCPQ�

$F?NRCP���4MAG?J�.CBG?

����4MAG?J�.CBG?�?LB�.?PICRGLE��3SJCQ�MD�&LE?ECKCLR ���



^ 4MAG?J�KCBG?�A?L�RGC�GL�LGACJW�UGRF�?LW�MD�WMSP�MRFCP�MLJGLC�K?PICRGLE
R?ARGAQ��?�FMJGQRGA�C�K?PICRGLE�QRP?RCEW�GQ�?JU?WQ�RFC�@CQR�QRP?RCEW�

^ 4MAG?J�KCBG?�?JJMU�WMS�RM�CLE?EC�UGRF�?L�MLJGLC�AMKKSLGRW�?LB�?JJMU
WMS�RM�AMLLCAR�WMSP�@P?LB�RM�RFC�?NNPMNPG?RC�?SBGCLAC�

^ 4MAG?J�KCBG?�F?TC�APC?RCB�?�DMPSK�DMP�@P?LB�CT?LECJGQRQ��$MKN?LGCQ
QFMSJB�CK@P?AC�?Q�UCJJ�?Q�KMLGRMP�RFGQ�?Q�SQCPQ�UGRF�LCE?RGTC�MNGLGMLQ
MD�WMSP�@P?LB�F?TC�?AACQQ�RM�RFC�Q?KC�DMPSK�

^ 5FC�T?PGMSQ�NJ?RDMPKQ�?JJMU�WMS�RM�?AACQQ�?�AMKKSLGRW�UGRF�QGKGJ?P
GLRCPCQRQ�RM�WMSP�MUL�RF?R�GQ�LCRUMPIGLE�UGRFMSR�@MPBCPQ�

^ 5FC�LSKCPMSQ�GLRCP?ARGMLQ�?JJMU�WMS�RM�E?PLCP�DCCB@?AI�DPMK�WMSP
AMKKSLGRGCQ�

^ 'CCB@?AI�DPMK�QMAG?J�KCBG?�QGRCQ�FCJNQ�BPGTC�@MRF�DSRSPC�@SQGLCQQ�?Q
UCJJ�?Q�K?PICRGLE�QRP?RCEGCQ�

^ 5FC�P?LEC�MD�KCBG?�CL?@JCQ�WMS�RM�JC?PL�KMPC�?@MSR�WMSP�?SBGCLACfQ
JGICQ�BGQJGICQ�@CF?TGMP�?LB�QM�ML��/CTCP�@CDMPC�F?Q�RFGQ�KSAF
GLDMPK?RGML�@CCL�?T?GJ?@JC�RM�K?PICRCPQ��K?PICR�PCQC?PAF�HSQR�EMR�?
UFMJC�JMR�AFC?NCP�

^ /GAFC�R?PECRGLE�HSQR�EMR�?�UFMJC�JMR�C?QGCP�

5FCPC�?PC�FSEC�PGQIQ�?Q�UCJJ�?Q�MNNMPRSLGRGCQ��4MAG?J�KCBG?�D?AGJGR?RC�?�RUM�U?W
AMLTCPQ?RGML�@CRUCCL�ASQRMKCP�?LB�AMKN?LW��5FGQ�LCACQQGR?RCQ�RF?R�RFC�AMKN?LW
QFGDRQ�?NNPM?AF�DPMK�cBCNJMW�?LB�U?RAFd�RM�MLC�MD�AMLQR?LR�GLTMJTCKCLR�UGRF�RFC
?SBGCLAC�
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The Bigger Picture: How It All Fits Together

4MAG?J�KCBG?�A?L�F?TC�4&0�@CLCDGRQ�DMP�?�8C@�QGRC�N?PRGASJ?PJW�UFCL�?�AMKN?LW
CLE?ECQ�GL�RFC�T?PGMSQ�QMAG?J�KCBG?��#W�SQGLE�RFC�QCPTGACQ�MD�QMAG?J�KCBG?�CGRFCP�RM
APC?RC�MP�QF?PC�AMLRCLR�8C@�QGRCQ�A?L�?RRP?AR�JGLIQ�?JJ�FCJNGLE�CLF?LAC�QC?PAF
CLEGLC�P?LIGLEQ��$MKN?LGCQ�A?L�?JQM�SQC�RFCGP�4&0�ICWUMPB�QRP?RCEW�RM�DMASQ�RFCGP
QMAG?J�KCBG?�CDDMPRQ�

4MAG?J�KCBG?�A?L�NPMTGBC�?�R?PECRCB�LCRUMPI�DMP�MLJGLC�?BTCPRGQGLE�?JJMUGLE
BCR?GJCB�BCKMEP?NFGA�GLDMPK?RGML�RM�NJ?W�?�PMJC�GL�KCBG?�NJ?LLGLE�?LB�@SWGLE�
$MKN?LGCQ�A?L�?JQM�K?IC�SQC�MD�RFC�GLAPC?QCB�CLE?ECKCLR�MD�AMLQSKCPQ�RM�APC?RC
CLE?EGLE�?BTCPRGQGLE�DMP�RFCQC�KCBGSKQ�QSAF�?Q�?BTCPRGQGLE�UGRFGL�TGBCMQ�?LB
QMAG?J�LCRUMPI�?NNJGA?RGMLQ�MP�KCPCJW�K?IGLE�SQC�MD�GLAPC?QCB�RGKC�ML�N?EC
KCRPGAQ�RM�APC?RC�KMPC�GLRPGA?RC�?BTCPRGQGLE�

"DDGJG?RCQ�MDRCL�SQC�RFC�LCU�MNNMPRSLGRGCQ�NPCQCLRCB�@W�QMAG?J�KCBG?�RM�DGLB�LCU
?TCLSCQ�DMP�R?PECRCB�RP?DDGA�PCQSJRGLE�GL�PCTCLSC�EPMURF�DMP�RFC�AMKN?LW�@CGLE
K?PICRCB�

4MAG?J�KCBG?�NJ?W�?�APSAG?J�PMJC�GL�TGP?J�K?PICRGLE�BSC�RM�RFC�J?PEC�AMLLCARCB
?SBGCLAC��GL�MLJGLC�PCNSR?RGML�K?L?ECKCLR�	03.
�BSC�RM�RFC�U?W�RF?R�SQCPQ�R?JI
?@MSR�@P?LBQ��?LB�GL�8C@13��4MAG?J�KCBG?�?PC�SQCB�RM�CVNPCQQ�MNGLGMLQ�?LB�QM�?PC
RFC�@CBPMAI�MD�03.��"LW�AMKN?LW�MP�@P?LB�RF?R�GQ�FMNGLE�RM�AMKKSLGA?RC�RM�RFGQ
AMLLCARCB�?SBGCLAC�LCCBQ�RM�JC?PL�RM�SQC�QMAG?J�KCBG?��03.�GQ�?JJ�?@MSR�RFC�RMMJQ�MD
JGQRCLGLE�?LB�SQGLE�QMAG?J�KCBG?�RM�ESGBC�RFC�AMLTCPQ?RGML�

7GP?J�K?PICRGLE�MLJGLC�PCNSR?RGML�K?L?ECKCLR�?LB�8C@13�?PC�CVN?LBCB�ML�GL
RFC�DMJJMUGLE�AF?NRCPQ�

$F?NRCP���4MAG?J�.CBG?

����4MAG?J�.CBG?�?LB�.?PICRGLE��3SJCQ�MD�&LE?ECKCLR ���



KEY TAKEAWAYS

^ 4MAG?J�KCBG?�?JJMU�?LWMLC�RM�F?TC�?�Q?W�
^ #P?LBQ�LCCB�RM�EM�UFCPC�RFCGP�ASQRMKCPQ�?PC��.CBG?�QCJCARGML�GQ�BGAR?RCB

@W�RFC�SQCPQ�
^ .?PICRGLE�KCQQ?ECQ�QFMSJB�@C�BGAR?RCB�@W�RFC�SQCPQ�?LB�UFCPC�RFCW�?PC�
^ .?PICRCPQ�QFMSJB�K?IC�GR�C?QW�DMP�AMLRCLR�QF?PCPQ�RM�N?QQ�ML�AMLRCLR�@W

SQGLE�AFGAIJCRQ�?LB�C?QW�RM�PC?B�63-Q�
^ %CKMEP?NFGA�GLDMPK?RGML�A?L�@C�AMKNGJCB�RM�?JJMU�DMP�KMPC�SQCDSJ�?LB

R?PECRCB�?BTCPRGQGLE�
^ 5FCPC�?PC�K?LW�@CLCDGRQ�MD�QMAG?J�KCBG?�RM�K?PICRCPQ��)MUCTCP�RFCPC

?PC�?JQM�FSEC�PGQIQ�
^ 4MAG?J�KCBG?�F?TC�AF?LECB�FMU�RP?BGRGML?J�KCBG?�MNCP?RC�

EXERCISES

�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�?BTCPRGQGLE�SQGLE�QMAG?J�KCBG?�?LB
K?PICRGLE�SQGLE�QMAG?J�KCBG? 

�� 8F?R�?PC�RFC�@CLCDGRQ�MD�QMAG?J�KCBG?�RM�C?AF�?LB�UF?R�?PC�RFC
AF?JJCLECQ 

$F?NRCP���4MAG?J�.CBG?

����4MAG?J�.CBG?�?LB�.?PICRGLE��3SJCQ�MD�&LE?ECKCLR ���



Figure 8.6

Source: Used by permission from
First National Bank.

Figure 8.7

8.7 Case Study: FNB and Idea Bounty
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Source: Used by permission from
Idea Bounty.
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9.1 Introduction
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NPMNMQGRGML��'MP�CV?KNJC�WMS�AMSJB�APMUBQMSPAC�RFC�BCQGEL�MD�JMEMQ
RCJCTGQGMLQ�?BTCPRGQCKCLR�QAPGNRQ�MP�LCU�K?PICRGLE�AMLACNRQ�GL�?LW
QF?NC�MP�DMPK��4MKC�CV?KNJCQ�GLAJSBC�%MPGRMQf�APMUBQMSPAGLE�MD�GRQ
4SNCP�#MUJ�RCJCTGQGML�?BTCPRGQCKCLR�QGLAC������

'SPRFCPKMPC�APMUBQMSPAGLE�NJ?RDMPKQ�AMKC�GL�RUM�DJ?TMPQ��(CLCP?JJW�RFCQC
NJ?RDMPKQ�CVGQR�MLJGLC�

�� Centrally controlled ��8FCPC�RFC�NPMACQQ�GQ�ACLRP?JJW�AMLRPMJJCB�?
ESGBGLE�DMPAC�AF?LLCJQ�?LB�DMPK?JGXCQ�RFC�NPMACQQ��*BC?�#MSLRW�GQ�?L
CV?KNJC�MD�RFGQ��?�QNCAG?JGQR�RC?K�FCJNQ�BCDGLC�RFC�AF?JJCLEC�?LB�RFC
@PGCD�?LB�RFC�AJGCLR�AFMMQCQ�RFC�UGLLGLE�GBC?�P?RFCP�RF?L�?�AMKKSLGRW
TMRGLE�DMP�RFC�@CQR�GBC?�

�� Community controlled ��5FGQ�UMPIQ�RFC�MNNMQGRC�U?W��)CPC�RFC
AMKKSLGRW�AMLRPMJQ�RFC�MSRAMKC��5FPC?BJCQQ�GQ�?L�CV?KNJC�MD�RFGQ�
SQCPQ�TMRC�DMP�RFCGP�D?TMPGRC�R�QFGPR�BCQGELQ�?LB�RFC�RMN�P?RCB�BCQGELQ
?PC�NPGLRCB�MLRM�R�QFGPRQ�DMP�Q?JC�

The Importance of the Community

"�QRPMLE�AMKKSLGRW�GQ�RFC�ICW�RM�QSAACQQDSJ�APMUBQMSPAGLE��5FC�AMKKSLGRW�A?L�@C
TGCUCB�?Q�?�APMUBQMSPAGLE�NJ?RDMPKfQ�KMQR�GKNMPR?LR�?QQCRbGR�GQ�CQQCLRG?JJW�?L

$F?NRCP���$PMUBQMSPAGLE

����)MU�*R�8MPIQ ���

http://www.quirky.com


CAMLMKGA?JJW�NPMBSARGTC�SLGR��8GRFMSR�GR�?�APMUBQMSPAGLE�NPMHCAR�UMSJB�@C
GKNMQQG@JC�RM�PSL��5FC�APC?RGTC�NPMBSAR�NPMBSACB�@W�RFC�AMKKSLGRW�GQ�GL�D?AR�UF?R
RFC�APMUBQMSPAGLE�NJ?RDMPK�QCJJQ��4M�UGRFMSR�APC?RMPQ�RFCPC�GQ�LM�NPMBSAR�RM�QCJJ�
,CCNGLE�?�AMKKSLGRW�GLRCPCQRCB�CLE?ECB�?LB�PCU?PBCB�GQ�CQQCLRG?J�GL�PCR?GLGLE
RF?R�AMKKSLGRW�

6LDMPRSL?RCJW�RFC�GKNMPR?LAC�MD�?�AMKKSLGRW�FMU�GR�UMPIQ�?LB�UF?R�ICCNQ�GR
KMRGT?RCB�A?L�@C�MDRCL�MTCPJMMICB��"�EMMB�CV?KNJC�MD�RFGQ�GQ�?�APMUBQMSPAGLE
NJ?RDMPK�A?JJCB�$?K@PG?L�)MSQC��5FC�NJ?RDMPK�U?Q�QCR�SN�?Q�?�NJ?AC�UFCPC�RFC
AMKKSLGRW�AMSJB�NMQR�LCU�@SQGLCQQ�MP�NPMBSAR�GBC?Q��5FC�?GK�U?Q�RM�ECR�RFC
AMKKSLGRW�RM�FCJN�PCDGLC�@SGJB�?LB�RCQR�RFCQC�NPMBSAR�GBC?Q�?LB�RFCL�RFC�MPGEGL?J
MULCP�MD�RFC�GBC?�AMSJB�QCJJ�GR��8GRF�RFC�QL?NNW�A?RAFNFP?QC�c:MS�RFGLI�GR��$PMUBQ
RCQR�GR��$PMUBQ�@SGJB�GR��:MS�QCJJ�GRd�$?K@PG?L�JMMICB�QCR�DMP�QSAACQQ�

*LGRG?JJW�$?K@PG?L�)MSQC�U?Q�DJMMBCB�UGRF�LCU�NPMBSAR�GBC?Q��)MUCTCP�QMML�GR
@CA?KC�AJC?P�RF?R�RFC�APMUB�U?Q�EPC?R�UFCL�GR�A?L�RM�AMKGLE�SN�UGRF�GBC?Q�?LB
PCDGLGLE�RFCK�@SR�UFCL�GR�A?KC�RM�@SGJBGLE�MP�CVCASRGLE�RFCK�RFC�APMUB�JMQR
GLRCPCQR��*R�U?Q�CGRFCP�RMM�RGKC�AMLQSKGLE�MP�RMM�BGDDGASJR�RM�@SGJB�MP�CVCASRC�RFC
GBC?Q�NPMBSACB�@W�RFC�AMKKSLGRW�?LB�RFC�PCU?PB�U?Q�LMR�?�D?GP�RP?BC�MDD�DMP�RFC
?KMSLR�MD�UMPI�PCOSGPCB��5FC�PCQSJR��RFC�QGRC�LCTCP�K?BC�?LW�KMLCW�?LB
CTCLRS?JJW�AJMQCB�BMUL��5FC�DMSLBCPQ�MD�$?K@PG?L�)MSQC�F?TC�EMLC�ML�RM�DMSLB
?LMRFCP�APMUBQMSPAGLE�NJ?RDMPK�$F?MPBGV�	FRRN���UUU�AF?MPBGV�AMK
�

Motivations to Participate

$MKKSLGRGCQ�SQGLE�APMUBQMSPAGLE�NJ?RDMPKQ�CVGQR�DMP�BGDDCPCLR�PC?QMLQ�
$MKKSLGRGCQ�JGIC�%CJJfQ�*BC?�4RMPK�?LB�.W�4R?P@SAIQ�*BC?�CVGQR�@CA?SQC�RFCPC�?PC
JMRQ�MD�NCMNJC�UFM�F?TC�?�J?PEC�GLRCPCQR�?LB�?DDGLGRW�RM�RFMQC�@P?LBQ��5FCW
N?PRGAGN?RC�GL�RFC�AMKKSLGRW�@CA?SQC�RFCW�U?LR�RM�GLDJSCLAC�RFC�NPMBSARQ�?LB
QCPTGACQ�RFCW�PCACGTC�

*BC?�#MSLRW�ICCNQ�RFC�AMKKSLGRW�GLRCPCQRCB�?LB�CLE?ECB�@W�MDDCPGLE�RFC�AF?LAC�RM
R?AIJC�NPM@JCKQ�?LB�@P?LBQ�RF?R�RFC�AMKKSLGRW�KGEFR�LMR�MRFCPUGQC�@C�CVNMQCB�RM�
*LBGTGBS?JQ�?PC�PCU?PBCB�DMP�RFCGP�AMLRPG@SRGMLQ�UGRF�?U?PBQ�DMP�MSRQR?LBGLE�GBC?Q
?LB�RFC�MULCP�MD�RFC�@CQR�QMJSRGML�PCACGTCQ�?�KMLCR?PW�NPGXC��5FCQC�?PC�?JJ�CJCKCLRQ
RF?R�ICCN�*BC?�#MSLRWfQ�APC?RGTCQ�?ARGTCJW�GLTMJTCB�?LB�KMRGT?RCB�

*BC?�#MSLRW�JGIC�G4RMAINFMRM�MDDCPQ�ICCL�FM@@WGQRQ�?�NJ?RDMPK�RM�KC?LGLEDSJJW
AMLRPG@SRC�RM�?�A?SQC�?LB�GKNMPR?LRJW�@C�PCU?PBCB�DMP�RFCGP�AMLRPG@SRGMLQ�

$F?NRCP���$PMUBQMSPAGLE

����)MU�*R�8MPIQ ���

http://www.chaordix.com


*L�RFC�A?QC�MD�*BC?�#MSLRW�GR�GQ�?JQM�TCPW�AJC?PJW�QR?RCB�RF?R�APC?RGTCQ�MUL�RFCGP
GBC?Q�?LB�JCE?JJW�RFCGP�UMPI�GQ�NPMRCARCB�?Q�RFCGP�MUL��5FGQ�CLQSPCQ�RF?R�APC?RGTCQ
DCCJ�GL�AMLRPMJ�?LB�SLCVNJMGRCB��5FCGP�GBC?Q�PCK?GL�FGEFJW�AMLDGBCLRG?JbAPC?RGLE�?
Q?DC�XMLC�RM�QS@KGR�GBC?Q�?LB�CVNJMPC�RFCGP�APC?RGTGRW�

'MP�@SQGLCQQCQ�?LB�@P?LBQ�RFCPC�?PC�K?LW�PC?QMLQ�RM�ECR�GLTMJTCB�UGRF
APMUBQMSPAGLE��'MPCKMQR�GQ�RFC�?@GJGRW�RM�R?N�GLRM�?�BGTCPQC�APMUB�?LB�QMSPAC�T?PGCB
QMJSRGMLQ�RM�RFCGP�NPM@JCKQ��#SQGLCQQCQ�?LB�@P?LBQ�QGKSJR?LCMSQJW�?AACQQ�FSEC
?KMSLRQ�MD�ASQRMKCP�?LB�AMLQSKCP�GLQGEFR�?R�JMUCP�AMQRQ��8GRF�QGRCQ�JGIC�*BC?
#MSLRW�@P?LBQ�MLJW�N?W�DMP�UF?R�RFCW�SQC�K?IGLE�APMUBQMSPAGLE�RFC�KMQR
CDDCARGTC�U?W�MD�QMSPAGLE�QMJSRGMLQ�?LB�GBC?Q�MSR�RFCPC�

KEY TAKEAWAYS

^ 5FCPC�?PC�DMSP�RWNCQ�MD�APMUBQMSPAGLE�

� *LTCLRGML
� $PC?RGML
� 0PE?LGX?RGML
� 1PCBGARGML

^ 5FCPC�?PC�RFPCC�U?WQ�GL�UFGAF�APMUBQMSPAGLE�GQ�SQCB�

� 1PMBSAR�BCTCJMNKCLR
� *LGRG?RGTCQ�?LB�LCU�@SQGLCQQ
� $MKKSLGA?RGMLQ�GBC?Q

^ $PMUBQMSPAGLE�NJ?RDMPKQ�AMKC�GL�RUM�DJ?TMPQ�

� $CLRP?JJW�AMLRPMJJCB
� $MKKSLGRW�AMLRPMJJCB

^ 5FC�AMKKSLGRW�GQ�?L�CQQCLRG?J�N?PR�MD�APMUBQMSPAGLE��*R�GQ�GKNMPR?LR�RM
ICCN�GR�CLE?ECB�?LB�GLRCPCQRCB�

^ 5FC�GKNMPR?LAC�MD�?�AMKKSLGRW�FMU�GR�UMPIQ�?LB�UF?R�ICCNQ�GR
KMRGT?RCB�A?LfR�@C�MTCPJMMICB�

^ 6QCPQ�N?PRGAGN?RC�GL�AMKKSLGRGCQ�DMP�T?PGMSQ�PC?QMLQ�QSAF�?Q�U?LRGLE�RM
GLDJSCLAC�RFC�NPMBSARQ�?LB�QCPTGACQ�RFCW�PCACGTC�

$F?NRCP���$PMUBQMSPAGLE

����)MU�*R�8MPIQ ���



EXERCISES

�� 8F?R�GQ�RFC�BCDGLGRGML�MD�APMUBQMSPAGLE 
�� 'GLB�QMKC�CV?KNJCQ�MD�MLJGLC�APMUBQMSPAGLE�NJ?RDMPKQ�LMR�KCLRGMLCB

GL�RFC�AF?NRCP��)MU�A?L�WMS�RCJJ�UFCRFCP�MP�LMR�RFCW�?PC�QSAACQQDSJ 

$F?NRCP���$PMUBQMSPAGLE

����)MU�*R�8MPIQ ���



9.3 The Bigger Picture

LEARNING OBJECTIVES

�� 6LBCPQR?LB�FMU�APMUBQMSPAGLE�K?W�GKN?AR�RFC�@GEECP�NGARSPC�MD
C.?PICRGLE�

�� 6LBCPQR?LB�RFC�PMJC�MD�RFC�?K?RCSP�GL�APMUBQMSPAGLE�
�� 6LBCPQR?LB�RFC�AMLACNR�MD�RFC�UGQBMK�MD�RFC�APMUB�
�� -C?PL�FMU�?�LCU�?ECLAW�KMBCJ�K?W�@C�LCCBCB�

5FC�AMLACNR�MD�APMUBQMSPAGLE�F?Q�F?B�?L�CLMPKMSQ�GKN?AR�ML�RFC�K?PICRGLE�?LB
?BTCPRGQGLE�GLBSQRPW�?LB�GRQ�PCNCPASQQGMLQ�?PC�LMR�DSJJW�PC?JGXCB�WCR�

5FC�*LRCPLCR�A?L�@C�QCCL�?Q�?�A?R?JWQR�?Q�UCJJ�?Q�?L�CL?@JCP�RF?R�NPMNCJJCB
APMUBQMSPAGLE�RM�RFC�DMPC��*L�RFC�N?QR�UC�F?B�RM�@C�RMECRFCP�NFWQGA?JJW�RM�APC?RC
APMUBQ��/MU�UGRF�RCAFLMJMEW�APMUBQ�A?L�@C�UCJJ�AMLLCARCB�?JRFMSEF
ECMEP?NFGA?JJW�BGQR?LR��"�Q?TTW�MPE?LGX?RGML�A?L�R?N�?�UGBCP�P?LEC�MD�R?JCLR�?LB
ILMUJCBEC�RF?L�RF?R�NPCQCLR�UGRFGL�GRQ�MUL�PCQMSPACQ��"LB�MLAC�KMPC
APMUBQMSPAGLE�?Q�+CDD�)MUC�QR?RCQ�GL�FGQ�@MMI�@W�RFC�Q?KC�L?KC�GQ�LMU�cD?QRCP
AFC?NCP�QK?PRCP�C?QGCP�d+CDD�)MUCCrowdsourcing: Why the Power of the Crowd Is
Driving the Future of Business	/CU�:MPI��$PMUL�#SQGLCQQ�����
�

$PMUBQ�A?L�?JQM�AMLRPG@SRC�GL�K?LW�U?WQ�@?QCB�ML�?�P?LEC�MD�QIGJJ�JCTCJQ��&TCPWMLC
DPMK�NPMDCQQGML?J�CLEGLCCPQ�RM�QR?W�?R�FMKC�KMKQ�A?L�@C�UMPIGLE�ML�RFC�Q?KC
AMKKSLGA?RGMLQ�NPM@JCK�DMP�CV?KNJC�?LB�C?AF�F?Q�RFC�MNNMPRSLGRW�RM�AMKC�SN
UGRF�RFC�@CQR�QMJSRGML�RM�RFC�NPM@JCK�

'MP�AJGCLRQ�QMJSRGMLQ�RM�NPM@JCKQ�A?L�@C�CVNJMPCB�?R�?�PCJ?RGTCJW�JMU�AMQR�?LB�MDRCL
TCPW�OSGAIJW��6LJGIC�RP?BGRGML?J�?ECLAW�KMBCJQ�UFCPC�?L�GLBGTGBS?J�GQ�N?GB�NCP�FMSP
APMUBQMSPAGLE�NCPKGRQ�?�AJGCLR�RM�N?W�?�QGLEJC�AMQR�DMP�?L�CVNMLCLRG?J�?KMSLR�MD
QMJSRGMLQ��6JRGK?RCJW�?�AJGCLR�MLJW�N?WQ�DMP�RFC�QMJSRGMLQ�GR�K?ICQ�SQC�MD�UFGJC�RFMQC
GL�RFC�AMKKSLGRW�UFM�?PC�LMR�N?GB�SQS?JJW�PCR?GL�RFCGPintellectual property � ��5FGQ
GQ�RFC�A?QC�UGRF�*BC?�#MSLRW�

#W�JGQRCLGLE�RM�RFC�APMUB�?LB�PCOSCQRGLE�RFCGP�AMLRPG@SRGMLQ�MPE?LGX?RGMLQ�A?L�E?GL
DGPQR�F?LB�GLQGEFR�GLRM�RFCGP�ASQRMKCPQf�LCCBQ�?LB�BCQGPCQ�?LB�@SGJB�NPMBSARQ�?LB
QCPTGACQ�RF?R�KCCR�RFMQC�LCCBQ�?LB�BCQGPCQ��� *LR?LEG@JC�APC?RGMLQ�MD�RFC

KGLB�@MRF�?PRGQRGA�?LB
AMKKCPAG?J�

$F?NRCP���$PMUBQMSPAGLE

���



8GRF�?L�C?PLCB�QCLQC�MD�MULCPQFGN�AMKKSLGRGCQ�K?W�DCCJ�?�@P?LB�@SGJBGLE�IGLQFGN
UGRF�RFC�AMKKSLGRW�RFPMSEFcollaboration � ?LB�AMLRPG@SRGML��-CQQ�CVNCPGCLACB
GLBGTGBS?JQ�A?L�QFMU�?LB�FMLC�RFCGP�QIGJJQ�?LB�KMPC�CQR?@JGQFCB�NP?ARGRGMLCPQ�A?L
C?PL�KMLCW�UGRFMSR�JMLE�RCPK�AMKKGRKCLR�

The Rise of the Amateur

8FCL�GR�AMKCQ�RM�APMUBQMSPAGLEamateurs� ?PC�AMKNCRGLE�UGRF�NPMDCQQGML?JQ�GL
DGCJBQ�P?LEGLE�DPMK�AMKNSRCP�NPMEP?KKGLE�RM�BCQGEL�?LB�DPMK�HMSPL?JGQK�RM�RFC
QAGCLACQ��5FCQC�NCMNJC�?PC�FM@@WGQRQ�?LB�CLRFSQG?QRQ�UFM�K?W�LMR�F?TC�RFC
PCJCT?LR�NPMDCQQGML?J�OS?JGDGA?RGMLQ�@SR�K?W�NMQQCQQ�R?JCLR�?LB�N?QQGML�GL�?�EGTCL
DGCJB��5FC�CLCPEW�?LB�N?QQGML?RC�BCTMRGML�RM�?�N?PRGASJ?P�QS@HCAR�GQ�SJRGK?RCJW�UF?R
BPGTCQ�RFC�APMUBQMSPAGLE�TCFGAJC��5M�?�J?PEC�CVRCLR�RFC�BCTCJMNKCLR�MD�RCAFLMJMEW
GQ�?E?GL�RFC�EPC?R�CL?@JCP�FCPC��'GPQR�NCMNJC�F?TC�?AACQQ�RM�?�UGBCP�NMMJ�MD
GLDMPK?RGML�RFPMSEF�RFC�8C@��4MDRU?PC�QSAF�?Q�1FMRMQFMN�?LB�G.MTGC�F?Q�K?BC
EP?NFGA�BCQGEL�?LB�DGJK�CBGRGLE�PCJ?RGTCJW�C?QW�RM�JC?PL�?LB�CTCL�K?QRCP�

An Ideas or Knowledge Economy

5F?LIQ�RM�RFC�*LRCPLCR�MLC�A?L�NS@JGQF�GLDMPK?RGML�?R�?�D?QRCP�N?AC�RF?L�CTCP�?LB
K?IC�GR�?T?GJ?@JC�EJM@?JJW��"L�GBC?�GQ�LMU�UMPRF�QMKCRFGLEbQSNNJW�?LB�BCK?LB�GQ
LMR�PCESJ?RCB�@W�KMLCW�MP�RGKC�?LWKMPC�@SR�P?RFCP�@W�RFC�T?JSC�MD�UF?RfQ�MDDCPCB�
"L�GBC?�RF?R�RMMI�RCL�KGLSRCQ�RM�AMKC�SN�UGRF�K?W�@C�HSQR�?Q�EMMB�?Q�GD�LMR�@CRRCP
RF?L�?L�GBC?�RF?R�RMMI�RCL�FMSPQ�MD�PSKGL?RGLE�

Open CallÑA Great Idea Can Come from Anywhere

*R�GQ�LMU�NMQQG@JC�RM�DMPK�MP�?AACQQ�?�APMUB�DPMK�BGTCPQC�NPMDCQQGML?J�@?AIEPMSLBQ
?LB�RF?R�NMQQCQQCQ�?�UGBC�P?LEC�MD�R?JCLRQ�GL�?�QFMPR�QN?L�MD�RGKC��5FGQ�UGBC�P?LEC�MD
R?JCLR�GQ�?JQM�ILMUL�?Q�GLRCJJCARS?J�A?NGR?J�

*LLM$CLRGTC�	FRRN���UUU�GLLMACLRGTC�AMK
�?�APMUBQMSPAGLE�NJ?RDMPK�DSLBCB�@W
NF?PK?ACSRGA?J�K?ICP�&JG�-GJJW�AMLLCARQ�UGRF�@P?GLNMUCP�MSRQGBC�RFC�AMKN?LW�@W
EGTGLE�MSRQGBCPQ�?AACQQ�RM�QAGCLRGDGA�NPM@JCKQ��"LWMLC�ML�*LLM$CLRGTCfQ�LCRUMPI
A?L�QMJTC�RFCQC�NPM@JCKQ��5FGQ�GQ�?L�CV?KNJC�MD�?Lopen call� �

$MJE?RC�1?JKMJGTC�QMJTCB�UF?R�?NNC?PCB�RM�@C�?L�SLQMJT?@JC�NPM@JCK�@W�JGQRGLE�GR
ML�*LLM$CLRGTC��5FC�K?QQGTC�N?AI?ECB�EMMBQ�AMKN?LW�LCCBCB�?�U?W�RM�GLHCAR
DJSMPGBC�NMUBCP�GLRM�?�RMMRFN?QRC�RS@C�UGRFMSR�GR�BGQNCPQGLE�GLRM�RFC�QSPPMSLBGLE
?GP��5FC�PCQC?PAF�?LB�BCTCJMNKCLR�	3�%
�RC?K�?R�$MJE?RC�1?JKMJGTC�UCPC�QRSKNCB
?LB�QM�$MJE?RC�1?JKMJGTC�NMQCB�RFC�NPM@JCK�RM�RFC�*LLM$CLRGTC�APMUB��"L
GLBGTGBS?J�DPMK�*LLM$CLRGTCfQ�MLJGLC�AMKKSLGRW�BPCU�ML�FGQ�CVNCPGCLAC�?LB

�� "L�MLJGLC�AMKKSLGRW�UMPIGLE
RMECRFCP�ML�?�QGLEJC�NPMHCAR�

�� "�NCPQML�UGRFMSR�DMPK?J
RP?GLGLE�MP�NPMDCQQGML?J
APCBCLRG?JQ�GL�?�QNCAGDGA�DGCJB�

�� 8FCL�?LWMLC�A?L�QS@KGR
QMJSRGMLQ�RM�?�NPM@JCK�

$F?NRCP���$PMUBQMSPAGLE

����5FC�#GEECP�1GARSPC ���

http://www.innocentive.com


ILMUJCBEC�?Q�?�NFWQGAGQR�RM�NPMTGBC�RFC�QMJSRGML�	?LB�AJ?GKCB�FC�ILCU�FC�F?B�?
QMJSRGML�@W�RFC�RGKC�FCfB�DGLGQFCB�PC?BGLE�RFC�AF?JJCLEC
��"�AMJJ?@MP?RGTC�?NNPM?AF
JGIC�RFGQ�UMSJBLfR�F?TC�@CCL�NMQQG@JC�DMP�RFC�3�%�RC?K�?R�$MJE?RC�1?JKMJGTC�

$PMUBQMSPAGLE�@JSPQ�RFC�JGLCQ�@CRUCCL�AMLQSKCP�?LB�NPMBSACP��5FGQ�?JQM�KC?LQ
RF?R�QMJSRGMLQ�RM�NPM@JCKQ�A?L�AMKC�DPMK�RFC�KMQR�SLJGICJW�NJ?ACQ��$PMUBQMSPAGLE
?JJMUQ�WMS�UGBCL�RFC�LCR�UFCL�QC?PAFGLE�DMP�QMJSRGMLQ�RM�NPM@JCKQ�UFGAF�MD�AMSPQC
GLAPC?QCQ�RFC�AF?LAC�MD�DGLBGLE�RFC�@CQR�QMJSRGML�

The Difference between Crowdsourcing and the Wisdom of the
Crowd

$PMUBQMSPAGLE�?LB�RFCwisdom of the crowd � ?PC�RUM�BGDDCPCLR�RFMSEF�AJMQCJW
PCJ?RCB�AMLACNRQ�

5FC�UGQBMK�MD�RFC�APMUB�A?L�@C�PCDCPPCB�RM�?Qopen-source�� NPMBSARGML��*R�GQ�?L
?ARGTGRW�GLGRG?RCB�?LB�TMJSLR?PGJW�SLBCPR?ICL�@W�KCK@CPQ�MD�RFC�AMKKSLGRW��+?KCQ
4SPMUGCAIG�?SRFMP�MDThe Wisdom of Crowds�NSRQ�GR�RFGQ�U?W��cRFC�?EEPCE?RGML�MD
GLDMPK?RGML�GL�EPMSNQ�<PCQSJRQ=�GL�BCAGQGMLQ�RF?R`?PC�MDRCL�@CRRCP�RF?L�AMSJB�F?TC
@CCL�K?BC�@W�?LW�QGLEJC�KCK@CP�MD�RFC�EPMSN�d+?KCQ�4SPMUGCAIGThe Wisdom of
Crowds	/CU�:MPI��"LAFMP�#MMIQ�����
�

0LC�MD�RFC�@CQR�CV?KNJCQ�MD�RFC�UGQBMK�MD�APMUBQ�MP�MNCL�QMSPAC�NPMBSARGML�GQ
.CBG?�1PCBGAR��6QCPQ�@CR�ML�KCBG?�RPCLBQ�QSAF�?Q�RCJCTGQGML�TGCUCPQFGN�?LB�@MMIQ
RF?R�?PC�JGICJW�RM�QCJJ�UCJJ��"Q�?�EPMSN�RFC�.CBG?�1PCBGAR�AMKKSLGRW�GQ�?@JC�RM
ECLCP?RC�OSGRC�?AASP?RC�NPCBGARGMLQ�?Q�RM�UF?R�UGJJ�?LB�UF?R�UMLfR
QSAACCBbQMKCRFGLE�?L�GLBGTGBS?J�AMSJB�LCTCP�BM�?Q�CDDGAGCLRJW�MP�?AASP?RCJW�

*L�AMLRP?QR�UGRF�APMUBQMSPAGLE�RFC�?ARGTGRW�GQ�GLGRG?RCB�@W�?�AJGCLR�?LB�RFC�QMJSRGML
SQS?JJW�AMKCQ�DPMK�?L�GLBGTGBS?J��5FC�CV?KNJC�MD�$MJE?RC�1?JKMJGTCfQ�CVNCPGCLAC
ML�*LLM$CLRGTC�GQ�?�EMMB�CV?KNJC�MD�NSPC�APMUBQMSPAGLE�

4MKC�NJ?RDMPKQ�K?IC�SQC�MD�?�KGV�MD�@MRF�APMUBQMSPAGLE�?LB�UGQBMK�MD�RFC�APMUB�
5FPC?BJCQQ�	?L�MLJGLC�AMKKSLGRW�UFCPC�SQCPQ�A?L�QS@KGR�R�QFGPR�BCQGELQ�TMRC�ML
RFCGP�D?TMPGRCQ�?LB�RFCL�NSPAF?QC�RFC�RMN�BCQGEL�C?AF�KMLRF
�GQ�?�EMMB�CV?KNJC�MD
RFGQ��*R�GQ�APMUBQMSPAGLE�UFCL�GLBGTGBS?JQ�QS@KGR�RFCGP�R�QFGPR�BCQGELQ��8FCL�RFC
AMKKSLGRW�AMJJCARGTCJW�TMRCQ�ML�RFC�@CQR�BCQGELQ�5FPC?BJCQQ�GQ�K?IGLE�SQC�MD�RFC
UGQBMK�MD�RFC�APMUB�RM�BCRCPKGLC�UFGAF�BCQGEL�RM�NPGLR�?LB�QCJJ�RF?R�KMLRF�

�� 5FC�AMJJCARGTC�ILMUJCBEC
MNGLGML�MP�QIGJJQ�MD�?�EPMSN�MD
GLBGTGBS?JQ�P?RFCP�RF?L�?�QGLEJC
CVNCPR�SQCB�RM�QMJTC�?�NPM@JCK�
6QS?JJW�SQCB�DMP�AMLQSKCP
DCCB@?AI�?LB�LCU�NPMBSAR
BCTCJMNKCLR�

��� 8FCL�?�AMMNCP?RGTC�?ARGTGRW�GQ
GLGRG?RCB�?LB�TMJSLR?PGJW
SLBCPR?ICL�@W�KCK@CPQ�MD�RFC
NS@JGA�?LB�LMR�@W�?�AJGCLR�MP
APMUBQMSPACP�

$F?NRCP���$PMUBQMSPAGLE
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0RFCPQ�NJ?RDMPKQ�QSAF�?Q�*BC?�#MSLRW�?PC�NSPC�APMUBQMSPAGLE�NJ?RDMPKQ�UFCPC�?
QMJSRGML�AMKCQ�DPMK�?L�GLBGTGBS?J�?LB�GQ�LM�U?W�GLDJSCLACB�@W�RFC�PCQR�MD�RFC
AMKKSLGRW�

How Is Crowdsourcing Changing the Communications Industry?

$PMUBQMSPAGLE�GQ�NPMBSAGLE�?�LCU�U?W�MD�QMSPAGLE�APC?RGTC�GBC?Q�CQNCAG?JJW�GL�RFC
K?PICRGLE�?LB�AMKKSLGA?RGMLQ�GLBSQRPW�

*L�?L�GLBSQRPW�UFCPC�APC?RGTGRW�GQ�RFC�NPMBSAR�APMUBQMSPAGLE�?JJMUQ�SQ�RM�?AACQQ�?L
CLMPKMSQ�QMSPAC�MD�SLR?NNCB�APC?RGTGRW�RF?R�K?PICRGLE�?LB�?BTCPRGQGLE�?ECLAGCQ�BM
LMR�F?TC�UGRFGL�RFCGP�MPE?LGX?RGMLQ��5FGQ�APC?RGTGRW�AMKCQ�UGRF�TCPW�JGRRJC�PGQI�?LB
?R�?�JMU�AMQR�

The New Agency Model

*LQRC?B�MD�?JJMUGLE�RFC�K?PICRGLE�?LB�@P?LBGLE�NPMACQQ�RM�@C�MULCB�?LB�K?L?ECB
@W�MLC�?ECLAW�@P?LBQ�?PC�NGMLCCPGLE�?L�GLLMT?RGTC�LCU�KMBCJ�UGRF�RFC�SQC�MD
APMUBQMSPAGLE�NJ?RDMPKQ�

" new agency model�� UMSJB�K?L?EC�GBC?�APC?RGML�?Q�DMJJMUQ�

�� "�@P?LB�NSRQ�?�@PGCD�ML�?�APMUBQMSPAGLE�NJ?RDMPK�QSAF�?Q�*BC?�#MSLRW
JMMIGLE�DMP�RFC�@CQR�QMJSRGML�RM�?�NPM@JCK��*R�MDDCPQ�?�PCU?PB�	SQS?JJW
KMLCW
�GL�PCRSPL�DMP�RFC�@CQR�QMJSRGML�

�� 5FC�@P?LB�QCJCARQ�RFC�@CQR�QMJSRGML�?LB�RFCL�?NNPM?AFCQ�CGRFCP�?
NPCQCJCARCB�NPMBSARGML�N?PRLCP�MP�RFC�@CQR�QSGRCB�?ECLAW�RM�CVCASRC
RFC�QMJSRGML�

5FC�LCU�?ECLAW�KMBCJ�K?W�@C�RFC�LCVR�QR?EC�GL�RFC�CTMJSRGML�MD�K?PICRGLE��*R�GQ
GLFCPCLRJW�KMPC�QCLQGRGTC�RM�K?PICR�DMPACQ�?Q�GR�JCTCJQ�RFC�NJ?WGLE�DGCJBQ�?KMLE
?K?RCSP�?LB�NPMDCQQGML?J�APC?RGTCQ��"K?RCSPQ�F?TC�RFC�MNNMPRSLGRW�RM
AMKKSLGA?RC�GBC?Q�RM�EJM@?J�@P?LBQ�QMKCRFGLE�RFCW�KGEFR�LCTCP�F?TC�F?B�RFC
AF?LAC�RM�BM��5FGQ�?JQM�CVNMQCQ�RFC�@P?LB�RM�?�UGBCP�?LB�KMPC�T?PGCB�P?LEC�MD�GBC?Q
?LB�QMJSRGMLQ��"Q�?L�?BBCB�@CLCDGR�NMQGRGTC�13�	NS@JGA�PCJ?RGMLQ
�GQ�ECLCP?RCB�?LB
BGPCAR�GLRCP?ARGML�UGRF�?�AMLQSKCP�@?QC�A?L�NPMTGBC�SLCVNCARCB�GLQGEFRQ��*R�?JQM
FCJNQ�RF?R�APMUBQMSPAGLE�MDDCPQ�?�TCPW�D?QR�?LB�AFC?N�U?W�RM�QMSPAC�QMJSRGMLQ�RM
APC?RGTC�NPM@JCKQ�

5FC�APMUB�GQ�LMU�PGT?JGLE�RFC�AMPNMP?RGML��8GRF�RFC�*LRCPLCR�?LB�AFC?N�RMMJQ
AMLQSKCPQ�?LB�AMKKSLGRGCQ�F?TC�RFC�NMUCP�MLAC�PCQRPGARCB�RM�AMKN?LGCQ�UGRF

��� 5FC�GLAMPNMP?RGML�?LB�SQC�MD
APMUBQMSPAGLE�NJ?RDMPKQ�RM
QMSPAC�K?PICRGLE�?LB
AMKKSLGA?RGMLQ�QMJSRGMLQ�

$F?NRCP���$PMUBQMSPAGLE
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A?NGR?J�PCQMSPACQ��8FCL�GR�AMKCQ�RM�GLRCJJCARS?J�PCQMSPACQ�UFGAF�?PC�IGLE�GL
APMUBQMSPAGLE�?B�?ECLAGCQ�?PC�J?EEGLE�D?P�@CFGLB�

Pros and Cons

$PMUBQMSPAGLE�A?L�@C�MD�CLMPKMSQ�@CLCDGR�RM�?LW�MPE?LGX?RGML�J?PEC�MP�QK?JJ��"JJ
WMS�LCCB�GQ�?�N?QQGML?RC�NPM@JCK�QMJTGLE�AMKKSLGRW��5FC�NPMQ�MD�APMUBQMSPAGLE
GLAJSBC�RFC�DMJJMUGLE�

^ )?LBGLE�MTCP�RFC�MULCPQFGN�MD�WMSP�@P?LB�CLAMSP?ECQ�AMLQSKCP
GLTMJTCKCLR�

^ *LRCPBGQAGNJGL?PW�AMJJ?@MP?RGML�@PGLEQ�DPCQF�GLNSR�
^ *LBGTGBS?JQ�F?TC�MNNMPRSLGRGCQ�?LB�AMLLCARGMLQ�RF?R�BGB�LMR�CVGQR

@CDMPC�
^ 1PM@JCKQ�A?L�@C�CVNJMPCB�?R�?�JMU�AMQR�?LB�MDRCL�TCPW�OSGAIJW�
^ "�AJGCLR�N?WQ�DMP�PCQSJRQ�?LB�MLJW�DMP�UF?R�GQ�SQCB�
^ 5FC�MPE?LGX?RGML�A?L�R?N�?�UGBCP�P?LEC�MD�R?JCLR�?LB�@P?GLNMUCP

UFGAF�K?W�LMR�@C�NPCQCLR�UGRFGL�GRQ�MUL�PCQMSPACQ�
^ 0PE?LGX?RGMLQ�A?L�E?GL�T?JS?@JC�GLQGEFR�GLRM�RFC�BCQGPCQ�MD�RFCGP

ASQRMKCPQ�
^ "Q�?�PCQSJR�MD�AMJJ?@MP?RGML�?LB�AMLRPG@SRGML�RFC�AMKKSLGRW�K?W�DCCJ

?�@P?LB�@SGJBGLE�PCJ?RGMLQFGN�UGRF�RFC�EGTCL�MPE?LGX?RGML�

#SR�GRfQ�LMR�?JJ�QSLQFGLC��"LWMLC�CVNJMPGLE�APMUBQMSPAGLE�DPMK�CGRFCP�QGBC�MD�RFC
COS?RGML�LCCBQ�RM�@C�?U?PC�MD�RFC�NGRD?JJQ�UFGAF�GLAJSBC�RFC�DMJJMUGLE�

^ $MLRPG@SRGLE�GLBGTGBS?JQ�A?L�@C�R?ICL�?BT?LR?EC�MD�
^ .?LW�AJGCLRQ�F?TC�LM�?ECLAW�ESGB?LAC�?LB�GL�QMKC�A?QCQ�F?TC�TCPW

JGRRJC�AMLRPMJ�MTCP�NPMBSARGML�T?JSC�CQNCAG?JJW�GD�RFC�CLB�PCQSJR�MD�RFC
NPMHCAR�GQ�AMKNJCRCB�MP�DGLGQFCB�UMPI�

^ 8FCL�GR�AMKCQ�RMspec work�� �?Q�MNNMQCB�RM�KCPCJW�?L�GBC?�RFC�PGQI�
RM�PCU?PB�P?RGM�GQ�D?GPJW�FGEF��/MR�MLJW�GQ�RFGQ�R?IGLE�?BT?LR?EC�MD�?L
GLBGTGBS?JfQ�CDDMPRQ�@SR�GR�A?L�?JQM�JC?B�RM�UMPI�MD�?�JCQQCP�OS?JGRW�

^ -CE?J�GQQSCQ�?PC�MDRCL�MTCPJMMICB�?LB�RFC�*1�MD�?L�GLBGTGBS?JfQ�UMPI�GQ
BGQPCE?PBCB�UGRF�LM�UPGRRCL�AMLRP?ARQ�LMLBGQAJMQSPC�?EPCCKCLRQ
CKNJMWCC�?EPCCKCLRQ�MP�?EPCC?@JC�RCPKQ�UGRF�APMUBQMSPACB
CKNJMWCCQ�

^ 5FC�APMUBfQ�PCJG?@GJGRW�A?L�@C�QMKCUF?R�?JRCPCB�@W�RFC�*LRCPLCR��"Q�?L
CV?KNJC�K?LW�?PRGAJCQ�ML�8GIGNCBG?�K?W�@C�MD�?�FGEF�OS?JGRW�?LB
CBGRCB�@W�KSJRGNJC�NCMNJCbR?IGLE�?BT?LR?EC�MD�RFC�APMUBfQ�AMJJCARGTC
UGQBMK��0RFCP�?PRGAJCQ�A?L�@C�K?GLR?GLCB�@W�?�QGLEJC�CBGRMP�UGRF��� 'SJJW�CVCASRCB�APC?RGTC�UMPI

PCOSCQRCB�@W�APMUBQMSPAGLE
NJ?RDMPKQ�

$F?NRCP���$PMUBQMSPAGLE
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OSCQRGML?@JC�CRFGAQ�?LB�MNGLGMLQ��"Q�?�PCQSJR�?PRGAJCQ�K?W�@C
GLAMPPCARJW�?QQSKCB�RM�@C�PCJG?@JC�

^ "BBCB�AMQRQ�K?W�@C�LCCBCB�RM�@PGLE�?�NPMHCAR�RM�?L�?AACNR?@JC
AMLAJSQGML�

^ "�APMUBQMSPACB�NPMHCAR�K?W�D?GJ�BSC�RFC�J?AI�MD�DGL?LAG?J�KMRGT?RGML�MP
PCU?PB��"Q�?�AMLQCOSCLAC�?�NPMHCAR�K?W�@C�QS@HCARCB�RM�DCUCP
N?PRGAGN?LRQ�?�JMUCP�OS?JGRW�MD�UMPI�?�J?AI�MD�NCPQML?J�GLRCPCQR�EJM@?J
J?LES?EC�@?PPGCPQ�MP�BGDDGASJRW�K?L?EGLE�?�J?PEC�QA?JC�APMUBQMSPACB
NPMHCAR�

^ "�APMUBQMSPACP�K?W�F?TC�BGDDGASJRGCQ�K?GLR?GLGLE�?�UMPIGLE
PCJ?RGMLQFGN�UGRF�RFC�AMKKSLGRW�RFPMSEFMSR�RFC�BSP?RGML�MD�?�NPMHCAR�

KEY TAKEAWAYS

^ "JJ�RFC�PCNCPASQQGMLQ�MD�APMUBQMSPAGLE�?PC�LMR�DSJJW�PC?JGXCB�?Q�MD�WCR�
^ *L�RFC�N?QR�UC�F?B�RM�@C�NFWQGA?JJW�RMECRFCP�RM�APC?RC�APMUBQ��/MU�UC

F?TC�RCAFLMJMEW�RM�FCJN�SQ�AMLLCAR�UFGJC�PCK?GLGLE�ECMEP?NFGA?JJW
BGQR?LR�

^ $PMUBQ�A?L�AMLRPG@SRC�@?QCB�ML�?�P?LEC�MD�QIGJJ�JCTCJQ�
^ -CQQ�CVNCPGCLACB�GLBGTGBS?JQ�A?L�QFMU�?LB�FMLC�RFCGP�QIGJJQ�UFGJC�KMPC

CQR?@JGQFCB�NP?ARGRGMLCPQ�A?L�C?PL�KMLCW�UGRFMSR�JMLE�RCPK
AMKKGRKCLR�

^ "K?RCSPQ�?PC�AMKNCRGLE�GL�?�UGBC�T?PGCRW�MD�DGCJBQ�
^ 0LC�GQ�?@JC�RM�NS@JGQF�GLDMPK?RGML�D?QRCP�RF?L�CTCP�RF?LIQ�RM�RFC

*LRCPLCR��5FGQ�GLDMPK?RGML�A?L�@C�?T?GJ?@JC�EJM@?JJW�
^ $PMUBQ�A?L�F?TC�?�UGBC�T?PGCRW�MD�NPMDCQQGML?J�@?AIEPMSLBQ�UGRF

BGDDCPCLR�R?JCLRQ��5FGQ�GQ�ILMUL�?Q�GLRCJJCARS?J�A?NGR?J�
^ 8GQBMK�MD�RFC�APMUB�A?L�@C�PCDCPPCB�RM�?Q�MNCL�QMSPAC�NPMBSARGML

UFGAF�GQ�?L�?ARGTGRW�GLGRG?RCB�?LB�TMJSLR?PGJW�SLBCPR?ICL�@W�KCK@CPQ�MD
RFC�AMKKSLGRW�

^ $PMUBQMSPAGLE�GQ�NPMBSAGLE�?�LCU�U?W�MD�QMSPAGLE�APC?RGTC�GBC?Q��*R
?JJMUQ�SQ�RM�?AACQQ�?L�CLMPKMSQ�QMSPAC�MD�SLR?NNCB�APC?RGTGRW�RF?R
?ECLAGCQ�BMLfR�F?TC�UGRFGL�RFCGP�MPE?LGX?RGMLQ�UGRF�JMU�PGQI�?LB�AMQR�

^ "�LCU�?ECLAW�KMBCJ�GQ�LCCBCB�RM�K?L?EC�GBC?�APC?RGML�

$F?NRCP���$PMUBQMSPAGLE
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EXERCISES

�� 8F?R�?PC�RFC�K?GL�PC?QMLQ�DMP�APMUBQMSPAGLE�R?IGLE�MDD�GL�RFC�J?QR�DCU
WC?PQ 

�� 8F?R�?PC�RFC�@CLCDGRQ�MD�APMUBQMSPAGLE�DMP�@MRF�AMLQSKCPQ�?LB�@P?LBQ 
�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�RFC�UGQBMK�MD�RFC�APMUB�?LB

APMUBQMSPAGLE 

$F?NRCP���$PMUBQMSPAGLE
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9.4 Case Study: Peperami

1CNCP?KG�MLC�MD�RFC�J?PECQR�6,�AMLQSKCP�@P?LBQ�GQ�?�NMPI�Q?SQ?EC�QL?AI
K?LSD?ARSPCB�@W�6LGJCTCP�GL�(CPK?LW�?LB�#PGR?GL��-?SLAFCB�MTCP�DGDRCCL�WC?PQ�?EM
RFC�@P?LB�U?Q�GL�RFC�F?LBQ�MD�APC?RGTC�?ECLAW�-MUC�QGLAC�GRQ�AMLACNRGML�SLRGJ
"SESQR������UFCL�6LGJCTCP�?LLMSLACB�RF?R�GR�U?Q�EMGLE�RM�BPMN�RFC�?ECLAW�?LB
UMPI�UGRF�*BC?�#MSLRW�RM�APMUBQMSPAC�RFC�AMLACNR�DMP�RFCGP�LCU�A?KN?GEL�

*L�RFC�N?QR�5FC�"LGK?J�?�AP?XCB�K?QMAFGQRGA�Q?SQ?EC�AF?P?ARCP�PCNPCQCLRCB�RFC
@P?LB�GL�?BTCPRGQGLE�AMKKSLGA?RGMLQ��5FC�AF?P?ARCP�GQ�UCJJ�ILMUL�?LB�KSAF�JMTCB
DMP�FGQ�SLGLFG@GRCB�SL?NMJMECRGA�?LB�NMJGRGA?JJW�GLAMPPCAR�@CF?TGMP��'MP�RFC�J?QR
DGDRCCL�WC?PQ�FC�F?Q�@CCL�?�ACLRP?J�N?PR�MD�CTCPW�1CNCP?KG�A?KN?GEL�

)MUCTCP�6LGJCTCP�DCJR�RF?R�?DRCP�DGDRCCL�WC?PQ�UGRF�RFC�Q?KC�?ECLAW�RFC�1CNCP?KG
@P?LB�?LB�5FC�"LGK?J�AF?P?ARCP�LCCBCB�?L�GLHCARGML�MD�DPCQF�GBC?Q�DMP�RFC�@P?LBfQ
LCVR�NPGLR�?LB�RCJCTGQGML�?BTCPRGQCKCLRQ��&LRCP�*BC?�#MSLRW�

*BC?�#MSLRW�U?Q�GLTMJTCB�GL�RFC�UPGRGLE�MD�RFC�@PGCD�DPMK�RFC�@CEGLLGLE�MD�RFC
NPMHCAR��5FC�@PGCD�U?Q�TCPW�QNCAGDGA�UGRF�GRQ�PCOSGPCKCLRQ�?LB�QRGNSJ?RCB�RF?R�RFC
UGLLGLE�GBC?�F?B�RM�@C�?@JC�RM�QSNNMPR�RFC�BCTCJMNKCLR�MD�QAPGNRQ�?LB�QRMPW@M?PBQ�
5FGQ�CLQSPCB�RF?R�RFC�GBC?Q�QS@KGRRCB�UMSJB�@C�UCJJ�RFMSEFR�MSR�?LB�MD�?�FGEF
OS?JGRW�

5FC�@PGCD�?JQM�GLAJSBCB�CV?KNJCQ�MD�RFC�N?QR�1CNCP?KG�A?KN?GELQ�?Q�UCJJ�?Q
RCKNJ?RCQ�DMP�QRMPW@M?PBQ�?LB�QAPGNRQ�

"Q�?�PCU?PB�?�@MSLRW�MD��������U?Q�QCR�UGRF�RFC�MNRGML�MD�?L�CVRP?�������DMP
CVRPCKC�APC?RGTGRW�

5FC�*BC?�#MSLRW�RC?K�?JQM�NPMBSACB�?�DSJJ�N?EC�NPGLR�?B�NPMKMRGLE�RFC�@PGCD�UFGAF
U?Q�NS@JGQFCB�GL�RFC�6LGRCB�,GLEBMKfQCampaign Magazine?Q�UCJJ�?Q�ML�MLJGLC
@?LLCPQ�BGQNJ?WCB�ML�T?PGMSQ�K?PICRGLE��?LB�?BTCPRGQGLE�PCJ?RCB�QGRCQ�?APMQQ�RFC
EJM@C�

'SPRFCPKMPC�RFC�@PGCD�?RRP?ARCB�?�AMLQGBCP?@JC�?KMSLR�MD�13�	NS@JGA�PCJ?RGMLQ

UGRF�CVRCLQGTC�AMTCP?EC�@MRF�MLJGLC�?LB�MDDJGLC�BSC�RM�RFC�AMLRPMTCPQG?J�L?RSPC�MD
APMUBQMSPAGLE�GL�?BTCPRGQGLE�?R�RFC�RGKC�MD�RFC�@PGCD�PSLLGLE�

$F?NRCP���$PMUBQMSPAGLE

���



5FC�*BC?�#MSLRW�RC?K�U?Q�?JQM�EPC?RJW�GLTMJTCB�GL�RFC�DGL?J�QCJCARGML�NPMACQQ
CLQSPGLE�?L�CDDCARGTC�GBC?�DGJRCPGLE�QWQRCK��*L�?BBGRGML�?L�GBC?�QCJCARGML�UMPIQFMN
FCJB�UGRF�6LGJCTCP�?QQGQRCB�GL�RFC�QCJCARGML�MD�RFC�DGL?J�GBC?�

5FC�@PGCD�AJMQCB�?�DSJJ�RUM�KMLRFQ�?DRCP�J?SLAF�?LB�GL�RMR?J�PCACGTCB�����
QS@KGQQGMLQ��5FGQ�U?Q�?L�CVRP?MPBGL?PGJW�J?PEC�?KMSLR�MD�GBC?Q�AMLQGBCPGLE�CTCPW
CLRPW�KCR�RFC�@?QGA�PCOSGPCKCLRQ�J?GB�MSR�GL�RFC�@PGCD�

4S@KGQQGMLQ�K?BC�@W�APC?RGTCQ�UCPC�MD�CVACNRGML?J�OS?JGRW��0TCP?JJ�RFC�FMQRGLE�MD
RFC�@PGCD�U?Q�?�K?QQGTC�QSAACQQ��5FC�J?PEC�?KMSLR�MD�OS?JGRW�QS@KGQQGMLQ�U?Q�BSC�RM
RFC�@PGCD�AMKGLE�DPMK�?�UCJJ�ILMUL�@P?LB�UGRF�?L�CLE?EGLE�NPM@JCK��5FC�AFCPPW
ML�RMN�U?Q�RFC�@MSLRW�MDDCPCB�RF?R�CLAMSP?ECB�NCMNJC�RM�GLTCQR�RFCGP�RGKC�?LB
CLCPEW�GL�RFCGP�QS@KGQQGML�

"DRCP�KSAF�BCJG@CP?RGML�?LB�BSC�RM�RFC�OS?JGRW�MD�QS@KGQQGMLQ�*BC?�#MSLRW�?LB
6LGJCTCP�?LLMSLACB�RUM�MSRQR?LBGLE�UGLLGLE�GBC?Q�

CASE STUDY QUESTIONS

�� )MU�?LB�UFCPC�BMCQ�*BC?�#MSLRW�DGR�GLRM�RFC�LCU�?ECLAW�KMBCJ 
�� 8F?R�NMQQG@JC�PGQIQ�UCPC�NMQCB�@W�KMTGLE�RFC�1CNCP?KG�?AAMSLR�DPMK

?ECLAW�-MUC�RM�APMUBQMSPAGLE�NJ?RDMPK�*BC?�#MSLRW 
�� 8FW�GQ�GR�GKNMPR?LR�RM�QRGNSJ?RC�PCOSGPCKCLRQ�AJC?PJW�GL�?�@PGCD�RM�RFC

AMKKSLGRW 
�� 8FW�U?Q�GR�GKNMPR?LR�RF?R�RFC�@PGCD�AMLR?GLCB�CV?KNJCQ�MD�NPCTGMSQ

1CNCP?KG�A?KN?GELQ 

$F?NRCP���$PMUBQMSPAGLE
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9.5 Reference

1?SJ�.?PQBCL�c$PMUBQMSPAGLE��:MSP�3CACQQGML�1PMMD�.?PICRGLE�4RP?RCEW d
Contagious���	.?W�����
����a�� FRRN���UUU�TGP?JASJRSPC�AMK�BMULJM?BQ�
APMUBQMSPAGLE�NBD	?AACQQCB�+?LS?PW�������
�

$F?NRCP���$PMUBQMSPAGLE

���

http://www.viralculture.com/downloads/crowdsourcing.pdf
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Chapter 10

Viral Marketing
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10.1 Introduction

8MPB�MD�KMSRF�K?PICRGLE�GQ�NMUCPDSJ��&BCJK?LfQ������5PSQR�#?PMKCRCP�QFMUQ�RF?R
���NCPACLR�MD�PCQNMLBCLRQ�RPSQR�c?�NCPQML�JGIC�KCd�?Q�?�QNMICQNCPQML�c&BCJK?L
5PSQR�#?PMKCRCP�����d�&BCJK?L�����FRRN���UUU�CBCJK?L�AM�SI�
RPSQR@?PMKCRCP�DGJCQ�CBCJK?L�RPSQR�@?PMKCRCP������NBD	?AACQQCB�.?W��������
�*L
$F?NRCP����4MAG?J�.CBG?��WMS�JC?PLCB�QMKC�MD�RFC�U?WQ�RF?R�K?PICRCPQ�A?L�R?N�GLRM
RFC�KCBG?�RF?R�NPMKMRC�RFGQ�IGLB�MD�RPSQR��.CQQ?ECQ�N?QQCB�ML�DPMK�c?�NCPQML�JGIC
KCd�GQ�UMPB�MD�KMSRF�K?PICRGLE�?LB�MLJGLC�RF?R�Q?KC�KCQQ?EC�A?L�@C�N?QQCB�ML
RFPMSEF�QMAG?J�KCBG?�

7GP?J�K?PICRGLE�GQ�?�DMPK�MD�UMPB�MD�KMSRF�K?PICRGLE�RF?R�?GKQ�RM�PCQSJR�GL�?
KCQQ?EC�QNPC?BGLE�CVNMLCLRG?JJW��*R�R?ICQ�GRQ�L?KC�DPMK�?�TGPSQ�@CA?SQC�MD�RFC
QGKGJ?PGRGCQ�RF?R�K?PICRCPQ�?GK�RM�CKSJ?RC�

^ *R�GQ�C?QGJW�N?QQCB�ML�
^ 5FC�LSK@CP�MD�NCMNJC�UFM�F?TC�@CCL�cGLDCARCBd�EPMUQ�CVNMLCLRG?JJW�

History

5FC�RCPK�cTGP?J�K?PICRGLEd�U?Q�NPM@?@JW�DGPQR�AMGLCB�@W�+CDDPCW�3?WNMPR�GL�?L
?PRGAJC�c5FC�7GPSQ�MD�.?PICRGLEd�GL�RFC�%CACK@CP������GQQSC�MDFast Company�+CDDPCW
3?WNMPR�c5FC�7GPSQ�MD�.?PICRGLEdFast Company�%CACK@CP��������
FRRN���UUU�D?QRAMKN?LW�AMK�K?E?XGLC����TGPSQ�FRKJ	?AACQQCB�.?W��������
�
5F?RfQ�LMR�RM�Q?W�RF?R�RFCPC�UCPCLfR�TGP?J�K?PICRGLE�A?KN?GELQ�@CDMPC�RF?R�@SR�?Q
RFC�*LRCPLCR�BCTCJMNCB�QM�F?TC�RFC�CJCARPMLGA�RMMJQ�DMP�N?QQGLE�ML�GLDMPK?RGML�

8MPB�MD�KMSRF�F?Q�CVGQRCB�?Q�JMLE�?Q�RFCPC�F?TC�@CCL�UMPBQ�?LB�KMSRFQ�@SR�GR�GQ�?
D?GPJW�PCACLR�NFCLMKCLML�GL�RFC�UMPJB�MD�K?PICRGLE��1MQGRGTC�UMPB�MD�KMSRF�A?L
F?TC�?�RPCKCLBMSQ�GKN?AR�ML�?�@P?LB�?LB�A?L�R?IC�SN�JGRRJC�RM�LMRFGLE�MD�RFC
K?PICRGLE�BCN?PRKCLRfQ�@SBECR��)MUCTCP�NJ?LLGLE�DMP�?LB�KC?QSPGLE�UMPB�MD
KMSRF�A?L�@C�RPGAIW�?LB�SLNPCBGAR?@JC�

"Q�RFC�AMLLCARCB�L?RSPC�MD�RFC�*LRCPLCR�F?Q�?JJMUCB�DMP�C?QGCP�QNPC?BGLE�?LB
RP?AIGLE�MD�UMPB�MD�KMSRF�GLDMPK?RGML�GR�F?Q�@CAMKC�NMQQG@JC�RM�QCC�FMU�RFGQ�A?L
@C�KMBCJCB�ML�RFC�QNPC?B�MD�?�TGPSQ�GL�?�NMNSJ?RGML�

$F?NRCP����7GP?J�.?PICRGLE

���

http://www.edelman.co.uk/trustbarometer/files/edelman-trust-barometer-2010.pdf
http://www.edelman.co.uk/trustbarometer/files/edelman-trust-barometer-2010.pdf
fwk-105454-ch08#fwk-105454-ch08
http://www.fastcompany.com/magazine/06/virus.html


10.2 How It Works

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�BGDDCPCLR�RWNCQ�MD�TGP?J�K?PICRGLE�?LB�RFCGP�BGDDCPCLACQ�

7GP?J�EPMURF�MAASPQ�UFCL�?�KCQQ?EC�GQ�QNPC?B�CVNMLCLRG?JJW��7GP?J�K?PICRGLE
A?KN?GELQ�UMPI�UFCL�?�KCQQ?EC�GQ�QNPC?B�CVNMLCLRG?JJW�?LB�GR�PCQSJRQ�GL�?�BCQGPCB
MSRAMKC�DMP�?�@P?LB��7GP?J�K?PICRGLE�SRGJGXCQ�CJCARPMLGA�KC?LQ�RM�QNPC?B�KCQQ?ECQ�
*R�F?PLCQQCQ�RFC�CJCARPMLGA�AMLLCARGTGRW�MD�GLBGTGBS?JQ�RM�CLQSPC�K?PICRGLE
KCQQ?ECQ�?PC�PCDCPPCB�DPMK�MLC�NCPQML�RM�?LMRFCP�

7GP?J�K?PICRGLE�A?KN?GELQ�A?L�@C�RPGAIW�?LB�SLNPCBGAR?@JC��)MUCTCP�RFC�JSPC�MD
exponential growth � �?R�?�TCPW�JMU�K?PEGL?J�AMQR�KC?LQ�RF?R�RFCW�?PC�@CGLE
?RRCKNRCB�KMPC�MDRCL�

MSN Hotmail: From Zero to Thirty Million

.4/�)MRK?GJ�RFC�8C@�C�K?GJ�QCPTGAC�NSPAF?QCB�@W�.GAPMQMDR�EPCU�RM�RFGPRW
KGJJGML�KCK@CPQ�GL�HSQR�RUM�?LB�?�F?JD�WC?PQ�DPMK�GRQ�J?SLAF�GL�+SJW�������"
J?PEC�N?PR�MD�GRQ�CVNMLCLRG?J�EPMURF�GQ�?RRPG@SRCB�RM�RFC�QGEL�SN�JGLI�RF?R�U?Q�GL
RFC�DMMRCP�MD�CTCPW�C�K?GJ�QCLR�UGRF�RFC�QCPTGAC��8FCL�RFC�AMKN?LW�J?SLAFCB
CTCPW�MSREMGLE�KCQQ?EC�DPMK�RFGQ�NJ?RDMPK�AMLR?GLCB�?L�?BTCPRGQCKCLR�DMP
)MRK?GJ�?LB�?�JGLI�RM�GRQ�8C@�QGRC�?R�RFC�@MRRMK�MD�RFC�C�K?GJ��"Q�NCMNJC�C�
K?GJCB�RFCGP�DPGCLBQ�?LB�AMJJC?ESCQ�RFCW�UCPC�?JQM�?BTCPRGQGLE�RFC�QCPTGAC�
3CAGNGCLRQ�AMSJB�QGKNJW�AJGAI�ML�RFC�JGLI�?LB�QGEL�RFCKQCJTCQ�SN�?LB�?Q�RFCW
AMLRGLSCB�RM�C�K?GJ�DPGCLBQ�DPMK�RFCGP�LCU�?AAMSLR�RFC�KCQQ?EC�QNPC?B�UGRFGL
CVGQRGLE�QMAG?J�LCRUMPIQ�?LB�U?Q�N?QQCB�?JMLE�UGRF�JGRRJC�CDDMPR�DPMK�RFC
AMKN?LW��)MRK?GJ�UCLR�DPMK�XCPM�RM�RFGPRW�KGJJGML�SQCPQ�UGRFGL�RFC�DGPQR�RFPCC
WC?PQ�?LB�RMB?W�F?Q�MTCP�DGTC�FSLBPCB�KGJJGML�SQCPQ�UMPJBUGBC�

5FCPC�?PC�RUM�RWNCQ�MD�TGP?J�K?PICRGLE�A?KN?GELQ�

^ Organic (or in-the-wild) campaigns �

^ Amplified (or controlled) campaigns �

�� *D�EPMURF�KMPC�RF?L�BMS@JCQ
UGRF�C?AF�GRCP?RGML�GR�GQ
CVNMLCLRG?J�

�� $?KN?GELQ�RF?R�F?TC�@CCL
QRP?RCEGA?JJW�NJ?LLCB�F?TC
BCDGLCB�EM?JQ�DMP�RFC�@P?LB
@CGLE�K?PICRCB�?LB�SQS?JJW
F?TC�?�BGQRGLAR�KCRFMB�MD
N?QQGLE�ML�RFC�KCQQ?EC�

�� $?KN?GELQ�RF?R�EPMU�UGRF
JGRRJC�MP�LM�GLNSR�DPMK�RFC
K?PICRCP�

$F?NRCP����7GP?J�.?PICRGLE

���



Organic Viral Marketing

0PE?LGA�	MP�GL�RFC�UGJB
�TGP?J�A?KN?GELQ�EPMU�UGRF�JGRRJC�MP�LM�GLNSR�DPMK�RFC
K?PICRCP��4MKCRGKCQ�?�KCQQ?EC�GQ�N?QQCB�?PMSLB�GL�?�TGP?J�L?RSPC�UGRFMSR�?LW
GLRCLRGML�DPMK�RFC�K?PICRCP��6QS?JJW�RFGQ�F?NNCLQ�UGRF�LCE?RGTC�KCQQ?ECQ�?@MSR�?
@P?LB�@SR�GR�A?L�?JQM�@C�?�F?NNW�AMGLAGBCLAC�DMP�?�@P?LB�GD�RFC�KCQQ?EC�GQ�NMQGRGTC�

0PE?LGAword of mouth � GQ�APCBGRCB�UGRF�RFC�QSBBCL�GLAPC?QC�GL�RFC�NMNSJ?PGRW�MD
)SQF�1SNNGCQ�QFMCQ�GL�RFC�KGB�����Q��8MPB�MD�KMSRF�GLAPC?QCB�Q?JCQ�DPMK�?L�?JJ
RGKC�JMU�MD�������GL������RM��������GL������?LB�RM�DMSP�RGKCQ�RF?R�RFC�DMJJMUGLE
WC?P�

5FGQ�GQ�?L�CV?KNJC�MD�?L�MPE?LGA�TGP?J�A?KN?GEL�

^ *R�U?Q�LMR�NJ?LLCB�	RFMSEF�GR�U?Q�TCPW�UCJAMKCB
�@W�)SQF�1SNNGCQ�
^ 1?PRGAGN?LRQ�K?BC�?L�?ARGTC�AFMGAC�RMpass on� RFC�KCQQ?EC�

8FCL�QSAACQQDSJ�RFGQ�RWNC�MD�A?KN?GEL�A?L�@SGJB�RPCKCLBMSQ�@P?LB�COSGRW�?R�?
K?PEGL?J�AMQR��#CA?SQC�RFC�AMKKSLGA?RGML�R?ICQ�NJ?AC�BGPCARJW�@CRUCCL�AMLQSKCPQ
RFC�K?PICRCP�F?Q�RM�@C�NPCN?PCB�RM�JCR�EM�MD�RFCGP�@P?LB�QM�RF?R�RFC�KCQQ?EC�?LB
DJMU�MD�AMKKSLGA?RGML�GQ�LMR�PCQRPGARCB��5FGQ�GQ�TGR?J�RM�CLQSPGLE�RFC�TGP?J�A?KN?GEL
GQ�?�QSAACQQ�?Q�NCMNJC�?PC�KMPC�JGICJW�RM�RPW�?�LCU�NPMBSAR�MP�DSJDGJJ�RFC�A?KN?GEL
EM?J�GD�RFCGP�DPGCLB�MP�?�RPSQRCB�QMSPAC�PCDCPPCB�RFCK�

Amplified Viral Marketing

"KNJGDGCB�	MP�AMLRPMJJCB
�A?KN?GELQ�F?TC�@CCL�QRP?RCEGA?JJW�NJ?LLCB�F?TC�BCDGLCB
EM?JQ�DMP�RFC�@P?LB�@CGLE�K?PICRCB�?LB�SQS?JJW�F?TC�?�BGQRGLAR�KCRFMB�MD�N?QQGLE
ML�RFC�KCQQ?EC�	RF?R�A?L�@C�RP?AICB�?LB�OS?LRGDGCB�@W�RFC�K?PICRCP
��5FC�)MRK?GJ
CV?KNJC�?@MTC�GQ�?�AMLRPMJJCB�A?KN?GEL�

^ 5FC�EM?J�U?Q�RM�EPMU�KCK@CPQFGN�
^ 5FC�C�K?GJQ�@CGLE�QCLR�UCPC�?SRMK?RGA?JJW�N?QQGLE�ML�RFC�KCQQ?EC�

"�TGP?J�A?KN?GEL�A?L�@C�?L�GKNMPR?LR�N?PR�MD�?L�C.?PICRGLE�QRP?RCEW��7GP?J
K?PICRGLE�A?KN?GELQ�AMLRPG@SRC�GL�?�LSK@CP�MD�U?WQ�

^ 8GRF�AMPPCAR�NJ?LLGLE�?�TGP?J�A?KN?GEL�A?L�NPMTGBC�NJCLRW�MD�JGLI�JMTC
DMP�WMSP�QC?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�QRP?RCEW��$?KN?GELQ�QFMSJB

�� *LDMPK?RGML�RF?R�GQ�N?QQCB
@CRUCCL�NCMNJC�?Q�MNNMQCB�RM
KCQQ?ECQ�DPMK�?�AMKN?LW�RM
NCMNJC�

�� 5M�QF?PC�AMLRCLR�UGRF�?LMRFCP
NCPQML�

$F?NRCP����7GP?J�.?PICRGLE

�����)MU�*R�8MPIQ ���



@C�@SGJR�UGRF�RF?R�GL�KGLB��8FGJC�RFCPC�KGEFR�@C�?�KGAPMQGRC�APC?RCB�DMP
RFC�TGP?J�A?KN?GEL�CLQSPC�RF?R�GR�GQ�C?QW�RM�JGLI�RM�RFC�K?GL�8C@�QGRC�

^ *R�A?L�@C�BGDDGASJR�RM�KC?QSPCbrand awareness� �@SR�RFGQ�GQ�SQS?JJW�RFC
AFGCD�?GK�MD�?LW�TGP?J�A?KN?GEL��#C?P�RF?R�GL�KGLB�?LB�K?IC�QSPC�RF?R
RFC�A?KN?GEL�GQ�R?PECRGLE�RFC�PGEFR�BCKMEP?NFGA�?LB�RF?R�@P?LBGLE�GQ
AJC?P�UGRFMSR�BCRP?ARGLE�DPMK�RFC�QMAG?J�L?RSPC�MD�?�TGP?J�A?KN?GEL�

^ 7GP?J�A?KN?GELQ�A?L�?JQM�BPGTC�BGPCAR�PCQNMLQC�DPMK�LCUQJCRRCP�QGEL�
SNQ�RM�AMJJ?@MP?RGML�ML�AMLQSKCP�ECLCP?RCB�KCBG?�	$(.
�RM
NSPAF?QCQ�RF?R�A?L�@C�BGPCARJW�AMPPCJ?RCB�RM�RFC�A?KN?GEL�

�� "�KC?QSPC�MD�FMU�OSGAIJW�?
@P?LB�GQ�A?JJCB�RM�KGLB�

$F?NRCP����7GP?J�.?PICRGLE

�����)MU�*R�8MPIQ ���



Stormhoek and Threshers: A Voucher Frenzy

5FPCQFCPQ�GQ�?L�MDD�JGACLQC�AF?GL�GL�RFC�6LGRCB�,GLEBMK��4RMPKFMCI�?�4MSRF
"DPGA?L�UGLCPW�GQ�MLC�MD�RFC�@P?LBQ�RF?R�RFCW�QCJJ��*L�/MTCK@CP������5FPCQFCPQ
NSR�?�TMSAFCP�ML�GRQ�8C@�QGRC�MDDCPGLE����NCPACLR�MDD�?JJ�UGLCQ�?LB�AF?KN?ELCQ
@CRUCCL�/MTCK@CP����?LB�%CACK@CP�����4RMPKFMCI�UFGAF�F?B�?�J?PEC
DMJJMUGLE�MLJGLC�RFPMSEF�GRQ�@JME�?RFRRN���UUU�QRMPKFMCI�AMK�?QICB�GD�GR
AMSJB�N?QQ�ML�RFC�MDDCP�RM�GRQ�?SBGCLAC��5FPCQFCPQf�PCQNMLQC��c0D�AMSPQC�GRfQ�HSQR
?�@JME�d�4RMPKFMCI�NMQRCB�RFC�TMSAFCP�RM�GRQ�@JME�ML�'PGB?W�/MTCK@CP����
)SEF�.?A-CMB�?�N?PRLCP�GL�RFC�UGLCPW�UFM�U?Q�?JQM�UMPIGLE�UGRF�4RMPKFMCI
ML�GRQ�MLJGLC�QRP?RCEW�?JQM�NMQRCB�RFC�TMSAFCP�RM�FGQ�NMNSJ?P�@JME
FRRN���UUU�E?NGLETMGB�AMK�

0L�.MLB?W�/MTCK@CP����RFCPC�UCPC�������BMULJM?BQ�MD�RFC�TMSAFCP��5SCQB?W
Q?U�������BMULJM?BQ��?LB�ML�'PGB?W�%CACK@CP���RFC�B?W�RFC�NPMKMRGML
QR?PRCB�RFC�TMSAFCP�U?Q�BMULJM?BCB��������RGKCQ�

Figure 10.1

Source: Used by permission from
Stormhoek.

#W�%CACK@CP���RFC�TMSAFCP�F?B�@CCL�BMULJM?BCB�����KGJJGML�RGKCQ��##$�/CUQ
PCNMPRCB�ML�%CACK@CP���RF?R�cOSCSCQ�F?TC�DMPKCB�?R�MLC�QRMPC�UFGJC�RFC
5FPCQFCPQ�8C@�QGRC�F?Q�AP?QFCB�SLBCP�RFC�QRP?GL�MD�BCK?LB�DMP�RFC�MDDCP�d�"LB
UGRFGL�RFC�DGPQR�DGTC�B?WQ�MD�RFC�MDDCP�5FPCQFCPQ�PCNMPRCB�?����NCPACLR�GLAPC?QC
GL�UCCICLB�Q?JCQ�UGRF�K?LW�QRMPCQ�QCJJGLE�MLC�UCCIfQ�UMPRF�MD�UGLC�GL�?�QGLEJC
B?W�OSCSCQ�MSR�RFC�BMMP�?LB�QRMAIQ�BCNJCRCB�@W����NCPACLR�GL�QMKC�QFMNQ�

$F?NRCP����7GP?J�.?PICRGLE

�����)MU�*R�8MPIQ ���

http://www.stormhoek.com
http://www.gapingvoid.com


5FC�5FPCQFCPQ�8C@�QGRC�	FRRN���UUU�RFPCQFCPEPMSN�AMK
�Q?U������
BMULJM?BQ�MD�RFC�TMSAFCP�?@MSR���NCPACLR�MD�RFC�RMR?J�BMULJM?BQ��4RMPKFMCI
DMSLB�RF?R�@CGLE�?R�RFC�ACLRCP�MD�?�TGP?J�K?PICRGLE�NFCLMKCLML�Q?U�@P?LBGLE
?LB�Q?JCQ�GLAPC?QC��*L�?BBGRGML�RM�RCJCTGQGML�?LB�NPGLR�NPCQQ�KCLRGMLQ
4RMPKFMCI�Q?U�Q?JCQ�MD�GRQ�UGLCQ�GLAPC?QC�?R�MRFCP�QRMPCQ�LMR�HSQR�?R�5FPCQFCPQ�
5FCPC�U?Q�LM�NPMKMRGML�MP�BGQAMSLR�?R�RFC�MRFCP�QRMPCQ�

4RMPKFMCI�F?Q�UML�?U?PBQ�DMP�GRQ�GLLMT?RGTC�SQC�MD�QMAG?J�KCBG?�RM�BGQPSNR�RFC
UGLC�K?PICR�?LB�GLAPC?QC�UGLC�Q?JCQ�?LB�$FPGQRK?Q������Q?U�RF?R�F?NNCL�MLAC
?E?GL�

KEY TAKEAWAYS

^ 7GP?J�EPMURF�MAASPQ�UFCL�?�KCQQ?EC�GQ�QNPC?B�CVNMLCLRG?JJW�
^ 7GP?J�K?PICRGLE�A?KN?GELQ�?PC�RPGAIW�?LB�SLNPCBGAR?@JC��#SR

CVNMLCLRG?J�EPMURF�KC?LQ�RF?R�RFCW�?PC�@CGLE�?RRCKNRCB�KMPC�MDRCL�
^ 5FCPC�?PC�RUM�K?GL�RWNCQ�MD�TGP?J�K?PICRGLE�A?KN?GELQ��?KNJGDGCB�	MP

AMLRPMJJCB
�?LB�MPE?LGA�	MP�GL�RFC�UGJB
�
^ 7GP?J�K?PICRGLE�SQCQ�NCMNJCfQ�CJCARPMLGA�AMLLCARGTGRW�RM�GLAPC?QC�RFC

TCJMAGRW�MD�UMPB�MD�KMSRF��1CMNJC�UGRF�QGKGJ?P�GLRCPCQRQ�LCCBQ�?LB
JGDCQRWJCQ�RCLB�RM�N?QQ�ML�?LB�QF?PC�GLRCPCQRGLE�?LB�CLRCPR?GLGLE�AMLRCLR�

^ 8FCL�QNMLQMPCB�@W�?�@P?LB�RFC�KCQQ?EC�@SGJBQ�?U?PCLCQQ�MD�?�NPMBSAR
MP�QCPTGAC�?LB�A?L�NPMTGBC�OS?JGDGCB�NPMQNCARQ�DMP�RFC�MPE?LGX?RGML�RM
NSPQSC�

EXERCISES

�� 5FGLI�MD�?L�CV?KNJC�MD�UFCL�MPE?LGA�TGP?J�K?PICRGLE�GQ�?NNPMNPG?RC�DMP
?L�?BTCPRGQCP�

�� 5FGLI�MD�?L�CV?KNJC�MD�UFCL�AMLRPMJJCB�TGP?J�K?PICRGLE�GQ�?NNPMNPG?RC
DMP�?L�?BTCPRGQCP�

$F?NRCP����7GP?J�.?PICRGLE

�����)MU�*R�8MPIQ ���

http://www.threshergroup.com


10.3 Preparing to Go Viral

LEARNING OBJECTIVE

�� -C?PL�RFC�QRCNQ�LCACQQ?PW�@CDMPC�?�TGP?J�A?KN?GEL�EMCQ�RM�K?PICR�

7GP?J�A?KN?GELQ�?PC�SLNPCBGAR?@JC��"Q�RFC�K?PICR�@CAMKCQ�Q?RSP?RCB�UGRF�KMPC
A?KN?GELQ�AMKNCRGLE�DMP�?RRCLRGML�GR�GQ�GLAPC?QGLEJW�BGDDGASJR�DMP�K?PICRCPQ�RM
CLQSPC�?�FGR��)MUCTCP�A?PCDSJ�NJ?LLGLE�KC?LQ�RF?R�WMS�?PC�PC?BW�UFCL�WMSP
A?KN?GEL�R?ICQ�MDD��$?PCDSJ�NJ?LLGLE�?JQM�KC?LQ�RF?R�WMS�F?TC�EGTCL�RFC�A?KN?GEL
RFC�@CQR�AF?LAC�MD�QSAACQQ�

Step 1: Define the Aims of the Campaign and How You Will
Measure Success

"�TGBCM�APC?RCB�@W�WMSP�BCN?PRKCLR�?LB�U?RAFCB�@W�KGJJGMLQ�MD�NCMNJC�ML�RFC
*LRCPLCR�GQ�ACPR?GLJW�?L�?RRP?ARGTC�NPMNMQGRGML�@SR�GD�GR�BMCQ�LMRFGLE�RM�AMLRPG@SRC�RM
WMSP�@SQGLCQQ�EM?JQ�GR�GQ�?�DSL�@SR�NMGLRJCQQ�CVCPAGQC��$?L�RFGQ�KCBGSK�PC?AF�WMSP
R?PECR�K?PICR 

%CRCPKGLC�GD�WMSP�A?KN?GEL�UGJJ�@C�?GKCB�?R�@SGJBGLE�@P?LB�?U?PCLCQQ�BPGTGLE
RP?DDGA�RM�WMSP�8C@�QGRC�EPMUGLE�?LRGAGN?RGML�DMP�?�LCU�NPMBSAR�@SGJBGLE�JMRQ�MD�4&0
JGLIQ�MP�K?IGLE�QSPC�ASQRMKCPQ�K?IC�?�NSPAF?QC�PGEFR�?U?W��7GP?J�A?KN?GELQ
QFMSJB�?JU?WQ�@SGJB�WMS�JGLIQ�UFCRFCP�MP�LMR�RF?R�GQ�?�K?GL�?GK�MD�RFC�A?KN?GEL�
#CA?SQC�MD�RFGQ�WMS�QFMSJB�RPW�RM�GLDJSCLAC�RFC�?LAFMP�RCVRbMP�RFC�TGQG@JC�AJGAI?@JC
RCVR�GL�?�JGLIb@CGLE�SQCB�

Step 2: Plan a Message or Content That Users Want to Share

0L�RFC�*LRCPLCR�RFCPC�GQ�?�JMR�EMGLE�ML��'MP�?�A?KN?GEL�RM�@C�UMPRFW�MD�QCLBGLE�ML
GR�F?Q�RM�QR?LB�MSR�DPMK�RFC�AJSRRCP��:MS�LCCB�RM�@C�MPGEGL?J�@W�BMGLE�QMKC�MD�RFC
DMJJMUGLE�RFGLEQ�

^ .?IC�QMKCRFGLE�QA?PAC
^ .?IC�QMKCRFGLE�DPCC�?LB�?@SLB?LR
^ #C�TCPW�DSLLW
^ #C�TCPW�GLRCPCQRGLE
^ #C�TCPW�GLDMPK?RGTC

$F?NRCP����7GP?J�.?PICRGLE

���



^ #C�TCPW�CBSA?RGML?J
^ #C�TCPW�SLSQS?J
^ #C�?�JGRRJC�APWNRGA
^ #C�RFC�@CQR
^ $PC?RC�QMKCRFGLE�SQCPQ�U?LR�RM�AMNW
^ 1PCQCLR�RFC�RMMJQ�DMP�?mashup�

Note

"�K?QFSN�GQ�UFCL�AMLRCLR�DPMK�RUM�MP�KMPC�QMSPACQ�GQ�AMK@GLCB��4C?PAF�DMP
cK?QFSNd�ML�:MS5S@C�RM�U?RAF�QMKC�CV?KNJCQ�

#SPECP�,GLE�APC?RCB�RFC�8C@�QGRC�c4S@QCPTGCLR�$FGAICLd
	FRRN���UUU�QS@QCPTGCLRAFGAICL�AMK
�UFCPC�?LWMLC�AMSJB�RCJJ�?�K?L�BPCQQCB�SN
GL�?�AFGAICL�QSGR�UF?R�RM�BM��*R�GQ�TCPW�DSLLW�?LB�OSGRC�@GX?PPC��*R�EMR�?�JMR�MD�RP?DDGA�
)MRK?GJ�K?BC�RFCGP�C�K?GJ�QCPTGAC�?T?GJ?@JC�RM�?LWMLC��8FCL�(K?GJ�U?Q�J?SLAFCB�GR
U?Q�@W�GLTGR?RGML�MLJW�?LB�(MMEJC�CLQSPCB�RF?R�RFC�GLTGRCQ�UCPC�QA?PAC��1CMNJC
R?JICB�?@MSR�@MRF�QCPTGACQ�OSGRC�?�@GR�

6QGLE�AMLRPMTCPQG?J�MP�CLRGAGLE�L?KCQ�DMP�TGP?J�AMLRCLR�K?ICQ�GR�KMPC�JGICJW�RF?R
WMSP�?SBGCLAC�UGJJ�U?LR�RM�GLTCQRGE?RC�DSPRFCP��'MP�TGBCMQ�RFSK@L?GJQ�?PC
CVACNRGML?JJW�GKNMPR?LR�GL�CLRGAGLE�TGQGRMPQ�RM�FGR�RFC�NJ?W�@SRRML�

Step 3: Make Your Content Easy to Share

5FC�C?QGCP�?�KCQQ?EC�GQ�RM�N?QQ�ML�RFC�KMPC�JGICJW�GR�UGJJ�@C�N?QQCB�ML��&�K?GJQ
QFMSJB�GLAJSBC�cDMPU?PB�RM�?�DPGCLBd�JGLIQ�?LB�?�cQCLB�RM�?�DPGCLBd�JGLI�A?L�@C
?BBCB�C?QGJW�RM�?LW�8C@�N?EC�

7GP?J�K?PICRCPQ�A?L�K?IC�SQC�MD�CVGQRGLE�QMAG?J�KCBG?�@MRF�?Q�?L�CLTGPMLKCLR�GL
UFGAF�RM�FMQR�RFCGP�KCQQ?EC�?LB�?Q�?�KC?LQ�RM�QF?PC�RFCGP�KCQQ?EC��'MP�CV?KNJC
SQGLE�?�NMNSJ?P�TGBCM�FMQRGLE�QGRC�QSAF�?Q�:MS5S@C�DMP�?�TGP?J�TGBCM�K?ICQ�GR�C?QW
DMP�SQCPQ�RM�CK@CB�RFC�TGBCM�MLRM�RFCGP�MUL�QGRCQ�

'MP�@CQR�PCQNMLQC�NCPQML?JGXC�C�K?GJQ�?SRMK?RCB�@W�RFC�QF?PGLE�NPMACQQ�	UGRF
QS@HCAR�JGLCQ�JGIC�c:MSP�DPGCLB�.?PI�)SLRCP�RFMSEFR�WMSfB�DGLB�RFGQ�?KSQGLEd
��"LB
DMP�@CQR�4&0�NP?ARGAC�RCJJ�SQCPQ�FMU�RM�JGLI�RM�WMSP�AMLRCLR��� 8FCL�AMLRCLR�DPMK�RUM�MP

KMPC�QMSPACQ�GQ�AMK@GLCB�

$F?NRCP����7GP?J�.?PICRGLE

�����1PCN?PGLE�RM�(M�7GP?J ���

http://www.subservientchicken.com


Step 4: Make It as Simple as Possible for Users to Get Involved

'MP�A?KN?GELQ�RF?R�PCOSGPC�GLRCP?ARGML�GR�QFMSJB�@C�?Q�C?QW�?Q�NMQQG@JC�DMP�SQCPQ�RM
QGEL�SN�?LB�ECR�GLRCP?ARGLE��-CLERFW�QGEL�SN�DMPKQ�?QIGLE�DMP�JMRQ�MD�GLDMPK?RGML
UGJJ�QJMU�?LB�A?L�CTCL�F?JR�WMSP�A?KN?GEL�

Step 5: Be Authentic and Transparent

*RfQ�?�TGP?J�K?PICRGLE�A?KN?GEL�DMP�?�@P?LB�?LB�K?PICRCPQ�UFM�NPCRCLB�MRFCPUGQC
A?L�QCC�RFC�?RRCKNR�@JMUGLE�SN�GL�RFCGP�D?ACQ��4RSBGCQ�F?TC�QFMUL�RF?R�@P?LBGLE
BMCQ�LMR�F?TC�?�QGELGDGA?LR�BCRPGKCLR?J�CDDCAR�RM�RFC�AMLR?EGMSQ�L?RSPC�MD�?�TGP?J
A?KN?GEL�

Step 6: Provide an Incentive for Sharing and Interacting

5FC�EPC?RCQR�GLACLRGTC�DMP�SQCPQ�QF?PGLE�WMSP�AMLRCLR�GQsocial currency � �
QMKCRFGLE�RF?R�SQCPQ�UGJJ�U?LR�RM�QF?PC��1CMNJC�JGIC�RM�@C�QCCL�@W�RFCGP�DPGCLBQ�?LB
AMJJC?ESCQ�?Q�PCQMSPACDSJ�A?PGLE�MP�FSKMPMSQ�?LB�RFC�AMLRCLR�WMS�APC?RC�QFMSJB
RGC�GL�UGRF�RFMQC�T?JSCQ��5?GJMPGLE�WMSP�AMLRCLR�DMP�WMSP�R?PECR�K?PICR�UGJJ�EGTC�WMS
CTCL�@CRRCP�PCQSJRQ�

*LACLRGTCQ�A?L�@C�DGL?LAG?J��?�EGDR�TMSAFCP�DMP�CTCPW�DGTC�DPGCLBQ�RFC�A?KN?GEL�GQ
QCLR�RM��0P�SQCPQ�AMSJB�@C�CLRCPCB�GLRM�?�AMKNCRGRGML�DMP�CTCPW�RCL�DPGCLBQ�RFCW
PCDCP��)MUCTCP�A?KN?GELQ�UMPI�@CQR�UFCL�RFC�NPGXC�BMCQ�LMR�CAJGNQC�RFC�AMLRCLR�
*LAPC?QGLE�QMAG?J�ASPPCLAW�UMPIQ�DMP�?�@P?LB�RMM��GR�UGJJ�GLAPC?QC�@P?LB�COSGRW�

Note

"JRCPL?RC�PC?JGRW�E?KCQ�	"3(Q
�?PC�MDRCL�SQCB�QSAACQQDSJJW�?Q�TGP?J�K?PICRGLE
A?KN?GELQ��0LC�NPMKGLCLR�QSAACQQDSJ�A?KN?GEL�U?Q�c*�-MTC�#CCQd�DMP�RFC
J?SLAF�MDHalo 2��%M�?�OSGAI�QC?PAF�MLJGLCbGRfQ�D?QAGL?RGLE�

Step 7: Make the Message Available

4MNFGQRGA?RCBalternate reality games (ARGs)� SQS?JJW�GLTMJTC�FGBGLE�KCQQ?ECQ
?LB�K?IGLE�RFCK�APWNRGA�@SR�DMP�RFC�KMQR�N?PR�K?PICRCPQ�U?LR�RFCGP�A?KN?GEL�RM
@C�TCPW�?T?GJ?@JC��3CQC?PAF�WMSP�R?PECR�K?PICR�?LB�K?IC�QSPC�RF?R�RFCW�A?L�?AACQQ
WMSP�A?KN?GEL�C?QGJW�@?QCB�ML�RFCGP�SQS?J�MLJGLC�F?@GRQ�

�� "�KC?QSPC�MD�?�NCPQMLfQ�NMUCP
?LB�GLDJSCLAC�UGRFGL�?�BCDGLCB
QMAG?J�EPMSN�

�� "�E?KC�RF?R�R?ICQ�NJ?AC�GL�@MRF
RFC�PC?J�UMPJB�?LB�GL�?�D?LR?QW
UMPJB�?LB�SQS?JJW�GLTMJTCQ�?L
MLJGLC�AMKNMLCLR�

$F?NRCP����7GP?J�.?PICRGLE

�����1PCN?PGLE�RM�(M�7GP?J ���



Figure 10.2

8GRF�?LW�QSAACQQDSJ�A?KN?GEL�RFC�QNPC?B�MD�RFC�KCQQ?EC�A?L�SQS?JJW�@C�RP?ACB�RM
QCTCP?J�AMPC�GLDJSCLACPQ��RFMQC�NCMNJC�PCQNMLQG@JC�DMP�RFC�TGP?J�EPMURF��*LDJSCLACPQ
RCLB�RM�?DDCAR�?�J?PEC�LSK@CP�MD�NCMNJC�CGRFCP�@W�QCLBGLE�RFC�KCQQ?EC�RM�JMRQ�MD
NCMNJC�MP�@W�A?SQGLE�JMRQ�MD�NCMNJC�RM�U?LR�RM�CKSJ?RC�RFCK��)MUCTCP�GLDJSCLACPQ
?PC�BGDDGASJR�RM�GBCLRGDW�NPGMP�RM�QSAACQQ�?LB�QM�QCCBGLE�?�A?KN?GEL�QFMSJB�?RRP?AR�?Q
J?PEC�?L�?SBGCLAC�?Q�NMQQG@JC�

#C�?U?PC�?Q�UCJJ�RF?R�CBGRMPG?J�KCLRGMLQ�GL�RP?BGRGML?J�KCBG?�A?L�?JQM�APC?RC�?
FSEC�?KMSLR�MD�RP?DDGA�DMP�?�A?KN?GEL�QM�NPCQQ�PCJC?QCQ�QRGJJ�LCCB�RM�@C�N?PR�MD�RFC
QCCBGLE�NPMACQQ�

6QGLE�DMPSKQ�?LB�GLAGRGLE�@JME�AMKKCLRQ�A?L�?JJ�FCJN�ECR�AMLRCLR�MSR�RFCPC�

Step 8: Use a Strong Call to Action

#C�QSPC�RF?R�RFC�KCBGSK�BMCQ�LMR�CAJGNQC�WMSP�KCQQ?EC��*D�WMS�F?TC�R?ICL�RFC�RGKC
RM�APC?RC�AMKNCJJGLE�?LB�CLE?EGLE�AMLRCLR�K?IC�RFC�KMQR�MD�RFC�GLRCP?ARGML�WMS
F?TC�UGRF�?�NMRCLRG?J�ASQRMKCP��#C�TCPW�AJC?P�?@MSR�WMSPcall to action �� �MP�RFC
?ARGML�WMS�U?LR�RFC�SQCP�RM�R?IC�LCVR�

^ 4CLB�RFGQ�TGBCM�RM�?�DPGCLB�
^ 1J?W�LMU�

Step 9: Track, Analyze, and Optimize

.MLGRMP�GLRCP?ARGMLQ�UGRF�WMSP�@P?LB�DPMK�AMLQSKCPQ�QM�WMS�A?L�QCC�EPMURF�?LB
PCQNMLQC��.?IC�QSPC�WMS�?PC�?U?PC�MD�RFC�K?LW�U?WQ�RF?R�SQCPQ�AMSJB�@C�R?JIGLE
?@MSR�WMS�$F?NRCP�����0LJGLC�3CNSR?RGML�.?L?ECKCLR�NPMTGBCQ�ESGBCJGLCQ�DMP�RFC
NPMACQQ�MD�JGQRCLGLE�MLJGLC��*D�RFC�A?KN?GEL�GQ�EPMUGLE�@SR�RFC�KCQQ?EC�GQ�LMR�?Q
GLRCLBCB�RFCPC�KGEFR�LCCB�RM�@C�QMKC�?BHSQRKCLRQ�K?BC�

"L?JWXC�UF?R�CJCKCLRQ�MD�RFC�A?KN?GEL�UMPI�QM�RF?R
UFCL�RFC�LCVR�MLC�GQ�J?SLAFCB�RFCQC�A?L�@C�MNRGKGXCB�

5P?AIGLE�QMDRU?PC�'MPU?PB5P?AI
	FRRN���DMPU?PBRP?AI�CWC@C?KPCQC?PAF�MPE
�QFMUQ�RFC
ECMEP?NFGA?J�QNPC?B�MD�?�A?KN?GEL�MTCP�RGKC�?LB�?JQM
JCRQ�N?PRGAGN?LRQ�QCC�RFC�QNPC?B�MD�RFC�A?KN?GEL��5FGQ
RP?AIGLE�QMJSRGML�A?L�@CAMKC�?�N?PR�MD�RFC�K?PICRGLE�MD
RFC�TGP?J�KCQQ?EC���� $MNW�RF?R�CLAMSP?ECQ�SQCPQ�RM

R?IC�?�N?PRGASJ?P�?ARGML�

$F?NRCP����7GP?J�.?PICRGLE

�����1PCN?PGLE�RM�(M�7GP?J ���

fwk-105454-ch10#fwk-105454-ch10
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Viral marketing uses
communities to broadcast your
message.

5S@C.MESJ�	FRRN���UUU�RS@CKMESJ�AMK
�?LB
7GB.CRPGV�	FRRN���UUU�TGBKCRPGV��AMK
�@MRF�NPMTGBC
RP?AIGLE�?LB�?SBGCLAC�?L?JWQGQ�DMP�MLJGLC�TGBCMQ�

Step 10: Get Lucky

$?PCDSJ�NJ?LLGLE�?LB�EPC?R�AMLRCLR�UGRF�?L�CLRGAGLE
GLACLRGTC�QFMSJB�?JJ�PCQSJR�GL�?�A?KN?GEL�RF?R�GQ�QSAACQQDSJ��"�JGRRJC�@GR�MD�JSAI�GQ
SQS?JJW�PCOSGPCB�DMP�?�A?KN?GEL�RM�DJW�

KEY TAKEAWAYS

^ 7GP?J�K?PICRGLE�A?KN?GELQ�A?L�@C�SLNPCBGAR?@JC�@SR�A?PCDSJ�NJ?LLGLE
A?L�EM�?�JMLE�U?W�RM�CLQSPGLE�QSAACQQ�

^ %CDGLC�RFC�?GKQ�MD�RFC�A?KN?GEL�?LB�BCRCPKGLC�FMU�QSAACQQ�UGJJ
@C�KC?QSPCB�

� $PC?RC�QMKCRFGLE�RF?R�NCMNJC�U?LR�RM�QF?PC�
� 6QC�QMAG?J�KCBG?�RM�CLQSPC�RF?R�AMLRCLR�GQ�C?QW�RM�QF?PC�
� 3CKMTC�?JJ�@?PPGCPQ�RM�N?PRGAGN?RGML�
� #C�?SRFCLRGA�
� 1PMTGBC�GLACLRGTCQ�
� .?IC�RFC�KCQQ?EC�?T?GJ?@JC�
� 6QC�?�QRPMLE�A?JJ�RM�?ARGML�
� 5P?AI�?L?JWXC�?LB�MNRGKGXC�
� (CR�?�JGRRJC�JSAIW�

EXERCISES

�� 8FW�GQ�NJ?LLGLE�QM�GKNMPR?LR�RM�TGP?J�K?PICRGLE�A?KN?GELQ 
�� "PC�TGP?J�A?KN?GELQ�@CRRCP�QSGRCB�RM�?�LGAFC�?SBGCLAC�MP�?�K?QQ

?SBGCLAC 

$F?NRCP����7GP?J�.?PICRGLE

�����1PCN?PGLE�RM�(M�7GP?J ���

http://www.tubemogul.com
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10.4 Now What?

LEARNING OBJECTIVE

�� -C?PL�UF?R�RM�BM�?DRCP�RFC�A?KN?GEL�EMCQ�JGTC�

8GRF�?�TGP?J�A?KN?GEL�DJWGLE�?PMSLB�RFC�*LRCPLCR�?�AMKN?LW�QFMSJB�@C�PC?BW�RM
A?NGR?JGXC�ML�RFC�@CLCDGRQ�MD�RFC�A?KN?GEL�

Be Prepared for the Traffic

"LRGAGN?RC�UGJB�QSAACQQ�?LB�CLQSPC�RF?R�RFC�QCPTCP�A?L�AMNC�UGRF�RFC�?BBGRGML?J
RP?DDGA��/MRFGLE�UGJJ�IGJJ�?�A?KN?GEL�D?QRCP�RF?L�GR�@CGLE�SL?T?GJ?@JC�?LB�RFGQ�F?Q
F?NNCLCB�AMSLRJCQQ�RGKCQ�

&LQSPC�RF?R�?JJ�N?PRGCQ�ILMU�?@MSR�RFC�TGP?J�K?PICRGLE�A?KN?GEL�QM�RF?R�RFCW�A?L�@C
NPCN?PCB�DMP�?LW�DCCB@?AI�RF?R�?PGQCQ�DPMK�RFGQ��*D�RFCPC�GQ�?�APWNRGA�CJCKCLR
GLTMJTCB�MP�GLDMPK?RGML�RF?R�QFMSJB�LMR�@C�PCJC?QCB�CLQSPC�RF?R�?JJ�CKNJMWCCQ
ILMU�?@MSR�RFGQ�

*D�RFC�A?KN?GEL�GQ�RM�GLAPC?QC�Q?JCQ�@C�QSPC�RF?R�RFCPC�GQ�QSDDGAGCLR�QRMAI�GL�NJ?AC�

Start Relationships

8GRF�KGJJGMLQ�MD�NCMNJC�@CGLE�CVNMQCB�RM�?�@P?LB�?�AMKN?LW�QFMSJB�NJ?L�RM�K?IC
RFC�KMQR�MD�RFGQ�DGPQR�AMLR?AR��"Q�UCJJ�NPMTGBGLE�?JJ�RFC�RMMJQ�RM�QCLB�?�A?KN?GEL�ML
?�UCJJ�NJ?LLCB�A?KN?GEL�UGJJ�?JQM�?QI�RFCGP�?SBGCLAC�NCPKGQQGML�RM�ICCN�GL�RMSAF
UGRF�RFCK��#SGJB�ML�RFC�L?RSPC�MD�RFC�A?KN?GEL�?LB�CLQSPC�RF?R�DSRSPC
AMKKSLGA?RGMLQ�?PC�LMR�D?P�PCKMTCB�DPMK�RFC�TGP?J�A?KN?GEL�

Prepare a Marketing Success Report

$MLQGBCP�RFC�?BBGRGML?J�RP?DDGA�?LB�RP?ARGML�GD�RFC�A?KN?GEL�@CAMKCQ�?�A?QC�QRSBW
?PAFGTCB�?LB�?AACQQCB�@W�K?PICRCPQ�HMSPL?JGQRQ�?LB�MRFCP�GLRCPCQRCB�N?PRGCQ��.?IC
RFC�KMQR�MD�RFGQ�?BBGRGML?J�J?RCLR�RP?DDGA�?TCLSC�@W�NPCN?PGLE�SQCDSJ�A?QC�QRSBGCQ
QAPCCLQFMRQ�?LB�AMLR?AR�BCR?GJQ��&TCL�RFMSEF�RFC�TGP?J�K?PICRGLE�A?KN?GEL�K?W�@C
MTCP�K?IC�QSPC�GR�?NNC?PQ�GL�MLJGLC�AMLTCPQ?RGMLQ�?LB�AMLRGLSCQ�RM�ECLCP?RC�RP?DDGA
?LB�JGLIQ�DMP�WMSP�AMKN?LW�

$F?NRCP����7GP?J�.?PICRGLE
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*D�NMQQG@JC�ICCN�PCJCT?LR�8C@�QGRCQ�SN�?LB�PSLLGLE�?LB�E?KCQ�QRGJJ�?T?GJ?@JC�MLAC�?
A?KN?GEL�F?Q�DGLGQFCB�

Getting It Wrong: Astroturfing

Astroturfing �� PCDCPQ�RM�N?PRGCQ�RPWGLE�RM�K?LGNSJ?RC�UMPB�MD�KMSRF�?LB�AMKCQ
DPMK�RFC�RCPK�cEP?QQPMMRQ�A?KN?GELGLE�d�4MKCRGKCQ�PCDCPPCB�RM�?Q�cQRC?JRF
K?PICRGLEd�GR�A?L�?JQM�@C�?�TGP?J�A?KN?GEL�IGJJCP�

"QRPMRSPDGLE�SQS?JJW�MAASPQ�GL�RFC�QCCBGLE�NCPGMB�MD�?�A?KN?GEL��&KNJMWCCQ�K?W�SQC
D?IC�L?KCQ�RM�RPW�RMseed�� ?�A?KN?GEL�ML�DMPSKQ�GL�@JME�AMKKCLRQ�?LB�RFPMSEF
QCPTGACQ�QSAF�?Q�%GEE�	FRRN���UUU�BGEE�AMK
��$MKKSLGRGCQ�?PC�OSGAI�RM�NGAI�SN�ML
D?JQC�AMKKCLR?PW�?LB�RFGQ�A?L�@C�BGQ?QRPMSQ�DMP�?�A?KN?GEL��"Q�UGRF�?JJ�QMAG?J
KCBG?�GLRCP?ARGMLQ�RP?LQN?PCLAW�?LB�?SRFCLRGAGRW�A?L�@C�D?P�@CRRCP�DMP�RP?ARGML�

KEY TAKEAWAYS

^ *D�?�TGP?J�A?KN?GEL�R?ICQ�MDD�GR�K?W�NPMBSAC�?�JMR�MD�RP?DDGA�RM�RFC
?BTCPRGQCPfQ�8C@�QGRC��5FC�?BTCPRGQCP�LCCBQ�RM�@C�NPCN?PCB�DMP�RFGQ
GLAPC?QC�

^ $MKN?LGCQ�QFMSJB�NJ?L�RM�K?IC�RFC�KMQR�MD�RFC�DGPQR�AMLR?AR�UGRF
NMRCLRG?J�ASQRMKCPQ��"�UCJJ�NJ?LLCB�A?KN?GEL�UGJJ�?QI�RFCGP�?SBGCLAC
DMP�NCPKGQQGML�RM�ICCN�GL�RMSAF�UGRF�RFCK�

^ "�K?PICRGLE�QSAACQQ�PCNMPR�GQ�EMMB�GBC?�?Q�MLJGLC�AMLTCPQ?RGMLQ
AMLRGLSC�RM�ECLCP?RC�RP?DDGA�?LB�JGLIQ�RM�?�AMKN?LWfQ�QGRC�

^ "QRPMRSPDGLE�GQ�LMR�AMLQGBCPCB�?�@CQR�NP?ARGAC�GL�TGP?J�K?PICRGLE��6QCPQ
A?L�QCC�RFPMSEF�RFGQ�RWNC�MD�K?PICRGLE�TCPW�C?QGJW�

EXERCISES

�� 8FW�GQ�RP?LQN?PCLAW�QM�GKNMPR?LR�GL�TGP?J�K?PICRGLE 
�� 8F?R�CDDCARQ�A?L�QCCBGLE�F?TC�ML�?�A?KN?GEL 

��� $MTCPR�?LB�K?LGNSJ?RGTC�SQC�MD
UMPB�MD�KMSRF�

��� 5FC�NPMACQQ�MD�GLGRG?RGLE�?�TGP?J
A?KN?GEL�RFPMSEF�QRP?RCEGA
MLJGLC�NJ?ACKCLR�

$F?NRCP����7GP?J�.?PICRGLE

�����/MU�8F?R ���
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Figure 10.3The Speedy
Santa Game on Firebox.com

Source: Used by permission from
Firebox.com.

10.5 Case Study: Firebox.com and Speedy Santa

'GPC@MV�AMK�?�JC?BGLE�6,�EGDRQ�?LB�E?BECRQ�C�R?GJCP�FGPCB�?ECLAW�*L@MV�AM�SI�RM
APC?RC�RFC�KMQR�NMNSJ?P�$FPGQRK?Q�TGP?J�MD�%CACK@CP�������5FC�TGP?J�AMLACNR�?JQM
LCCBCB�RM�BPGTC�RP?DDGA�RM�RFC�'GPC@MV�AMK�QGRC�RM�@MMQR�Q?JCQ�MD�RMWQ�?LB�E?BECRQ�
*L@MV�AM�SI�APC?RCB�?L�?BBGARGTC�E?KC�@?QCB�ML�?�QGKNJC�GBC?��BP?E�4?LR?�?PMSLB
FGQ�-?NJ?LB�RP?AI�GL�RFC�OSGAICQR�RGKC�

1J?WCPQ�UCPC�EGTCL�?�EJM@?J�NMQGRGML�?R�RFC�CLB�MD�C?AF
J?N�?LB�CTCPW�NJ?WCP�UFM�AMKNJCRCB�?�J?N�MD�RFC
'GPC@MV�RP?AI�UML�?�]��'GPC@MV�TMSAFCP�

5FC�FMMI��"�QWQRCK�MD�NPGT?RC�JC?ESCQ�U?Q�BCTGQCB
UFCPC�NJ?WCPQ�AMSJB�GLTGRC�DMSP�DPGCLBQ�MP�AMJJC?ESCQ�RM
HMGL�?�JC?BCP�@M?PB��&TCPWMLC�GL�RF?R�JC?ESC�U?Q�C�
K?GJCB�?�NCPQML?J�8C@�QGRC�JGLI�?LB�QAMPCQ�UCPC�SNB?RCB
GL�PC?J�RGKC�

5FCQC�JC?ESCQ�NPMTCB�RM�@C�?�@GE�FGR�?LB�APC?RCB�?�JMR�MD
MDDGAC�@SXX��8GRFGL�DMSP�B?WQ�RFC�E?KC�U?Q�LSK@CP�MLC
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MLC�MD�RFC�KMQR�QSAACQQDSJ�NPMKMRGMLQ�UC�F?TC�CTCP�PSL�ECLCP?RCB�FSLBPCBQ�MD
RFMSQ?LBQ�MD�NMSLBQ�GL�PCTCLSC�?LB�@PGLEGLE�RFC�'GPC@MV�@P?LB�RM�RCLQ�MD
RFMSQ?LBQ�MD�LCU�ASQRMKCPQ�d$FPGQRG?L�3M@GLQML�NCPQML?J�AMKKSLGA?RGML�UGRF
4?P?F�#J?IC�
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CASE STUDY QUESTIONS

�� 8FW�BM�WMS�RFGLI�JC?BCP�@M?PBQ�UCPC�?L�GKNMPR?LR�AMLRPG@SRGLE�D?ARMP
RM�RFC�QSAACQQ�MD�RFGQ�A?KN?GEL 

�� )MU�BGB�'GPC@MV�AMK�A?NGR?JGXC�ML�RFC�QSAACQQ�MD�RFC�E?KC 
�� )MU�U?Q�RFC�E?KC�QSGRCB�RM�GRQ�R?PECR�?SBGCLAC�?LB�RGKC�MD�WC?P 
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11.1 Introduction

*D�%CJJ�UCPC�PC?JJW�QK?PR�RFCWfB�FGPC�KC�	WCQ�KC
�RM�AMKC�RM�RFCK�?LB�RC?AF�RFCK
?@MSR�@JMEQ�?@MSR�FMU�RFCGP�ASQRMKCPQ�LMU�F?TC�?�TMGAC��?@MSR�FMU�RFCGP
ASQRMKCPQ�?PC�?�AMKKSLGRWb?�AMKKSLGRW�MDRCL�GL�PCTMJR��?@MSR�FMU�RFCW�AMSJB
DGLB�MSR�UF?R�RFCGP�ASQRMKCPQ�PC?JJW�RFGLI��?@MSR�FMU�RFCW�AMSJB�DGV�RFCGP
ASQRMKCPQf�NPM@JCKQ�@CDMPC�RFCW�@CAMKC�PCTMJRQ��?@MSR�FMU�RFCW�AMSJB�@CAMKC�?
@CRRCP�AMKN?LW�UGRF�RFC�FCJN�MD�RFCGP�ASQRMKCPQ�

*D�RFCWfB�MLJW�JGQRCL�

� +CDD�+?PTGQ�ML�FGQ�@JME�#SXXK?AFGLC�AMK�GL�����

0LJGLCconversations � ?PC�R?IGLE�NJ?AC�?JJ�RFC�RGKC��?@MSR�NMJGRGAQ�?@MSR�#PGRLCW
4NC?PQ�?@MSR�?�NCR�BME�?@MSR�LC?PJW�?LWRFGLE��1CMNJC�CTCPWUFCPC�?PC�CLE?EGLE�GL
?LB�APC?RGLE�@JMEQ�TGBCMQ�K?QFSNQ�?LB�KMPC��*RfQ�A?JJCBconsumer-generated
media (CGM)� �?LB�GRfQ�@GE�LCUQ�DMP�?LW�AMKN?LW�MP�NCPQML?JGRW�RMB?W�

8CfTC�JC?PLCB�?@MSR�RFC�RMMJQ�MD�QMAG?J�KCBG?�?LB�RFC�GKNMPR?LAC�MD�UMPB�MD�KMSRF
UFCL�GR�AMKCQ�RM�TGP?J�K?PICRGLE��$MLQSKCPQ�RPSQR�C?AF�MRFCP�?LB�QC?PAF�CLEGLCQ
DGLB�RF?R�RPSQR�TCPW�PCJCT?LR��*LAPC?QGLEJW�$(.�GQ�QFMUGLE�SN�GL�RFC�RMN�PCQSJRQ�MD
RFCsearch engine results pages (SERPs)� �

5FC�SQC�MD�QMAG?J�KCBG?�F?Q�COSGNNCB�AMLQSKCPQ�UGRF�?�TMGAC�?�NJ?RDMPK�?LB�RFC
?@GJGRW�RM�?KNJGDW�RFCGP�TGCUQ��5FC�AMLLCARCB�L?RSPC�MD�RFC�*LRCPLCR�K?ICQ�RFCQC
TGCUQ�C?QW�RM�QF?PC�?LB�RFC�?AACQQG@GJGRW�MD�QMAG?J�KCBG?�RMMJQ�K?ICQ�GR�C?QW�DMP
MRFCP�AMLQSKCPQ�RM�PCQNMLB��8FCRFCP�NMQGRGTC�LCE?RGTC�MP�HSQR�QJGEFRJW�MDD�ACLRCP
AMLQSKCPQ�?PC�K?IGLE�RFCGP�TGCUQ�ILMUL�?LB�@P?LBQ�?PC�R?IGLE�FCCB�

"BBCB�RM�RFGQ�GQ�RFC�PGQGLE�NPCT?JCLAC�MD�$(.�GL�QC?PAF�PCQSJRQ�N?PRGASJ?PJW�UGRF�RFC
PCACLR�GLRCEP?RGML�MD�5UGRRCP�GLRM�QC?PAF�PCQSJRQ�?LB�(MMEJCfQ�4MAG?J�4C?PAF��&LRPGCQ
RF?R�AMKN?LGCQ�F?TC�LM�AMLRPMJ�MTCP�?PC�P?LIGLE�FGEFJW�GL�@P?LB�QC?PAF�PCQSJRQ��"
(MMEJC�QC?PAF�ML�c@P?LB�L?KC���AMKNJ?GLRQd�UGJJ�BGQNJ?W�?�UFMJC�JMR�KMPC�$(.�

"�AMKN?LWfQ�PCNSR?RGML�A?L�K?IC�?�BGDDCPCLAC�RM�GRQ�@MRRMK�JGLC��$MKN?LGCQ�RF?R
JGQRCL�RM�?LB�CLE?EC�UGRF�RFCGP�ASQRMKCPQ�?LB�?NNC?P�FMLCQR�?LB�RP?LQN?PCLR�A?L
@CLCDGR�DPMK�?�EPMUGLE�D?L�@?QC�MD�JMW?J�ASQRMKCPQ�UFM�A?L�RFCL�RSPL�GLRM
N?QQGML?RC�QNMICQNCMNJC��$MKN?LGCQ�UFM�GELMPC�RFC�TMGACQ�MD�RFCGP�ASQRMKCPQ�UGJJ
QCC�BGKGLGQFGLE�JMW?JRW�?LB�?�EPMUGLE�PCQCLRKCLR�?KMLE�RFC�TMA?J�MLJGLC

�� "�@GBGPCARGML?J�BGQASQQGML
@CRUCCL�CGRFCP�GLBGTGBS?JQ�MP�?
@P?LB�?LB�GRQ�QR?ICFMJBCPQ�GL
?L�MLJGLC�CLTGPMLKCLR�QSAF�?Q
QMAG?J�KCBG?�

�� "LMRFCP�RCPK�DMP�QMAG?J
KCBG?bRFC�KCBG?�RF?R�?PC
NS@JGQFCB�APC?RCB�?LB�QF?PCB
@W�GLBGTGBS?JQ�ML�RFC�*LRCPLCR
QSAF�?Q�@JMEQ�GK?ECQ�?LB
TGBCM�

�� 8F?R�GQ�QCCL�ML�?�QC?PAF
CLEGLC�UFCL�?�QC?PAF�GQ
NCPDMPKCB�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR
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AMLQSKCPQ��4M�KSAF�QM�RF?R�RFC�PCACLR�,GLE�***�PCNMPR�ML�AMPNMP?RC�EMTCPL?LAC
PCOSGPCQ�RF?R�QR?ICFMJBCP�PCNSR?RGML�GQ�K?L?ECB�GL�MPBCP�DMP�AMKNJG?LAC�c,GLE�***
3CNMPRd�1PGACU?RCPFMSQC$MMNCPQ�����FRRN���UUU�NUA�AMK�X?�CL�IGLE��
GLBCV�HFRKJ	?AACQQCB�+SLC��������
�

3CQC?PAF�@W�&BCJK?L�GL������DMSLB�RF?R����NCPACLR�MD�GLBGTGBS?JQ�RPSQRCB�DCJJMU
AMLQSKCPQ�?FC?B�MD�?LW�MRFCP�QMSPAC��QGKGJ?PJW�/GCJQCLfQ�c5PSQR�GL�"BTCPRGQGLEd
DMSLB�RF?R����NCPACLR�MD�NCMNJC�RPSQR�RFC�PCAMKKCLB?RGMLQ�MD�MRFCPQ�c&BCJK?L
5PSQR�#?PMKCRCP�����d�&BCJK?L�����FRRN���UUU�CBCJK?L�AMK�53645������
5PSQR#?PMKCRCP��>'*/"-�NBD	?AACQQCB�+SLC��������
��c5PSQR�GL�"BTCPRGQGLE��"
(JM@?J�/GCJQCL�$MLQSKCP�3CNMPRd�/GCJQCL�0ARM@CP�����
FRRN���?QG?N?AGDGA�?ALGCJQCL�AMK�QGRC�BMASKCLRQ�5PSQRGL"BTCPRGQGLE0AR���NBD
	?AACQQCB�+SLC��������
�$MKN?LGCQ�?LB�GLBGTGBS?JQ�LCCB�RM�JGQRCL�RM�UF?R�GQ�@CGLE
Q?GB�?@MSR�RFCK�?LB�JC?PL�FMU�RM�PCQNMLB�RM�?LB�CLE?EC�UGRF�RFCGP�AMLQSKCPQ�GL
RFGQ�UMPJB�MD�QFGDRGLE�NMUCP�

Figure 11.1

A search for ÒMacbookÓ shows that there are many entries on the SERP (search engine results page) that Apple does
not control.
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11.2 The First Step: Monitor the Conversation

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RF?R�JGQRCLGLE�RM�RFC�@SXX�MLJGLC�GQ�?�APSAG?J�QRCN�GL�RFC
MLJGLC�PCNSR?RGML�K?L?ECKCLR�NPMACQQ�

'MASQ�EPMSNQ�?PC�LMR�PCOSGPCB�DMP�E?SEGLE�ASQRMKCP�QCLRGKCLR�ML�RFC�*LRCPLCR��*RfQ
?JJ�MSR�RFCPC�AMLLCARCB�TG?�FWNCPJGLIQ�?LB�AP?UJCB�PCESJ?PJW�@W�QC?PAF�CLEGLC
QNGBCPQ�

Keywords� bRFC�DMSLB?RGML�MD�A?RCEMPGXGLE�?LB�GLBCVGLE�RFC�8C@bK?IC�GR
PCJ?RGTCJW�QGKNJC�	RFMSEF�NMQQG@JW�RGKC�AMLQSKGLE
�RM�JGQRCL�RM�RFC�AF?RRCP�MLJGLC�
$SQRMKCPQ�?PC�LMR�SQGLE�AF?LLCJQ�BCQGEL?RCB�@W�?�AMKN?LW�RM�R?JI�?@MSR�RF?R
MPE?LGX?RGML�@SR�RFC�EMMB�LCUQ�GQ�RF?R�RFC�*LRCPLCR�K?ICQ�GR�C?QW�DMP�?�AMKN?LW�RM
SQC�RFC�AF?LLCJQ�RF?R�ASQRMKCPQ�F?TC�QCJCARCB�

Online Reputation Management Keywords

Online reputation management (ORM) � ?JJMUQ�?�AMKN?LW�RM�RP?AImentions � MD
GRQCJD�GRQ�QR?DD�GRQ�NPMBSARQ�GRQ�GLBSQRPW�?LB�GRQ�AMKNCRGRMPQ��*L�D?AR�RFC�RMMJQ�?JJMU
DMP�RFC�RP?AIGLE�MD�?LWRFGLE��GR�HSQR�AMKCQ�BMUL�RM�BCAGBGLE�UF?R�GQ�PCJCT?LR�RM�WMS�

*L�RCPKQ�MD�RFC�AMKN?LW�MLC�A?L�RP?AI�RFC�DMJJMUGLE�

^ #P?LB�L?KC
^ 63-�	SLGDMPK�PCQMSPAC�JMA?RMP

^ ,CW�NPMBSARQ
^ ,CW�NCPQMLLCJ�	L?KCQ�HM@�RGRJCQ�CRA�


*L�RCPKQ�MD�RFC�GLBSQRPW�MLC�A?L�RP?AI�RFC�DMJJMUGLE�

^ $MLDCPCLACQ
^ 1?RCLRQ
^ /CUQ

*L�RCPKQ�MD�AMKNCRGRMPQ�MLC�A?L�RP?AI�RFC�DMJJMUGLE�

�� *L�MLJGLC�PCNSR?RGML
K?L?ECKCLR�?�RCPK�RF?R�GQ
SQCB�UFCL�QC?PAFGLE�RFC
*LRCPLCR�DMP�KCLRGMLQ�

�� 6LBCPQR?LBGLE�?LB�GLDJSCLAGLE
RFC�NCPACNRGML�MD�?L�CLRGRW
MLJGLC�

�� *L�MLJGLC�PCNSR?RGML
K?L?ECKCLR�RFC�GLQR?LACQ
UFCL�?�QCJCARCB�@P?LB
AMKN?LW�MP�QR?DD�KCK@CPQ�?PC
R?JICB�?@MSR�MLJGLC�SQS?JJW�@W
AJGCLRQ�MP�AMLQSKCPQ�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR
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^ #P?LB�L?KCQ
^ 1PMBSAR�J?SLAFCQ
^ 8C@�QGRC�SNB?RCQ
^ +M@�T?A?LAGCQ

'MP�CV?KNJC�GD�"NNJC�UCPC�RM�SQC�RFCQC�RMMJQ�RM�KMLGRMP�GRQ�PCNSR?RGML�QMKC
ICWUMPBQ�SQCB�DMP�RFC�AMKN?LW�KGEFR�@C�RFC�DMJJMUGLE�

^ "NNJC
^ c?NNJC�AMKd
^ .?A@MMI�G1MB�.?A@MMI�"GP�G5SLCQ
^ c4RCTC�+M@Qd

'MP�GRQ�GLBSQRPW�"NNJC�KGEFR�SQC�RFC�DMJJMUGLE�

^ $MLQSKCP�&JCARPMLGAQ�4FMU�-?Q�7CE?Q
^ $C#*5

'MP�GRQ�AMKNCRGRMPQ�"NNJC�KGEFR�SQC�RFC�DMJJMUGLE�

^ .GAPMQMDR�$PC?RGTC

*R�GQ�?JQM�GKNMPR?LR�RM�RP?AI�AMKKML�KGQQNCJJGLEQ�?JJ�PCJ?RCB�AMKN?LGCQ�?LB�?JJ
PCJ?RCB�8C@�QGRCQ�

5P?AIGLE�RFC�L?KCQ�MD�NCMNJC�ICW�RM�?�AMKN?LW�A?L�FGEFJGEFR�NMRCLRG?J�@P?LB
?RR?AIQ�MP�A?L�BCKMLQRP?RC�LCU�?PC?Q�MD�MSRPC?AF�DMP�?�AMKN?LW�

#P?LB�L?KCQ�CKNJMWCC�L?KCQ�NPMBSAR�L?KCQ�?LB�CTCL�AMKNCRGRMP�L?KCQ�?PC�LMR
SLGOSC��5M�?TMGB�KMLGRMPGLE�RMM�KSAF�GBCLRGDW�ICWUMPBQ�RF?R�UGJJ�GLBGA?RC�RF?R�?
NMQR�F?Q�LMRFGLE�RM�BM�UGRF�WMSP�AMKN?LW�?LB�LCE?RGTC�K?RAF�RF?R�ICWUMPB�GL
WMSP�QC?PAFCQ�

'MP�CV?KNJC�c?NNJCd�AMSJB�PCDCP�RM�?�AMLQSKCP�CJCARPMLGAQ�AMKN?LW�MP�GR�AMSJB
?NNC?P�GL�?�NMQR�?@MSR�RFC�FC?JRF�@CLCDGRQ�MD�DPSGR��'GLBGLE�ICWUMPBQ�RF?R�UGJJ
GLBGA?RC�AMLRCVR�A?L�FCJN�Q?TC�RGKC��4M�WMS�AMSJB�LCE?RGTC�K?RAF�UMPBQ�JGIC�cDPSGRd
cR?QRWd�?LB�c(P?LLW�4KGRF�d

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR
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How to Track: CGM and Search

5F?LIDSJJW�03.�BMCQ�LMR�CLR?GJ�FMSPJW�QC?PAFCQ�ML�WMSP�D?TMPGRC�QC?PAF�CLEGLC�RM
QCC�UF?R�GQ�?NNC?PGLE�ML�RFC�QC?PAF�CLEGLC�PCQSJRQ�N?EC�	4&31Q
�?JRFMSEF�@CGLE
?U?PC�MD�WMSP�QC?PAF�QN?AC�GQ�TGR?J�?Q�UCJJ��5FCPC�?PC�?�LSK@CP�MD�QC?PAF�CLEGLCQ
RF?R�?JJMU�SQCPQ�RM�L?PPMU�?�QC?PAF�RM�N?PRGASJ?P�KCBG?�MP�GLBSQRPGCQ�?LB�SQGLE
RSS� 	PC?JJW�QGKNJC�QWLBGA?RGML
�KC?LQ�RF?R�RFCQC�PCQSJRQ�A?L�@C�SNB?RCB�PCESJ?PJW
?LB�ICNR�AMLTCLGCLRJW�GL�MLC�NJ?AC�

Note

3CKCK@CP�344�DPMK$F?NRCP����4MAG?J�.CBG?� �*R�KC?LQ�RF?R�WMS�A?L�ICCN
RP?AI�MD�CTCPWRFGLE�GL�MLC�ACLRP?J�NJ?AC�

.MLGRMPGLE�?JJ�KCLRGMLQ�KC?LQ�RF?R�RFC�DMJJMUGLE�LCCB�RM�@C�RP?AICB�

^ #JMEQ
^ 5UGRRCP
^ /CUQ
^ 'MPSKQ
^ $MKKCLR�@M?PBQ
^ 1FMRMQ
^ 7GBCMQ
^ +M@�JGQRGLEQ
^ &TCLRQ
^ 1?RCLRQ
^ 8C@�QGRC�AF?LECQ

5FCPC�?PC�?�LSK@CP�MD�BGDDCPCLR�RMMJQ�RF?R�KMLGRMP�RFCQC�?PC?Q�?LB�QSNNJW�RFC
PCQSJRQ�TG?�C�K?GJ�?JCPRQ�MP�344�DCCBQ��5FC�DMJJMUGLE�?PC�QMKC�DPCC�RMMJQ�RF?R�?PC
?T?GJ?@JC�

(MMEJC�F?Q�QCTCP?J�QC?PAF�QCPTGACQ�QMKC�MD�UFGAF�F?TC�@CCL�KCLRGMLCB�NPCTGMSQJW
?LB�NCPGMBGA?JJW�?BBQ�KMPC�RM�RFC�JGQR��8GRF�RFC�QCPTGACQ�@CJMU�?L�344�DCCB�GQ
?T?GJ?@JC�DMP�RFC�QC?PAF�	(MMEJC�"JCPRQ�QCLBQ�UCCIJW�MP�B?GJW�C�K?GJQ�UGRF�SNB?RCQ

QM�RF?R�?JJ�SNB?RCQ�A?L�@C�?T?GJ?@JC�RFPMSEF�?feed reader� �

�� "@@PCTG?RCQ�?JJ�RFC�AMLRCLR
KMQR�8C@�QGRCQ�ML�RFC�8MPJB
8GBC�8C@�AMLR?GL�GL�MPBCP�RM
NPMTGBC�WMS�UGRF�QNCAGDGA
AMLRCLR�WMS�U?LR��344�?JJMUQ
WMS�RM�PCACGTC�?LB�QWLBGA?RC
RFGQ�GLDMPK?RGML�UGRFMSR
PCOSGPGLE�WMS�RM�AMLQR?LRJW
MNCL�LCU�N?ECQ�GL�WMSP
@PMUQCP��"JQM�QCCfeed reader�

�� "L�344�?EEPCE?RMP�RF?R�JCRQ�WMS
TGCU�?JJ�WMSP�344�DCCBQ�GL�MLC
NJ?AC�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�'GPQR�4RCN��.MLGRMP�RFC�$MLTCPQ?RGML ���

fwk-105454-ch08#fwk-105454-ch08


^ Google Alerts� FRRN���UUU�EMMEJC�AMK�?JCPRQ��(MMEJC�"JCPRQ�UGJJ�QCLB
?L�C�K?GJ�UFCL�RFC�ICWUMPB�GQ�SQCB�GL�CGRFCP�?�LCUQ�GRCK�MP�?�@JME
NMQR�

^ Google News� FRRN���LCUQ�EMMEJC�AMK��(MMEJC�/CUQ�QC?PAFCQ�?JJ�LCUQ
GRCKQ�DMP�KCLRGMLQ�MD�?�ICWUMPB�

^ Google Blog Search� FRRN���@JMEQC?PAF�EMMEJC�AMK��(MMEJC�#JME
4C?PAF�QC?PAFCQ�?JJ�@JME�NMQRQ�DMP�KCLRGMLQ�MD�?�ICWUMPB�

^ Google Patent Search� FRRN���UUU�EMMEJC�AMK�N?RCLRQ��(MMEJC
1?RCLR�4C?PAF�?JJMUQ�WMS�RM�ICCN�RP?AI�MD�?JJ�DGJGLEQ�PCJ?RCB�RM�?L
GLBSQRPW�?LB�QC?PAFCQ�A?L�@C�BMLC�RM�QCC�GD�RFCPC�?PC�N?RCLR�DGJGLEQ
RF?R�KGEFR�GLDPGLEC�ML�MRFCP�N?RCLRQ�

^ Google Video Search� FRRN���TGBCM�EMMEJC�AMK�TGBCMQC?PAF��7GBCM
4C?PAF�PCJGCQ�ML�RFC�B?R?�RF?R�F?TC�@CCL�?BBCB�RM�BCQAPG@C�?�TGBCM�?LB
UGJJ�PCRSPL�PCQSJRQ�@?QCB�ML�ICWUMPB�K?RAFCQ�

5FCPC�?PC�QCTCP?J�QC?PAF�CLEGLCQ�RF?R�DMASQ�QMJCJW�ML�RP?AIGLE�@JMEQ�LCUQ�?LB
MRFCP�QMAG?J�KCBG?�?LB�A?L�NPMTGBC�RPCLBQ�DMP�QC?PAFCQ��"Q�UCJJ�?Q�NPMTGBGLE�PCESJ?P
SNB?RCQ�MD�LCU�NMQRGLEQ�RFCQC�QC?PAF�CLEGLCQ�A?L�NPMTGBC�?L�MTCPTGCU�MD�?�ACPR?GL
NCPGMB�MD�RGKC�

^ Blogpulse� FRRN���UUU�@JMENSJQC�AMK��#JMENSJQC�RP?AIQ�AMLTCPQ?RGMLQ
?LB�RPCLBQ�?LB�QSNNJGCQ�?L�344�DCCB�DMP�SNB?RCQ�

^ Technorati � FRRN���UUU�RCAFLMP?RG�AMK��5CAFLMP?RG�RP?AIQ�@JMEQ�?LB
R?EECB�QMAG?J�KCBG?�

,CCNGLE�RP?AI�MD�@JME�NMQRQ�GQ�MLC�RFGLE�@SR�KCLRGMLQ�MD�?�AMKN?LW�A?L�?JQM�?NNC?P
GL�@JME�AMKKCLRQ�?LB�ML�DMPSK�NMQRGLEQ��5FC�DMJJMUGLE�RUM�QCPTGACQ�?QQGQR�GL
KMLGRMPGLE�AMKKCLRQ�?LB�DMPSKQ�

^ Boardtracker � FRRN���UUU�@M?PBRP?AICP�AMK��#M?PBRP?AICP�KMLGRMPQ
NMNSJ?P�DMPSKQ�?LB�NPMTGBCQ�?JCPRQ�TG?�QFMPR�KCQQ?EC�QCPTGAC�	4.4
�DMP
ICWUMPBQ�KCLRGMLCB�GL�?�RFPC?B�

^ Co.mments� FRRN���AM�KKCLRQ�AMK��344�?JCPRQ�A?L�@C�APC?RCB�DMP
KCLRGMLQ�MD�?�ICWUMPB�GL�RFC�AMKKCLRQ�MD�@JME�NMQRQ�

:?FMM��F?Q�?�LSK@CP�MD�QMAG?J�KCBG?�AMKN?LGCQ�SLBCP�GRQ�SK@PCJJ?�?LB�KMQR
NPMTGBC�RFC�MNNMPRSLGRW�RM�KMLGRMP�KCLRGMLQ�TG?�344�

^ Flickr � FRRN���UUU�DJGAIP�AMK�QC?PAF��344�SNB?RCQ�DMP�QC?PAFCQ�ML�?
N?PRGASJ?P�ICWUMPB�UGJJ�PCTC?J�UFCL�?�@P?LB�L?KC�F?Q�@CCL�SQCB�GL
R?EEGLE�?�NFMRM�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�'GPQR�4RCN��.MLGRMP�RFC�$MLTCPQ?RGML ���

http://www.google.com/alerts
http://news.google.com
http://blogsearch.google.com
http://www.google.com/patents
http://video.google.com/videosearch
http://www.blogpulse.com
http://www.technorati.com
http://www.boardtracker.com
http://co.mments.com
http://www.flickr.com/search


^ Yahoo! Upcoming� FRRN���SNAMKGLE�W?FMM�AMK��:?FMM��6NAMKGLE
UGJJ�?JCPR�WMS�TG?�344�RM�?LW�SNAMKGLE�CTCLRQ�PCJ?RCB�RM�RFC�ICWUMPB
WMS�F?TC�QCJCARCB�

^ Delicious� FRRN���BCJGAGMSQ�AMK��"L�344�DCCB�A?L�@C�APC?RCB�DMP�63-Q
R?EECB�UGRF�ICWUMPBQ�MP�DMP�LCU�@MMIK?PIGLEQ�MD�?�63-�

^ Yahoo! Pipes� FRRN���NGNCQ�W?FMM�AMK�NGNCQ��:?FMM��1GNCQ�?JJMUQ
?LWMLC�RM�QCR�SN�?�ASQRMK�@SXX�KMLGRMPGLE�RMMJ�UGRF�NPCTGMSQJW
AFMQCL�DGJRCPQ�

5FCPC�KGEFR�@C�8C@�QGRCQ�RF?R�?�AMKN?LW�UMSJB�JGIC�RM�KMLGRMP�DMP�ICWUMPB
KCLRGMLQ�RF?R�BM�LMR�MDDCP�344�DCCBQ��6QGLE�?�QCPTGAC�QSAF�?Q�3MJJWM
	FRRN���UUU�PMJJWM�AMK
�?JJMUQ�RFC�APC?RGML�MD�?�ASQRMK�QC?PAF�CLEGLC�RF?R�UGJJ
QC?PAF�RFMQC�QNCAGDGA�QGRCQ�MLJW�

-GQRCLGLE�GQ�RFC�DGPQR�QRCN�RM�ECRRGLE�GLTMJTCB�GL�RFC�AMLTCPQ?RGML�QSPPMSLBGLE�?
AMKN?LW��6QGLE�QC?PAF�RMMJQ�?LB�344�DCCBQ�KC?LQ�RF?R�GLDMPK?RGML�A?L�@C�?AACQQCB
OSGAIJW�?LB�GL�MLC�NJ?AC�UGRFMSR�RFC�LCCB�RM�TGQGR�FSLBPCBQ�MD�8C@�QGRCQ�

KEY TAKEAWAYS

^ 8GRF�03.�RFCPC�GQ�LM�LCCB�DMP�AMQRJW�DMASQ�EPMSNQ�RM�ILMU�?�@P?LBfQ
PCNSR?RGML�

^ $MLTCPQ?RGMLQ�?PC�R?IGLE�NJ?AC�?JJ�RFC�RGKC�ML�RFC�*LRCPLCR�?LB�GR�GQ
APSAG?J�DMP�AMKN?LGCQ�RM�@C�?U?PC�MD�UF?R�GQ�@CGLE�Q?GB�?@MSR�RFCK�
$SQRMKCPQ�?PC�LMU�BGAR?RGLE�RFC�AF?LLCJQ�MD�AMKKSLGA?RGML�?LB
AMKN?LGCQ�RF?R�A?LLMR�CLE?EC�UGRF�RFCGP�AMLQSKCPQ�GL�RFGQ�U?W�QR?LB�RM
JMQC�RFCK�

^ 03.�GQ�?@MSR�SQGLE�RFC�RMMJQ�MD�RFC�*LRCPLCR�RFC�Q?KC�RMMJQ�RF?R
ASQRMKCPQ�?PC�SQGLE�RM�KMLGRMP�?L?JWXC�?LB�SJRGK?RCJW�GLDJSCLAC�RFC
AMLTCPQ?RGML��$MKN?LGCQ�LCCB�RM�JC?PL�RM�JGQRCL�?LB�CLE?EC�

^ 5FCPC�?PC�K?LW�DPCC�?LB�N?GB�DMP�RMMJQ�?T?GJ?@JC�DMP�KMLGRMPGLE�MLJGLC
AMLTCPQ?RGMLQ�?LB�UGRF�KMQR�GR�GQ�C?QW�RM�QCR�SN�ASQRMK�344�DCCBQ�RF?R
UGJJ�SNB?RC�UGRF�?LW�LCU�KCLRGMLQ��.CLRGMLQ�LCCB�RM�@C�?L?JWXCB�DMP
QCLRGKCLR�APCBG@GJGRW�GLDJSCLAC�?LB�QMSPAC�?LB�?NNPMNPG?RC�?ARGML�RM
@C�R?ICL�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�'GPQR�4RCN��.MLGRMP�RFC�$MLTCPQ?RGML ���

http://upcoming.yahoo.com
http://delicious.com
http://pipes.yahoo.com/pipes
http://www.rollyo.com


EXERCISE

�� 6QGLE�RFC�:?FMM��NPMNCPRGCQ�KCLRGMLCB�?@MTC�CT?JS?RC�?�N?PRGASJ?P
@P?LB�@W�SQGLE�PCJCT?LR�ICWUMPBQ�RM�QCC�UF?R�AMKCQ�SN�GL�?�QC?PAF�
8F?R�BGB�WMS�DGLB �(GTC�CV?KNJCQ��"PC�WMS�QSPNPGQCB�@W�UF?R�WMS�Q?U 

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�'GPQR�4RCN��.MLGRMP�RFC�$MLTCPQ?RGML ���



11.3 The Second Step: Measure WhatÕs Being Said by Whom

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�RM�?L?JWXC�UF?R�GQ�@CGLE�Q?GB�MLJGLC�

"Q�?�K?PICRCP�RFC�DGPQR�QRCN�GL�JMMIGLE�?R�UFM�GQ�Q?WGLE�UF?R�GQ�RM�R?IC�QRMAI�MD�RFC
KCQQ?ECQ�@CGLE�QCLR�@W�WMSP�MUL�AMKN?LW��5FGQ�GLAJSBCQ�?JJ�8C@�QGRCQ�?LB�BMK?GLQ
MULCB�@W�?�AMKN?LW�?JJ�@JMEQ�K?GLR?GLCB�@W�CKNJMWCCQ�	UFCRFCP�AMKN?LW�@JMEQ
MP�NCPQML?J�@JMEQ
�?LB�?JJ�@JMEQ�K?GLR?GLCB�@W�DMPKCP�CKNJMWCCQ��"L�?SBGR�QFMSJB
EGTC�?L�GBC?�MD�RFC�AMLRCLR�RF?R�GQ�?T?GJ?@JC�RM�RFC�NS@JGA�?LB�UF?R�RF?R�AMLRCLR�GQ
Q?WGLE�

8GRF�PCESJ?P�344�SNB?RCQ�BCAJ?PGLE�RF?R�QCJCARCB�ICWUMPBQ�F?TC�@CCL�SQCB�GL�QMKC
DMPK�MD�QMAG?J�KCBG?�?�EPMUGLE�JGQR�GQ�@CGLE�APC?RCB�MD�KCLRGMLQ�QSPPMSLBGLE�?
@P?LB��/MU�UF?R 

&TCL�GL�RFC�BCKMAP?RGXCB�UMPJB�MD�RFC�*LRCPLCR�LMR�?JJ�KCLRGMLQ�?PC�COS?J��5FCW
T?PW�GL�RCPKQ�MD�NMQGRGTGRW�MP�LCE?RGTGRW�?LB�GLDJSCLAC��/MR�?JJ�KCLRGMLQ�PCOSGPC
?ARGML�DPMK�?�AMKN?LW�@SR�QMKC�PCOSGPC�BP?QRGA�KC?QSPCQ�RM�@C�R?ICL��#SR�?JJ�LM
K?RRCP�FMU�OSGCR�MP�FMU�JMSB�?PC�?L�GLBGA?RGML�MD�AMLQSKCP�QCLRGKCLR�

8FCRFCP�?�NMQR�GQ�NMQGRGTC�LCE?RGTC�MP�GLBGDDCPCLR�A?L�@C�OSGAIJW�?QQCQQCB�@W
PC?BGLE�GR��*LDJSCLAC�A?L�@C�?�JGRRJC�F?PBCP�RM�CQR?@JGQF�

*LBGA?RMPQ�QSAF�?Q�RP?DDGA�JGLIQ�?LB�QS@QAPG@CP�LSK@CPQ�A?L�?JJ�?QQGQR�GL�?QQCQQGLE
RFC�GLDJSCLAC�MD�?�@JME��5FCPC�?PC�?JQM�QCPTGACQ�QSAF�?Q�4MAG?J�.CRCP
	FRRN���UUU�QMAG?JKCRCP�AMK
�RF?R�UGJJ�QFMU�?L�CLRCPCB�63-fQ�?SBGCLAC�?LB�PC?AF�

)MUCTCP�QR?RCKCLRQ�N?PRGASJ?PJW�GLDJ?KK?RMPW�MLCQ�QFMSJB�QRGJJ�@C�KMLGRMPCB�?Q
RP?DDGA�A?L�GLAPC?QC�QS@QR?LRG?JJW�?LB�OSGAIJW�MLJGLC�

*LDJSCLAC�A?L�?JQM�?QQGQR�GL�CQR?@JGQFGLE�RFC�APCBG@GJGRW�MD�RFC�?SRFMP��'?ARMPQ�RF?R
A?L�GLBGA?RC�APCBG@GJGRW�GLAJSBC�RFC�QGXC�MD�RFC�@JMEfQ�?SBGCLAC�RFC�DPCOSCLAW�MD
NMQRQ�?LB�RFC�?EC�MD�RFC�@JME��'PMK�RFGQ�KCRPGAQ�QSAF�?Q�APCBG@GJGRW�QCLRGKCLR�?LB
KCBG?�BGQRPG@SRGML�A?L�@C�CVRP?NMJ?RCB��'SPRFCPKMPC�KCRPGAQ�QSAF�?Q�PCNSR?RGML

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

���

http://www.socialmeter.com


QAMPCQ�?LB�TMJSKC�MD�AMLTCPQ?RGML�NPMTGBC�GLQGEFR�GLRM�RFC�FC?JRF�MD�?�@P?LB�?LB
RFC�QSAACQQ�MD�K?PICRGLE�?LB�AMKKSLGA?RGML�A?KN?GELQ�

5FC�QMSPAC�QFMSJB�?JQM�@C�JMMICB�?R��GQ�RFC�KCLRGML�?�LCUQ�GRCK�MP�?�R?E�ML�?�NFMRM
DPMK�QMKCMLCfQ�FMJGB?W �5FC�DGPQR�UMSJB�@C�?�APCBG@JC�QMSPAC�@SR�RFC�QCAMLB�UMSJB
LMR�@C�FGEF�GL�APCBG@GJGRW�

5M�@C�?@JC�RM�KMLGRMP�PCNSR?RGML�MTCP�RGKC�GR�A?L�@C�?�EMMB�GBC?�RM�?EEPCE?RC�RFC
GLDMPK?RGML�GLRM�?�QNPC?BQFCCR�MP�B?R?@?QC�?JMLE�UGRF�RFC�D?ARMPQ�KCLRGMLCB
NPCTGMSQJW��*R�GQ�LCACQQ?PW�RM�BCRCPKGLC�UF?R�GQ�GKNMPR?LR�RM�RFC�PCNSR?RGML�MD�RFC
AMKN?LW�WMS�?PC�KMLGRMPGLE�?LB�NCPF?NQ�?B?NR�D?ARMPQ�?AAMPBGLEJW�

:MSP�B?R?@?QC�KGEFR�JMMI�QMKCRFGLE�JGIC�RFGQ�

Figure 11.2

5FCPC�?PC�?JQM�?�LSK@CP�MD�N?GB�DMP�QCPTGACQ�ML�RFC�K?PICR�RF?R�UGJJ�?QQGQR�GL
KMLGRMPGLE�?LB�?EEPCE?RGLE�RFGQ�GLDMPK?RGML�

BrandsEye� 	FRRN���UUU�@P?LBQCWC�AMK
�GQ�?�RMMJ�J?SLAFCB�GL������RF?R�BMCQ�HSQR
RF?R��/MR�MLJW�BMCQ�GR�RP?AI�KCLRGMLQ�@SR�GR�?JQM�?JJMUQ�RFC�SQCP�RM�?QQGEL�QCLRGKCLR
?LB�GKNMPR?LAC�RM�KCLRGMLQ�?LB�NPMTGBCQ�?�@CLAFK?PI�MD�?�@P?LBfQ�PCNSR?RGML�
5P?AISP�	FRRN���UUU�RP?AISP�AMK
�GQ�?LMRFCP�RMMJ�RF?R�KMLGRMPQ�RFC�TMJSKC�MD
KCLRGMLQ�@SR�NPMTGBCQ�JGKGRCB�?L?JWQGQ�

�� 0LJGLC�PCNSR?RGML�K?L?ECKCLR
	03.
�QMDRU?PC�BCTCJMNCB�@W
2SGPI�C.?PICRGLE�RF?R�?JJMUQ
DMP�PC?J�RGKC�KMLGRMPGLE�MD�?
@P?LB�ML�RFC�8C@��#P?LBQ&WC
AMK@GLCQ�FSK?L�QS@HCARGTGRW
UGRF�QMNFGQRGA?RCB�RCAFLMJMEW
?JJMUGLE�RFC�OS?LRGDWGLE�?LB
@CLAFK?PIGLE�MD�MLJGLC
PCNSR?RGML�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�4CAMLB�4RCN��.C?QSPC�8F?RfQ�#CGLE�4?GB�@W�8FMK ���

http://www.brandseye.com
http://www.trackur.com


KEY TAKEAWAYS

^ /MR�?JJ�KCLRGMLQ�?PC�COS?J�MLJGLC��5FCW�K?W�T?PW�GL�RCPKQ�MD�NMQGRGTGRW
MP�LCE?RGTGRW�

^ 1MQRQ�RF?R�?PC�NMQGRGTC�LCE?RGTC�MP�GLBGDDCPCLR�A?L�@C�OSGAIJW�?QQCQQCB
@W�PC?BGLE�RFCK��#SR�GLDJSCLAC�A?L�@C�F?PBCP�RM�CQR?@JGQF�

^ 4R?RCKCLRQ�CQNCAG?JJW�GLDJ?KK?RMPW�MLCQ�QFMSJB�@C�KMLGRMPCB�?Q
RP?DDGA�A?L�GLAPC?QC�QS@QR?LRG?JJW�?LB�OSGAIJW�MLJGLC�

^ 03.�A?L�FCJN�?�AMKN?LW�RM�E?GL�?L�GLFCPCLR�SLBCPQR?LBGLE�MD�FMU
AMLQSKCPQ�NCPACGTC�?LB�GLRCP?AR�UGRF�RFCGP�@P?LB�?LB�RFSQ�A?L�NPMTGBC
?�NJ?RDMPK�DMP�NJ?LLGLE�K?PICRGLE�A?KN?GELQ�

^ 03.�QFMSJB�KMLGRMP�?JJ�KCLRGMLQ�MD�?�@P?LB�?LB�ESGBC�?�@P?LB�GL�SQGLE
QMAG?J�KCBG?�RM�AMKKSLGA?RC��*R�A?L�FCJN�GBCLRGDW�FMR�QNMRQ�DMP�TGP?J
UMPB�MD�KMSRF�K?PICRGLE�?LB�QFMSJB�@C�SQCB�RM�CLQSPC�RF?R�RF?R�UMPB
MD�KMSRF�GQ�NMQGRGTC��03.�QFMSJB�?JQM�@C�SQCB�DMP�BCRCPKGLGLE�RFC
QSAACQQ�MD�?LW�K?PICRGLE�A?KN?GEL�RF?R�GQ�LMR�BGPCARJW�PCJ?RCB�RM�Q?JCQ��*R
A?L�QFMU�EPMUGLE�@P?LB�PCAMELGRGML�?Q�UCJJ�?Q�AMLQSKCP�QCLRGKCLR�

EXERCISE

�� 6QGLE�RFC�RMMJQ�JGQRCB�GL�RFGQ�QCARGML�NGAI�?�@P?LB�MD�WMSP�AFMGAC�?LB
KMLGRMP�GR�DMP�?�NCPGMB�MD�MLC�UCCI�MP�KMPC��4CC�UF?R�WMS�JC?PL�?@MSR
RFC�@P?LB��0@QCPTC�UF?R�NCMNJC�Q?W�?LB�FMU�RFCW�Q?W�GR��0@QCPTC�GD�RFC
@P?LB�R?JIQ�@?AI�?LB�GD�RFCW�BM�UF?R�RFCW�Q?W�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�4CAMLB�4RCN��.C?QSPC�8F?RfQ�#CGLE�4?GB�@W�8FMK ���



11.4 The Third Step: ManageÑEngaging In and Leading the Conversation

LEARNING OBJECTIVES

�� -C?PL�FMU�RM�CLE?EC�GL�?LB�JC?B�AMLTCPQ?RGML�
�� -C?PL�UFW�GR�GQ�GKNMPR?LR�RM�CLE?EC�GL�?LB�JC?B�AMLTCPQ?RGML�

5FC�@CQR�U?W�RM�QFMU�RF?R�WMS�?PC�JGQRCLGLE�GQ�@W�CLE?EGLE��0LJGLC�RFCPC�?PC�K?LW
AF?LLCJQ�?T?GJ?@JC�RM�AMKN?LGCQ�RM�PCQNMLB�RM�RFC�AMLTCPQ?RGML�?LB�RM�@CAMKC�?L
?ARGTC�N?PRGAGN?LR�GL�GR�

8F?R�GD�CTCPWRFGLE�@CGLE�Q?GB�GQ�LGAC 

"�D?LR?QRGA�NMQGRGML�RM�@C�GL�GQ�RF?R�CTCPW�NMQQG@JC�KCLRGML�RF?R�GLAJSBCQ�WMSP
AMKN?LW�GRQ�CKNJMWCCQ�?LB�NPMBSARQ�GQ�MTCPUFCJKGLEJW�NMQGRGTC��8CJJ�BMLC�
)MUCTCP�RF?R�BMCQ�LMR�KC?L�RF?R�RFCPC�GQ�LMRFGLE�RM�BM��$MLQSKCPQ�U?LR�RM�ILMU
RF?R�?�AMKN?LW�GQ�JGQRCLGLE��GR�LCCBQ�RM�PCQNMLB��1MQGRGTC�AMKKCLRQ�QFMSJB�@C
?AILMUJCBECB�

"JJ�MD�RFCQC�KCLRGMLQ�A?L�?JQM�GLBGA?RC�LCU�?TCLSCQ�DMP�K?PICRGLE�?LB�EPMURF�

What If Everything Being Said Is Neutral?

*D�CTCPWRFGLE�@CGLE�Q?GB�GQ�LCSRP?J�RFCL�GR�QMSLBQ�JGIC�RFC�AMKN?LW�GQ�TCPW�@MPGLE�
"Q�4CRF�(MBGL�NSRQ�GR�cQ?DC�GQ�PGQIW�d4CRF�(MBGL�c4?DC�*Q�3GQIWd�4CRF�(MBGLfQ�#JME
0ARM@CP��������FRRN���QCRFEMBGL�RWNCN?B�AMK�QCRFQ>@JME���������
Q?DC>GQ>PGQIW�FRKJ	?AACQQCB�+SLC��������
�*D�?�AMKN?LW�GQ�NJ?WGLE�GR�QM�Q?DC�RF?R�LM
MLC�A?L�@C�@MRFCPCB�RM�CGRFCP�QCLB�NP?GQC�MP�APGRGAGQK�GRQ�U?W�GRfQ�GL�B?LECP�MD�@CGLE
DMPEMRRCL��5FC�LCVR�QRCN�GQ�LM�MLC�R?JIGLE�?@MSR�RFC�AMKN?LW�?R�?JJ�

What If Negative Things Are Being Said?

/CE?RGTC�QR?RCKCLRQ�QFMSJB�@C�QCCL�?Q�?L�MNNMPRSLGRW�DMP�EPMURF��/CE?RGTC
QR?RCKCLRQ�A?L�@C�AMKNJ?GLRQ�MP�APGRGAGQKQ�?LB�@MRF�QFMSJB�@C�BC?JR�UGRF�

$MKNJ?GLRQ�?PC�DPMK�QR?ICFMJBCPQ�UFM�F?TC�F?B�BC?JGLEQ�UGRF�?�AMKN?LW��#W
AMKNJ?GLGLE�?�ASQRMKCP�GQ�EGTGLE�RFC�AMKN?LW�RFC�MNNMPRSLGRW�RM�K?IC�RFGLEQ

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

���
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PGEFR�?LB�GQ�NPM@?@JW�GLBGA?RGLE�UFCPC�RFC�AMKN?LW�A?L�GKNPMTC��6QS?JJW�RFC
QIGJJCB�ASQRMKCP�QCPTGAC�BCN?PRKCLR�MD�?�AMKN?LW�QFMSJB�BC?J�UGRF�AMKNJ?GLRQ�

*D�?�AMKNJ?GLR�GQ�MLJGLC�RFC�PCQMJSRGML�QFMSJB�@C�RFCPC�?Q�UCJJ�?JRFMSEF�WMS�A?L�RPW
RM�F?TC�GR�R?ICL�MDDJGLC�DGPQR��&TCL�RFMSEF�RFC�ASQRMKCP�QCPTGAC�UGJJ�JGICJW�R?IC�NJ?AC
CGRFCP�MTCP�C�K?GJ�MP�@W�NFMLC�NMQRGLE�?�AMKKCLR�GL�?�@JME�NMQR�DMP�CV?KNJC�UGJJ
QFMU�RFC�AMKKSLGRW�RF?R�RFC�AMKN?LW�@MRF�JGQRCLQ�?LB�PCQNMLBQ�

$PGRGAGQK�LCCB�LMR�LCACQQ?PGJW�AMKC�DPMK�ASQRMKCPQ�@SR�GR�GQ�GKNMPR?LR�RM�@C�?U?PC
MD�GR��*D�?�APGRGAGQK�GLAJSBCQ�D?JQC�GLDMPK?RGML�GR�QFMSJB�@C�AMPPCARCB��"LB�GD�RFC
APGRGAGQK�GQ�RPSC�RFCL�GR�QFMSJB�@C�BC?JR�UGRF�?Q�QSAF�

Responding

3CQNMLBGLE�GLTMJTCQ�PCAMELGXGLE�RF?R�AMLQSKCPQ�BGAR?RC�RFC�AF?LLCJQ�MD
AMKKSLGA?RGML�?LB�RF?R�?�AMKN?LW�LCCBQ�RM�EM�RM�RFC�AMLQSKCP�LMR�RFC�MRFCP�U?W
?PMSLB�

*L�4MSRF�"DPGA?�cTMB?AMK�(d�GQ�RFC�L?KC�MD�?�7MB?AMK�PCNPCQCLR?RGTC�UFM
KMLGRMPQ�RFC�DMPSKFRRN���KW@PM?B@?LB�AM�X??LB�PCQMJTCQ�AMKNJ?GLRQ�?LB�OSCPGCQ
?LB�MDDCPQ�?QQGQR?LAC��*LQRC?B�MD�BGPCARGLE�ASQRMKCPQ�RM�?L�'"2�	DPCOSCLRJW�?QICB
OSCQRGML
�QCARGML�ML�?�7MB?AMK�QGRC�7MB?AMK�F?Q�DMJJMUCB�RFCGP�AMLQSKCPQ�RM�RFC
AF?LLCJ�RF?R�RFC�AMLQSKCPQ�NPCDCP�

Tip

7GQGRFRRN���UUU�KW@PM?B@?LB�AM�X?RM�QCC�FMU�7MB?AMK�GQ�SQGLE�RFC�DMPSK�RM
GLRCP?AR�UGRF�ASQRMKCPQ�

/MR�MLJW�BMCQ�7MB?AMK�PCQMJTC�OSCQRGMLQ�ML�RFC�DMPSK�@SR�RFC�AMKN?LW�?JQM�SQCQ
GR�RM�NPMTGBC�ICW�GLDMPK?RGML�RF?R�AMLQSKCPQ�U?LR��*D�WMS�?PC�PCQNMLBGLE�RM�?�@JME
NMQR�DGLB�RFC�UPGRCPfQ�AMLR?AR�BCR?GJQ�ML�RFC�@JME�?LB�C�K?GJ�FCP�BGPCARJW��"Q�?�J?QR
PCQMPR�SQC�RFC�AMKKCLRQ�RM�K?IC�AMLR?AR�UGRF�RFC�@JMEECP�

8FCL�PCQNMLBGLE�@C�RP?LQN?PCLR�?LB�FMLCQR��3CKCK@CP�RF?R�C�K?GJQ�A?L�@C
PCNPMBSACB�ML�@JMEQ��"R�?JJ�RGKCQ�PCKCK@CP�RF?R�WMS�?PC�CLE?ECB�GL�AMLTCPQ?RGML
LMR�BGAR?RGML�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�5FGPB�4RCN��.?L?ECb&LE?EGLE�*L�?LB�-C?BGLE�RFC�$MLTCPQ?RGML ���
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Influencing

*L $F?NRCP����4MAG?J�.CBG?�?LB$F?NRCP�����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL�
RFCPC�?PC�ESGBCJGLCQ�DMP�AMKN?LGCQ�RM�JC?B�RFC�AMLTCPQ?RGML�SQGLE�RFC�RMMJQ�MD�QMAG?J
KCBG?�?LB�8C@�NS@JGA�PCJ?RGMLQ�	8C@13
��*LDJSCLAGLE�?LB�JC?BGLE�RFC�AMLTCPQ?RGML
A?L�?JQM�F?TC�RFC�AMLQCOSCLAC�MD�RFCPC�@CGLE�KMPC�PCQSJRQ�RF?R�?PC�JCB�@W�WMSP
AMKN?LW�GL�RFC�4&31Q�

$MKN?LGCQ�A?L�?JQM�@C�NPM?ARGTC�@W�NSPAF?QGLE�LCE?RGTC�L?KC�BMK?GLQ�QSAF�?Q
FRRN����UUU�AMKN?LWL?KCQSAIQ�AMK�RM�NPCTCLR�?LEPW�ASQRMKCPQ�DPMK�@SWGLE
RFCK�?LB�F?TGLE�RFCK�FGR�RFC�4&31Q�

-?QRJW�R?IC�?�JMMI�?R�LCE?RGTC�@P?LB�L?KC�QC?PAFCQ�ML�K?HMP�QC?PAF�CLEGLCQ�?LB
AMLQGBCP�11$�	N?W�NCP�AJGAI
�?BTCPRGQGLE�RM�MDDCP�RFC�AMKN?LWfQ�NMGLR�MD�TGCU�

KEY TAKEAWAYS

^ 5FC�@CQR�U?W�RM�QFMU�RF?R�WMS�?PC�JGQRCLGLE�GQ�@W�PCQNMLBGLE�
^ *D�CTCPWRFGLE�RF?RfQ�Q?GB�GQ�LGAC�K?PICRCPQ�QFMSJB�QRGJJ�DGLB�U?WQ�RM�QFMU

RFCW�?PC�JGQRCLGLE�@W�?AILMUJCBEGLE�NMQGRGTC�AMKKCLRQ�
^ *D�UF?R�GQ�Q?GB�GQ�LCSRP?J�RFC�AMKN?LW�GQ�GL�B?LECP�MD�@CGLE�DMPEMRRCL�
^ *D�UF?R�GQ�Q?GB�GQ�LCE?RGTC�RFC�AMKN?LW�LCCBQ�RM�QCC�RFGQ�?Q�?L

MNNMPRSLGRW�DMP�EPMURF��5PW�RM�PCQMJTC�RFGLEQ�MLJGLC��5FC�ASQRMKCP
QCPTGAC�BCN?PRKCLR�QFMSJB�F?LBJC�RFGQ�

^ #C�RP?LQN?PCLR�UFCL�PCQNMLBGLE�
^ 8C@13�UMPIQ�F?LB�GL�F?LB�UGRF�03.��03.�RMMJQ�?PC�SQCB�RM�JGQRCL�?LB

8C@13�FCJNQ�?�AMKN?LW�RM�PCQNMLB�?LB�CLE?EC�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�5FGPB�4RCN��.?L?ECb&LE?EGLE�*L�?LB�-C?BGLE�RFC�$MLTCPQ?RGML ���

fwk-105454-ch08#fwk-105454-ch08
fwk-105454-ch12#fwk-105454-ch12


EXERCISES

�� 8FCL�BC?JGLE�UGRF�AMKNJ?GLRQ�MP�APGRGAGQK�UFW�QFMSJB�?�AMKN?LW�RPW�RM
R?IC�RFCK�MDDJGLC�DGPQR 

�� )MU�BM�WMS�RFGLI�?�AMKN?LW�A?L�CLAMSP?EC�ASQRMKCPQ�RM�SQC
CQR?@JGQFCB�ASQRMKCP�QCPTGAC�AF?LLCJQ�?Q�MNNMQCB�RM�QMAG?J�KCBG?�?LB
UF?R�?PC�RFC�@CLCDGRQ�MD�BMGLE�QM 

�� 7MB?AMK�F?Q�?�PCNPCQCLR?RGTC�ML�RFC�DMPSK
FRRN���UUU�KW@PM?B@?LB�AM�X?��7GQGR�RFC�DMPSK�?LB�AMLQGBCP�RFC�QRWJC
RFC�PCNPCQCLR?RGTC�cTMB?AMK�(d�SQCQ�UFCL�NMQRGLE��%MCQ�GR�QMSLB�JGIC
?�AMPNMP?RGML�MP�JGIC�?L�GLBGTGBS?J �8F?R�GQ�RFC�CDDCAR�MD�RFC�QRWJC�RF?R
RFC�NMQRCP�SQCQ 

�� 5FGLI�MD�?L�CV?KNJC�MD�?�LCE?RGTC�@P?LB�L?KC�QC?PAF�?LB�UF?R�?�11$
	N?GB�NCP�AJGAI
�?B�RF?R�MDDCPQ�RFC�AMKN?LWfQ�NMGLR�MD�TGCU�K?W�JMMI�JGIC�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�5FGPB�4RCN��.?L?ECb&LE?EGLE�*L�?LB�-C?BGLE�RFC�$MLTCPQ?RGML ���
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11.5 The Fourth Step: MaximizeÑEvolve Your Strategy

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�GKNMPR?LAC�MD�AMLQR?LRJW�CTMJTGLE�WMSP�QRP?RCEW�

0LJGLC�PCNSR?RGML�K?L?ECKCLR�	03.
�QFMSJB�LMR�QGKNJW�@C�QCCL�?Q�?�RMMJ�GL�RFC
KC?QSPCKCLR�?LB�CLE?ECKCLR�?PQCL?J��*R�NPMTGBCQ�?�EPC?R�BC?J�KMPC�GLQGEFR�RF?R
A?L�@C�?NNJGCB�RM�K?LW�MRFCP�CJCKCLRQ�MD�RFC�@SQGLCQQ�RM�K?VGKGXC�PCQSJRQ�

8GRFGL�RFC�K?PICRGLE�PC?JK�03.�NPMTGBCQ�ICW�GLQGEFRQ�GLRM�FMU�N?PRGASJ?P�R?ARGAQ
?PC�NCPDMPKGLE�?LB�FMU�GR�GKN?ARQ�RFC�MTCP?JJ�K?PICRGLE�QRP?RCEW��#W�KC?QSPGLE
FMU�WMSP�QR?ICFMJBCPQ�PCQNMLB�RM�N?PRGASJ?P�?ARGTGRGCQ�	@C�GR�K?PICRGLE
AMKKSLGA?RGMLQ�MP�@P?LBGLE
�GR�@CAMKCQ�NMQQG@JC�RM�JC?PL�RFPMSEF�C?AF�A?KN?GEL
?LB�KMJB�RFC�R?ARGA�@?QCB�ML�CKNGPGA?J�B?R?�RM�K?VGKGXC�PCRSPLQ��5FGQ�NPMTGBCQ�?
EPC?R�U?W�DMP�@MRF�MDDJGLC�?LB�MLJGLC�A?KN?GELQ�RM�AMLQR?LRJW�GKNPMTC�?LB�QR?W
PCJCT?LR�RM�QR?ICFMJBCPQf�LCCBQ�

5FCQC�Q?KC�MSRNSRQ�A?L�?JQM�@C�QF?PCB�UGRF�MRFCP�BCN?PRKCLRQ�QSAF�?Q�FSK?L
PCQMSPACQ�	)3
�RM�NPMTGBC�?BBGRGML?J�U?WQ�RM�GKN?AR�RFC�GLRCPL?J�UMPIGLEQ�MD�WMSP
AMKN?LW��*L�)3fQ�A?QC�?�KC?QSPC�KGEFR�@C�MD�FMU�QR?DD�TGCU�RFC�AMKN?LW�GRQCJD�

4GKGJ?PJW�RFCQC�GLQGEFRQ�A?L�@C�?NNJGCB�RM�RFC�MTCP?JJ�@SQGLCQQ�QRP?RCEW�RM�?QQGQR
@MRF�UGRF�B?R?�AMJJCARGML�?LB�NPMTGBGLE�C?PJW�GLQGEFRQ�ML�AMKNCRGRMP�?LB
CLTGPMLKCLR?J�AF?LECQ�RF?R�K?W�BPGTC�QRP?RCEGA�BCAGQGML�K?IGLE��5FC�*LRCPLCR�GQ
RFC�J?PECQR�DMASQ�EPMSN�?LB�GD�GRfQ�JMMICB�?R�DPMK�?�K?PICR�PCQC?PAF�NCPQNCARGTC
RFCPC�GQ�?�FSEC�MNNMPRSLGRW�RM�?NNJW�cUGQBMK�MD�RFC�APMUBd�?LB�CTMJTC�@SQGLCQQ�RM
@C�KMPC�?JGELCB�UGRF�WMSP�QR?ICFMJBCPQf�LCCBQ�

KEY TAKEAWAYS

^ 03.�NPMTGBCQ�ICW�GLQGEFRQ�GLRM�FMU�N?PRGASJ?P�R?ARGAQ�?PC�NCPDMPKGLE
?LB�FMU�RFCW�GKN?AR�RFC�MTCP?JJ�K?PICRGLE�QRP?RCEW�

^ *R�GQ�NMQQG@JC�UGRF�03.�DMP�A?KN?GELQ�RM�AMLQR?LRJW�GKNPMTC�?LB�QR?W
PCJCT?LR�RM�QR?ICFMJBCPQf�LCCBQ��5FCQC�MSRNSRQ�A?L�@C�SQCB�@W�MRFCP
BCN?PRKCLRQ�QSAF�?Q�)3�

^ 5FC�*LRCPLCR�GQ�RFC�J?PECQR�DMASQ�EPMSN�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

���



EXERCISE

�� $?L�WMS�RFGLI�MD�?LMRFCP�QGRS?RGML�UFCPC�RFCQC�GLQGEFRQ�A?L�@C
@CLCDGAG?J�RM�?�AMKN?LW 

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5FC�'MSPRF�4RCN��.?VGKGXCb&TMJTC�:MSP�4RP?RCEW ���



11.6 Ten Rules to Recover from an Online Brand Attack

LEARNING OBJECTIVE

�� -C?PL�FMU�@P?LBQ�A?L�@CQR�PCAMTCP�DPMK�?L�MLJGLC�RFPC?R�

5FCQC�RCL�PSJCQ�RM�PCAMTCPW�QFMSJB�NPMTGBC�?�NP?ARGA?J�?NNPM?AF�DMP�@P?LBQ�D?AGLE
?L�MLJGLC�RFPC?R�

Rule 1: Humility

#CDMPC�WMS�A?L�PCAMTCP�DPMK�?L�MLJGLC�@P?LB�?RR?AI�WMS�F?TC�RM�@C�?U?PC�RF?R�WMSP
@P?LB�A?L�@C�?RR?AICB�LM�K?RRCP�FMU�@GE�GR�GQ�MP�FMU�SLRMSAF?@JC�GR�K?W�QCCK�

Rule 2: Listen

0LAC�WMS�F?TC�?�AJC?P�SLBCPQR?LBGLE�MD�RFC�QAMNC�MD�RFC�NMQQG@JC�CDDCARQ�MD�?L�MLJGLC
?RR?AI�?LB�?PC�AMKKGRRCB�RM�K?GLR?GLGLE�?�EMMB�PCNSR?RGML�MLJGLC�WMSfPC�F?JDU?W
RFCPC��/CVR�WMSfTC�EMR�RM�SLBCPQR?LB�FMU�RFC�NPMACQQ�MD�AMLQSKCP�AMKNJ?GLRQ�F?Q
CTMJTCB��6QC�RFGQ�SLBCPQR?LBGLE�RM�ESGBC�WMSP�?ARGMLQ�

Rule 3: Act Immediately

0LC�MD�RFC�C?QGCQR�U?WQ�RM�QMJTC�RFC�K?HMPGRW�MD�@P?LB�?RR?AIQ�GQ�RM�PCQNMLB�OSGAIJW�
"�@P?LB�RF?R�QFMUQ�GR�GQ�JGQRCLGLE�?LB�BMCQ�GLBCCB�A?PC�UGJJ�EM�D?P�UFCL�GR�AMKCQ�RM
CLQSPGLE�?�QMJGB�MLJGLC�PCNSR?RGML��"�AMLQAGMSQ�PC?ARGML�GQ�RFC�MLJW�U?W
DMPU?PBbRF?R�GQ�?AILMUJCBEGLE�UF?R�F?Q�@CCL�Q?GB�?LB�PC?ARGLE�?AAMPBGLEJW�

Rule 4: If What TheyÕre Saying Is FalseÉ

*D�RFC�KCLRGML�MD�WMSP�@P?LB�GQ�D?ARS?JJW�GLAMPPCAR�GL�?�DPGCLBJW�RMLC�QCLB�RFC
@JMEECP�	���NCPACLR�MD�RFC�RGKC�GR�UGJJ�@C�?�@JMEECP
�CTGBCLAC�RF?R�RFCW�?PC�UPMLE
?QI�DMP�PCKMT?J�MP�PCRP?ARGML�MD�RFC�CLRPW�?LB�MDDCP�RM�ICCN�RFCK�GLDMPKCB�MD
DSRSPC�LCUQ��*D�LM�?ARGML�GQ�R?ICL�@W�RFC�@JME�?SRFMP�RFCL�?BB�?�AMKKCLR�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

���



Rule 5: If What TheyÕre Saying Is TrueÉ

*D�GR�GQ�RPSC�JC?PL�DPMK�RFC�c%CJJ�)CJJd�NFCLMKCLML�?�RCPK�AMGLCB�DPMK�RFC
QGRS?RGML�GL�UFGAF�?�@JMEECP�UPMRC�?@MSR�FGQ�@?B�CVNCPGCLAC�UGRF�AMKNSRCP�K?ICP
%CJJ��%CJJ�D?GJCB�RM�PCQNMLB�?LB�RFC�LCE?RGTC�UMPB�QNPC?BbPCQSJRGLE�GL
GLQSPKMSLR?@JC�B?K?EC�DMP�RFC�AMKN?LW��*D�RFC�KCLRGML�GQ�LCE?RGTC�@SR�RPSC�RFCL
RCJJ�WMSP�QGBC�MD�RFC�QRMPW�?LB�RPW�?Q�F?PB�?Q�WMS�A?L�RM�R?IC�GR�MDDJGLC�

0L�+?LS?PW���������?�QRMPW�U?Q�NS@JGQFCB�ML�$//fQ�G3CNMPR�AJ?GKGLE�RF?R�4RCTC
+M@Q�F?B�F?B�?�FC?PR�?RR?AI��8FGJC�GR�U?Q�J?RCP�DMSLB�MSR�RM�@C�?�FM?V�GR�F?B�?L
GKKCBG?RC�CDDCAR�ML�"NNJCfQ�QRMAI�NPGAC�BPMNNGLE�GR�@W�����NCPACLR�?KMSLRGLE
RM�?�������@GJJGML�JMQQ�GL�K?PICR�A?NGR?J�

Rule 6: Keep the Negative Pages out of the Search Engines

,CCNGLE�KMPC�NCMNJC�DPMK�PC?BGLE�LCE?RGTC�RFGLEQ�?@MSR�WMSP�@P?LB�GQ�GKNCP?RGTC�
8F?R�WMS�A?L�BM�GQ�ILMAI�RFCK�MDD�RFC�DGPQR�N?EC�MD�RFC�PCQSJRQ�UGRF�@?QGA�4&0
RMNNCB�UGRF�QMKC�QMAG?J�KCBG?�N?EC�QCRSNQ�QSAF�?Q�4OSGBMM�?LB�.W4N?AC�MP�DMPSK
NMQRQ��,CCN�?BBGLE�N?ECQ�?LB�JGLIQ�SLRGJ�WMSfTC�DMPACB�RFC�MDDCLBGLE�N?ECQ�MSR�MD
QGEFR��5FGQ�R?ARGA�BMCQLfR�J?AI�RP?LQN?PCLAW�@SR�P?RFCP�EGTCQ�AMLQSKCPQ�RFC
MNNMPRSLGRW�RM�TGCU�NMQGRGTC�KCLRGMLQ�MD�WMSP�@P?LB�@CDMPC�RFCW�AMKC�?APMQQ�RFC
LCE?RGTC�MLCQ��"JJ�@P?LBQ�F?TC�LCE?RGTC�AMLTCPQ?RGML�QSPPMSLBGLE�RFCK�GL�QMKC
DMPK�MP�?LMRFCP�

Rule 7: Maintain Communication

*D�WMS�?PCLfR�?L�?ARGTC�KCK@CP�MD�RFC�MLJGLC�AMKKSLGRW�GR�UGJJ�@C�?�JGRRJC�F?PBCP�RM
PCAMTCP�DPMK�?L�MLJGLC�?RR?AI��*D�WMSP�AMKN?LW�BMCQLfR�F?TC�?�@JME�QR?PR�MLC�
1?PRGAGN?RC�GL�GLBSQRPW�DMPSKQ�?LB�AF?R�PMMKQ��#SGJB�ECLSGLC�APCBG@GJGRW�?Q�?
KCK@CP�MD�RFCQC�AMLTCPQ?RGMLQ�?LB�WMSfJJ�DGLB�RF?R�NCMNJC�UGJJ�F?TC�KMPC�PCQNCAR
DMP�WMS�?LB�WMSP�@P?LB�

Rule 8: Engage in the Conversation

,CCN�WMSP�@P?LB�GL�RFC�D?AC�MD�AMLQSKCPQ�@W�CLE?EGLE�GL�RFC�AMLTCPQ?RGML��5FGQ
AMSJB�@C�BMLC�@W�K?IGLE�SQC�MD�@JMEQ�AMKKSLGA?RGLE�UGRF�ASQRMKCPQ�?LB�@CGLE�?Q
MNCL�?LB�FMLCQR�?Q�NMQQG@JC��&LE?EGLE�GL�?LB�JC?BGLE�RFC�AMLTCPQ?RGML�?JJMUQ�WMS
RM�@SGJB�?L�?SRFCLRGA�TMGAC��*D�?�APGQGQ�FGRQ�WMS�UGJJ�@C�UCJJ�NJ?ACB�RM�PCQNMLB�GL�?
U?W�RF?R�GQ�?SRFCLRGA�

$F?NRCP����0LJGLC�3CNSR?RGML�.?L?ECKCLR

�����5CL�3SJCQ�RM�3CAMTCP�DPMK�?L�0LJGLC�#P?LB�"RR?AI ���



Rule 9: Care

*D�WMS�RPSJW�A?PC�UF?R�WMSP�ASQRMKCPQ�RFGLI�RFCL�KMQR�MD�RFGQ�UGJJ�AMKC�L?RSP?JJW�
5F?RfQ�?JJ�NCMNJC�U?LR��5FCW�EGTC�WMS�RFCGP�KMLCW��RFCW�HSQR�U?LR�QMKC�EMMB�QCPTGAC
?LB�PCQNCAR�GL�PCRSPL�

Rule 10: Be Prepared

/M�@P?LB�GQ�GKKSLC�RM�?L�MLJGLC�@P?LB�?RR?AI��5FC�@CQR�@P?LBQ�F?TC�QRP?RCEGCQ�GL
NJ?AC�RM�GKKCBG?RCJW�GBCLRGDW�?�PCNSR?RGML�APGQGQ�?LB�PCQNMLB�RM�GR�OSGAIJW�CLMSEF
RM�QRMN�RFC�LCE?RGTC�UMPB�MD�KMSRF�DPMK�QNPC?BGLE�

*D�?JJ�CJQC�D?GJQ�?NMJMEGXC�?LB�KMTC�ML�

#MRRMK�JGLC�@W�K?IGLE�@JMEECPQ�D?KGJG?P�UGRF�WMSP�TMGAC�WMS�UGJJ�@C�@CRRCP�NJ?ACB
RM�PCQNMLB�RM�APGRGAGQK��$MLQSKCPQ�A?L�QNMR�J?QR�KGLSRC�AMPNMP?RC
DGPCDGEFRGLEbRFCW�QFMSJB�ILMU�?LB�RPSQR�WMSP�TMGAC�?JPC?BW�

KEY TAKEAWAYS
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Figure 11.3Graph Showing the Differences in Reputation of Four South African Banks
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12.1 Introduction
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*D�13�GQ�?@MSR�AMLLCARGLE�UGRF�WMSP�ASQRMKCPQ�GR�QFMSJB�?JQM�@C�?@MSR�PCQNMLBGLE�RM
RFCK�@W�CLE?EGLE�RFCK�GL�AMLTCPQ?RGML�GL�RFC�AF?LLCJQ�UFCPC�RF?R�AMLTCPQ?RGML�GQ
R?IGLE�NJ?AC�

8C@13�?JJMUQ�WMS�RM�@SGJB�WMSP�MUL�TMGAC��5FMSEF�WMS�A?LLMR�AMLRPMJ�RFC�KCQQ?EC
WMS�QFMSJB�JC?B�RFC�AMLTCPQ?RGML�RFPMSEF�RP?LQN?PCLR�AMKKSLGA?RGMLQ�

Listen to Your Customers

Online reputation management (ORM) � UGJJ�CL?@JC�?�AMKN?LW�RM�JGQRCL�RM�UF?R�GQ
@CGLE�Q?GB�?@MSR�GR�MLJGLC��1?PRGASJ?PJW�GKNMPR?LR�GQ�RM�PCESJ?PJW�KMLGRMP�?JJ
AF?LLCJQ�RF?R�?�ASQRMKCP�KGEFR�SQC�RM�AMLR?AR�MP�R?JI�?@MSR�?�AMKN?LW��5FGQ
GLAJSBCQ�DMPSKQ�?LB�AMLQSKCP�?ARGML�8C@�QGRCQ�?Q�UCJJ�?Q�NCPQML?J�@JMEQ�

/MR�MLJW�BMCQ�RFGQ�?JJMU�?�RPCLB�GL�ECLCP?J�QCLRGKCLR�PCJ?RCB�RM�RFC�AMKN?LW�RM
CKCPEC�@SR�GR�UGJJ�?JQM�FGEFJGEFR�GQQSCQ�RF?R�LCCB�?RRCLRGML�?LB�?PC?Q�RF?R�?PC�@CGLE
MPAFCQRP?RCB�QSAACQQDSJJW�

Respond to Others

03.�BCQAPG@CB�RFC�RMMJQ�RF?R�A?L�@C�SQCB�RM�DGLB�MSR�UF?R�GQ�@CGLE�Q?GB�?@MSR�?
AMKN?LW�MLJGLC��"�ICW�DSLARGML�MD�8C@13�GQ�RM�PCQNMLB�RM�RFMQC�AMLTCPQ?RGMLQ�UGRF
?�AMLQGQRCLR�TMGAC��$MLQSKCP�ECLCP?RCB�KCBG?�A?L�?LB�KSQR�@C�PCQNMLBCB�RM��#CGLE
NS@JGAJW�?T?GJ?@JC�?LB�NS@JGAJW�QC?PAF?@JC�KC?LQ�RF?R�AMLQSKCP�ECLCP?RCB�KCBG?
	$(.
�DMPK�N?PR�MD�RFC�NS@JGA�NCPACNRGML�MD�?�AMKN?LW��"Q�BGQASQQCB�GL$F?NRCP���
�0LJGLC�3CNSR?RGML�.?L?ECKCLR��QC?PAF�PCQSJRQ�MDRCL�QFMU�$(.bKCQQ?ECQ�RF?R�?
AMKN?LW�A?LLMR�AMLRPMJ�

�� &LQSPGLE�RF?R�WMS�ILMU�UF?R�GQ
@CGLE�Q?GB�?@MSR�WMS�MLJGLC
?LB�RF?R�WMS�?PC�JC?BGLE�RFC
AMLTCPQ?RGML�QSPPMSLBGLE�WMSP
NCPQML�AMKN?LW�MP�@P?LB�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

���
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#JMEQ�?LB�DMPSKQ�?PC�ICW�QR?PRGLE�NMGLRQ�DMP�PCQNMLBGLE��3CQNMLBGLE�GL�RFCQC
KCBGSKQ�CLQSPCQ�RF?R�RFC�AMKN?LWfQ�PCQNMLQC�K?W�@C�TGCUCB�?JMLE�UGRF�RFC
MPGEGL?J�KCQQ?ECbK?IGLE�RFC�PCQNMLQC�KMPC�NCPQML?J�?LB�RFSQ�APCBG@JC�GL�RFC�CWCQ
MD�RFC�AMLQSKCP�

What to Consider

5P?LQN?PCLAW�?LB�FMLCQRW�?PC�TGR?J��"LW�QCK@J?LAC�MD�c13�QNC?Id�MP�cQNGLd�AMSJB
QCC�RFGQ�UMPRFW�MSRPC?AF�@?AIDGPGLE�?LB�APC?RGLE�CTCL�KMPC�LCE?RGTC�FWNC��"L
?SRFCLRGA�TMGAC�UMPIQ�@CQR�?Q�BMCQ�?�RFGAI�QIGL��3CQNMLB�RM�RFC�EMMB�?LB�RFC
@?BbGR�QFMUQ�RF?R�RFC�AMKN?LW�GQ�JGQRCLGLE�RM�?JJ�AMLTCPQ?RGMLQ�

Build Your Own Voice

8FCRFCP�MP�LMR�?�AMKN?LW�F?Q�?�8C@�QGRC�GR�KMQR�JGICJW�F?Q�?�8C@�NPCQCLAC��/MR
MLJW�?PC�@SQGLCQQCQ�JGQRCB�GL�MLJGLC�BGPCARMPGCQ�@SR�RFCW�?PC�?JQM�KCLRGMLCB�GL�$(.�
)MUCTCP�AMKN?LGCQ�LCCB�RM�N?W�?RRCLRGML�RM�RFC�TMGAC�RF?R�GQ�NMPRP?WCB�@W�RFCGP
MLJGLC�NPCQCLAC�?LB�SQC�RFC�RMMJQ�MD�RFC�*LRCPLCR�RM�CLF?LAC�RF?R�TMGAC�?LB�KCCR
QRP?RCEGA�@SQGLCQQ�M@HCARGTCQ�

&QR?@JGQFGLE�JMLE�RCPK�RPSQRGLE�AMLQSKCP�PCJ?RGMLQFGNQ�RFPMSEF�MLJGLC�?PRGAJC
QWLBGA?RGMLQpress releases� �?LB�@JMEQ�?GBQ�?�AMKN?LW�RM�AP?DR�MLJGLC�APCBG@GJGRW
NJ?AGLE�GR�GL�?�@CRRCP�NMQGRGML�RM�PCQNMLB�RM�DSRSPC�APGRGAGQK�?LB�PCACGTC�DSRSPC
NP?GQC��5FCQC�RMMJQ�?JQM�FCJN�@SGJB�JGLIQ�RM�?�AMKN?LWfQ�8C@�QGRC��"LB�MD�AMSPQC
JGLIQ�GLAPC?QC�RP?DDGA�?LB�F?TCsearch engine optimization (SEO)� @CLCDGRQ�RF?R�A?L
SJRGK?RCJW�JC?B�RM�AMLTCPQGML�Q?JCQ�?LB�?L�GLAPC?QCB�PC?BCPQFGN�

Note

4MAG?J�KCBG?�03.�?LB�8C@13�?PC�?JJ�GLRCPRUGLCBbF?TC�WMS�LMRGACB �*RfQ�?JJ
?@MSR�AMLTCPQ?RGMLQ�FMU�RM�JGQRCL�RM�RFC�AF?RRCP�?LB�FMU�RM�ECR�GLTMJTCB�GL�GR
?Q�UCJJ�

8FGJC�GR�SQCB�RM�@C�RF?R�KCQQ?ECQ�UCPC�BGQNCPQCB�RM�HMSPL?JGQRQ�UFM�UMSJB�RFCL
@PM?BA?QR�RFCK�RM�?�PC?BGLE�NS@JGA�RMB?W�RF?R�NP?ARGAC�BMCQ�LMR�?JU?WQ�CVGQR�RM
BGQQCKGL?RC�RFC�GLDMPK?RGML�@CGLE�RP?LQKGRRCB��5FGQ�NPMTGBCQ�RPCKCLBMSQ
MNNMPRSLGRW�DMP�AMKN?LGCQ�RM�@C�DSJJW�GLTMJTCB�GL�CLE?EGLE�UGRF�RFCGP�ASQRMKCPQ�

�� "JQM�A?JJCB�?�LCUQ�PCJC?QC�RFGQ
GQ�?L�CJCARPMLGA�MP�N?NCP
BMASKCLR�GQQSCB�RM�RFC�KCBG?
UGRF�RFC�GLRCLRGML�MD�E?GLGLE
LCUQ�AMTCP?EC��*R�DMJJMUQ
CQR?@JGQFCB�J?WMSR�ESGBCJGLCQ�

�� .?IGLE�QSPC�RF?R�WMS�?PC
?AFGCTGLE�MNRGK?J�P?LIGLEQ�@W
RFC�QC?PAF�CLEGLCQ�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����)MU�*R�8MPIQ ���



8C@13�GQ�LMR�?@MSR�RFPMUGLE�MSR�RFC�13�PSJC�@MMI��*RfQ�?@MSR�SQGLE�RFC�*LRCPLCR�RM
DSJJW�PC?JGXC�GRQ�AMKKSLGA?RGML�NMRCLRG?J�

KEY TAKEAWAYS

^ 8C@13�GQ�?@MSR�PCQNMLBGLE�?LB�CLE?EGLE�UGRF�ASQRMKCPQ�

^ 8C@13�GQ�@CQR�SQCB�DMP�

� -GQRCLGLE�RM�ASQRMKCPQ
� 3CQNMLBGLE�RM�MRFCPQ
� #SGJBGLE�WMSP�MUL�TMGAC

^ #CGLE�RP?LQN?PCLR�?LB�FMLCQR�GQ�TGR?J�

EXERCISES

�� 8FW�BM�WMS�RFGLI�GR�KGEFR�@C�?NNPMNPG?RC�RM�PCQNMLB�RM�MRFCPQ�UFCL
RFCW�?PC�MLJGLC 

�� 8FW�BM�WMS�RFGLI�GR�GQ�GKNMPR?LR�RM�PCQNMLB�RM�EMMB�?LB�@?B�AMKKCLRQ 

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����)MU�*R�8MPIQ ���



12.3 WebPR Tactics

LEARNING OBJECTIVES

�� #CAMKC�D?KGJG?P�UGRF�RFC�T?PGMSQ�R?ARGAQ�GLTMJTCB�GL�8C@�NS@JGA
PCJ?RGMLQ�	8C@13
�

�� -C?PL�RFC�@CQR�NP?ARGACQ�DMP�UPGRGLE�?L�?PRGAJC�DMP�MLJGLC�QWLBGA?RGML�

Online Article Syndication

0LJGLC�?PRGAJC�QWLBGA?RGML�GQ�MLC�MD�8C@13fQ�	8C@�NS@JGA�PCJ?RGMLQ
�NPGLAGN?J�?LB
KMQR�QSAACQQDSJ�R?ARGAQ��*R�GLTMJTCQ�UPGRGLE�?PRGAJCQ�RF?R�?PC�GL�LM�U?W�?�BGPCAR
NPMKMRGML�MD�WMSP�QGRC��5FCQC�?PC�LMR�NPCQQ�PCJC?QCQ��RFCW�?PC�UPGRRCL�RM�NPMTGBC
GLDMPK?RGML�?LB�T?JS?@JC�AMLRCLR��"PRGAJCQ�?PC�QS@KGRRCB�RM�MLJGLC�?PRGAJC
BGPCARMPGCQ�UFCPC�RFCW�?PC�NGAICB�SN�?LB�PCNS@JGQFCB�ML�MRFCP�QGRCQ�

"Q�RFC�?PRGAJCQ�AMLR?GL�?�JGLI�?LB�ICWUMPBQ�PCJCT?LR�RM�WMSP�QGRC�NPMBSAR�MDDCPGLEQ
MP�QCPTGACQ�RFC�@CLCDGRQ�DMP�QC?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�?PC�CVACJJCLR��#SR�RFC
QRP?RCEW�UMLfR�UMPI�SLJCQQ�NCMNJC�U?LR�WMSP�?PRGAJCQ��5FSQ�RFCW�LCCB�RM�@C�@PM?B
GLDMPK?RGTC�?LB�LMR�HSQR�RFGLJW�BGQESGQCB�?BTCPRGQCKCLRQ��&?AF�?PRGAJC�UGJJ�?JQM
F?TC�?L�c"@MSR�RFC�"SRFMPd�QCARGML��5FGQ�AMSJB�AMLR?GL�SN�RM�RFPCC�JGLIQ�RM�WMSP
QGRC�?LB�K?LW�?PRGAJC�BGPCARMPGCQ�UGJJ�?JJMU�WMS�RM�GLAJSBC�?backlink � GL�RFC�@MBW
MD�RFC�?PRGAJC�?Q�UCJJ�

The Aim

5FC�?PRGAJC�ECRQ�PCNS@JGQFCB�ML�K?LW�8C@�?LB�@JME�QGRCQ�GL�RFC�UCCIQ�?DRCP�GR�GQ
NS@JGQFCB��*L�MPBCP�RM�CLQSPC�WMSP�QGRC�PCK?GLQ�RFC�QC?PAF�CLEGLC�?SRFMPGRW�ML�RFC
?PRGAJCfQ�QS@HCAR�RFC�?PRGAJC�QFMSJB�@C�NS@JGQFCB�?LB�GLBCVCB�RFCPC�DGPQR��0LJGLC
?PRGAJC�QWLBGA?RGML�LMR�MLJW�?JJMUQ�WMS�RM�GLRPMBSAC�DPCQF�MNRGKGXCB�AMLRCLR�RM
WMSP�QGRC�@SR�?JQM�CL?@JCQ�WMS�RM�ECLCP?RC�T?JS?@JC�4&0�@?AIJGLIQ�

"PRGAJCQ�AMLR?GLGLE�PCJCT?LR�GLDMPK?RGML�?PC�T?JSC�?BBGLE�?LB�RFCPCDMPC�?RRP?AR
JGLIQ�L?RSP?JJW��"LB�GD�NS@JGQFCB�ML�?�RFGPB�N?PRW�QGRC�RFCW�QFMSJB�A?PPW�?�JGLI�@?AI
RM�WMSP�MUL�8C@�QGRC��5FGQ�BPGTCQ�TGQGRMPQ�RM�RFC�QGRC�RF?R�?PC�?SRMK?RGA?JJW
NPCBGQNMQCB�RM�WMSP�@P?LB�?LB�?PC�RFCPCDMPC�KMPC�JGICJW�RM�CLE?EC�?LB�@SW�RFC
NPMBSARQ�WMS�MDDCP�

�� "�JGLI�?R�?LMRFCP�QGRC�JC?BGLE�RM
WMSP�QGRC�?LB�?JQM�A?JJCB�?L
GLAMKGLE�JGLI��5FCQC�?PC�QCCL
?Q�GLBGA?RGMLQ�MD�NMNSJ?PGRW�@W
QC?PAF�CLEGLCQ�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

���



Writing an Article for Online Syndication
Choose a Topic

#W�JMMIGLE�?R�WMSP�8C@�QGRCfQ�AMLRCLR�RFCKCQ�?LB�RFCkey phrases� ?QQMAG?RCB�UGRF
RFCK�WMS�UGJJ�@C�?@JC�RM�UPGRC�R?PECRCB�ICW�NFP?QC�PGAF�?PRGAJCQ��-GQRCLGLE�RM�RFC
AMLTCPQ?RGMLQ�?PMSLB�WMSP�@P?LB�?LB�QCCGLE�UF?R�ASQRMKCPQ�?PC�Q?WGLE�A?L�?JQM
JC?B�WMS�RM�RMNGAQ�PCJCT?LR�RM�WMSP�8C@�QGRC�?LB�WMSP�ASQRMKCPQ��3CDCP�RM�WMSP�4&0
QRP?RCEW�?LB�RFC�ICWUMPBQ�WMS�?PC�R?PECRGLE�RM�APC?RC�?PRGAJCQ�RF?R�AMKNJCKCLR
WMSP�4&0�CDDMPRQ�

"�8C@13�?PRGAJC�QFMSJB�?GK�RM�@C�RFC�DMJJMUGLE�

^ *LRCPCQRGLE
^ )CJNDSJ
^ *LQGEFRDSJ�?LB�GLDMPK?RGTC
^ &LRGAGLE
^ 3CJCT?LR
^ 4RP?GEFRDMPU?PB

Optimize the Article and Publish It on Your Own Site

6QGLE�4&0�?LB�8C@�AMNW�ESGBCJGLCQ�CLQSPC�RF?R�RFC�AMLRCLR�GQ�MNRGKGXCB�DMP�QC?PAF
CLEGLCQ�?Q�UCJJ�?Q�CLE?EGLE�DMP�PC?BCPQ��1S@JGQF�RFC�?PRGAJC�RM�WMSP�MUL�8C@�QGRC
DGPQR�RM�CQR?@JGQF�RFC�?SRFMPGRW�MD�WMSP�8C@�QGRC��5FGQ�UGJJ�BM�RFC�DMJJMUGLE�

^ "JJMU�WMS�RM�PC?N�RFC�4&0�@CLCDGRQ�MD�DPCQF�MNRGKGXCB�AMNW
^ &L?@JC�WMSP�QGRC�RM�@C�PCE?PBCB�?Q�RFC�CVNCPR�ML�RF?R�QS@HCAR
^ "TMGB�(MMEJCfQ�QRPGAR�BSNJGA?RC�AMLRCLR�NMJGAGCQ

'GPQR�RFC�?PRGAJC�LCCBQ�RM�@C�MNRGKGXCB�DMP�WMSP�8C@�QGRC��*KNJCKCLR�?JJ�RFC�R?ARGAQ
AMTCPCB�GL$F?NRCP�����0LJGLC�$MNWUPGRGLE��QSAF�?Q�KCR?B?R?�RF?R�?BFCPCQ�RM
QC?PAF�CLEGLC�QR?LB?PBQ�MNRGKGXCB�RGRJC�?LB�ICW�NFP?QCQ�MNRGK?J�SQC�MD��F��R?EQ
?LB�JGLIQ��0LAC�GR�GQ�JGTC�WMS�UGJJ�LCCB�RMwait for it to be indexed by the search
engines��GD�WMS�RWNC�RFC�?PRGAJC�RGRJC�GLRM�RFC�QC?PAF�CLEGLC�?LB�GR�PCRSPLQ�RFC�N?EC
UGRF�WMSP�?PRGAJC�ML�GR�?Q�?�PCQSJR�GR�F?Q�@CCL�GLBCVCB�?LB�GRfQ�LMU�PC?BW�RM�@C
QS@KGRRCB�RM�RFC�MLJGLC�?PRGAJC�QWLBGA?RGML�QGRCQ�?LB�BGPCARMPGCQ�

5FC�?PRGAJC�RFCL�LCCBQ�RM�@C�CBGRCB�DMP�QWLBGA?RGLE��%GDDCPCLR�BGPCARMPGCQ�F?TC�RFCGP
MUL�PCOSGPCKCLRQ�?LB�ESGBCJGLCQ�RF?R�LCCB�RM�@C�?BFCPCB�RM��� "�UMPB�MP�UMPBQ�RF?R�?�8C@

QGRC�MNRGKGXCQ�DMP��"JQM�SQCB�RM
PCDCP�RM�UMPBQ�RF?R�?PC�SQCB�@W
SQCPQ�MD�QC?PAF�CLEGLCQ�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����8C@13�5?ARGAQ ���
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'MP�CV?KNJC�QMKC�BGPCARMPGCQ�PCOSGPC�RF?R�?JJ�JGLIQ�RM�WMSP�8C@�QGRC�GL�RFC�@MBW�MD
RFC�RCVR�@?P�MLC�UMSJB�LCCB�RM�@C�PCKMTCB�?Q�UCJJ�?Q�?JJ�KCLRGMLQ�MD�WMSP
AMKN?LW�?Q�?�@P?LB�L?KC��:MS�UGJJ�?JQM�LCCB�RM�APC?RC�?L�c"@MSR�RFC�"SRFMPd
QCARGML�?R�RFC�CLB�MD�RFC�?PRGAJC��5FGQ�A?L�RCJJ�PC?BCPQ�KMPC�?@MSR�WMSP�AMKN?LW�?LB
RFC�GLDMPK?RGML�RFCW�A?L�?AACQQ�@W�TGQGRGLE�RFC�QGRC��:MS�UGJJ�@C�?@JC�RM�?BB�RUM�MP
RFPCC�JGLIQ�GL�RFGQ�QCARGML�BCNCLBGLE�ML�RFC�BGPCARMPW��4CLB�MLC�JGLI�RM�RFC�FMKC
N?EC�?LB�RFC�MRFCP	Q
�RM�N?ECQ�UGRFGL�RFC�QGRC�

*D�RFCQC�ESGBCJGLCQ�?PCLfR�KCR�WMSP�?PRGAJCQ�UGJJ�LMR�@C�NS@JGQFCB�?LB�WMS�K?W�@C
DJ?EECB�?Q�UPGRGLE�GPPCJCT?LR�AMLRCLR�?LB�GL�RFC�UMPQR�A?QC�@C�@JMAICB�DPMK�?LW
DSPRFCP�QS@KGQQGMLQ�

.MQR�BGPCARMPGCQ�?JJMU�RFC�GLAJSQGML�MD�ICWUMPBQ�PCJCT?LR�RM�RFC�?PRGAJC��&LQSPC
RFCQC�?PC�PCJCT?LR�RM�RFC�?PRGAJC�?LB�RF?R�WMS�GLAJSBC�RFC�ICW�NFP?QCQ�DMP�UFGAF�WMS
F?TC�MNRGKGXCB�RFC�?PRGAJC��5FCQC�ICW�NFP?QCQ�UGJJ�?JJMU�PC?BCPQ�RM�DGLB�WMSP�?PRGAJC
SQGLE�RFC�QC?PAF�DSLARGML�ML�RFC�BGPCARMPGCQ��5FGQ�GQ�?JQM�A?JJCB�R?EEGLE�WMSP�?PRGAJC�

.?LW�BGPCARMPGCQ�?JQM�?JJMUa description ��5FGQ�BCQAPGNRGML�UGJJ�@C�BGQNJ?WCB�?JMLE
UGRF�RFC�RGRJC�MD�RFC�?PRGAJC�UFCL�QMKCMLC�F?Q�QC?PAFCB�RFC�BGPCARMPW�DMP�?�ICW
NFP?QC�MP�A?RCEMPW�DMP�UFGAF�WMS�F?TC�R?EECB�WMSP�?PRGAJC��5FC�BCQAPGNRGML�QFMSJB
CLRGAC�RFC�SQCP�RM�PC?B�WMSP�?PRGAJC�QM�GR�LCCBQ�RM�@C�QSAAGLAR�?LB�EPGNNGLE��*R�?JQM
LCCBQ�RM�GLDMPK�RFC�PC?BCPQ�UF?R�RFC�?PRGAJC�GQ�?@MSR�?LB�FMU�RFCW�UGJJ�@CLCDGR�DPMK
PC?BGLE�GR�

0LAC�WMS�F?TC�BMLC�RFGQ�WMS�UGJJ�RFCL�LCCB�RMconvert the article into HTML ��5FC
)5.-�GQ�TCPW�@?QGA�?LB�UFGJC�RFC�BGDDCPCLR�BGPCARMPGCQ�F?TC�RFCGP�MUL�)5.-
ESGBCJGLCQ�RF?R�WMS�UGJJ�LCCB�RM�D?KGJG?PGXC�WMSPQCJD�UGRF�RFC�QR?LB?PB�R?EQ�?PC�?Q
DMJJMUQ�

^ 5M�@MJB���QRPMLE�NFP?QC�WMS�UGQF�RM�@MJB��QRPMLE�
^ 5M�GR?JGAGXC���CK�NFP?QC�WMS�UGQF�RM�GR?JGAGXC��CK�
^ 5M�SLBCPJGLC���S�NFP?QC�WMS�UGQF�RM�SLBCPJGLC��S�
^ 5M�JGQR���JG�JGLCQ�WMS�UGQF�RM�JGQR��JG�
^ 5M�APC?RC�?�N?P?EP?NF���N�N?P?EP?NF�FCPC��N�
^ 5M�GLQCPR�?�JGLC�@PC?I���@P��
^ 5M�GLQCPR�?�JGLI���?�FPCD�cN?EC�SPJd�NFP?QC�WMS�UGQF�RM�JGLI��?�

'MP�C?AF�BGPCARMPW�RFC�QS@KGQQGML�ESGBCJGLCQ�UGJJ�GLBGA?RC�PCOSGPCKCLRQ�DMP�RFC
RCVR�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����8C@13�5?ARGAQ ���



Submit the Article to Directories

1S@JGQFGLE�RFC�?PRGAJCQ�RM�BGPCARMPGCQ�KC?LQ�RFCW�A?L�@C�NGAICB�SN�?LB�PCNS@JGQFCB
ML�MRFCP�QGRCQ�UFGAFcontributes significantly to link-building efforts ��5FCPC�?PC
FSLBPCBQ�MD�MLJGLC�?PRGAJC�BGPCARMPGCQ�MSR�RFCPC�@SR�WMS�LCCB�RM�@C�QCJCARGTC�UFCL
AFMMQGLE�UFGAF�MLCQ�RM�QS@KGR�RM��5FC�EMMB�?PRGAJC�BGPCARMPGCQ�SQS?JJW�?JJMU�SN�RM
DMSP�JGLIQ�RM�@C�NJ?ACB�GL�C?AF�?PRGAJC�

)CPC�GQ�?�JGQR�MD�RCL�BGPCARMPGCQ�RF?R�WMS�AMSJB�NS@JGQF�WMSP�?PRGAJCQ�RM�

�� FRRN���UUU�CXGLC?PRGAJCQ�AMK
�� FRRN���UUU�EM?PRGAJCQ�AMK
�� FRRN���UUU�?PRGAJCAS@C�AMK
�� FRRN���UUU�?PRGAJCQ@?QC�AMK
�� FRRN���UUU�?PRGAJCPGAF�AMK
�� FRRN���UUU�GQL?PC�AMK
�� FRRN���UUU�?PRGAJCB?QF@M?PB�AMK
�� FRRN���UUU�?PRGAJC?JJCW�AMK
�� FRRN���UUU�?K?XGLCQ�AMK

��� FRRN���UUU�QMMNCP?PRGAJCQ�AMK

5FCQC�BGPCARMPGCQ�?JJ�?JJMUthree to four links �RFCW�?JJ�EGTCstatistics ML�FMU�RFC
?PRGAJCQ�?PC�BMGLE�?LB�RFCW�?JJ�?JJMU�WMS�RMpreview the article @CDMPC�WMS�NS@JGQF
GRbGR�GQ�GKNMPR?LR�RM�@C�?@JC�RM�NPCTGCU�GR�RM�CLQSPC�RF?R�LM�KGQR?ICQ�UCPC�K?BC
BSPGLE�RFC�)5.-�AMLTCPQGML�NPMACQQ�

"JJ�RFC�NPCTGMSQ�?PRGAJC�BGPCARMPGCQ�?PC�DPCC�RFMSEF�WMS�UGJJ�LCCB�RMregister for an
account�

0LAC�WMS�F?TC�QS@KGRRCB�RFC�?PRGAJC�GR�UGJJ�SLBCPEM�?�PCTGCU�NPMACQQbRFC
BGPCARMPGCQ�BM�RFGQ�RM�CLQSPC�RF?R�RFC�?PRGAJCQ�?PC�?ARS?JJW�SQCDSJ�?LB�PCJCT?LR�P?RFCP
RF?L�QGKNJW�?BTCPRMPG?JQ��*R�UGJJ�RFCL�@C�?NNPMTCB�?LB�?T?GJ?@JC�RM�PC?B�ML�RFC�QGRC�
'PMK�FCPC�NCMNJC�UFM�?PC�GLRCPCQRCB�GL�PCNS@JGQFGLE�RFC�?PRGAJC�ML�RFCGP�MUL�QGRCQ
MP�@JMEQ�A?L�BM�QM�?Q�JMLE�?Q�RFCW�PCNPMBSAC�RFC�AMLRCLR�CV?ARJW�?Q�WMS�F?TC
QS@KGRRCB�GR��*D�RFC�?PRGAJC�GQ�UCJJ�UPGRRCL�?LB�GLDMPK?RGTC�GR�F?Q�RFCcapacity to go
viral �UFGAF�GQ�RFC�SJRGK?RC�EM?J�?Q�RFC�KMPC�RGKCQ�GR�GQ�PCNS@JGQFCB�RFC�KMPC�JGLIQ
WMS�UGJJ�?AOSGPCb?LB�?JJat no cost to you�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����8C@13�5?ARGAQ ���

http://www.ezinearticles.com
http://www.goarticles.com
http://www.articlecube.com
http://www.articlesbase.com
http://www.articlerich.com
http://www.isnare.com
http://www.articledashboard.com
http://www.articlealley.com
http://www.amazines.com
http://www.sooperarticles.com


Monitor Its Progress

"�@GR�MD�@?QGAonline reputation monitoring UGJJ�CL?@JC�WMS�RM�ICCN�?L�CWC�ML
UFCPC�WMSP�?PRGAJC�GQ�@CGLE�PCNS@JGQFCB�?LB�CLQSPC�RF?R�GR�GQ�@CGLE�PCNS@JGQFCB
AMPPCARJW��5FCPCfQ�LM�SQC�GL�QGRCQ�PCNS@JGQFGLE�GR�GD�RFCWfPC�EMGLE�RM�QRPGN�MSR�?JJ�RFC
JGLIQ�?LB�RFC�c"@MSR�RFC�"SRFMPd�QCARGML�RF?R�WMS�GLAJSBCB�?Q�RFGQ�GQ�SJRGK?RCJW�RFC
BPGTGLE�DMPAC�DMP�@SQGLCQQ�MNNMPRSLGRGCQ�

KEY TAKEAWAYS

^ 0LJGLC�?PRGAJC�QWLBGA?RGML�?JJMUQ�WMS�RM�GLRPMBSAC�DPCQF�MNRGKGXCB
AMLRCLR�RM�WMSP�QGRC�?LB�CL?@JCQ�WMS�RM�ECLCP?RC�4&0�@?AIJGLIQ�

^ 0NRGKGXC�RFC�?PRGAJC�?LB�NS@JGQF�GR�RM�WMSP�QGRC��5FCL�WMS�LCCB�RM�U?GR
DMP�GR�RM�@C�GLBCVCB�

^ #C�QSPC�RM�QS@KGR�ICWUMPBQ�?LB�BCQAPGNRGML�UFCL�SQGLE�BGPCARMPGCQ�
^ 4S@KGR�RFC�?PRGAJC�RM�?�BGPCARMPW�
^ .MLGRMP�GRQ�NPMEPCQQ�SQGLE�03.�RCAFLGOSCQ�
^ 5FCPC�?PC�QCTCP?J�BGPCARMPGCQ�WMS�A?L�SQC�

EXERCISES

�� &VNJ?GL�FMU�R?EEGLE�GQ�GKNMPR?LR�UFCL�QS@KGRRGLE�?PRGAJCQ�RM�MLJGLC
QWLBGA?RGML�

�� $MLQGBCP�UFW�?PRGAJCQ�QFMSJB�@C�PCTGCUCB�@CDMPC�EMGLE�JGTC�ML�?�QGRC�
(GTC�?L�CV?KNJC�MD�?�QGRS?RGML�UFCPC�RFGQ�UMSJB�@C�?�@CQR�NP?ARGAC�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����8C@13�5?ARGAQ ���



12.4 Press Releases: Optimized for Search and for Social Media

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�QC?PAF�?LB�QMAG?J�KCBG?�?PC�?�NMUCPDSJ�AMK@GL?RGML�DMP
NPCQQ�PCJC?QCQ�

5FC�NPCQQ�PCJC?QC�GQ�?�QR?JU?PR�MD�NS@JGA�PCJ?RGMLQ�	13
��*R�GQ�?�QR?LB?PBGXCB�DMPK?R
DMP�PCJC?QGLE�GLDMPK?RGML��0PGEGL?JJW�GLRCLBCB�RM�NPMTGBC�GLDMPK?RGML�RM�HMSPL?JGQRQ
NPCQQ�PCJC?QCQ�?PC�GLAPC?QGLEJW�@CGLE�PC?B�UGRFMSR�EMGLE�RFPMSEF�RFC�HMSPL?JGQRQ
DGPQR��13�F?Q�?JQM�PC?JGXCB�RFC�RPCKCLBMSQ�GKN?AR�MD�@JMEECPQ�?LB�K?LW�13
NPMDCQQGML?JQ�?PC�SQGLE�RFC�Q?KC�NPCQQ�PCJC?QCQ�GL�RFCGP�AMKKSLGA?RGMLQ�UGRF
@JMEECPQ��5MB?W�UGRF�K?LW�MDDJGLC�NPCQQ�MDDGACQ�KMTGLE�MLJGLC�HMSPL?JGQRQ�?PC�?JQM
@JMEECPQ�?LB�@JMEECPQ�?PC�RFC�LCU�AGRGXCL�HMSPL?JGQRQ�QM�RFC�JGLCQ�?PC�@CAMKGLE
CTCL�DSPRFCP�@JSPPCB�

/CUQUGPCQ�JGIC�?PRGAJC�BGPCARMPGCQ�?JJMU�DMP�MLJGLC�QS@KGQQGML�MD�NPCQQ�PCJC?QCQ��*L
RSPL�RFCQC�?PCsyndicated � TG?RSS (really simple syndication)� �?LB�QM�?PC�NGAICB
SN�@W�RFC�LCUQ�CLEGLCQ�QSAF�?Q�(MMEJC�/CUQ�:?FMM��/CUQ�?LB�.4/�/CUQ��.?LW
NCMNJC�NGAI�SN�RFCGP�LCUQ�TG?�RFCQC�MLJGLC�LCUQ�CLEGLCQ�UFGAF�?EEPCE?RC�LCUQ
DPMK�?�LSK@CP�MD�NS@JGA?RGMLQ�?LB�LCUQUGPCQ�?LB�QM�RFC�NPCQQ�PCJC?QC�GQ�@CAMKGLE
?L�CTCP�KMPC�APSAG?J�KC?LQ�MD�PC?AFGLE�?�EPMUGLE�?SBGCLAC�

"Q�UCJJ�?Q�NPMKMRGLE�AMLTCPQ?RGML�?PMSLB�WMSP�AMKN?LW�?LB�GRQ�NPMBSARQ�MLJGLC
NPCQQ�PCJC?QCQ�QFMSJBdrive traffic to your site ��5M�?AFGCTC�RFGQ�NPCQQ�PCJC?QCQ�LCCB
RM�@Coptimized RM�AMLR?GL�PCJ?RCBkey phrases ?LBlinks ��/MR�MLJW�GQ�RFGQ
GKNMPR?LR�DMP�RFC�NPCQQ�PCJC?QCQ�@CGLE�NGAICB�SN�@W�LCUQ�CLEGLCQ�@SR�RFCPC�?PC
K?LW�HMSPL?JGQRQ�UFM�UGJJ�QGKNJW�PCNPMBSAC�RFC�AMNW�MD�?�UCJJ�UPGRRCL�NPCQQ
PCJC?QC��&LQSPC�RF?R�RFCQC�PCNPMBSARGMLQ�NMQGRGTCJW�GKN?AR�WMSP�4&0�	QC?PAF�CLEGLC
MNRGKGX?RGML
�CDDMPRQ�@W�MNRGKGXGLE�WMSP�NPCQQ�PCJC?QCQ�DMP�ICW�NFP?QCQ�?LB�JGLIQ�

%MLfR�DMPECR�RMpublish your press releases on your own site @CDMPC�QCLBGLE�RFCK
RM�RFC�PCJC?QC�QGRCQ��:MSfJJ�U?LR�RM�@C�AMLQGBCPCB�?Q�RFC�cCVNCPRd�GL�RFC�QC?PAF
CLEGLCfQ�CWCQ�ML�RFC�QS@HCAR�?LB�HMSPL?JGQRQ�?JQM�LCCB�RM�@C�?@JC�RM�DGLB�?JJ�RFC
GLDMPK?RGML�RFCW�LCCB�ML�?�AMKN?LW�8C@�QGRC�

�� .?IGLE�AMLRCLR�?T?GJ?@JC�DMP
BGQRPG@SRGML�?KMLE�QCJCARCB
AJGCLRQ�

�� "L�C?QW�U?W�MD�QWLBGA?RGLE
AMLRCLR�?LB�?EEPCE?RGLE
AMLRCLR��344�?JJMUQ�DMP�SQCPQ�RM
?AACQQ�RFC�GLDMPK?RGML�ML�?
8C@�QGRC�TG?�?�BGPCAR�DCCB
UGRFMSR�?JJ�RFC�CVRP?�SQCJCQQ
GLDMPK?RGML�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

���



Discussion

+MSPL?JGQRQ�SQS?JJW�CVRP?AR�GLDMPK?RGML�DPMK�?�NPCQQ�PCJC?QC�?LB�QSNNJW
AMKKCLR?PW�UFCL�RFCW�UPGRC�?L�?PRGAJC��)MU�BM�WMS�RFGLI�RFC�D?AR�RF?R�RFC
NPCQQ�PCJC?QCQ�?PC�LMU�@CGLE�PC?B�BGPCARJW�@W�RFC�NS@JGA�?DDCARQ�RFC�NPCQQ
PCJC?QC 

-GIC�?PRGAJCQ�WMS�UGJJ�LCCB�RM�UPGRC�?description and allocate keywords RM�RFC
NPCQQ�PCJC?QC��:MS�UGJJ�LCCB�RM�CLQSPC�RF?R�?JJ�KCBG?�AMLR?AR�GLDMPK?RGML�GQ�JGQRCB
SQS?JJW�GL�RFCboilerplate � MP�GL�RFC�c"@MSR�RFC�"SRFMPd�QCARGML��&?AF�QGRC�UGJJ
QNCAGDW�CV?ARJW�UF?R�GLDMPK?RGML�GQ�PCOSGPCB��7CPW�DCU�MD�RFC�NPCQQ�PCJC?QC�QGRCQ
?JJMU�WMS�RM�AMLTCPR�WMSP�PCJC?QCQ�GLRM�)5.-�	CQNCAG?JJW�RFC�DPCC�PCJC?QC�QGRCQ
�
"N?PR�DPMK�RFC�ICWUMPBQ�RFCcategory WMS�QCJCAR�DMP�WMSP�NPCQQ�PCJC?QC�GQ
CVRPCKCJW�GKNMPR?LR�QM�@C�QSPC�RM�F?TC�?�EMMB�JMMI�?R�RFC�A?RCEMPGCQ�RFC�QGRC�MDDCPQ
?LB�K?IC�QSPC�RF?R�WMS�QCJCAR�RFC�KMQR�?NNPMNPG?RC�MLC�

.MQR�MD�RFC�QGRCQ�MDDCP�?free option and a paid option ��5FC�N?GB�MNRGML�NPMTGBCQ�?
FMQR�MD�?BBGRGML?J�@CLCDGRQ�?LB�GR�GQ�UMPRF�AMLQGBCPGLE�N?WGLE�DMP�?�KCK@CPQFGN�RM
MLC�MD�RFCK�

Benefits of Online Press Releases

5FC�@CLCDGRQ�MD�MLJGLC�NPCQQ�PCJC?QCQ�?PC�LSKCPMSQ�?LB�GLAJSBC�RFC�DMJJMUGLE�

^ 0LJGLC�NPCQQ�PCJC?QCQ�?JJMU�DMP�?JKMQR�GLQR?LR�NS@JGQFGLE�MD�LCUQ
MLJGLC�

^ "�UCJJ�UPGRRCL�NPCQQ�PCJC?QC�A?L�E?PLCP�RMN�P?LIGLEQ�GL�RFC�LCUQ
CLEGLCQ�	(MMEJC�/CUQ�:?FMM��/CUQ�.4/�/CUQ�CRA�
��"BCOS?RC
MNRGKGX?RGML�A?L�?JQM�PCQSJR�GL�FGEFCP�4&31�	QC?PAF�CLEGLC�PCQSJRQ
N?EC
�P?LIGLEQ�

^ $MLRCLR�GQ�QWLBGA?RCB�OSGAIJW�TG?�344�
^ -GLIQ�?PC�@SGJR�L?RSP?JJW�?LB�CDDCARGTCJW�DPMK�MLJGLC�NS@JGQFGLE�
^ %GQRPG@SRGML�GQ�GLAPC?QCB�@CWMLB�WMSP�AMLR?AR�JGQR�
^ 3C?AF�GQ�D?P�EPC?RCP�RF?L�RF?R�MD�?�RP?BGRGML?J�NPCQQ�PCJC?QC�
^ 3C?AF�?LB�BGQRPG@SRGML�A?L�@C�C?QGJW�RP?AICB�MLJGLC�

)CPC�?PC�QMKC�NPCQQ�PCJC?QC�QGRCQ�RM�AMLQGBCP�

�� 4R?LB?PB�UMPBGLE�?@MSR�?L
MPE?LGX?RGML�RF?R�SQS?JJW
?NNC?PQ�?R�RFC�DMMR�MD�?�NPCQQ
PCJC?QC��4GKGJ?P�RM�RFC�c"@MSR
RFC�"SRFMPd�QCARGML�MD�?
QWLBGA?RCB�MLJGLC�?PRGAJC�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����1PCQQ�3CJC?QCQ��0NRGKGXCB�DMP�4C?PAF�?LB�DMP�4MAG?J�.CBG? ���



^ FRRN���UUU�G�LCUQUGPC�AMK
^ FRRN���UUU�NP�AMK
^ FRRN���UUU�NPCQQCVNMQSPC�AMK
^ FRRN���UUU�����NPCQQPCJC?QC�AMK
^ FRRN���UUU�Q?LCNP�AMK
^ FRRN���UUU�NPCQQ@SXX�AMK
^ FRRN���UUU�NPCQQ@MV�AMK
^ FRRN���UUU�NPCQQPCJC?QCNMGLR�AMK

Social Media Press Release

#JMEQ�?LB�MRFCPconsumer-generated media (CGM)� ?PC�QMKCRGKCQ�PCDCPPCB�RM�?Q
AGRGXCL�HMSPL?JGQK��5FC�PC?AF�?LB�GLDJSCLAC�MD�$(.�KC?LQ�RF?R�NPCQQ�PCJC?QCQ�?PC
MDRCL�DGLBGLE�RFCGP�U?W�RM�RFC�GL�@MVCQ�MD�AMLRCLR�APC?RMPQ��8FGJC�K?LW�HMSPL?JGQRQ
?PC�@CAMKGLE�BGQGJJSQGMLCB�UGRF�RFC�QR?LB?PB�NPCQQ�PCJC?QC�DMPK?R�RFC�NPCQQ�PCJC?QC
A?L�@C�QCCL�?Q�MTCPFWNCB�AMPNMP?RC�QNC?I�@W�RGKC�QR?PTCB�?LB�RP?LQN?PCLAW�
DMASQCB�@JMEECPQ�

Figure 12.1Template for a Social Media News Release

Source:http://www.shiftcomm.com/downloads/smr_v1.5.pdf.�� "LMRFCP�UMPB�DMP�QMAG?J�KCBG?
MP�AMLRCLR�NPMBSACB�@W�CLB
SQCPQ�?Q�MNNMQCB�RM�@SQGLCQQCQ�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����1PCQQ�3CJC?QCQ��0NRGKGXCB�DMP�4C?PAF�?LB�DMP�4MAG?J�.CBG? ���

http://www.i-newswire.com
http://www.pr.com
http://www.pressexposure.com
http://www.1888pressrelease.com
http://www.sanepr.com
http://www.pressbuzz.com
http://www.pressbox.com
http://www.pressreleasepoint.com
http://www.shiftcomm.com/downloads/smr_v1.5.pdf


1GRAFGLE�RM�@JMEECPQ�A?L�@C�?�QCLQGRGTC�R?QI�?LB�RFCPC�?PC�QMKC�ESGBCJGLCQ�MSRJGLCB
GL�RFGQ�AF?NRCP�@SR�13�DGPKQ�QSAF�?Q�&BCJK?L�?LB�4FGDR�$MKKSLGA?RGMLQ�F?TC
APC?RCB�RCKNJ?RCQ�DMP�?�QMAG?J�KCBG?�NPCQQ�PCJC?QC�	4.13
�BCQGELCB�RM�AMKKSLGA?RC
D?ARQ�KMPC�AJC?PJW�?LB�AMLAGQCJW�?LB�RM�SQC�RFC�RMMJQ�NPMTGBCB�@Wsocial media�� �

5FGQ�GQ�RFC�MSRAMKC�MD�?L�CTMJTGLE�AMLTCPQ?RGML�?KMLE�13�AMKN?LGCQ�HMSPL?JGQRQ
?LB�@JMEECPQ��*R�GQ�?�UMPI�GL�NPMEPCQQ�?LB�RFCPC�GQ�NJCLRW�@CGLE�Q?GB�@MRF�DMP�?LB
?E?GLQR�RFGQ�?NNPM?AF�@SR�GR�GQ�?L�CJCE?LR�CV?KNJC�MD�13�DGPKQ�JGQRCLGLE�RM�RFC
AMLTCPQ?RGML�CLE?EGLE�?LB�PCQNMLBGLE�

Tip

(M�RMFRRN���UUU�CBCJK?L�AMK�LCUQDMP�QMKC�CV?KNJCQ�MD�RFC�&BCJK?L
TCPQGML�MD�RFC�4.13�GL�?ARGML�

Blogging

8PGRGLE�?�@JME�GQ�MLC�MD�RFC�@CQR�U?WQ�DMP�?�AMKN?LW�RM�@SGJB�GRQ�MUL�TMGAC�GL�RFC
LCU�UMPJB�MD�QMAG?J�KCBG?�?LB�AGRGXCL�HMSPL?JGQK��/MR�MLJW�BM�@JMEQ�NJ?W�?�PMJC�GL
4&0�	UGRF�DPCQF�AMLRCLR�UPGRRCL�UGRF�ICW�NFP?QCQ�GL�KGLB
�RFCW�?JQM�NJ?W�?
QRP?RCEGA?JJW�GKNMPR?LR�PMJC�GL�PC?AFGLE�MSR�RM�ASQRMKCPQ�?LB�AMLLCARGLE�UGRF
RFCK�

#JMEEGLE�R?ICQ�?�AMKN?LW�PGEFR�GLRM�RFC�FC?PR�MD�RFC�AMLTCPQ?RGML�?LB
BCKMLQRP?RCQ�RFC�AMKN?LWfQ�AMKDMPR�UGRF�RFGQ�BGPCAR�AMKKSLGA?RGML�AF?LLCJ��"
@JME�KC?LQ�RF?R�RFCPC�GQ�PCESJ?P�AMKKCLR?PW�RF?R�GQ�QNMICL�GL�RFC�TMGAC�MD�RFC
AMKN?LW��"BBGRGML?JJW�@JMEEGLE�RC?AFCQ�AMKN?LGCQ�FMU�RM�CLE?EC�NCPQML?JJW�UGRF
RFCGP�ASQRMKCPQ�

��� .CBG?�RF?R�?PC�NS@JGQFCB
APC?RCB�?LB�QF?PCB�@W
GLBGTGBS?JQ�ML�RFC�*LRCPLCR
QSAF�?Q�@JMEQ�GK?ECQ�TGBCM
?LB�KMPC�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����1PCQQ�3CJC?QCQ��0NRGKGXCB�DMP�4C?PAF�?LB�DMP�4MAG?J�.CBG? ���

http://www.edelman.com/news


KEY TAKEAWAYS

^ 13�GQ�EPC?RJW�GLDJSCLACB�@W�NPCQQ�PCJC?QCQ�?LB�@JMEECPQ�
^ 0LJGLC�NPCQQ�PCJC?QCQ�QFMSJB�BPGTC�RP?DDGA�RM�WMSP�QGRC�
^ 1PCQQ�PCJC?QCQ�QFMSJB�@C�MNRGKGXCB�RM�AMLR?GL�PCJ?RCB�ICWUMPBQ�?LB

JGLIQ�
^ %MLfR�DMPECR�RM�NS@JGQF�NPCQQ�PCJC?QCQ�ML�WMSP�MUL�QGRC�RMM�
^ 5FCPC�?PC�K?LW�@CLCDGRQ�MD�MLJGLC�NPCQQ�PCJC?QCQ�
^ "�@JME�A?L�@C�?�EPC?R�U?W�DMP�?�A?KN?GEL�RM�@SGJB�GRQ�MUL�TMGAC�

EXERCISES

�� 6QGLE�MLC�MD�WMSP�D?TMPGRC�@P?LBQ�BCTCJMN�?�JGQR�MD�A?RCEMPGCQ�WMS�UMSJB
QS@KGR�?PRGAJCQ�RM�

�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�MNRGKGXGLE�?�NPCQQ�PCJC?QC�DMP�QC?PAF
TCPQSQ�MNRGKGXGLE�?�NPCQQ�PCJC?QC�DMP�QMAG?J�KCBG? 

�� 8F?R�?PC�RFC�K?GL�BGDDCPCLACQ�@CRUCCL�?�RP?BGRGML?J�NPCQQ�PCJC?QC�?LB�?
QMAG?J�KCBG?�NPCQQ�PCJC?QC�?LB�UF?R�?PC�RFC�QGKGJ?PGRGCQ 

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����1PCQQ�3CJC?QCQ��0NRGKGXCB�DMP�4C?PAF�?LB�DMP�4MAG?J�.CBG? ���



12.5 Online Press Room

LEARNING OBJECTIVES

�� 6LBCPQR?LB�FMU�RFC�MLJGLC�NPCQQ�PMMK�UMPIQ�
�� 6LBCPQR?LB�RFC�GKNMPR?LAC�MD�NGRAFGLE�RM�@JMEECPQ�

"Q�RFC�*LRCPLCR�GLAPC?QCQ�RFC�C?QC�MD�?AACQQ�RM�GLDMPK?RGML�?L�CQQCLRG?J�N?PR�MD
8C@13�	8C@�NS@JGA�PCJ?RGMLQ
�GQ�CLQSPGLE�RF?R�NCPRGLCLR�GLDMPK?RGML�GQ�C?QW�RM
?AACQQ��.?IGLE�QSPC�RF?R�HMSPL?JGQRQ�ASQRMKCPQ�?LB�GLTCQRMPQ�?PC�?@JC�RM�DGLB�?JJ
ICW�AMKN?LW�GLDMPK?RGML�OSGAIJW�?LB�C?QGJW�KC?LQ�RF?R�WMS�?PC�?@JC�RM�QJGN�GLRM
RF?R�AMLTCPQ?RGML�?Q�?�ICW�AMLRPG@SRMP�RF?R�KSAF�KMPC�C?QGJW�

"����� Nielsen Norman QRSBW�DMSLB�RF?R�UFCL�HMSPL?JGQRQ�SQCB�?�AMPNMP?RC�8C@
QGRC�RM�DGLB�@?QGA�GLDMPK?RGML�RFCW�UCPC�QSAACQQDSJ�MLJW����NCPACLR�MD�RFC
RGKC�+?IM@�/GCJQCL�c13�ML�8C@�4GRCQ��*LAPC?QGLE�6Q?@GJGRWd�+?IM@�/GCJQCLfQ
"JCPR@MV�.?PAF��������FRRN���UUU�SQCGR�AMK�?JCPR@MV�NP��LB�QRSBW�FRKJ
	?AACQQCB�.?W��������
�+MSPL?JGQRQ�MDRCL�UMPI�ML�RGEFR�BC?BJGLCQ�?LB�F?TGLE�RFC
PCOSGPCB�GLDMPK?RGML�ML�F?LB�AMSJB�K?IC�RFC�BGDDCPCLAC�@CRUCCL�UFCRFCP�?
AMKN?LW�GQ�UPGRRCL�?@MSR�MP�LMR��"Lonline press room �� A?L�CLQSPC�?�AMKN?LW�GQ
?@JC�RM�KCCR�HMSPL?JGQRQf�LCCBQ�

"L�MLJGLC�NPCQQ�PMMK�KSQR�F?TC�RFC�DMJJMUGLE�

^ $MKN?LW�FGQRMPW
^ ,CW�CVCASRGTC�@GMEP?NFGCQ
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Figure 12.2Social Media Newsroom Template

Source:http://www.shiftcomm.com/downloads/social-media-newsroom-presentation.pdf.
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12.6 Case Study: Pilkington Self-Cleaning Glass
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The Use of Glass in Architecture
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N?NCP�RMUCJQ�MP�LCUQN?NCP�?Q�RFCW�RCLB�RM�BGQGLRCEP?RC�?LB�JC?TC�BCNMQGRQ�ML
WMSP�EJ?QQ��'MP�?�EPC?R�QFGLC�?�BPW�@J?AI@M?PB�CP?QCP�A?L�@C�SQCB�

5M�ICCN�DPMQR�DPMK�?AASKSJ?RGLE�ML�CVRCPGMP�UGLBMUQ�BSPGLE�RFC�UGLRCP�?BB
RUM�ASNQ�MD�?LRGDPCCXC�MP�PS@@GLE�?JAMFMJ�RM�C?AF�E?JJML�MD�U?QF�U?RCP��'MP
BCNMQGRQ�MD�N?GLR�PCQGL�MP�EJSC�UCR�RFC�QSPD?AC�?LB�RFCL�QAP?NC�RFCK�MDD�SQGLE
?�P?XMP�@J?BC�QAP?NCP��5?IC�A?PC�RM�QAP?NC�GL�MLC�BGPCARGML�MLJW�GL�MPBCP�RM
?TMGB�QAP?RAFGLE�RFC�QSPD?AC�

"LMRFCP�MNRGML�?LB�?�D?LR?QRGA�MLC�?R�RF?R�GQ�RFC�@PC?IRFPMSEF�RCAFLMJMEW
RF?R�F?Q�@PMSEFR�SQ�QCJD�AJC?LGLE�EJ?QQ��"L�SJRP?�RFGL�AM?RGLE�GQ�?NNJGCB�RM�RFC
EJ?QQ�BSPGLE�RFC�K?LSD?ARSPGLE�NPMACQQ��RFGQ�AM?RGLE�F?Q�RUM�FGEFJW�@CLCDGAG?J
CDDCARQ�ML�RFC�EJ?QQ��'GPQR�MPE?LGA�PCQGBSC�ML�RFC�EJ?QQ�<GQ=�@PMICL�BMUL�@W�RFC
SJRP?TGMJCR�U?TCJCLERFQ�GL�QSLJGEFR�RFCL�UFCL�GR�P?GLQ�RFC�BGPR�GQ�U?QFCB�MDD��"Q
RFC�AM?RGLE�GQ�FWBPMNFGJGA�UFCL�P?GL�FGRQ�RFC�EJ?QQ�GR�BMCQLfR�DMPK�BPMNJCRQ�?LB

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����$?QC�4RSBW��1GJIGLERML�4CJD�$JC?LGLE�(J?QQ ���



GL�RSPL�CP?BGA?RCQ�QRPC?IGLE��3?GL�U?RCP�DJMUQ�BMUL�RFC�EJ?QQ�GL�?�QFCCR�?LB
U?QFCQ�RFC�BGPR�?U?W��*D�WMS�BMLfR�F?TC�RGKC�RM�U?GR�DMP�RFC�P?GL�?�QGKNJC
E?PBCL�FMQC�UGJJ�@C�HSQR�?Q�CDDCARGTC�Self-cleaning glassGQ�K?IGLE�RFC�JGTCQ�MD
FMKCMULCPQ�D?P�C?QGCP�?LB�GQ�EGTGLE�FMKC�MULCPQ�?@QMJSRCJW�LM�PC?QML�RM
FCQGR?RC�RM�SQC�MD�EJ?QQ�GL�RFC�AMLQRPSARGML�MD�RFCGP�FMKCQ��8F?R�AMSJB�@C�@CRRCP
RF?L�@PGEFR�MNCL�PMMKQ�UGRF�CVACJJCLR�MSRBMMP�TGCUQ�D?AGJGR?RCB�@W�FSEC�QFCCRQ
MD�EJ?QQ�UGRFMSR�F?TGLE�RM�QNCLB�WMSP�B?WQ�AJC?LGLE�RFCK 

.MBCPL�B?W�?PAFGRCARSP?J�RPCLBQ�F?TC�CJCT?RCB�RFC�U?W�UC�RFGLI�?@MSR�RFC�SQC
MD�EJ?QQ�GL�MSP�MUL�FMKCQ��*R�GQ�LM�JMLECP�QGKNJW�?�K?RCPG?J�DMP�UGLBMUQ�?LB�RFC
MAA?QGML?J�QJGBGLE�BMMP��GR�GQ�?�BCQGEL�AMKNMLCLR�GL�GRQ�MUL�PGEFR��8GRF�C?AF
N?QQGLE�B?W�EJ?QQ�@CAMKCQ�?�KMPC�GKNMPR?LR�CJCKCLR�GL�?PAFGRCARSPC�LMR�MLJW
GL�EP?LB�NS@JGA�QRPSARSPCQ�@SR�?JQM�GL�RFC�JGTCQ�?LB�FMKCQ�MD�D?KGJGCQ�?APMQQ�RFC
UMPJB��5FC�@C?SRW�MD�EJ?QQ�JGCQ�GL�GRQ�QGKNJGAGRW�GR�CL?@JCQ�SQ�RM�@C�CLTCJMNCB�@W
L?RSPC�UFGJC�JGTGLE�AMKDMPR?@JW�GL�BMMPQ�

"@MSR�RFC�"SRFMP

.?LW�?PAFGRCARQ�BCQGELCPQ�?LB�AMLQRPSARGML�AMKN?LGCQ�PCAMKKCLB�1GJIGLERML
UFCL�GR�AMKCQ�RM�EJ?QQ��)?TGLE�@CCL�GL�RFC�EJ?QQ�GLBSQRPW�DMP�����WC?PQ
PilkingtonGQ�PCAMELGXCB�?Q�RFC�UMPJBfQ�RCAFLMJMEGA?J�JC?BCP�GL�EJ?QQ��0SR�MD�?JJ�MD
RFCGP�GLLMT?RGTC�NPMBSARQ�1GJIGLERML�"ARGT_bRFC�UMPJBfQ�DGPQRself-cleaning glass
GQ�MLC�MD�RFCGP�EPC?RCQR�NPMBSARQ�?LB�GQ�?L�GBC?J�K?RCPG?J�GL�EJ?QQ�?PAFGRCARSPC�

CASE STUDY QUESTIONS

�� 8FW�GQ�GR�GKNMPR?LR�RM�PCQC?PAF�UF?R�AMLQSKCPQ�JMMI�DMP�MLAC�WMS�F?TC
AFMQCL�WMSP�ICW�NFP?QCQ 

�� )MU�GQ�RFC�?PRGAJC�BGDDCPCLR�DPMK�?�NPCQQ�PCJC?QC 
�� 8F?R�ICW�NFP?QC�GQ�@CGLE�R?PECRCB�?LB�FMU�GQ�GR�@CGLE�SQCB�GL�RFC

?PRGAJC 

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

�����$?QC�4RSBW��1GJIGLERML�4CJD�$JC?LGLE�(J?QQ ���



12.7 Reference

%?PPCL�3MUQC�c)MU�RM�1GRAF�RM�#JMEECPQd�1PM#JMEECP�0ARM@CP��������
FRRN���UUU�NPM@JMEECP�LCR�?PAFGTCQ������������FMU�RM�NGRAF�RM�@JMEECPQ����RGNQ
	?AACQQCB�.?W��������
�

$F?NRCP����8C@�1S@JGA�3CJ?RGMLQ

���

http://www.problogger.net/archives/2007/10/30/how-to-pitch-to-bloggers-21-tips
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Figure 13.1Important
Factors to Consider When
Optimizing for Search

13.1 Introduction

8C@�BCTCJMNKCLR�?LB�BCQGEL�?PC�?R�RFC�FC?PR�MD�QSAACQQDSJ�C.?PICRGLE�WCR�K?LW
K?PICRCPQ�BM�LMR�SLBCPQR?LB�RFC�GKNMPR?LAC�MD�J?WGLE�QMJGB�DMSLB?RGMLQ�FCPC��-GIC
@SGJBGLE�?�FMSQC�QMJGB�DMSLB?RGMLQ�?PC�ICW�RM�QR?@GJGRW�JMLECTGRW�?LB�CTCL
QA?J?@GJGRW��%CTCJMNGLE�?�8C@�QGRC�GLTMJTCQ�KMPC�RF?L�AFMMQGLE�AMJMPQ�?LB�FC?BCP
GK?ECQ�

8FGJC�GR�GQ�RCKNRGLE�RM�DMASQ�ML�RFC�BCQGEL�?CQRFCRGAQ�MD�8C@�QGRCQ�?LB�CWC�A?RAFGLE
8C@�QGRCQ�A?L�@C�AMLTCPRGLE�8C@�QGRCQ�GR�GQ�GKNMPR?LR�RM�PCKCK@CP�RF?R�?�8C@�QGRC
GQ�?�K?PICRGLE�RMMJ�RF?R�QFMSJB�@C�GLAPC?QGLE�PCTCLSC�DMP�RFC�AMKN?LW��8C@�QGRCQ
QFMSJB�@C�@SGJR�RM�QCPTC�RFC�LCCBQ�MD�RFC�SQCP��"�8C@�QGRC�GQ�LMR�QMKCRFGLE�RF?R�SQCPQ
QR?PC�?RbL?TGE?RGML�SQS?JJW�PCOSGPCQ�?ARGML�?LB�GLRCP?ARGML�DPMK�RFC�8C@�TGQGRMP��*D
RFC�SQCPfQ�LCCBQ�?PC�QCPTCB�RFC�8C@�QGRC�UGJJ�@C�KMPC�JGICJW�RM�CL?@JC�RFC�AMKN?LW
RM�?AFGCTC�GRQ�EM?JQ�

8FGJC�BCQGELCPQ�RCLB�RM�R?JI�?@MSR�TGQGML�?LB�A?L�DGLB
AMLTCLRGMLQ�AMLQRP?GLGLE�SQCPQ�MD�8C@�QGRCQ�JGIC
AMLTCLRGMLQ��5FCW�JGIC�8C@�QGRCQ�RF?R�HSQR�UMPI�UGRFMSR
?LW�RFGLIGLE�ML�RFCGP�@CF?JD�

How It Works

6Q?@GJGRW�GQ�RFC�LSK@CP�MLC�CJCKCLR�RF?R�LCCBQ�RM�@C
AMLQGBCPCB�UFCL�BCTCJMNGLE�?�QGRC��4C?PAF�CLEGLC
TGQG@GJGRW�GQ�RFC�QCAMLB�KMQR�GKNMPR?LR�D?ARMP��/M�MLC
A?L�LCE?RC�RFC�GKNMPR?LAC�RF?R�QC?PAF�CLEGLCQ�NJ?W�GL
MLJGLC�K?PICRGLEb?LB�GD�RFCGP�QNGBCPQ�A?LLMR�DGLB�?�QGRC
GR�GQ�?JKMQR�ACPR?GL�RF?R�NMRCLRG?J�ASQRMKCPQ�UMLfR
CGRFCP��	#C?P�GL�KGLB�RF?R�RFCPC�?PC�QMKC�8C@�QGRCQ�RF?R
?PC�BCQGELCB�RM�@C�DMSLB�GL�MRFCP�U?WQbRFC�GKNMPR?LAC�MD�QC?PAF�RP?DDGA�LCCBQ�RM
@C�BCRCPKGLCB�@CDMPC�RFC�8C@�QGRC�GQ�@SGJR�
�"CQRFCRGA�BCQGEL�GQ�LMU�RFC�JC?QR
GKNMPR?LR�D?ARMPb@SR�RF?R�ACPR?GLJW�BMCQLfR�KC?L�RF?R�QGRCQ�LCCB�RM�@C�QM�SEJW�RF?R
RFCW�RSPL�TGQGRMPQ�GLRM�QRMLC��*R�HSQR�KC?LQ�RF?R�BCQGEL�LCCBQ�RM�@C�FGLECB�ML
SQ?@GJGRW�?LB�QC?PAF�CLEGLC�TGQG@GJGRW�P?RFCP�RF?L�TGAC�TCPQ?��8C@�QGRCQ�A?L�QRGJJ�@C
EMPECMSQ��RFCW�HSQR�LCCB�RM�DSJDGJJ�MRFCP�EM?JQ�?Q�UCJJbRFC�ICW�FCPC�GQ�SQ?@GJGRW�?LB
AMLTCPQGML�MPGCLRCB�BCQGEL�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

���



Note

c%CQGELd�A?L�PCDCP�RM�RFC�QRPSARSP?J�BCQGEL�MD�?�8C@�QGRCbUFGAF�GQ
DSLB?KCLR?JbMP�RM�RFC�?CQRFCRGA�NPCQCLR?RGML�MD�?�8C@�QGRC��8CfJJ�SQC�BCQGEL�RM
PCDCP�RM�?CQRFCRGA�NPCQCLR?RGML�

8FGJC�GR�GQ�APGRGA?J�RF?R�?�QGRC�GQ�@SGJR�DMP�MNRGK?J�AP?UJGLE�GLBCVGLE�?LB�P?LIGLE�@W
QC?PAF�CLEGLCQ�	GRQ�QC?PAF�CLEGLC�TGQG@GJGRW
�RFC�QGRC�?JQM�LCCBQ�RM�@C�UMPRFW�MD
RP?DDGA��*R�LCCBQ�RM�@C�@SGJR�DMP�SQCPQ��*R�QFMSJB�@C�SQ?@JC�?LB�?AACQQG@JC�UGRF�EPC?R
AMLRCLR�?LB�AMLTCPQGML�MPGCLRCB�BCQGEL��'MPRSL?RCJW�MNRGKGXGLE�?�QGRC�DMP�SQ?@GJGRW
?LB�?AACQQG@GJGRW�SQS?JJW�CLF?LACQ�QC?PAF�CLEGLC�DPGCLBJGLCQQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����*LRPMBSARGML ���



13.2 Usability

LEARNING OBJECTIVE

�� 6LBCPQR?LB�RFC�DSLB?KCLR?J�AMLACNRQ�MD�SQ?@GJGRW�

8FCL�4RCTC�,PSE�UPMRC�FGQ�CVACJJCLR�8C@usability � @MMI�FC�?NRJW�A?JJCB�GRDonÕt
Make Me Think!4RCTC�,PSEDonÕt Make Me Think! A Common Sense Approach to Web
Usability��LB�CB��	#CPICJCW�$"��/CU�3GBCPQ�����
�%CQGELGLE�?�QGRC�DMP�@CQR�SQ?@GJGRW
KC?LQ�RF?R�SQCPQ�BMLfR�F?TC�RM�DGESPC�MSR�UF?R�RM�BM��RFCW�?PC�HSQR�?@JC�RM�BM�GR�

6QCstandard conventions � �QSAF�?Q�JGLIQ�RF?R�?PC�BGQRGLAR�	@JSC�?LB�SLBCPJGLCB�GQ
QR?LB?PB
�KCLSQ�RMN�MP�JCDR�?LB�RFC�JMEM�GL�RFC�RMN�JCDR�F?LB�AMPLCP��4C?PAF�@MVCQ
?PC�SQS?JJW�ML�RFC�RMN�MD�RFC�N?EC�?LB�QFMSJB�SQC�QR?LB?PB�UMPBGLE�QSAF�?Q
cQC?PAFd�ML�@SRRMLQ��'MJJMUGLE�QR?LB?PBQ�DMP�GKNMPR?LR�CJCKCLRQ�RF?R�?PC�D?KGJG?P
RM�8C@�SQCPQ�KC?LQ�RF?R�RFCW�ILMU�GKKCBG?RCJW�UFCPC�RM�JMMI�DMP�MP�FMU�RM�SQC
RFCK��*KNMPR?LR�CJCKCLRQ�	QSAF�?Q�KCLSQ�JMEMQ�AMJMPQ�?LB�J?WMSR
�QFMSJB�@C
BGQRGLAR�C?QW�RM�DGLB�?LB�AMLQGQRCLR�RFPMSEFMSR�RFC�8C@�QGRC�

Note

Common page elements� ?PC�RFMQC�CJCKCLRQ�RF?R�?PC�ML�CTCPW�N?EC�MD�RFC�8C@
QGRC��5FCQC�A?L�GLAJSBC�K?GL�L?TGE?RGML�?�QC?PAF�@MV�?�JGLI�RM�RFC�FMKC�N?EC
?LB�QGEL�SN�DMPKQ�

5FCinformation architecture � MD�?�QGRC�GQ�APSAG?J�RM�SQ?@GJGRW��5MNGAQ�?LB
A?RCEMPGX?RGML�QFMSJB�DJMU�DPMK�@PM?B�RM�L?PPMU�?LB�QFMSJB�@C�@SGJR�?PMSLB�SQCPQf
LCCBQ�?LB�LMR�AMKN?LW�QRPSARSPC��"L�GLRSGRGTCJW�BCQGELCB�QRPSARSPC�UGJJ�ESGBC�SQCPQ
RM�RFCGP�EM?JQ�

5FCsite map� QFMSJB�@C�?T?GJ?@JC�DPMK�CTCPW�N?EC�?LB�QFMSJB�AJC?PJW�QFMU�RFC
GLDMPK?RGML�?PAFGRCARSPC�MD�RFC�8C@�QGRC��%WL?KGA�QGRC�K?NQ�A?L�@C�CKNJMWCB�QM
RF?R�RFC�QGRC�K?N�GQ�SNB?RCB�?SRMK?RGA?JJW�?Q�GLDMPK?RGML�GQ�?BBCB�RM�RFC�8C@�QGRC�

�� 5FC�KC?QSPC�MD�?�8C@�QGRCfQ
?@GJGRW�RM�?AAMKNJGQF�RFC�EM?JQ
MD�RFC�SQCP�

�� &JCKCLRQ�QSAF�?Q�JGLIQ�KCLSQ
AMJMPQ�?LB�J?WMSR�RF?R�?PC
BGQRGLAR�?LB�A?L�@C�PCAMELGXCB
C?QGJW�@W�SQCPQ�

�� *RCKQ�RF?R�?NNC?P�ML�CTCPW
N?EC�MD�?�8C@�QGRC�

�� 5FC�J?WMSR�?LB�QRPSARSPC�MD�?
8C@�QGRC�UFGAF�QFMSJB�@C
?AAMPBGLE�RM�GLDMPK?RGML
FGCP?PAFW�?LB�A?RCEMPGCQ�

�� 0L�?�8C@�QGRC�?�N?EC�RF?R�JGLIQ
RM�CTCPW�MRFCP�N?EC�GL�RFC�8C@
QGRC�?LB�BGQNJ?WQ�RFCQC�JGLIQ
MPE?LGXCB�?AAMPBGLE�RM�RFC
GLDMPK?RGML�FGCP?PAFW�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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"Q�UCJJ�?Q�A?PCDSJJW�RFMSEFR�MSR�GLDMPK?RGML�?PAFGRCARSPC�RFCnavigation � QFMSJB
ESGBC�SQCPQ�C?QGJW�RFPMSEF�@MRF�RMN�JCTCJ�?LB�BCCNCP�N?ECQ��/?TGE?RGML�QFMSJB�?JQM
JCR�SQCPQ�ILMU�UFCPC�RFCW�?PC�GL�RFC�QGRC�	CQNCAG?JJW�QGLAC�LMR�?JJ�SQCPQ�?PPGTC�TG?�RFC
FMKC�N?EC
�Breadcrumb links � �AJC?P�N?EC�RGRJCQURLs (uniform resource
locators) � �?LB�KCLS�AF?LECQ�?JJ�FCJN�QFMU�RFC�SQCP�UFCPC�QFC�GQ�

Figure 13.2

VisitBritain.com uses breadcrumb links and menu changes so that the users know where they are in the Web site.

Accessibility � K?ICQ�8C@�QGRCQ�C?QW�RM�SQC�?LB�C?QW�RM�QA?JC��*L�QMKC�AMSLRPGCQ
?AACQQG@GJGRW�GQ�?�JCE?J�PCOSGPCKCLR�MD�EMTCPLKCLR�8C@�QGRCQ��4MKC�ICW�NMGLRQ�MD
?AACQQG@GJGRW�GLAJSBC�RFC�DMJJMUGLE�

^ &LQSPGLE�RF?R�RFC�8C@�QGRC�?LB�?JJ�GRQ�DSLARGMLQ�?PC�AMKN?RG@JC�?APMQQ�?
P?LEC�MD�@PMUQCPQ�GLAJSBGLE�RCVR�MLJW�?LB�KM@GJC�@PMUQCPQ

^ .?IGLE�QSPC�RF?R�RFC�8C@�QGRC�GQ�DSLARGML?J�RM�SQCPQ�UFM�KGEFR�F?TC�?
BGQ?@GJGRW��4MKC�U?WQ�MD�BMGLE�QM�GLAJSBC�RFC�C?QW�GLAPC?QGLE�MP
BCAPC?QGLE�MD�RCVR�QGXC�?LB�SQGLE�KC?LGLEDSJ�BCQAPGNRGTC�R?EQ�GL�RFC
AMBC�DMP�UFCL�RFC�QGRC�GQ�?AACQQCB�RFPMSEF�?�QAPCCL�PC?BCP�

^ /MR�BCQGELGLE�DMP�FGEF�@?LBUGBRF�SQCPQ�MLJW�@SR�GLQRC?B�K?IGLE�QSPC
RF?R�JMU�@?LBUGBRF�SQCPQ�BM�LMR�F?TC�RM�U?GR�DMP�FC?TW�N?EC�JM?BQ�RM
?AACQQ�WMSP�8C@�QGRC�	SLJCQQ�WMS�F?TC�?�EMMB�K?PICRGLE�PC?QML�DMP
ICCNGLE�RFMQC�SQCPQ�MSR


^ )?TGLE�?�QC?PAF�@MV�	RF?R�UMPIQ
�?T?GJ?@JC

�� )MU�?�8C@�SQCP�KMTCQ
RFPMSEF�?�8C@�QGRC�?LB�RFC
CJCKCLRQ�RF?R�?QQGQR�RFC�SQCP�

�� -GLIQ�SQS?JJW�ML�RFC�RMN�MD�RFC
N?EC�RF?R�GLBGA?RC�UFCPC�?
N?EC�GQ�GL�RFC�FGCP?PAFW�MD�RFC
8C@�QGRC�

�� 5FC�8C@�?BBPCQQ�RF?R�GQ�SLGOSC
RM�CTCPW�N?EC�ML�RFC�*LRCPLCR�

�� 5FC�BCEPCC�RM�UFGAF�?�8C@�QGRC
GQ�?T?GJ?@JC�RM�SQCPQ�UGRF
BGQ?@GJGRGCQ�MP�RCAFLGA?J
JGKGR?RGMLQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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Note

+SQR�JGIC�GL�)?LQCJ�?LB�(PCRCJ�@PC?BAPSK@�JGLIQ�FCJN�QFMU�SQCPQ�RFC�N?RF�RFCW
F?TC�R?ICL�GL�RFC�8C@�QGRC��6LJGIC�RFC�D?GPW�QRMPW�RFCQC�@PC?BAPSK@Q�QFMSJBLfR
BGQ?NNC?P�?Q�WMS�L?TGE?RC�RFPMSEF�RFC�8C@�QGRC�

Discussion

4A?JGLE�?LB�QA?J?@GJGRWbUFW�GQ�GR�GKNMPR?LR�RF?R�8C@�QGRCQ�A?L�QA?JC 

Content LCCBQ�RM�@C�UPGRRCL�QM�RF?R�SQCPQ�A?L�EP?@�RFC�GLDMPK?RGML�RFCW�LCCB�GL�?Q
JGRRJC�RGKC�?Q�NMQQG@JC��5CVR�A?L�@C�K?BC�KMPC�C?QGJW�PC?B?@JC�@W�BMGLE�RFC
DMJJMUGLE�

^ )GEFJGEFRGLE�MP�K?IGLE�@MJB�ICW�NFP?QCQ�?LB�UMPBQ
^ 6QGLE�@SJJCRCB�JGQRQ
^ 6QGLE�N?P?EP?NFQ�RM�@PC?I�SN�GLDMPK?RGML
^ 6QGLE�BCQAPGNRGTC�?LB�BGQRGLAR�FC?BGLEQ

0L�RFC�N?EC�SQC�?L�GLTCPRCB�NWP?KGB�QRWJC�MP�LCUQN?NCP�QRWJC�DMP�WMSP�AMNW��5FC
@SJI�MD�RFC�GLDMPK?RGML�QFMSJB�@C�?R�RFC�RMN�MD�RFC�N?EC�RM�K?IC�DMP�C?QW�QA?LLGLE�

5FCPC�?PC�QMKC�ICW�cBMLfRQd�UFCL�GR�AMKCQ�RM�@SGJBGLE�?�SQCP�DPGCLBJW�8C@�QGRC�

^ /CTCP�PCQGXC�UGLBMUQ�MP�J?SLAF�RFC�QGRC�GL�?�NMN�SN�
^ %MLfR�SQC�QNJ?QF�N?ECQ��5FCQC�?PC�N?ECQ�?R�RFC�CLRPW�RM�?�QGRC�RF?R�?PC

SQS?JJW�?LGK?RCB�?LB�AMLR?GL�QMKC�T?PG?RGML�MD�RFC�NFP?QC�cAJGAI�FCPC
RM�CLRCP�RFGQ�QGRC�d

^ /CTCP�@SGJB�?�QGRC�CLRGPCJW�GLFlash�� bKMQR�QC?PAF�CLEGLC�QNGBCPQ
A?LLMR�CTCL�AP?UJ�'J?QF�QGRCQ�

^ %MLfR�BGQRP?AR�SQCPQ�UGRF�c$FPGQRK?Q�RPCCQd�	@JGLIGLE�GK?ECQ�DJ?QFGLE
JGEFRQ�?SRMK?RGA�QMSLB�QAPMJJGLE�RCVR�SLSQS?J�DMLRQ�CRA�
�

��� "�NPMNPGCR?PW�RCAFLMJMEW�SQCB
RM�QFMU�TGBCM�?LB�?LGK?RGML�
A?L�@C�@?LBUGBRF�FC?TW�?LB
SLDPGCLBJW�RM�QC?PAF�CLEGLC
QNGBCPQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����6Q?@GJGRW ���



6Q?@GJGRW�?LB�?AACQQG@GJGRW�ESGBCJGLCQ�?PC�SQCDSJ�DMP�AFCAIGLE�RF?R�?JJ�CJCKCLRQ�F?TC
@CCL�BC?JR�UGRF��.?QQ?AFSQCRRQ�*LQRGRSRC�MD�5CAFLMJMEW�	.*5
�*LDMPK?RGML�4CPTGACQ
?LB�5CAFLMJMEW�NPMTGBCQ�?�SQ?@GJGRW�AFCAIJGQR�MLJGLC�?RFRRN���GQR�KGR�CBS�QCPTGACQ�
AMLQSJRGLE�SQ?@GJGRW�ESGBCJGLCQ�

5FC�DMJJMUGLE�GQ�?�AMNW�MD�QMKC�MD�RFC�GRCKQ�ML�RFC�.*5�AFCAIJGQR��6QC�GR�RM�QCC�FMU
WMSP�D?TMPGRC�8C@�QGRC�KC?QSPCQ�SN�

Figure 13.3Some of the Usability Guidelines from the MIT Checklist

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����6Q?@GJGRW ���
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KEY TAKEAWAYS

^ 5FC�DMSLB?RGMLQ�MD�?�QSAACQQDSJ�QGRC�?PC�SQ?@GJGRW�?LB�?AACQQG@GJGRW�
^ 4GRCQ�QFMSJB�DC?RSPC�RFC�QR?LB?PB�AMLTCLRGMLQ�
^ *LDMPK?RGML?J�?PAFGRCARSPC�GQ�CQQCLRG?J�RM�T?PGCRW�
^ "�QGRC�K?N�QFMSJB�@C�?T?GJ?@JC�DPMK�C?AF�N?EC�
^ 5FC�L?TGE?RGML�QFMSJB�ESGBC�SQCPQ�C?QGJW�RFPMSEF�RMN�JCTCJ�?LB�BCCNCP

N?ECQ�
^ "AACQQG@GJGRW�K?ICQ�QGRCQ�C?QW�RM�SQC�?LB�C?QW�RM�QA?JC�
^ $MLRCLR�LCCBQ�RM�@C�UPGRRCL�QM�RF?R�SQCPQ�A?L�EP?@�GLDMPK?RGML�GL�?Q

JGRRJC�RGKC�?Q�NMQQG@JC�

EXERCISE

�� 8FW�GQ�GR�DSLB?KCLR?J�RM�@SGJB�8C@�QGRCQ�DMP�SQCPQf�LCCBQ�DGPQR �8F?R�?PC
QMKC�U?WQ�RF?R�SQCP�PCOSGPCKCLRQ�GLDMPK�RFC�8C@�BCTCJMNKCLR�?LB
BCQGEL�NPMACQQ 

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����6Q?@GJGRW ���



13.3 Search Engine Visibility

LEARNING OBJECTIVES

�� 6LBCPQR?LB�RFC�GKNMPR?LAC�MD�TGQG@GJGRW�UGRFGL�QC?PAF�CLEGLCQ�
�� 6LBCPQR?LB�RFC�@?QGAQ�MD�FMU�RM�@CAMKC�TGQG@JC�RM�RFC�QC?PAF�CLEGLCQ�

4C?PAF�CLEGLC�RP?DDGA�GQ�TGR?J�RM�?�8C@�QGRC��UGRFMSR�GR�AF?LACQ�?PC�RFC�QGRC�UGJJ�LCTCP
DSJDGJJ�GRQ�K?PICRGLE�DSLARGMLQ��*R�GQ�CQQCLRG?J�RF?R�RFC�QC?PAF�CLEGLCQ�A?L�QCC�RFC
CLRGPC�NS@JGAJW�TGQG@JC�8C@�QGRC�GLBCV�GR�DSJJW�?LB�AMLQGBCP�GR�PCJCT?LR�DMP�GRQ�AFMQCL
ICWUMPBQ�

)CPC�?PC�RFC�ICW�AMLQGBCP?RGMLQ�DMP�QC?PAF�CLEGLC�MNRGKGX?RGML�UFCL�GR�AMKCQ�RM
8C@�BCTCJMNKCLR�?LB�BCQGEL�

Labeling Things Correctly

63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
alt tags �� �RGRJC�R?EQ�?LBmetadata�� ?JJ�BCQAPG@C
?�8C@�QGRC�?LB�GRQ�N?ECQ�RM�@MRF�QC?PAF�CLEGLC�QNGBCPQ�?LB�NCMNJC��	"LB�BMLfR�UMPPW�
RFCQC�UMPBQ�?PC�?JJ�BCQAPG@CB�DMP�WMS�GL�UF?R�DMJJMUQ�
�$F?LACQ�?PC�AJC?P
BCQAPGNRGTC�SQC�MD�RFCQC�CJCKCLRQ�UGJJ�?NNC?J�RM�@MRF�

URLs

63-Q�QFMSJB�@C�?Q�@PGCD�?LB�BCQAPGNRGTC�?Q�NMQQG@JC��5FGQ�K?W�KC?L�RF?R�63-Q
PCOSGPCserver-side �� PCUPGRGLE�QM�?Q�RM�AMNC�UGRFdynamic parameters �� GL�63-Q�
%MCQ�RF?R�QMSLB�?�JGRRJC�FC?TW �5FC�CV?KNJCQ�@CJMU�QFMSJB�K?IC�RFGQ�AJC?PCP�

Comparison of URLs for a Product

5FC�DMJJMUGLE�GQ�?�AMKN?PGQML�MD�RFC�63-Q�DMP�%G?K?LRC�%ME�$MJJ?PQ�?L�GK?EGL?PW
NPMBSAR�DMP�Q?JC�ML�RUM�GK?EGL?PW�8C@�QGRCQ�

^ %ME5MWQ�AMK��FRRN���UUU�BMERMWQ�AMK�
GLBCV�FRKJ BGP�����?ARGML�NPMBSAR�NGB�����

^ $MMJ1SNNGCQ�AM�SI��FRRN���UUU�AMMJNSNNGCQ�AM�SI�1PMBSARQ�$MJJ?PQ�
'?LAW�%G?K?LRC%ME$MJJ?PQ�FRK

��� 5CVRS?J�GLDMPK?RGML�RF?R�GQ
BGQNJ?WCB�GD�?L�GK?EC�A?LLMR�@C
BGQNJ?WCB��SQCB�@W�QC?PAF
CLEGLCQ�RM�BCRCPKGLC�UF?R�?L
GK?EC�GQ�

��� *LDMPK?RGML�RF?R�A?L�@C
CLRCPCB�?@MSR�?�8C@�N?EC�?LB
RFC�CJCKCLRQ�ML�GR�RF?R
NPMTGBCQ�AMLRCVR�?LB�PCJCT?LAW
GLDMPK?RGML�RM�QC?PAF�CLEGLCQ�
RFCQC�SQCB�RM�@C�?L�GKNMPR?LR
P?LIGLE�D?ARMP�

��� 0NCP?RGMLQ�RF?R�R?IC�NJ?AC�ML
RFC�QCPTCP�

��� 5FC�CJCKCLRQ�MD�?�63-�RF?R�?PC
BWL?KGA?JJW�ECLCP?RCB��:MS
A?L�GBCLRGDW�RFCK�@W�OSCQRGML
K?PIQ�?LB�?KNCPQ?LBQ�GL�?
63-�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

���



5FC�DGPQR�CV?KNJC�F?Q�BWL?KGA�N?P?KCRCPQbRFCQC�?PC�QFMUL�@W�RFC�OSCQRGML�K?PI
?LB�RFC�?KNCPQ?LBb?LB�SQCQ�A?RCEMPGCQ�RF?R�K?IC�QCLQC�RM�RFC�B?R?@?QC�	C�E�
NGB�����
�@SR�RFCW�K?IC�JGRRJC�QCLQC�RM�RFC�SQCP��%WL?KGA�N?P?KCRCPQ�?PC�QM�A?JJCB
?Q�RFCW�AF?LEC�BCNCLBGLE�ML�RFC�GLDMPK?RGML�@CGLE�PCOSCQRCB��/CVR�RGKC�WMS�SQC�?
QC?PAF�CLEGLC�RM�QC?PAF�DMP�GLDMPK?RGML�R?IC�?�JMMI�?R�RFC�63-�?LB�QCC�GD�WMS�A?L
QNMR�RFC�BWL?KGA�N?P?KCRCPQ�

5FC�QCAMLB�CV?KNJC�GQ�D?P�KMPC�SQCP�DPGCLBJW�?LB�AJC?PJW�GLBGA?RCQ�UFCPC�GL�RFC�QGRC
RFC�SQCP�GQ��:MS�CTCL�QR?PR�ECRRGLE�?�EMMB�GBC?�MD�RFC�?PAFGRCARSPC�MD�RFC�8C@�QGRC
DPMK�HSQR�MLC�63-�

.MPC�RF?L�RUM�BWL?KGA�N?P?KCRCPQ�GL�?�63-�GLAPC?QC�RFC�PGQI�RF?R�RFC�63-�K?W�LMR
@C�QNGBCPCB��5FC�QC?PAF�CLEGLC�UMSJB�LMR�CTCL�GLBCV�RFC�AMLRCLR�ML�RF?R�N?EC�

-?QRJW�UCJJ�UPGRRCL�63-Q�A?L�K?IC�EPC?R�?LAFMP�RCVR��*D�?LMRFCP�QGRC�GQ�JGLIGLE�RM
WMSPQ�?LB�RFCW�SQC�HSQR�RFC�63-�RFC�QC?PAF�CLEGLC�UGJJ�BM�?�@CRRCP�HM@�MD�ILMUGLE
UF?R�RFC�N?EC�GQ�?@MSR�GD�WMS�F?TC�?�BCQAPGNRGTC�63-�

Alt Tags

)?TC�WMS�CTCP�U?GRCB�DMP�?�N?EC�RM�JM?B�?LB�QCCL�JGRRJC�@MVCQ�MD�UPGRGLE�UFCPC�RFC
GK?ECQ�QFMSJB�@C �4MKCRGKCQ�RFCW�Q?W�RFGLEQ�JGIC�cRMNGKE�HNEd�?LB�QMKCRGKCQ�RFCW
?PC�KSAF�AJC?PCP�?LB�WMS�F?TC�c$MAIR?GJQ�?R�QSLQCR�?R�$?KNQ�#?W�d

4GLAC�QC?PAF�CLEGLCQ�PC?B�RCVR�LMR�GK?ECQ�BCQAPGNRGTC�R?EQ�?PC�RFC�MLJW�U?W�RM�RCJJ
RFCK�UF?R�RFC�GK?ECQ�?PC�@SR�RFCQC�?PC�QRGJJ�CQQCLRG?JJW�DMP�SQCPQ��5CVR�PC?BCPQ�DMP
@PMUQCPQ�UGJJ�?JQM�PC?B�MSR�RFCQC�R?EQ�RM�RCJJ�RFC�SQCP�UF?R�GQ�RFCPC��.C?LGLEDSJ
BCQAPGNRGMLQ�ACPR?GLJW�QMSLB�?�JMR�@CRRCP�RF?L�cGK?EC�d�cGK?EC�d�?LB�cGK?EC��d

Title Attributes

+SQR�?Q�WMS�A?L�F?TC�RFC�?JR�R?E�ML�?L�GK?EChypertext markup language (HTML) ��

CJCKCLR�WMS�A?L�F?TC�?�RGRJC�?RRPG@SRC�ML�?JKMQR�?LW�)5.-�CJCKCLRbKMQR
AMKKMLJW�ML�?�JGLI��5FGQ�GQ�RFC�RCVR�RF?R�GQ�QCCL�UFCL�?�SQCP�FMTCPQ�MTCP�RFC
CJCKCLR�UGRF�RFC�KMSQC�NMGLRCP��*R�GQ�SQCB�RM�BCQAPG@C�RFC�CJCKCLR�MP�UF?R�RFC�JGLI
GQ�?@MSR��"Q�RFGQ�GQ�RCVR�GR�UGJJ�?JQM�@C�PC?B�@W�QC?PAF�CLEGLC�QNGBCPQ�

Title Tags

5GRJC�R?EQ�MP�UF?R�?NNC?PQ�ML�RFC�RMN�@?P�MD�WMSP�@PMUQCP�?PC�SQCB�@W�QC?PAF
CLEGLCQ�RM�BCRCPKGLC�RFC�AMLRCLR�MD�RF?R�N?EC��5FCW�?PC�?JQM�MDRCL�SQCB�@W�QC?PAF

��� 5FC�AMBC�RF?R�GQ�SQCB�RM�UPGRC
KMQR�8C@�QGRCQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����4C?PAF�&LEGLC�7GQG@GJGRW ���



CLEGLCQ�?Q�RFC�JGLI�RCVR�ML�RFC�QC?PAF�CLEGLCQ�PCQSJRQf�N?EC�QM�R?PECRCB�RGRJC�R?EQ
FCJN�BPGTC�AJGAI�RFPMSEF�P?RCQ��5GRJC�R?EQ�QFMSJB�@C�AJC?P�?LB�AMLAGQC�	GRfQ�?�ECLCP?J
PSJC�MD�RFSK@�RF?R�?JJ�R?EQ�@C�AJC?P�?LB�AMLAGQC�WMSfJJ�DGLB
��5GRJC�R?EQ�?PC�?JQM�SQCB
UFCL�@MMIK?PIGLE�?�8C@�N?EC�

Figure 13.4

The title tag appears in the browser and on the search engine results page (SERP), and the meta description can
appear on the SERP as well.

Meta Tags

.CR?�R?EQ�?PC�UFCPC�RFC�BCTCJMNCP�A?L�DGJJ�GL�GLDMPK?RGML�?@MSR�?�8C@�N?EC��5FCQC
R?EQ�?PC�LMR�LMPK?JJW�QCCL�@W�SQCPQ��*D�WMS�PGEFR�AJGAI�ML�?�N?EC�GL�?�@PMUQCP�?LB
QCJCAR�cTGCU�QMSPACd�WMS�QFMSJB�QCC�?�JGQR�MD�CLRPGCQ�DMP�c<meta name=�d

5FCQC�?PC�RFC�KCR?B?R?��*L�RFC�N?QR�RFC�KCR?�R?EQ�UCPC�SQCB�CVRCLQGTCJW�@W�QC?PAF
CLEGLC�QNGBCPQ�@SR�QGLAC�QM�K?LW�NCMNJC�SQCB�RFGQ�RM�RPW�RM�K?LGNSJ?RC�QC?PAF
PCQSJRQ�RFCW�?PC�LMU�JCQQ�GKNMPR?LR��.CR?B?R?�LMU�?AR�RM�NPMTGBC�AMLRCVR�?LB
PCJCT?LAW�P?RFCP�RF?L�FGEFCP�P?LIGLEQ��)MUCTCP�RFC�KCR?�R?E�A?JJCB�cBCQAPGNRGMLd

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����4C?PAF�&LEGLC�7GQG@GJGRW ���



MDRCL�?NNC?PQ�ML�RFC�QC?PAF�CLEGLC�PCQSJRQ�N?EC�	4&31
�?Q�RFC�QLGNNCR�MD�RCVR�RM
BCQAPG@C�RFC�8C@�N?EC�@CGLE�JGLICB�RM��5FGQ�GQ�GJJSQRP?RCB�GL'GESPC�������*D�RFC
BCQAPGNRGML�GQ�?AASP?RC�UCJJ�UPGRRCL�?LB�PCJCT?LR�RM�RFC�QC?PAFCPfQ�OSCPW�RFCQC
BCQAPGNRGMLQ�?PC�KMPC�JGICJW�RM�@C�SQCB�@W�RFC�QC?PAF�CLEGLC��"LB�GD�GR�KCCRQ�?JJ
RFMQC�APGRCPG?�GR�?JQM�KC?LQ�RFC�JGLI�GQ�KMPC�JGICJW�RM�@C�AJGAICB�ML�@W�RFC�QC?PAFCP�

Search EngineÐOptimized Copy

8FCL�GR�AMKCQ�RM�8C@�BCTCJMNKCLR�RFC�AMNW�RF?R�GQ�QFMUL�ML�RFC�8C@�N?EC�LCCBQ
RM�@C�ICNR�QCN?P?RC�DPMK�RFC�AMBC�RF?R�RCJJQ�RFC�@PMUQCP�FMU�RM�BGQNJ?W�RFC�8C@
N?EC��5FGQ�KC?LQ�RF?R�RFC�QC?PAF�CLEGLC�QNGBCP�A?L�BGQACPL�C?QGJW�@CRUCCL�UF?R�GQ
AMLRCLR�RM�@C�PC?B�	?LB�FCLAC�QA?LLCB�@W�RFC�QNGBCP
�?LB�UF?R�?PC�GLQRPSARGMLQ�RM
RFC�@PMUQCP��"cascading style sheet (CSS)�� A?L�R?IC�A?PC�MD�RF?R�?LB�GQ�AMTCPCB
DSPRFCP�GL�RFGQ�AF?NRCP�

5FC�DMJJMUGLE�RCVR�QRWJCQ�A?LLMR�@C�GLBCVCB�@W�QC?PAF�CLEGLCQ�

^ 5CVR�CK@CBBCB�GL�?�+?T?�?NNJGA?RGML�MP�?�.?APMKCBG?�'J?QF�DGJC
^ 5CVR�GL�?L�GK?EC�DGJC�	RF?RfQ�UFW�WMS�LCCB�BCQAPGNRGTC�?JR�R?EQ�?LB�RGRJC

?RRPG@SRCQ

^ 5CVR�MLJW�?AACQQG@JC�?DRCP�QS@KGRRGLE�?�DMPK�JMEEGLE�GL�?LB�QM�ML

*D�RFC�QC?PAF�CLEGLC�A?LLMR�QCC�RFC�RCVR�ML�RFC�N?EC�GR�KC?LQ�RF?R�GR�A?LLMR�QNGBCP
?LB�GLBCV�RF?R�N?EC�

*D�?L�9.-�	CVRCLQG@JC�K?PISN�J?LES?EC
�DGJC�GQ�SQCB�DMP�RFC�AMLRCLR�GL�?
.?APMKCBG?�'J?QF�DGJC�RFCL�RFC�AMLRCLR�A?L�@C�C?QGJW�PC?B�@W�QC?PAF�CLEGLC
QNGBCPQ�

Information Architecture

8CJJ�MPE?LGXCB�GLDMPK?RGML�GQ�?Q�TGR?J�DMP�QC?PAF�CLEGLCQ�?Q�GR�GQ�DMP�SQCPQ��"L
CDDCARGTC�JGLI�QRPSARSPC�UGJJ�NPMTGBC�@CLCDGRQ�RM�QC?PAF�P?LIGLEQ�?LB�FCJNQ�RM�CLQSPC
RF?R�?�QC?PAF�CLEGLC�GLBCVCQ�CTCPW�N?EC�MD�WMSP�QGRC�

.?IC�SQC�MD�?�QGRC�K?N�JGLICB�RM�?LB�DPMK�CTCPW�MRFCP�N?EC�GL�RFC�QGRC��5FC�QC?PAF
CLEGLC�QNGBCPQ�DMJJMU�RFC�JGLIQ�ML�?�N?EC�?LB�RFGQ�U?W�RFCW�UGJJ�@C�?@JC�RM�GLBCV

��� "L�?NNPM?AF�RM�8C@�BCQGEL
RF?R�?GKQ�DMP�JGEFRUCGEFR�AMBC
?LB�QR?LB?PBQ�AMKNJG?LR�8C@
QGRCQ�
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�����4C?PAF�&LEGLC�7GQG@GJGRW ���



RFC�UFMJC�QGRC��"�UCJJ�NJ?LLCB�QGRC�K?N�UGJJ�?JQM�CLQSPC�RF?R�CTCPW�N?EC�ML�RFC�QGRC
GQ�UGRFGL�?�DCU�AJGAIQ�MD�RFC�FMKC�N?EC�

5FCPC�?PC�RUM�QGRC�K?NQ�RF?R�A?L�@C�SQCB��?L�)5.-�QGRC�K?N�RF?R�?�TGQGRMP�RM�RFC
8C@�QGRC�A?L�QCC�SQC�?LB�K?IC�QCLQC�MD�?LB�?LXML (extensible markup
language)�� QGRC�K?N�RF?R�AMLR?GLQ�?BBGRGML?J�GLDMPK?RGML�DMP�RFC�QC?PAF�CLEGLC
QNGBCPQ��"L�9.-�QGRC�K?N�A?L�@C�QS@KGRRCB�RM�QC?PAF�CLEGLCQ�RM�NPMKMRC�DSJJ�?LB
PCESJ?P�GLBCVGLE��"E?GL�?�BWL?KGA?JJW�ECLCP?RCB�QGRC�K?N�UGJJ�SNB?RC
?SRMK?RGA?JJW�UFCL�AMLRCLR�GQ�?BBCB�

6QGLE�?�A?RCEMPW�QRPSARSPC�RF?R�DJMUQ�DPMK�@PM?B�RM�L?PPMU�?JQM�GLBGA?RCQ�RM�QC?PAF
CLEGLCQ�RF?R�WMSP�QGRC�GQ�FGEFJW�PCJCT?LR�?LB�AMTCPQ�?�RMNGA�GL�BCNRF�

Canonical Issues: There Can Be Only One

)?TC�WMS�LMRGACB�RF?R�QMKCRGKCQ�QCTCP?J�63-Q�A?L�?JJ�EGTC�WMS�RFC�Q?KC�8C@�N?EC 
'MP�CV?KNJC�PCDCP�RM�RFC�DMJJMUGLE�

^ FRRN���UUU�UC@QGRCL?KC�AMK
^ FRRN���UC@QGRCL?KC�AMK
^ FRRN���UUU�UC@QGRCL?KC�AMK�GLBCV�FRKJ

"JJ�RFC�?@MTC�A?L�@C�SQCB�DMP�RFC�Q?KC�FMKC�N?EC�MD�?�8C@�QGRC��)MUCTCP�QC?PAF
CLEGLCQ�QCC�RFCQC�?Q�RFPCC�QCN?P?RC�N?ECQ�UGRF�BSNJGA?RC�AMLRCLR��4C?PAF�CLEGLCQ
JMMI�DMP�SLGOSC�BMASKCLRQ�?LB�AMLRCLR�?LB�UFCL�BSNJGA?RCQ�?PC�CLAMSLRCPCB�?
QC?PAF�CLEGLC�UGJJ�QCJCAR�MLC�?Q�A?LMLGA?J�?LB�BGQNJ?W�RF?R�N?EC�GL�RFC�4&31Q
	QC?PAF�CLEGLC�PCQSJRQ�N?ECQ
��)MUCTCP�GR�UGJJ�?JQM�BGQF�MSR�?�JMUCP�P?LI�RM�RF?R
N?EC�?LB�?JJ�GRQ�AMNGCQ��"LW�T?JSC�GQ�BGJSRCB�@W�F?TGLE�KSJRGNJC�TCPQGMLQ�

-?XW�8C@K?QRCPQ�QMKCRGKCQ�DMPECR�RM�NSR�?LW�IGLB�MD�PCBGPCAR�GL�NJ?AC�KC?LGLE
RF?R�FRRN����UC@QGRCL?KC�AMK�BMCQLfR�CVGQR�UFGJC�FRRN���UUU�UC@QGRCL?KC�AMK
BMCQ��5FGQ�GQ�RCPKCB�c-?KC�"QQ�4WLBPMKCd�	-"4
�@W�2SGPI�?�DGRRGLE�KMLGICP�

)?TGLE�KSJRGNJC�N?ECQ�UGRF�RFC�Q?KC�AMLRCLR�FMUCTCP�RF?R�A?KC�?@MSR�FSPRQ�RFC
8C@�QGRCfQ�QC?PAF�CLEGLC�P?LIGLEQ��5FCPC�GQ�?�QMJSRGML������PCBGPCARQ�A?L�@C�SQCB�RM
NMGLR�?JJ�TCPQGMLQ�RM�?�QGLEJC�A?LMLGA?J�TCPQGML�

��� "�QR?LB?PB�SQCB�DMP�APC?RGLE
QRPSARSPCB�BMASKCLRQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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Robots.txt

"�PM@MRQ�RVR�DGJC�PCQRPGARQ�?�QC?PAF�CLEGLC�QNGBCP�DPMK�AP?UJGLE�?LB�GLBCVGLE�ACPR?GL
N?ECQ�MD�?�8C@�QGRC�@W�EGTGLE�GLQRPSARGMLQ�RM�RFC�QC?PAF�CLEGLC�QNGBCP�MP�@MR��5FGQ�GQ
A?JJCB�RFCRobots Exclusion Protocol�� ��4M�GD�RFCPC�?PC�N?ECQ�MP�BGPCARMPGCQ�ML�?
8C@�QGRC�RF?R�QFMSJB�LMR�?NNC?P�GL�RFC�4&31Q�RFC�PM@MRQ�RVR�DGJC�QFMSJB�@C�SQCB�RM
GLBGA?RC�RFGQ�RM�QC?PAF�CLEGLCQ�

*D�?�QC?PAF�CLEGLC�PM@MR�U?LRQ�RM�AP?UJ�?�8C@�QGRC�63-bDMP�CV?KNJC
FRRN���UUU�UC@QGRCL?KC�AMK�UCJAMKC�FRKJbGR�UGJJ�DGPQR�AFCAI�DMP
FRRN���UUU�UC@�QGRCL?KC�AMK�PM@MRQ�RVR�

7GQGRGLE�RFC�QCAMLB�63-�UGJJ�QFMU�?�RCVR�DGJC�UGRF�RFC�DMJJMUGLE�

^ 6QCP�?ECLR���
^ %GQ?JJMU���

)CPC�c6QCP�?ECLR���d�KC?LQ�RF?R�RFC�GLQRPSARGML�GQ�DMP�?JJ�@MRQ��*D�RFC�GLQRPSARGML�GQ
RM�QNCAGDGA�@MRQ�GR�QFMSJB�@C�GBCLRGDGCB�FCPC��5FC�c%GQ?JJMU���d�GQ�?L�GLQRPSARGML�RF?R
LM�N?ECQ�MD�RFC�8C@�QGRC�QFMSJB�@C�GLBCVCB��*D�RFCPC�?PC�MLJW�ACPR?GL�N?ECQ�MP
BGPCARMPGCQ�RF?R�QFMSJB�LMR�@C�GLBCVCB�RFCW�QFMSJB�@C�GLAJSBCB�FCPC�

'MP�CV?KNJC�GD�RFCPC�GQ�@MRF�?L�)5.-�?LB�?�1%'�	NMPR?@JC�BMASKCLR�DMPK?R

TCPQGML�MD�RFC�Q?KC�AMLRCLR�RFC�UGQC�8C@K?QRCP�UGJJ�GLQRPSAR�QC?PAF�CLEGLC�@MRQ�RM
GLBCV�MLJW�MLC�MD�RFC�RUM�RM�?TMGB�@CGLE�NCL?JGXCB�DMP�BSNJGA?RC�AMLRCLR�

5FC�PM@MRQ�RVR�DGJC�GQ�NS@JGAJW�?AACQQG@JC�QM�?JRFMSEF�GR�BMCQ�LMR�QFMU�PCQRPGARCB
AMLRCLR�GR�A?L�EGTC�?L�GBC?�MD�RFC�AMLRCLR�RF?R�?�8C@�QGRC�MULCP�U?LRQ�RM�ICCN
NPGT?RC��"�PM@MRQ�RVR�DGJC�LCCBQ�RM�@C�APC?RCB�DMP�C?AF�QS@BMK?GL�

)CPC�GQ�?�PM@MRQ�RVR�DGJC�UGRF�?BBGRGML?J�GLDMPK?RGML�

��� "�NPMRMAMJ�SQCB�RM�GLBGA?RC�RM
QC?PAF�CLEGLC�PM@MRQ�UFGAF
N?ECQ�QFMSJB�LMR�@C�GLBCVCB�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����4C?PAF�&LEGLC�7GQG@GJGRW ���



Figure 13.5

*LQRPSARGMLQ�RM�QC?PAF�CLEGLC�PM@MRQ�A?L�?JQM�@C�EGTCL�GL�RFC�KCR?�R?EQ��5FGQ�KC?LQ
RF?R�GLQRPSARGMLQ�A?L�QRGJJ�@C�EGTCL�GD�WMS�MLJW�F?TC�?AACQQ�RM�RFC�KCR?�R?EQ�?LB�LMR
RM�RFC�PM@MRQ�RVR�DGJC�

Make Sure ItÕs Not Broken

.?IC�QSPC�RF?R�@MRF�TGQGRMPQ�RM�WMSP�8C@�QGRC�?LB�QC?PAF�CLEGLCQ�A?L�QCC�GR�?JJ�@W
DMJJMUGLE�RFCQC�ESGBCJGLCQ�

^ $FCAI�DMP�@PMICL�JGLIQb?LWRFGLE�RF?R�WMS�AJGAI�RF?R�EGTCQ�?L�CPPMP
QFMSJB�@C�AMLQGBCPCB�@PMICL�?LB�GL�LCCB�MD�DGVGLE�

^ 7?JGB?RC�WMSP�)5.-�?LB�$44�GL�?AAMPB?LAC�UGRFWorld Wide Web
Consortium (W3C)�� ESGBCJGLCQ�

^ .?IC�QSPC�?JJ�DMPKQ�?LB�?NNJGA?RGMLQ�UMPI�?Q�RFCW�MSEFR�RM�
^ ,CCN�DGJC�QGXC�?Q�QK?JJ�?Q�NMQQG@JC�?LB�LCTCP�EPC?RCP�RF?L�����IGJM@WRCQ

DMP�?�N?EC��*R�CLQSPCQ�?�D?QRCP�BMULJM?B�QNCCB�DMP�SQCPQ�?LB�KC?LQ�RF?R
RFC�AMLRCLR�A?L�@C�DSJJW�A?AFCB�@W�RFC�QC?PAF�CLEGLCQ�

��� 0TCPQCCQ�RFC�8C@�4R?LB?PBQ
NPMHCAR�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����4C?PAF�&LEGLC�7GQG@GJGRW ���



KEY TAKEAWAYS

^ 0LC�MD�RFC�DMSLB?RGMLQ�MD�?�QSAACQQDSJ�QGRC�GQ�QC?PAF�CLEGLC�TGQG@GJGRW�
^ *R�GQ�GKNMPR?LR�RM�K?IC�QSPC�CTCPWRFGLE�ML�RFC�QGRC�GQ�J?@CJCB�AMPPCARJW�
^ *R�GQ�GKNMPR?LR�RM�UPGRC�AMNW�MNRGKGXCB�DMP�QC?PAF�CLEGLCQ�
^ *LDMPK?RGML�?PAFGRCARSPC�GQ�GKNMPR?LR�ML�?�QGRC�?Q�AMLRCLR�LCCBQ�RM�@C

NPCQCLRCB�GL�?�U?W�RF?R�K?ICQ�QCLQC�DMP�RFC�SQCP�
^ .?IC�QSPC�RFCPC�?PCLfR�KSJRGNJC�63-Q�DMP�MLC�QCR�MD�AMLRCLR��5FGQ�UGJJ

BGJSRC�RFC�P?LI�
^ 3M@MRQ�A?L�@C�SQCB�GD�?�ACPR?GL�8C@�N?EC�QFMSJBLfR�?NNC?P�GL�RFC�4&31Q�
^ .?IC�QSPC�WMSP�QGRC�GQ�DSJJW�DSLARGML?J�?LB�RF?R�GR�DMJJMUQ�@CQR�NP?ARGACQ�

EXERCISES

�� 7GQGR�?�PCR?GJ�8C@�QGRC�QSAF�?QFRRN���UUU�?K?XML�AMK�?LB�?�LCUQ�8C@
QGRC�QSAF�?QFRRN���UUU�LCUQ�@@A�AM�SI�?LB�GBCLRGDW�RFC�AMKKML�N?EC
CJCKCLRQ�MD�C?AF��8F?R�CJCKCLRQ�?PC�AMKKML�RM�@MRF�8C@�QGRCQ 

�� 8FW�BM�WMS�RFGLI�8C@�QGRC�MULCPQ�UMSJB�U?LR�RM�ICCN�QC?PAF�CLEGLCQ
MSR�MD�ACPR?GL�N?ECQ�MP�CTCL�UFMJC�8C@�QGRCQ 

�� 8F?R�?PC�RFC�BGDDCPCLACQ�@CRUCCL�?L�)5.-�QGRC�K?N�?LB�?L�9.-�QGRC
K?N 

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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13.4 Design

LEARNING OBJECTIVE

�� -C?PL�FMU�8C@�BCQGEL�A?L�?DDCAR�8C@�QGRC�NCPDMPK?LAC�

8GRF�RFC�DMSLB?RGMLQ�MD�SQ?@GJGRW�?LB�QC?PAF�CLEGLC�TGQG@GJGRW�GL�KGLB�GR�GQ�RGKC�RM
RSPL�RM�K?IGLE�GR�?JJ�NPCQCLR?@JC�UGRF�RFC�BCQGEL�MD�RFC�8C@�QGRC�

-MMIQ�K?W�LMR�K?RRCP�RM�QC?PAF�CLEGLCQ�@SR�RFCW�EM�?�JMLE�U?W�RMU?PB�?QQSPGLE
TGQGRMPQ�MD�WMSP�APCBG@GJGRW�?LB�RSPLGLE�RFCK�GLRM�ASQRMKCPQ�

&TCPW�8C@�QGRC�LCCBQ�RM�@C�BCQGELCB�UGRF�AJC?P�EM?JQ�	MP�AMLTCPQGMLQ
�GL�KGLB�
$MLTCPQGMLQ�R?IC�K?LW�DMPKQ�?LB�K?W�GLAJSBC�RFC�DMJJMUGLE�

^ Sale��8FCPC�RFC�SQCP�NSPAF?QCQ�?�NPMBSAR�MLJGLC�SQGLE�?�APCBGR�A?PB
^ Lead��8FCPC�RFC�SQCP�QS@KGRQ�AMLR?AR�BCR?GJQ�?LB�?QIQ�DMP�KMPC

GLDMPK?RGML
^ Sign-up��8FCPC�RFC�SQCP�MNRQ�GL�DMP�C�K?GJ�K?PICRGLE�LCUQJCRRCPQ
^ Download��8FCPC�RFC�SQCP�BMULJM?BQ�?�DGJC�DPMK�RFC�QGRC

#CDMPC�BCQGELGLE�?�8C@�QGRC�PCQC?PAF�WMSP�?SBGCLAC�?LB�AMKNCRGRMPQ�RM�BCRCPKGLC
CVNCAR?RGMLQ�?LB�AMKKML�CJCKCLRQ�RM�WMSP�GLBSQRPW��.MAI�SN�CTCPW�J?WCP�MD
GLRCP?ARGML��5FGQ�KC?LQ�RF?R�@CDMPC�?LW�AMBGLE�@CEGLQ�RFCPC�GQ�AJC?P�K?N�MD�FMU�RFC
8C@�QGRC�QFMSJB�UMPI��*RfQ�?JJ�?@MSR�DMSLB?RGMLQ�

Design to Establish Credibility

)CPC�?PC�QMKC�MD�RFC�ASCQ�RF?R�TGQGRMPQ�SQC�RM�BCRCPKGLC�RFC�APCBG@GJGRW�MD�?�8C@
QGRC�

^ Place phone numbers and addressesabove the fold �� ��5FGQ�?QQSPCQ
RFC�TGQGRMP�RF?R�RFCPC�GQ�?�PC?J�NCPQML�@CFGLB�RFC�8C@�QGRC�?LB�RF?R�FC
MP�QFC�GQ�GL�C?QW�PC?AF�

^ Create an informative and personal Òabout us�d�:MSP�ASQRMKCPQ
U?LR�RM�QCC�RFC�GLLCP�UMPIGLEQ�MD�?�AMKN?LW�?LB�?PC�CQNCAG?JJW��� "JJ�RFC�AMLRCLR�RF?R�A?L�@C

QCCL�ML�?�QAPCCL�UGRFMSR
QAPMJJGLE�BMUL�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

���



GLRCPCQRCB�GL�JC?PLGLE�KMPC�?@MSR�RFC�FC?B�FMLAFMQ��*LAJSBC�CKNJMWCC
NGARSPCQ�MP�NPMDGJCQ��*R�NSRQ�?�D?AC�RM�?L�MPE?LGX?RGML�

^ Feature genuine testimonials on each page��5FGQ�GQ�?�EPC?R�U?W�RM
QFMU�NMRCLRG?J�ASQRMKCPQ�UF?R�WMSP�ASPPCLR�ASQRMKCPQ�F?TC�RM�Q?W
?@MSR�WMSP�MPE?LGX?RGML��5PSQR�GQ�TGR?J�?LB�RFGQ�GQ�MLC�U?W�RM
CLAMSP?EC�GR�

^ Feature logos of associations and awards��*D�WMS�@CJMLE�RM�?LW
PCJCT?LR�GLBSQRPW�?QQMAG?RGMLQ�MP�F?TC�UML�?LW�?U?PBQ�DC?RSPC�RFCK�
/MR�MLJW�BMCQ�RFGQ�EM�?�JMLE�U?W�RM�CQR?@JGQF�WMSP�APCBG@GJGRW�@SR�GR�UGJJ
QFMU�RF?R�WMSfPC�?R�RFC�RMN�MD�WMSP�E?KC�?LB�?�LMRAF�?@MTC�RFC
AMKNCRGRGML�

^ Link to credible third-party references ��5FGQ�GQ�?�U?W�RM�?QQCPR�WMSP
APCBG@GJGRW�UGRFMSR�RMMRGLE�WMSP�MUL�FMPL�

^ Keep content fresh and updated��5FGQ�QFMUQ�RF?R�WMS�?PC
ILMUJCBEC?@JC�?LB�SN�RM�B?RC�GL�WMSP�GLBSQRPW�

^ Ensure that your site is free of errors ��4NCJJGLE�?LB�EP?KK?P
KGQR?ICQ�?PC�CVACNRGML?JJW�SLNPMDCQQGML?J�?LB�UFGJC�RFC�J?PEC
K?HMPGRW�MD�PC?BCPQ�K?W�LMR�NGAI�SN�ML�RFCK�RFC�MLC�MP�RUM�UFM�BM
UGJJ�OSCQRGML�WMSP�APCBG@GJGRW�

^ Include a portfolio of past work ��(GTC�WMSP�8C@�QGRC�TGQGRMPQ
CV?KNJCQ�MD�WMSP�NPCTGMSQ�UMPI�RM�QFMU�UF?R�WMS�?PC�A?N?@JC�MD�

%CQGEL�?JQM�?DDCARQ�RFC�?AACQQG@GJGRW�MD�?�8C@�QGRC��:MS�LCCB�RM�R?IC�GLRM�?AAMSLR
QAPCCL�PCQMJSRGMLQ�?Q�BCQGELGLE�DMP�RFC�@GEECQR�QAPCCL�?T?GJ?@JC�AMSJB�JC?TC�K?LW�MD
WMSP�SQCPQ�QAPMJJGLE�?APMQQ�?LB�BMUL�RM�QCC�RFC�8C@�N?EC��4S@RJC�QF?BGLE
@?AIEPMSLB�AMJMPQ�RM�RCVR�?LB�D?LAW�DMLRQ�A?L�?JQM�KC?L�RF?R�K?LW�SQCPQ�A?LLMR
CTCL�QCC�WMSP�8C@�QGRC�NPMNCPJW�
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Figure 13.6

Figures show that screen resolution just keeps getting higher.

Source: Based on information fromhttp://www.w3schools.com.

4APCCLQ�HSQR�ICCN�ECRRGLE�@GEECP�QM�BMCQ�RF?R�KC?L�RF?R�8C@�QGRCQ�QFMSJB�?Q
UCJJ �8F?R�?@MSR�SQCPQ�UFM�LCTCP�FGR�RFC�cK?VGKGXCd�@SRRML�ML�RFCGP�@PMUQCP 
)MU�CDDCARGTC�BM�WMS�RFGLI�Q?JCQ�B?R?�DMP�J?NRMNQ�?PC�GL�BCRCPKGLGLE�MNRGK?J
QAPCCL�PCQMJSRGML 

Using Cascading Style Sheets

"�A?QA?BGLE�QRWJC�QFCCR�	$44
�GQ�BCDGLCB�@W�8�$�	8MPJB�8GBC�8C@�$MLQMPRGSK
�?Q�c?
QGKNJC�KCAF?LGQK�DMP�?BBGLE�QRWJC�	C�E��DMLRQ�AMJMPQ�QN?AGLE
�RM�8C@
BMASKCLRQ�dc$?QA?BGLE�4RWJC�4FCCRQ�)MKC�1?ECd�8MPJB�8GBC�8C@�$MLQMPRGSK
+SLC������� FRRN���UUU�U�A�MPE�4RWJC�AQQ	?AACQQCB�+SLC��������
�

*L�RFC�C?PJW�B?WQ�MD�RFC�8C@�BCQGELCPQ�RCLBCB�RM�SQC�R?@JCQ�RM�J?W�MSR�AMLRCLR�DMP�?
8C@�N?EC�?LB�K?LW�8C@�QGRCQ�QRGJJ�BM�QM�RMB?W��)MUCTCP�BGDDCPCLR�@PMUQCPQ�?LB
CTCL�BGDDCPCLR�TCPQGMLQ�MD�@PMUQCPQ�?JJ�QSNNMPR�AMBC�BGDDCPCLRJW�PCQSJRGLE�GL�8C@

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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QGRCQ�RF?R�MLJW�UMPI�ML�ACPR?GL�@PMUQCPQ�MP�@SJIW�AMBC�LCCBCB�RM�AMNC�UGRF�?JJ�RFC
BGDDCPCLR�TCPQGMLQ�

5FC�8�$�	 FRRN���UUU�U��MPE
�U?Q�APC?RCB�GL������?LB�QGLAC�RFCL�F?Q�@CCL
PCQNMLQG@JC�DMP�QNCAGDGA?RGMLQ�?LB�ESGBCJGLCQ�RM�NPMKMRC�RFC�CTMJSRGML�MD�RFC�8C@
UFGJC�CLQSPGLE�RF?R�8C@�RCAFLMJMEGCQ�UMPI�UCJJ�RMECRFCP��5FC�8C@�4R?LB?PBQ
1PMHCAR�	FRRN���UUU�UC@QR?LB?PBQ�MPE
�J?SLAFCB�GL������?LB�J?@CJCB�ICW
ESGBCJGLCQ�?Q�c8C@�QR?LB?PBQ�d�.MBCPL�@PMUQCPQ�QFMSJB�@C�@SGJR�RM�QSNNMPR�RFCQC
QR?LB?PBQ�UFGAF�QFMSJB�T?QRJW�PCBSAC�APMQQ�@PMUQCP�AMKN?RG@GJGRW�NPM@JCKQ�QSAF
?Q�8C@�QGRCQ�BGQNJ?WGLE�BGDDCPCLRJW�GL�BGDDCPCLR�@PMUQCPQ�

8C@�QR?LB?PBQ�GLAJSBC�RFC�DMJJMUGLE�

^ )5.-�	FWNCPRCVR�K?PISN�J?LES?EC

^ $44�	A?QA?BGLE�QRWJC�QFCCR

^ 9.-�	CVRCLQG@JC�K?PISN�J?LES?EC

^ 9)5.-�	CVRCLQG@JC�FWNCPRCVR�K?PISN�J?LES?EC

^ %0.�	BMASKCLR�M@HCAR�KMBCJ


$44�GQ�QR?LB?PB�J?WMSR�J?LES?EC��*R�AMLRPMJQ�AMJMPQ�RWNMEP?NFW�?LB�RFC�QGXC�?LB
NJ?ACKCLR�MD�CJCKCLRQ�ML�?�8C@�N?EC��1PCTGMSQJW�8C@�BCTCJMNCPQ�F?TC�F?B�RM
APC?RC�GLQRPSARGMLQ�DMP�CTCPW�N?EC�GL�?�8C@�QGRC��8GRF�$44�?�QGLEJC�DGJC�A?L�AMLRPMJ
RFC�?NNC?P?LAC�MD�?L�CLRGPC�QGRC�

$44�?JJMUQ�BCQGELCPQ�?LB�BCTCJMNCPQ�RM�QCN?P?RC�NPCQCLR?RGML�DPMK�AMLRCLR��5FGQ
F?Q�QCTCP?J�ICW�@CLCDGRQ�

^ 4GRCQ�?PC�C?QGCP�RM�K?GLR?GL�?LB�SNB?RC�?LB�?PC�KMPC�?AACQQG@JC�
^ $MLRCLR�K?W�@C�SNB?RCB�C?QGJW�@W�QMKCMLC�UFM�GQ�LMR�?�8C@�BCQGELCP

MP�BCTCJMNCP�
^ (JM@?J�AF?LECQ�A?L�@C�?NNJGCB�OSGAIJW�?LB�C?QGJW�

$44�A?L�?JQM�BM�RFC�DMJJMUGLE�

^ 3CBSAC�@?LBUGBRF�?LB�N?EC�JM?BGLE�RGKCQ
^ *LAPC?QC�APMQQ�@PMUQCP�AMKN?RG@GJGRW

5M�QCC�$44�GL�?ARGML�TGQGRFRRN���UUU�AQQXCLE?PBCL�AMK�UFCPC�WMS�A?L�K?IC�?
QGLEJC�)5.-�N?EC�JMMI�TCPW�BGDDCPCLR�BCNCLBGLE�ML�UFGAF�MLC�MD�RFC�K?LW
BCQGELCP�AMLRPG@SRCB�QRWJC�QFCCRQ�WMS�?NNJW�RM�GR�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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Using a Content Management System

"Q�RFC�L?KC�GKNJGCQ�?�AMLRCLR�K?L?ECKCLR�QWQRCK�	$.4
�GQ�SQCB�RM�K?L?EC�RFC
AMLRCLR�MD�?�8C@�QGRC��*D�?�QGRC�GQ�SNB?RCB�DPCOSCLRJW�?LB�GD�NCMNJC�MRFCP�RF?L�8C@
BCTCJMNCPQ�LCCB�RM�SNB?RC�RFC�AMLRCLR�MD�?�8C@�QGRC�?�$.4�GQ�SQCB��5MB?W�K?LW
QGRCQ�?PC�@SGJR�ML�?�$.4��5FC�$.4�A?L�?JQM�?JJMU�AMLRCLR�MD�?�8C@�QGRC�RM�@C�SNB?RCB
DPMK�?LW�JMA?RGML�GL�RFC�UMPJB�

"�$.4�A?L�@C�@SGJR�QNCAGDGA?JJW�DMP�?�8C@�QGRC�?LB�K?LW�8C@�BCTCJMNKCLR
AMKN?LGCQ�@SGJB�RFCGP�MUL�$.4�RF?R�A?L�@C�SQCB�@W�RFCGP�AJGCLRQ��"�$.4�A?L�?JQM�@C
@MSEFR�NPC@SGJR�?LB�RFCPC�?PC�K?LWopen-source�� �NPC@SGJR�$.4Q�?T?GJ?@JC�QMKC
MD�UFGAF�?PC�DPCC�

"�$.4�QFMSJB�@C�QCJCARCB�UGRF�RFC�EM?JQ�?LB�DSLARGMLQ�MD�RFC�8C@�QGRC�GL�KGLB��"
$.4�LCCBQ�RM�@C�?@JC�RM�QA?JC�?JMLE�UGRF�RFC�8C@�QGRC�?LB�@SQGLCQQ�RF?R�GR�QSNNMPRQ
?LB�LMR�RFC�MRFCP�U?W�?PMSLB�

0D�AMSPQC�RFC�$.4�QCJCARCB�QFMSJB�PCQSJR�GL�?�8C@�QGRC�RF?R�GQ�QC?PAF�CLEGLC
DPGCLBJW�

)CPC�?PC�QMKC�ICW�DC?RSPCQ�RM�JMMI�MSR�DMP�UFCL�QCJCARGLE�MP�@SGJBGLE�?�$.4�

^ Meta and title tag customization ��5FC�$.4�QFMSJB�?JJMU�WMS�RM�CLRCP
WMSP�MUL�KCR?�R?EQ�?LB�DSJJW�ASQRMKGXC�RGRJC�R?EQ�DMP�C?AF�N?EC�

^ HTML tag customization ��5FC�$.4�QFMSJB�?JJMU�DMP�DSJJ�ASQRMKGX?RGML
MD�)5.-�R?EQ�QSAF�?Qnofollow links �� ��4CC$F?NRCP����4C?PAF�&LEGLC
0NRGKGX?RGML�DMP�?L�CVNJ?L?RGML�MD�LMDMJJMU�JGLIQ�

^ URLs��*LQRC?B�MD�SQGLE�BWL?KGA�N?P?KCRCPQ�RFC�$.4�QFMSJB�?JJMU�DMP
QCPTCP�QGBC�PCUPGRGLE�MD�63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
��*R�QFMSJB
?JJMU�DMP�RFC�APC?RGML�MD�63-Q�RF?R�F?TC�RFC�DMJJMUGLE�AF?P?ARCPGQRGAQ�

� 4R?RGA
� 3CUPGR?@JC
� ,CWUMPB�PGAF

^ Customizable navigation ��"�EMMB�$.4�UGJJ�?JJMU�DJCVG@GJGRW�UFCL�GR
AMKCQ�RM�APC?RGLE�RFC�GLDMPK?RGML�?PAFGRCARSPC�DMP�?�8C@�QGRC��'MP�RFC
NSPNMQCQ�MD�?BBGLE�?BBGRGML?J�AMLRCLR�DMP�QC?PAF�CLEGLCQ�?�$.4�QFMSJB
LMR�PCOSGPC�RF?R�?JJ�AMLRCLR�N?ECQ�@C�JGLICB�RM�DPMK�RFC�FMKC�N?EC
L?TGE?RGML��5FGQ�?JJMUQ�AMLRCLR�RM�@C�?BBCB�DMP�4&0�	QC?PAF�CLEGLC
MNRGKGX?RGML
�NSPNMQCQ�UGRFMSR�?BBGLE�GR�RM�RFC�K?GL�L?TGE?RGML�

��� 6LJGIC�NPMNPGCR?PW�QMDRU?PC
MNCL�QMSPAC�QMDRU?PC�K?ICQ
RFC�QMSPAC�AMBC�?T?GJ?@JC�QM
RF?R�MRFCP�BCTCJMNCPQ�A?L�@SGJB
?NNJGA?RGMLQ�DMP�MP�CTCL
GKNPMTC�RFC�QMDRU?PC�

��� /MDMJJMU�GQ�?L�?RRPG@SRC�MD�?
FWNCPJGLI�GLBGA?RGLE�RM�QC?PAF
CLEGLCQ�RF?R�RFC�JGLI�GQ�LMR
CLBMPQCB�@W�RFC�8C@�QGRC�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����%CQGEL ���

fwk-105454-ch06#fwk-105454-ch06
fwk-105454-ch06#fwk-105454-ch06


^ 301 redirect functionality ��*R�GQ�GKNCP?RGTC�RF?R�?�$.4�MDDCPQ�RFC
?@GJGRW�RM�NSR�GL�NJ?AC�����PCBGPCARQ�RM�NPCTCLR�NCL?JGX?RGML�DMP
BSNJGA?RC�AMLRCLR�ML�BGDDCPCLR�63-Q�

^ Customizable image naming and alt tags for images��"�EMMB�$.4
UGJJ�?JJMU�WMS�RM�APC?RC�ASQRMK�?JR�R?EQ�?LB�RGRJC�?RRPG@SRCQ�DMP�GK?ECQ�

^ Robots.txt management��&LQSPC�WMS�?PC�?@JC�RM�ASQRMKGXC�RFC
PM@MRQ�RVR�RM�WMSP�LCCBQ�MP�RF?R�RFGQ�A?L�?R�JC?QR�@C�K?L?ECB�SQGLE
KCR?�R?EQ�

^ Content search��.?IC�QSPC�WMS�?PC�?@JC�RM�GLAJSBC�?�SQCDSJ�QGRC�QC?PAF�

Figure 13.7

Joomla! is an open-source content management system (CMS). Here you can see how the CMS allows you to manage
the articles on the Web site.

#C�?U?PC�UFCL�@SGJBGLE�AJC?L�BCQAPGNRGTC�?LB�BWL?KGA�63-Q�DPMK�$.4�AMLRCLR�
4FMSJB�WMS�SQC�?�LCUQ�FC?BGLE�	c4RMPKd�GL�RFGQ�CV?KNJC
�?Q�N?PR�MD�WMSP�63-
	FRRN���UUU�UC@QGRCL?KC�AMK�A?NC�QRMPK
�?LB�QMKCMLC�AF?LECQ�RFC�FC?BGLE�RM
c5MPL?BMd�	FRRN���UUU�UC@QGRCL?KC�AMK�A?NC�RMPL?BM
�RFGQ�UGJJ�?JRCP�RFC�63-
?LB�RFC�QC?PAF�CLEGLCQ�UGJJ�GLBCV�RFGQ�?Q�?�LCU�N?EC�@SR�UGRF�RFC�Q?KC�AMLRCLR�?Q

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����%CQGEL ���



RFC�63-�RF?R�F?B�RFC�MJB�FC?BGLE��#C?P�RFGQ�GL�KGLB�@CDMPC�?BBGLE�BWL?KGA
N?P?KCRCPQ�RM�WMSP�63-Q�

'GL?JJW�SQGLE�?�$.4�RF?R�QSNNMPRQ�QR?LB?PBQ�AMKNJG?LR�)5.-�?LB�$44�GQ�TCPW
GKNMPR?LRbUGRFMSR�GR�GLAMLQGQRCLAGCQ�K?W�@C�PCLBCPCB�?APMQQ�T?PGMSQ�@PMUQCPQ��*R
?JQM�CLQSPCQ�D?QRCP�JM?BGLE�RGKC�?LB�PCBSACB�@?LBUGBRF�K?ICQ�K?PISN�C?QGCP�RM
K?GLR?GL�QSNNMPRQ�4&0�CDDMPRQ�?LB�CLQSPCQ�RF?R�CTCPW�QGLEJC�TGQGRMP�RM�?�8C@�QGRC
LM�K?RRCP�UF?R�@PMUQCP�RFCW�?PC�SQGLE�UGJJ�@C�?@JC�RM�QCC�CTCPWRFGLE�ML�RFC�QGRC�

Technical Considerations

"Q�?�UFMJC�RCAFLMJMEW�QFMSJB�?AR�MLJW�?Q�?L�CL?@JCP��*R�QFMSJB�LCTCP�@C�?�QGRCfQ
K?GL�DMASQ��)CPC�?PC�QMKC�RCAFLGA?J�AMLQGBCP?RGMLQ�TGR?J�DMP�?�EMMB�8C@�QGRC�

Proprietary versus Open Source

8FCRFCP�WMS�SQC�NPMNPGCR?PW�MP�MNCL�QMSPAC�QMDRU?PC�GQ�?L�GKNMPR?LR
AMLQGBCP?RGML�UFCL�@SGJBGLE�?�LCU�QGRC�?LB�?JJ�?TCLSCQ�QFMSJB�@C�CVNJMPCB��0NCL�
QMSPAC�QMDRU?PC�GQ�DSJJW�ASQRMKGX?@JC�?LB�@CLCDGRQ�DPMK�?�J?PEC�BCTCJMNCP
AMKKSLGRW��1PMNPGCRW�QMDRU?PC�SQS?JJW�GLAJSBCQ�QSNNMPR�GL�GRQ�NPGAC�

URL Rewriting

*R�GQ�TGR?J�RF?R�GKNMPR?LR�63-Q�GL�WMSP�QGRC�?PC�GLBCV?@JC�@W�RFC�QC?PAF�CLEGLCQ�
&LQSPC�RF?R�63-�PCUPGRGLE�GQ�CL?@JCB�?AAMPBGLE�RM�RFC�ESGBCJGLCQ�GL�RFGQ�AF?NRCP�
63-�PCUPGRGLE�QFMSJB�@C�?@JC�RM�F?LBJC�CVRP?�BWL?KGA�N?P?KCRCPQ�RF?R�KGEFR�@C
?BBCB�@W�QC?PAF�CLEGLCQ�DMP�RP?AIGLE�NSPNMQCQ�

GZIP Compression

$MKNPCQQGML�FCJNQ�RM�QNCCB�SN�BMULJM?B�RGKCQ�MD�?�8C@�N?EC�GKNPMTGLE�SQCP
CVNCPGCLAC�

Server-Side Form Validation

'MPK�T?JGB?RGML�GQ�RFC�NPMACQQ�UFCPC@W�RFC�B?R?�CLRCPCB�GLRM�?�DMPK�?PC�TCPGDGCB�GL
MPBCP�RM�KCCR�ACPR?GL�NPCQCR�AMLBGRGMLQ�	C�E��CLQSPGLE�RF?R�RFC�L?KC�?LB�C�K?GJ
?BBPCQQ�DGCJBQ�?PC�DGJJCB�GL
�

Client-side �� T?JGB?RGML�PCJGCQ�ML�+?T?4APGNR�UFGAF�GQ�LMR�LCACQQ?PGJW�?T?GJ?@JC�RM�?JJ
TGQGRMPQ��$JGCLR�QGBC�T?JGB?RGML�A?L�?JCPR�?�TGQGRMP�RM�?L�GLAMPPCARJW�DGJJCB�GL�DMPK

��� 0NCP?RGMLQ�RF?R�R?IC�NJ?AC
@CDMPC�GLDMPK?RGML�GQ�QCLR�RM
RFC�QCPTCP�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����%CQGEL ���



KMQR�OSGAIJW�@SR�QCPTCP�QGBC�T?JGB?RGML�GQ�RFC�KMQR�?AASP?RC��*R�GQ�?JQM�GKNMPR?LR�RM
F?TC�?�RMMJ�RM�AMJJCAR�?JJ�RFC�D?GJCB�RCQRQ�?LB�NPCQCLR�?NNPMNPG?RC�CPPMP�KCQQ?ECQ
LC?RJW�?@MTC�RFC�DMPK�RFC�SQCP�GQ�RPWGLE�RM�AMKNJCRC��5FGQ�UGJJ�CLQSPC�RF?R�AMPPCARJW
CLRCPCB�B?R?�?PC�LMR�JMQR�@SR�PCNMNSJ?RCB�GL�RFC�DMPK�RM�Q?TC�RGKC�?LB�PCBSAC
DPSQRP?RGML�

International Character Support

5FC�*LRCPLCR�F?Q�?DDMPBCB�RFC�MNNMPRSLGRW�RM�AMLBSAR�@SQGLCQQ�EJM@?JJW�@SR�RFGQ
KC?LQ�RF?R�8C@�QGRCQ�LCCB�RM�K?IC�NPMTGQGML�DMP�LML�&LEJGQF�TGQGRMPQ��*R�GQ�?BTGQ?@JC
RM�QSNNMPR�GLRCPL?RGML?J�AF?P?ARCPQ�TG?�65'���	��@GR�SLGAMBC�RP?LQDMPK?RGML�DMPK?R

CLAMBGLE��@MRF�ML�RFC�8C@�QGRC�GRQCJD�?LB�GL�RFC�DMPK�B?R?�QS@KGRRCB�RM�GR�

Search-Friendly Sessions

4CQQGMLQ�A?L�@C�SQCB�RM�PCAMELGXC�GLBGTGBS?J�TGQGRMPQ�ML�?�8C@�QGRC�UFGAF�GQ�SQCDSJ
DMP�AJGAI�N?RF�?L?JWQGQ��$MMIGCQ�A?L�@C�SQCB�RM�K?GLR?GL�QCQQGMLQ�@SR�63-�PCUPGRGLE
A?L�@C�SQCB�RM�AMKNCLQ?RC�DMP�SQCPQ�UFM�BM�LMR�F?TC�AMMIGCQ�?ARGT?RCB��5FGQ�KC?LQ
RF?R�?Q�TGQGRMPQ�KMTC�RFPMSEF�?�8C@�QGRC�RFCGP�QCQQGML�GLDMPK?RGML�GQ�QRMPCB�GL�?
BWL?KGA?JJW�ECLCP?RCB�8C@�?BBPCQQ�

8FW�BMCQ�63-�PCUPGRGLE�APC?RC�?�KMTGLE�R?PECR�DMP�?�QC?PAF�CLEGLC�QNGBCP 

4C?PAF�CLEGLC�QNGBCPQ�BM�LMR�QSNNMPR�AMMIGCQ�QM�K?LW�8C@�QGRCQ�UGJJ�?RRCKNR�63-
PCUPGRGLE�RM�K?GLR?GL�RFC�QCQQGML�?Q�RFC�QNGBCP�AP?UJQ�RFC�8C@�QGRC��)MUCTCP�RFCQC
63-Q�?PC�LMR�JGICB�@W�QC?PAF�CLEGLC�QNGBCPQ�	?Q�RFCW�?NNC?P�RM�APC?RC�?�KMTGLE
R?PECR�DMP�RFC�PM@MR
�?LB�A?L�FGLBCP�AP?UJGLE�?LB�GLBCVGLE��5FC�UMPI�?PMSLB��SQC
RCAFLMJMEW�RM�BCRCAR�GD�?�TGQGRMP�RM�RFC�QGRC�GQ�?�NCPQML�MP�?�PM@MR�?LB�BM�LMR�PCUPGRC
63-Q�DMP�RFC�QC?PAF�CLEGLC�PM@MRQ�

Auto-Generated Human-Readable Site Maps and XML Site Maps

4GRC�K?NQ�?PC�CVACNRGML?JJW�GKNMPR?LR�@MRF�RM�TGQGRMPQ�?LB�RM�QC?PAF�CLEGLCQ�
5CAFLMJMEW�A?L�@C�GKNJCKCLRCB�RF?R�?SRMK?RGA?JJW�ECLCP?RCQ�?LB�SNB?RCQ�@MRF�RFC
FSK?L�PC?B?@JC�?LB�9.-�QGRC�K?NQ�CLQSPGLE�QNGBCPQ�A?L�DGLB�LCU�AMLRCLR�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����%CQGEL ���



RSS Feed Generation

3C?JJW�QGKNJC�QWLBGA?RGML�	344
�GQ�?L�?@QMJSRC�LCACQQGRW��8GRF�?JJ�RFC�KGJJGMLQ�MD�8C@
?LB�@JME�QGRCQ�GL�CVGQRCLAC�8C@�SQCPQ�A?L�LM�JMLECP�?DDMPB�RM�QNCLB�RGKC�@PMUQGLE
RFCGP�D?TMPGRC�QGRCQ�RM�QCC�GD�LCU�AMLRCLR�F?Q�@CCL�?BBCB��#W�CL?@JGLE�344�DCCBQ�ML
ACPR?GL�QCARGMLQ�ML�RFC�QGRC�CQNCAG?JJW�RFMQC�RF?R�?PC�DPCOSCLRJW�SNB?RCB�SQCPQ�UGJJ
F?TC�RFC�AMLRCLR�BCJGTCPCB�BGPCARJW�RM�RFCK��7GQGRMPQ�QFMSJB�@C�?@JC�RM�NGAI�?LB
AFMMQC�RFC�QCARGMLQ�RFCW�JGIC�RM�ECR�SNB?RCQ�DPMK�TG?�?�DCCB�

KEY TAKEAWAYS

^ &TCPW�QGRC�LCCBQ�RM�@C�BCQGELCB�UGRF�AJC?P�AMLTCPQGMLQ�GL�KGLB�
$MLTCPQGMLQ�R?IC�K?LW�DMPKQ�

^ 5FCPC�?PC�K?LW�ASCQ�RF?R�TGQGRMPQ�SQC�RM�BCRCPKGLC�RFC�APCBG@GJGRW�MD�?
QGRC�

^ "�A?QA?BGLE�QRWJC�QFCCR�	$44
�GQ�UF?R�EGTCQ�?�QGRC�GRQ�JMMI�?LB�DCCJ�
8GRF�$44�RFC�DMJJMUGLE�?PC�RPSC�

� 4GRCQ�?PC�C?QGCP�RM�K?GLR?GL�?LB�SNB?RC�?LB�?PC�KMPC
?AACQQG@JC�

� $MLRCLR�K?W�@C�SNB?RCB�C?QGJW�@W�QMKCMLC�UFM�GQ�LMR�?�8C@
BCQGELCP�MP�BCTCJMNCP�

� (JM@?J�AF?LECQ�A?L�@C�?NNJGCB�OSGAIJW�?LB�C?QGJW�
� #?LBUGBRF�?LB�N?EC�JM?B�RGKCQ�?PC�PCBSACB�
� $PMQQ�@PMUQCP�AMKN?RG@GJGRW�GQ�GLAPC?QCB�

^ 5FC�8MPJB�8GBC�8C@�$MLQMPRGSK�	8�$
�GQ�PCQNMLQG@JC�DMP�QNCAGDGA?RGMLQ
?LB�ESGBCJGLCQ�RM�NPMKMRC�RFC�CTMJSRGML�MD�RFC�8C@�

^ "�AMLRCLR�K?L?ECKCLR�QWQRCK�	$.4
�GQ�SQCB�RM�K?L?EC�RFC�AMLRCLR�MD�?
8C@�QGRC��5MB?W�KMQR�QGRCQ�?PC�@SGJR�ML�?�$.4�

^ "�$.4�QFMSJB�@C�QCJCARCB�UGRF�RFC�EM?JQ�?LB�DSLARGMLQ�MD�RFC�8C@�QGRC�GL
KGLB�

EXERCISE

�� 7GQGR�8C@�QGRCQ�DMP�RFPCC�BGDDCPCLR�NMNSJ?P�@P?LBQ��*BCLRGDW�UF?R�WMS
RFGLI�?PC�CJCKCLRQ�MD�EMMB�BCQGEL�@?QCB�ML�UF?R�WMS�PC?B�GL�RFGQ
QCARGML��%GB�WMS�QCC�?LW�CJCKCLRQ�MD�@?B�BCQGEL �*D�QM�FMU�BM�WMS�RFGLI
RFMQC�CJCKCLRQ�AMSJB�@C�GKNPMTCB 

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����%CQGEL ���



13.5 Landing Pages

LEARNING OBJECTIVE

�� -C?PL�UF?R�EMCQ�GLRM�?�QSAACQQDSJ�J?LBGLE�N?EC�

" landing page�� GQ�RFC�N?EC�SQCPQ�?PC�BGPCARCB�RM�DPMK�?LW�A?KN?GEL�BCQGELCB�RM
BPGTC�RP?DDGA�RM�?�QNCAGDGA�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
��5FC�RP?DDGA�RM�?�J?LBGLE
N?EC�AMSJB�@C�DPMK�?�@?LLCP�MP�11$�	N?W�NCP�AJGAI
�?BTCPRGQCKCLR�?L�C�K?GJ�?
NPGLR�?BTCPRGQCKCLR�?�RCJCTGQGML�MP�P?BGM�QNMR�MP�BGPCAR�K?PICRGLE��6QCPQ�?PC�@CGLE
QCLR�RFCPC�DMP�?�TCPW�QNCAGDGA�PC?QML�GLAJSBGLE�RFC�DMJJMUGLE�

^ &LRCP�?�AMKNCRGRGML�	JC?B

^ #SW�?�NPMBSAR�	Q?JC

^ 4S@QAPG@C�RM�?�LCUQJCRRCP�	QGEL�SN


"Q�D?P�?Q�J?LBGLE�N?ECQ�EM�DGPQR�GKNPCQQGMLQ�PC?JJW�BM�AMSLR��5FCW�LCCB�RM�A?NRSPC
RFC�SQCP�GKKCBG?RCJW�?LB�K?IC�FGK�U?LR�RM�AMKNJCRC�RFC�BCQGPCB�?ARGML��6QCPQ�UFM
J?LB�ML�RFCQC�N?ECQ�K?IC�RFC�BCAGQGML�RM�AMKNJCRC�RFC�BCQGPCB�?ARGML�@?QCB�ML�RUM
APGRCPG?�

^ 8FCRFCP�RFC�N?EC�JMMIQ�AMKNJGA?RCB�MP�RGKC�AMLQSKGLE
^ 8FCRFCP�GR�GQ�PCJCT?LR�RM�RFCGP�LCCBQ

&DDCARGTC�BCQGEL�?LB�@CLCDGR�QR?RCKCLRQ�A?L�FCJN�SQCPQ�RM�K?IC�RFC�BCAGQGML�RM
AMKNJCRC�RFC�BCQGPCB�?ARGML�

Guidelines for Successful Landing Pages

'MASQ�RFC�N?EC�ML�?�QGLEJC�A?JJ�RM�?ARGML��5FCQC�?PC�NSPNMQC�@SGJR�NSPNMQC�BPGTCL
N?ECQ�?LB�CVRP?LCMSQ�GLDMPK?RGML�QFMSJB�@C�?TMGBCB�

5FC�J?LBGLE�N?EC�BMCQ�LMR�LCCB�RM�A?PPW�RFC�Q?KC�L?TGE?RGML�MD�RFC�8C@�QGRC�?LB
A?L�JMMI�QJGEFRJW�BGDDCPCLR�	RFMSEF�?�J?PEC�BCTG?RGML�GL�QRWJC�GQ�LMR�?BTGQCB
��5FC�?GK
GQ�RM�ICCN�SQCPQ�ML�?�N?RF�RM�RFC�EM?J���� 5FC�N?EC�SQCPQ�?PC�BGPCARCB�RM

DPMK�?LW�A?KN?GEL�BCQGELCB�RM
BPGTC�RP?DDGA�RM�?�QNCAGDGA�63-
	SLGDMPK�PCQMSPAC�JMA?RMP
�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

���



-?LBGLE�N?ECQ�A?L�BCRP?AR�DPMK�4&0�	QC?PAF�CLEGLC�MNRGKGX?RGML
�CDDMPRQ�?Q�RFCPC
KGEFR�@C�K?LW�QGKGJ?P�J?LBGLE�N?ECQ�APC?RCB��6QC�RFC�PM@MRQ�RVR�DGJC�RM�ICCN�QC?PAF
CLEGLC�QNGBCPQ�MSR�

5FCPC�?PC�LM�AMLQ�RM�BCQGELGLE�?�8C@�QGRC�DMP�WMSP�SQCPQ�DGPQR�?LB�DMPCKMQR��*R�A?L
PCOSGPC�QMKC�APC?RGTC�RFGLIGLE�UFCL�GR�AMKCQ�RM�CLQSPGLE�RF?R�U?AIW�GBC?Q�?PC
?AACQQG@JC�?LB�SQ?@JC�@SR�RFC�@CLCDGRQ�MD�R?IGLE�RFC�RGKC�RM�CLQSPC�RF?R�8C@�QGRCQ
?PC�AMBCB�?AAMPBGLE�RM�@CQR�NP?ARGAC�UGJJ�QFMU�GL�RFC�JMLECTGRW�MD�RFC�8C@�QGRC�

#C?SRGDSJ�8C@�QGRCQ�BM�LMR�LCCB�RM�@C�Q?APGDGACB�DMP�QR?LB?PBQ�AMKNJG?LAC�

KEY TAKEAWAYS

^ 6QCPQ�?PC�QCLR�RM�?�J?LBGLE�N?EC�DMP�?�TCPW�QNCAGDGA�PC?QML�QSAF�?Q�RM
CLRCP�?�AMKNCRGRGML�RM�@SW�?�NPMBSAR�MP�RM�QS@QAPG@C�RM�?�LCUQJCRRCP�

^ 'GPQR�GKNPCQQGMLQ�PC?JJW�BM�AMSLR�UFCL�GR�AMKCQ�RM�J?LBGLE�N?ECQ�
^ &DDCARGTC�BCQGEL�?LB�@CLCDGR�QR?RCKCLRQ�A?L�FCJN�SQCPQ�K?IC�RFC�BCAGQGML

RM�AMKNJCRC�RFC�BCQGPCB�?ARGML�
^ 'MASQ�RFC�N?EC�ML�QGLEJC�A?JJ�RM�?ARGML�
^ -?LBGLE�N?ECQ�BM�LMR�LCCB�RM�A?PPW�RFC�Q?KC�L?TGE?RGML�?Q�RFC�8C@�QGRC�

EXERCISE

�� 'GLB�?�@?LLCP�?BTCPRGQCKCLR�DPMK�?�NMNSJ?P�@P?LB�MLJGLC�?LB�AJGAI�ML
GR��8FCPC�BMCQ�GR�R?IC�WMS �/MU�AMKN?PC�RF?R�J?LBGLE�N?EC�RM�RFC
AMKN?LWfQ�BGPCAR�63-�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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13.6 Case Study: Wicked Uncle

8GAICB�6LAJC�	FRRN���UUU�UGAICBSLAJC�AMK
�F?B�HSQR�J?SLAFCB�GRQ�LCU�8C@�QGRC
	?LB�@SQGLCQQ
�UFCL�RFCW�PC?JGXCB�RF?R�GRQ�8C@�QGRC�U?Q�LMR�C?QW�RM�SQC��5FC
NPCKGQC�MD�GRQ�QCPTGAC�GQ�C?QW�?LB�OSGAI�@SWGLE�MD�AFGJBPCLfQ�NPCQCLRQ�?LB�RFC�J?WMSR
MD�GRQ�8C@�QGRC�U?Q�?�FGLBP?LAC��&TCL�RFMSEF�GR�F?B�HSQR�J?SLAFCB�?�8C@�QGRC
PCBCTCJMNKCLR�U?Q�GL�MPBCP�

Figure 13.8Home Page of the Wicked Uncle Web Site

Source: Used by permission from Wicked Uncle.

5FC�?GK�MD�RFC�PCBCTCJMNKCLR�U?Q�RM�K?IC�?�EGDR�@SW?@JC�GL�SLBCP�?�KGLSRC��5FC
LCU�8C@�QGRC�UMSJB�?JQM�?JJMU�8GAICB�6LAJC�RM�@SGJB�SN�?�B?R?@?QC�MD�SQCPQ�QM�RF?R
GR�AMSJB�QR?PR�MLC�RM�MLC�K?PICRGLE�RM�?�B?R?@?QC�MD�QS@QAPG@CPQ��5FC�JMMI�?LB�DCCJ
MD�RFC�DGPQR�8C@�QGRC�U?Q�K?GLR?GLCB�@SR�RFC�8C@�QGRC�U?Q�PCQRPSARSPCB�RM�@C�KMPC
SQ?@JC�?LB�RM�K?IC�RFC�AMLRCLR�KMPC�?T?GJ?@JC�RM�QC?PAF�CLEGLCQ�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL
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Figure 13.9

Find a gift in under one minute.

Source: Used by permission from
Wicked Uncle.

Figure 13.10

The help line is prominently
displayed on each page.

Source: Used by permission from
Wicked Uncle.

5FC�QGRC�U?Q�NPCTGMSQJW�@SGJR�RM�@C�����g�����NGVCJQ
UFGAF�GQ�?�PCQMJSRGML�SQCB�@W�MLJW���NCPACLR�MD�RFC
R?PECR�K?PICR��5FC�LCU�8C@�QGRC�U?Q�@SGJR�GL������g����
NGVCJQ�UFGAF�LMR�MLJW�?JJMUCB�KMPC�PMMK�@SR�?JQM�GQ
KSAF�@CRRCP�QSGRCB�RM�RFC�R?PECR�K?PICR��.MPC�RF?L���
NCPACLR�MD�RFC�R?PECR�6,�K?PICR�F?Q�FGEF�PCQMJSRGML
KMLGRMPQ�

0L�RFC�NPMBSAR�N?ECQ�?JJ�NPMBSAR�GK?ECQ�UCPC�GLAPC?QCB
GL�QGXC�?LB�KMPC�GK?ECQ�UCPC�GLAJSBCB�QM�RF?R�8C@
SQCPQ�AMSJB�QCC�RFC�NPMBSAR�DPMK�?�T?PGCRW�MD�?LEJCQ�
(GDRQ�DMP�@MWQ�?LB�EGDRQ�DMP�EGPJQ�UCPC�AMJMP�AMBCB�RM
CLQSPC�C?QW�L?TGE?RGML��5FC�FCJN�JGLC�U?Q�NPMKGLCLRJW
BGQNJ?WCB�ML�C?AF�N?EC�?Q�U?Q�?L�C?QW�?BB�RM�A?PR
@SRRML��1CPRGLCLR�GLDMPK?RGML�QFMUGLE�UFCRFCP�RFC
GRCK�U?Q�GL�QRMAI�?LB�FMU�JMLE�GR�UMSJB�R?IC�RM�QFGN
U?Q�?JQM�C?QGJW�?T?GJ?@JC�

"�@GPRFB?W�PCKGLBCP�RMMJ�U?Q�GKNJCKCLRCB�ML�RFC�8C@
QGRC��8FCL�SQCPQ�PCEGQRCP�UGRF�8GAICB�6LAJC�?LB
PCEGQRCP�?�AFGJBfQ�?EC�RFCW�ECR�WC?PJW�@GPRFB?W
PCKGLBCPQ�MD�RFC�AFGJBfQ�@GPRFB?W��5FGQ�F?Q�@CCL�TCPW
QSAACQQDSJ�?LB�F?Q�@SGJR�SN�?�B?R?@?QC�MD�C�K?GJ
?BBPCQQCQbDPMK�XCPM�RM�DGDRCCL�RFMSQ?LB�GL�JCQQ�RF?L�?
WC?P�

5FC�QFMNNGLE�NPMACQQ�GQ�CVACNRGML?JJW�QKMMRF�UGRF
DSLARGML?JGRW�@CGLE�A?PCDSJJW�RFMSEFR�MSR��8GRFGL�RFC
NPMACQQ�RFC�SQCP�GQ�?@JC�RM�PCEGQRCP�BGDDCPCLR�AFGJBPCL
UGRF�RFCGP�MUL�BCJGTCPW�?BBPCQQ��5FC�AMJMPQ�SQCB�GL�RFC
QFMNNGLE�A?PR�AMKNJCKCLR�RFC�8C@�QGRC�@SR�?PC�SLGOSC
RM�RFC�A?PR�QM�RFC�A?PR�QR?LBQ�MSR��5FCPC�GQ�?JU?WQ�?
AJC?P�GLBGA?RGML�MD�UF?R�RFC�LCVR�QRCN�GL�RFC�AFCAI�MSR
NPMACQQ�GQ�

-?QRJW�DMP�RFMQC�QFMNNCPQ�GL�?�FSPPW�RFC�8C@�QGRC
DC?RSPCQ�?���.GLSRC�(GDR�'GLBCP��8GRF�?�LCU�8C@�QGRC
RF?R�GQ�C?QW�RM�SQC�8GAICB�6LAJC�U?Q�?@JC�RM�PSL
A?KN?GELQ�RM�BPGTC�R?PECRCB�RP?DDGA�RM�RFC�8C@�QGRC�

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����$?QC�4RSBW��8GAICB�6LAJC ���



CASE STUDY QUESTIONS

�� 4CJJGLE�EGDRQ�MLJGLC�A?L�@C�BGDDGASJR�GD�RFC�QFMNNCP�A?LLMR�QCC�RFC�?ARS?J
NPMBSAR�FC�MP�QFC�GQ�@SWGLE��8F?R�?PC�QMKC�U?WQ�RF?R�RFC�8C@�QGRC
BCQGEL�?GKQ�RM�MTCPAMKC�RFGQ 

�� )MU�BMCQ�RFC�L?TGE?RGML�MD�8GAICB�6LAJC�KCCR�SQCPQf�LCCBQ 
�� )MU�GQ�RFC�8C@�QGRC�?@JC�RM�@C�SQCB�DMP�?�LSK@CP�MD�C.?PICRGLE

?ARGTGRGCQ 

$F?NRCP����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL

�����$?QC�4RSBW��8GAICB�6LAJC ���
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Online Copywriting
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14.1 Introduction

8FCL�GR�AMKCQ�RM�UPGRGLE�AMNW�ML�RFC�*LRCPLCR�AMLRCLR�GQ�IGLE��5FC�AMNW�ML�?�8C@
N?EC�GQ�?�F?PBUMPIGLE�KSJRGR?QICP��*R�LCCBQ�RM�NPMTGBC�GLDMPK?RGML�RM�TGQGRMPQ
CLE?EC�UGRF�RFCK�?LB�JC?B�RFCK�RM�NCPDMPK�?�BCQGPCB�?ARGMLb?JJ�UFGJC�AMLTCWGLE
@P?LB�CRFMQ��*R�?JQM�LCCBQ�RM�NPMTGBC�AMLRCVR�?LB�PCJCT?LAC�RM�QC?PAF�CLEGLCQ��"LB
GR�LCCBQ�RM�?AFGCTC�?JJ�RFGQ�DJSGBJW�UGRFMSR�?NNC?PGLE�RM�@C�RPWGLE�RMM�F?PB�

$MNWUPGRGLE�GQ�?�DSLB?KCLR?J�CJCKCLR�MD�CDDCARGTC�MLJGLC�K?PICRGLE��8FCRFCP
UPGRGLE�?L�C�K?GJ�RM�?�AMJJC?ESC�MP�11$�	N?W�NCP�AJGAI
�?BTCPRGQCKCLRQ�DMP�?�LCU
NPMBSAR�J?SLAF�JC?PLGLE�FMU�RM�UPGRC�CDDCARGTC�MLJGLC�AMNW�UGJJ�K?IC�WMS�?�@CRRCP
AMKKSLGA?RMP�

0LJGLC�AMNWUPGRGLE�CLR?GJQ�CTCPWRFGLE�DPMK�RFC�AMNW�MD�8C@�QGRC�N?ECQ�RM�RFC
AMLRCLR�MD�?L�C�K?GJ�?LB�?JJ�UPGRRCL�CJCKCLRQ�GL�@CRUCCL��'PMK�CGEFR�FSLBPCB�
UMPB�8C@13�	8C@�NS@JGA�PCJ?RGMLQ
�?PRGAJCQ�RM�RFPCC�JGLC�11$�?BTCPRGQCKCLRQ�GD�GRfQ
@CGLE�PC?B�ML�?�QAPCCL�GRfQ�MLJGLC�AMNW��6JRGK?RCJW�WMS�?PC�UPGRGLE�ML�RFC�8C@�RM
KCCR�@SQGLCQQ�M@HCARGTCQ�QM�GR�GQ�GKNMPR?LR�RM�LCTCP�QU?W�DPMK�RFC�QRP?RCEGA
CJCKCLR�?LB�NMRCLRG?J�MD�WMSP�MLJGLC�AMNW�

'MASQ�ML�UPGRGLE�GL�?�QRP?RCEGA�NCPQS?QGTC�AMKNCJJGLE�K?LLCP�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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14.2 How It Works

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�MLJGLC�AMNWUPGRGLE�UMPIQ�

8FCL�UPGRGLE�DMP�RFC�8C@�GR�BMCQ�LMR�KC?L�RF?R�RP?BGRGML?J�?NNPM?AFCQ�RM
AMNWUPGRGLE�LCCB�RM�@C�BGRAFCB��5FC�DMSLB?RGMLQ�PCK?GLbRFCW�HSQR�LCCB�RM�@C
?B?NRCB�RM�?L�MLJGLC�CLTGPMLKCLR��5FC�DGPQR�QRCN�WMS�LCCB�RM�R?IC�GQ�RM�PCQC?PAF
WMSP�R?PECR�?SBGCLAC�SLBCPQR?LB�RFCGP�LCCBQ�?LB�UPGRC�AMNW�RF?R�QMJTCQ�RFCGP
NPM@JCKQ�?LB�?LQUCPQ�RFCGP�OSCQRGMLQ�UFGJC�CLE?EGLE�UGRF�RFCK�

6LBCPQR?LBGLE�WMSP�?SBGCLAC�UGJJ�ESGBC�WMS�GL�BCRCPKGLGLE�RFC�RMNGAQ�RF?R�RFCW
U?LR�RM�PC?B�?@MSR�?LB�UGJJ�FCJN�WMS�RM�MPE?LGXC�GLDMPK?RGML�GL�?�U?W�RF?R�K?ICQ
QCLQC�RM�WMSP�?SBGCLAC��*R�UGJJ�BGPCAR�RFC�RMLC�MD�WMSP�AMNW�?Q�UCJJ�?Q�RFC�AMLRCLR�

Tip

4MKCRGKCQ�GR�FCJNQ�RM�UPGRC�DMP�HSQR�MLC�NCPQML��1GAI�MSR�QMKCMLC�WMS�ILMU
UFM�DGRQ�WMSP�?SBGCLAC�MP�K?IC�QMKCMLC�SN�?LB�UPGRC�DMP�RF?R�NCPQML��*L
AMNWUPGRGLE�RFGQ�NCPQML�UFM�DGRQ�WMSP�?SBGCLAC�GQ�?persona� �

5FC�*LRCPLCR�F?Q�JCB�RM�?L�?SBGCLAC�MD�MLC�+ML?RF?L�1PGAC�?LB�-GQ?�1PGACHot Text:
Web Writing That Works	*LBG?L?NMJGQ��/CU�3GBCPQ�����
�8F?R�BMCQ�RFGQ�KC?L 
8FGJC�WMSP�?SBGCLAC�GQ�LMR�JGRCP?JJW�MLC�NCPQML�	?LB�GD�GR�GQ�RF?LI�WMSP�KMK�DMP
PC?BGLE�WMSP�8C@�QGRC�@SR�QNCLB�QMKC�RGKC�ML�EPMUGLE�WMSP�PC?BCPQFGN
�GR�GQ�LMR�?
T?QR�T?ESCJW�BCDGLCB�APMUB��*LQRC?B�MLJGLC�UC�F?TC�K?LW�LGAFC�?SBGCLACQ�UFM�?PC
SQCB�RM�@CGLE�?BBPCQQCB�?Q�GLBGTGBS?JQ��0LJGLC�K?LW�MD�RFC�GLBGTGBS?JQ�GL�MSP
?SBGCLAC�?JQM�CVAF?LEC�GLDMPK?RGML�TG?�@JMEQ�DMPSKQ�?LB�MRFCP�DMPKQ�MD�QMAG?J
KCBG?�

)MJJW�#SAF?L?L�MD�'SRSPC/MU�	FRRN���UUU�DSRSPCLMUGLA�AMK
�QSKQ�RFGQ�SN�UGRF
RFPCC�OSCQRGMLQ�WMS�QFMSJB�?QI�

�� "�AF?P?ARCP�SQCB�RM�PCNPCQCLR�?
EPMSN�MD�TGQGRMPQ�RM�?�8C@�QGRC�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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^ 8FM�GQ�KW�?SBGCLAC 
^ 8F?R�?ARGMLQ�BM�*�U?LR�RFCK�RM�R?IC 
^ 8F?R�GLDMPK?RGML�BM�RFCW�LCCB�GL�MPBCP�RM�DCCJ�AMLDGBCLR�R?IGLE�KW

BCQGPCB�?ARGML )MJJW�#SAF?L?L�c8F?R�*Q�8C@�$MNW�?LB�)MU�4FMSJB�*
6QC�*R d�'SRSPC/MU�.?PAF��������FRRN���UUU�EPMIBMRAMK�AMK�
�����������UF?R�GQ�UC@�AMNW	?AACQQCB�+SLC��������
�

Personas

1CPQML?Q�?PC�@?QCB�ML�RFC�NPMDGJC�MD�PC?BCPQ�MD�WMSP�AMNWbRFC�TGQGRMPQ�RM�WMSP�8C@
QGRC�?LB�NMRCLRG?J�ASQRMKCPQ��$PC?RGLE�?�NPMDGJC�GQ�?JJ�?@MSR�AMLQGBCPGLE�RFC�LCCBQ
?LB�BCQGPCQ�MD�WMSP�8C@�QGRC�TGQGRMPQ�?LB�CDDCARGTCJW�KCCRGLE�RFCK��'MP�CV?KNJC
)MU�BM�RFCW�K?IC�NSPAF?QC�BCAGQGMLQ �%M�RFCW�AMKN?PC�JMRQ�MD�QCPTGAC�NPMTGBCPQ
@CDMPC�QCJCARGLE�MLC �%M�RFCW�K?IC�JGQRQ�MD�OSCQRGMLQ�?LB�A?JJ�GL�DMP�?QQGQR?LAC�UGRF
BCAGQGML�K?IGLE �0P�BM�RFCW�K?IC�NSPAF?QC�BCAGQGMLQ�QNMLR?LCMSQJW�@?QCB�ML�?
QNCAG?J�MDDCP 

8C@�QGRC�AMNW�A?L�@C�QRPSARSPCB�GL�QSAF�?�U?W�RF?R�GR�A?RCPQ�DMP�QCTCP?J�NCPQML?Q
@SR�WMS�LCCB�RM�QNCLB�RGKC�SLBCPQR?LBGLE�RFCGP�LCCBQ�@CDMPC�WMS�?PC�?@JC�RM�UPGRC
AMNW�RF?R�?BBPCQQCQ�RFCQC�LCCBQ�UGRF�AMLTGARGML�

6LBCPQR?LBGLE�RFC�NPMDGJCQ�MD�WMSP�PC?BCPQ�GQ�?L�GKNMPR?LR�CJCKCLR�?LB�RFC�@CQR
AMNW�SQS?JJW�PCQSJRQ�DPMK�CVRCLQGTC�RGKC�QNCLR�DGESPGLE�MSR�UFM�WMSP�?SBGCLAC�GQ�

8FCL�UPGRGLE�ML�@CF?JD�MD�AJGCLRQ�GR�GQ�TCPW�GKNMPR?LR�RF?R�WMS�F?TC�AJC?PJW
SLBCPQRMMB�UF?R�RFCGP�AMPNMP?RC�cNCPQML?JGRWd�GQ�QM�RF?R�WMS�A?L�AMLTCW�RFGQ�GL
WMSP�AMNW�UGRFMSR�BCTG?RGLE�DPMK�RFCGP�AMPNMP?RC�GBCLRGRW�MP�BGJSRGLE�RFCGP�@P?LB
CRFMQ�

8PGRGLE�?L�MLJGLC�AMNWbESGBCJGLCQ�BMASKCLR�UGJJ�CL?@JC�WMS�RM�D?JJ�@?AI�ML�RFC
QRWJCQ�AMLTCLRGMLQ�?LB�TMGAC�RF?R�WMS�?PC�PCOSGPCB�RM�UPGRC�DMP��6LBCPQR?LBGLE�?LB
QRGAIGLE�RM�RFGQ�AMPNMP?RC�TMGAC�GQ�HSQR�?Q�GKNMPR?LR�?Q�RFC�?SBGCLAC�WMS�?PC�R?GJMPGLE
WMSP�AMLRCLR�DMP��5FC�RUM�LCCB�RM�UMPI�RMECRFCP�?LB�BP?U�DPMK�MLC�?LMRFCP�DMP
BGPCARGML�

#W�QRGAIGLE�RM�QRWJC�AMLTCLRGMLQ�WMS�UGJJ�?QQGQR�RFC�?SBGCLAC�GL�D?KGJG?PGXGLE
RFCKQCJTCQ�UGRF�?SRFMP�NCPQML?Q��5FGQ�U?W�RFCW�UGJJ�ILMU�UF?R�@GRQ�MD�AMLRCLR�EM
UFCPC�GL�?�BMASKCLR�?LB�RFGQ�?JJMUQ�DMP�C?QGCP�L?TGE?RGML�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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Copy That Is Easy to Read

0LJGLC�AMNW�GQ�HSBECB�DGPQR�?LB�DMPCKMQR�ML�GRQ�J?WMSR�PCE?PBJCQQ�MD�RFC�AMLRCLR��*R
LCCBQ�RM�?NNC?P�RM�@C�UCJJ�QRPSARSPCB�?LB�C?QW�RM�PC?B�@CDMPC�?�TGQGRMP�UGJJ�AFMMQC�RM
PC?B�GR�

"�EMMB�MLJGLC�AMNWUPGRCP�UGJJ�?JQM�@C�?@JC�RM�SQC�@?QGA�)5.-�	FWNCPRCVR�K?PISN
J?LES?EC
�ILMUGLE�RF?R�GR�GQ�RFC�?NNC?JGLE�J?WMSR�MD�RFC�N?EC�RF?R�UGJJ�ECR�RFCGP
UMPBQ�PC?B��*R�QFMSJB�@C�C?QW�DMP�SQCPQ�RM�QIGN�?LB�QIGK�RFC�AMNW�CDDMPRJCQQJW
DGLBGLE�RFC�N?PRQ�RF?R�?PC�KMQR�PCJCT?LR�RM�RFCK�

0LJGLC�AMNW�QFMSJB�@C�NJC?Q?LR�RM�PC?B�?LB�C?QW�RM�QA?L��5FGQ�KC?LQ�K?IGLE�SQC�MD
RFC�DMJJMUGLE�

^ #SJJCRCB�?LB�LSK@CPCB�JGQRQ
^ 4FMPR�N?P?EP?NFQ
^ $JC?P�?LB�AMLAGQC�FC?BGLEQ
^ #MJB�?LB�GR?JGA�RCVR
^ %CQAPGNRGTC�JGLIQ
^ $?JJQ�RM�?ARGML�	$5"Q
�?@MTC�RFC�DMJB

*RfQ�C?QW�RM�QCC�RFGQ�GL�NP?ARGAC�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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Figure 14.1What Text Looks Like after It Has Been Edited for Online

3C?BCPQ�MLJGLC�?PC�SQS?JJW�QRP?NNCB�DMP�RGKC�?LB�LCCB�RM�BCAGBC�OSGAIJW�UFCRFCP�MP
LMR�RM�PC?B�?�N?EC��5FGQ�KC?LQ�RF?R�RFC�KMQR�GKNMPR?LR�GLDMPK?RGML�LCCBQ�RM�@C�?R
RFC�RMN�MD�RFC�N?EC��4R?PR�UGRF�RFC�QSKK?PW�MP�AMLAJSQGMLbRFC�K?GL�GBC?�MP�EGQR�MD
RFC�?PRGAJC�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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Figure 14.2The Structure of Online Copy

8FGJC�AJCTCP�UMPBNJ?W�GL�FC?BGLEQ�?LB�RGRJCQ�A?L�?RRP?AR�QMKC�?RRCLRGML�MLJGLC
RFCQC�LCCB�RM�@C�UPGRRCL�?Q�BCQAPGNRGTCJW�?Q�NMQQG@JC��5FC�AMNW�GQ�KSJRGR?QIGLE��LMR
MLJW�GQ�GR�GLDMPKGLE�TGQGRMPQ�MD�UF?R�RM�CVNCAR�GR�GQ�?JQM�RCJJGLE�QC?PAF�CLEGLC�QNGBCPQ
UF?R�RFC�N?EC�GQ�?@MSR��#C�APC?RGTC�@SR�ICCN�GR�PCJCT?LR�

Learning to Use HTML

)5.-�QR?LBQ�DMP�FWNCPRCVR�K?PISN�J?LES?EC�?LB�GRfQ�RFC�DMSLB?RGML�MD�BMASKCLRQ
ML�RFC�*LRCPLCR��)5.-�R?EQ�RCJJ�@PMUQCPQ�FMU�RM�NPCQCLR�AMLRCLR��)5.-�R?EQ�?PC�GL
RFC�@P?AICRQ�RF?R�JMMI�JGIC�?PPMUQ����?LB���

8FCL�UPGRGLE�MLJGLC�AMNW�WMS�A?L�SQC�?L�)5.-�CBGRMP�UFCPC�WMS�GLQCPR�RFC�R?EQ
WMSPQCJD�MP�?�8:4*8:(�	8F?R�:MS�4CC�*Q�8F?R�:MS�(CR
�CBGRMP�UFGAF�UMPIQ�GL�?
QGKGJ?P�U?W�RM�?�UMPB�NPMACQQMP�

#?QGA�)5.-�GQ�QGKNJC�RM�GKNJCKCLR�?LB�UGJJ�FCJN�WMS�RM�J?W�MSR�WMSP�AMLRCLR�GL�?L
C?QW�RM�PC?B�U?W��)CPC�?PC�QMKC�@?QGA�)5.-�R?EQ�

^ Bold���@�NFP?QC�WMS�UGQF�RM�@MJB��@�
^ Italicize ���G�NFP?QC�WMS�UGQF�RM�GR?JGAGXC��G�
^ Underline ���S�NFP?QC�WMS�UGQF�RM�SLBCPJGLC��S�
^ List���JG�JGLCQ�WMS�UGQF�RM�JGQR��JG�
^ Create a paragraph���N�N?P?EP?NF�RCVR��N�
^ Insert a line break ���@P��

$F?NRCP����0LJGLC�$MNWUPGRGLE
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^ Insert a link ���?�FPCD�cN?EC�SPJd�NFP?QC�WMS�UGQF�RM�JGLI��?�

5FC�R?EQ�?JQM�FCJN�QC?PAF�CLEGLCQ�RM�GBCLRGDW�FMU�RFC�AMLRCLR�F?Q�@CCL�J?GB�MSR�ML
RFC�N?EC�

5FC�@CQR�U?W�RM�ECR�RM�EPGNQ�UGRF�)5.-�GQ�RM�QR?PR�SQGLE�GR�MLJGLC�UFCPC�WMS�A?L�QCC
FMU�RFC�R?EQ�UMPI�

KEY TAKEAWAYS

^ ,LMUGLE�WMSP�?SBGCLAC�UGJJ�ESGBC�WMS�GL�BCRCPKGLGLE�RFC�RMNGAQ�RF?R
RFCW�U?LR�

^ *R�A?L�@C�FCJNDSJ�RM�BCTCJMN�?�NCPQML?�UFCL�UPGRGLE�DMP�?�QGRC��1CPQML?Q
?PC�@?QCB�ML�RFC�NPMDGJC�MD�PC?BCPQ�MD�WMSP�AMNW��5FC�@CQR�AMNW�SQS?JJW
PCQSJRQ�DPMK�CVRCLQGTC�RGKC�QNCLR�DGESPGLE�MSR�WMSP�?SBGCLAC�

^ 0LJGLC�AMNW�GQ�HSBECB�LMR�HSQR�ML�AMLRCLR�@SR�ML�GRQ�J?WMSR��*R�KSQR
?NNC?P�C?QW�RM�PC?B�@CDMPC�RFC�SQCP�UGJJ�AFMMQC�RM�PC?B�GR�

^ *R�QFMSJB�@C�C?QW�DMP�SQCPQ�RM�QIGN�?LB�QIGK�RFC�AMNW�QM�RF?R�GR�GQ�C?QW�DMP
RFCK�RM�DGLB�RFC�N?PRQ�RF?R�?PC�KMQR�PCJCT?LR�RM�RFCK�

^ $MNW�GQ�GLDMPKGLE�TGQGRMPQ�MD�UF?R�RM�CVNCAR�?LB�?JQM�RCJJGLE�RFC�QC?PAF
CLEGLC�QNGBCPQ�UF?R�RFC�N?EC�GQ�?@MSR�

EXERCISES

�� 8FCL�UPGRGLE�DMP�RFC�8C@�UFW�?PC�BCQAPGNRGTC�RGRJCQ�@CRRCP�RF?L�RGRJCQ
RF?R�NJ?W�ML�UMPBQ 

�� 8FW�BMCQ�8C@�AMNW�LCCB�RM�@C�C?QW�RM�PC?B 

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����)MU�*R�8MPIQ ���



14.3 Short Copy

LEARNING OBJECTIVE

�� ,LMU�UF?R�QFMPR�AMNW�GQ�?LB�FMU�GR�QFMSJB�@C�SQCB�GL�MLJGLC
AMNWUPGRGLE�

0LJGLC�AMNW�MDRCL�F?Q�MLJW�?�JGKGRCB�?KMSLR�MD�QN?AC�?LB�QFMPR�?KMSLR�MD�RGKC�RM
ECR�?�KCQQ?EC�?APMQQ�RM�TGQGRMPQ�?LB�CLRGAC�RFCK�RM�R?IC�?ARGML��5FGQ�GQ�CQNCAG?JJW
RPSC�MD�@?LLCP�?BTCPRGQGLE�?LBPPC� 	N?W�NCP�AJGAI
�?BTCPRGQCKCLRQ�ML�QC?PAF
CLEGLCQ�@SR�GR�GQ�?JQM�GQ�GKNMPR?LR�?APMQQ�?JJ�C.?PICRGLE�BGQAGNJGLCQ��5FC�KMQR
GKNMPR?LR�QFMPR�AMNW�MD�MLJGLC�K?PICRGLE�GQ�RFCcall to action (CTA)� �

Call to Action: Telling People What to Do

"�APSAG?J�CJCKCLR�RM�MLJGLC�AMNWUPGRGLE�GQ�RFC�$5"��6QCPQ�QA?L�8C@�N?ECQ�?LB�JMMI
DMP�AJSCQ�?Q�RM�UF?R�RM�BM��%MLfR�K?IC�RFCK�RFGLI��RCJJ�RFCK�UF?R�?ARGML�RM�NCPDMPK�

"�A?JJ�RM�?ARGML�GQ�?�QFMPR�BCQAPGNRGTC�GLQRPSARGML�RF?R�CVNJGAGRJW�RCJJQ�?�8C@�TGQGRMP
UF?R�RM�BM��#?LLCP�?BTCPRGQGLE�SQS?JJW�GLTMJTCQ�?�AJC?P�A?JJ�RM�?ARGML�?LB�GR�A?L�?JQM
@C�SQCB�GL�N?GB�QC?PAF�?BTCPRGQGLE��$?JJ�RM�?ARGML�AMNW�GQ�LMR�JGKGRCB�RM�QFMPR�AMNW�
C�K?GJ�LCUQJCRRCPQ�?LB�NPMKMRGMLQ�QFMSJB�?JQM�K?IC�SQC�MD�A?JJ�RM�?ARGML�?LB�UC
CTCL�QCC�RFCK�?JJ�MTCP�8C@�N?ECQ��$?JJQ�RM�?ARGML�QFMSJB�?JU?WQ�@C�?@MTC�RFC�DMJB�RM
BPGTC�?ARGML�

Note

6QC�?ARGTC�TCP@Q�DMP�QCLRCLACQ�GL�RFC�?ARGTC�TMGAC��5FGQ�QCLRCLAC�GQ�GL�RFC�?ARGTC
TMGAC��1?QQGTC�TCP@Q�A?L�@C�SQCB�@SR�RCLB�RM�K?IC�DMP�JCQQ�GLQRPSARGTC�AMNW�
1?QQGTC�TMGAC�GQ�@CGLE�SQCB�GL�RFGQ�QCLRCLAC�

"LW�RGKC�RF?R�RFCPC�GQ�?L�?ARGML�RF?R�WMS�U?LR�?�8C@�TGQGRMP�RM�R?IC�?�A?JJ�RM�?ARGML
QFMSJB�GLQRPSAR�RFC�TGQGRMP�UF?R�RM�BM��5FGQ�KC?LQ�SQGLEactive verbs� UFCL�WMS
UPGRC�?LB�AP?DRGLE�FWNCPJGLIQ�RM�@C�AJC?P�GLQRPSARGMLQ�RF?R�PCQML?RC�UGRF�WMSP
TGQGRMP�?R�C?AF�QRCN�GL�RFC�AMLTCPQGML�NPMACQQ�

�� "BTCPRGQGLE�ML�QC?PAF�CLEGLCQ�

�� 8MPBQ�SQCB�RM�CLAMSP?EC�?
NPMQNCAR�RM�R?IC�?�N?PRGASJ?P
?ARGML�

�� *L�?�A?JJ�RM�?ARGML�GR�GQ�RFC�UMPB
RF?R�AMLTCWQ�?ARGML�MP
@CF?TGMP�

$F?NRCP����0LJGLC�$MNWUPGRGLE

���



Passive Sentences

^ 8FCL�WMSP�C�K?GJ�F?Q�@CCL�PCACGTCB�?L�MPBCP�LSK@CP�UGJJ�@C
GQQSCB�

^ "�@GE�BGDDCPCLAC�A?L�@C�K?BC�GL�?�AFGJBfQ�JGDC�@W�BML?RGLE�RMB?W�
^ #W�HMGLGLE�MSP�B?R?@?QC�EPC?R�NPGXCQ�A?L�@C�UML�

Active Sentences

^ 4CLB�SQ�?L�C�K?GJ�?LB�UC�UGJJ�GQQSC�WMS�?L�MPBCP�LSK@CP�
^ 4GEL�SN�RM�MSP�LCUQJCRRCP�?LB�PCACGTC�GLRCPCQRGLE�K?PICRGLE�LCUQ�
^ %ML?RC�RMB?W�?LB�K?IC�?�BGDDCPCLAC�GL�?�AFGJBfQ�JGDC�
^ +MGL�MSP�B?R?@?QC�?LB�UGL�EPC?R�NPGXCQ�

"�QRPMLE�A?JJ�RM�?ARGML�PCQML?RCQ�UGRF�RFC�?ARGML�RF?R�RFC�TGQGRMP�LCCBQ�RM�R?IC�?Q
MNNMQCB�RM�RFC�RCAFLGA?J�DSLARGML�RF?R�GQ�NCPDMPKCB��'MP�CV?KNJC�GD�?�SQCP�F?Q
CLRCPCB�?L�C�K?GJ�?BBPCQQ�RM�QGEL�SN�RM�WMSP�C�K?GJ�LCUQJCRRCP�RFC�?ARGML�@SRRML
QFMSJB�Q?W�cQGEL�SNd�	UFGAF�GQ�UF?R�?�SQCP�SLBCPQR?LBQ
�?LB�LMR�cQS@KGRd�	UFGAF�GQ
RFC�B?R?@?QC�?ARGML
�

$MLQGBCP�UF?R�?ARGMLQ�KC?L�MDDJGLC�

^ 8GRF�C�K?GJ�LCUQJCRRCPQ�cQGEL�SNd�A?L�F?TC�TCPW�BGDDCPCLR
AMLLMR?RGMLQ�DPMK�cQS@QAPG@C�d

^ c4S@QAPG@Cd�GQ�TCPW�BGDDCPCLR�DPMK�cQS@QAPG@C�DMP�DPCC�d

8FCPC?Q�QS@QAPGNRGMLQ�AMLLMRC�PCESJ?PGRW�?Q�RM�RFC�RGKCQ�UFCL�LCUQJCRRCPQ�?PC�QCLR
	C�E��MLAC�?�UCCI�ML�?�N?PRGASJ?P�B?W�?R�?�N?PRGASJ?P�RGKC
�cQGEL�SNd�BMCQ�LMR�A?PPW
RFC�Q?KC�@SPBCL��5FCPC�GQ�MLJW�MLC�U?W�RM�ILMU�UF?R�A?JJ�RM�?ARGML�UMPIQ�@CQR�ML�?
8C@�N?EC�GL�?L�C�K?GJ�ML�?�@?LLCP�MP�GL�?L�?BTCPRGQCKCLR��RCQR�RCQR�RCQR��:MS
AMSJB�BM�RFGQ�@W�NCPDMPKGLE�"�#�QNJGR�RCQRQ�RM�QCC�UFGAF�$5"�BPGTCQ�RFC�KMQR�AJGAIQ
MP�?ARGMLQ�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���



Features and Benefits

8PGRGLE�AMKNCJJGLE�AMNW�KC?LQ�AMLTCWGLE�RM�PC?BCPQ�UFW�RFCW�QFMSJB�NCPDMPK�?L
?ARGML��8FGJCfeatures � K?W�QCCK�?JJ�GKNMPR?LR�WMS�LCCB�RM�AMKKSLGA?RC�RFC
benefits � MD�RFC�DC?RSPCQ�RM�RFC�SQCP�?Q�RFGQ�GQ�RFC�SJRGK?RC�BPGTCP�MD�?ARGML��'C?RSPCQ
?LB�@CLCDGRQ�?PC�BCQAPG@CB�?Q�DMJJMUQ�

^ Feature��"�NPMKGLCLR�?QNCAR�MD�?�NPMBSAR�MP�QCPTGAC�RF?R�A?L�NPMTGBC
@CLCDGR�RM�SQCPQ��*R�BCQAPG@CQ�UF?R�RFC�NPMBSAR�BMCQ�

^ Benefit ��5FC�NMQGRGTC�MSRAMKC�DMP�?�SQCP�RF?R�?�DC?RSPC�NPMTGBCQ��*R�A?L
@C�RFC�CKMRGML?J�AMKNMLCLR�MD�UF?R�RFC�SQCP�ECRQ�MSR�MD�RFC�NPMBSAR�

'C?RSPCQ�?LB�@CLCDGRQ�?PC�TCPW�BGDDCPCLR��'C?RSPCQ�?PC�UF?R�?PC�GKNMPR?LR�RM�RFC
AMKN?LW�RF?R�NPMTGBCQ�RFC�NPMBSAR�MP�QCPTGAC��#CLCDGRQ�?PC�UF?R�?PC�GKNMPR?LR�RM
RFMQC�UFM�BCAGBC�RM�SQC�RFC�NPMBSAR�MP�QCPTGAC��5FGQ�N?PR�MD�RFC�AMNW�AMSJB�@C�RFC
K?IC�MP�@PC?I�QCJJGLE�NMGLR�QM�@C�BGPCAR�?LB�GJJSQRP?RC�UFW�RFCW�QFMSJB�AFMMQC
WMSP�NPMBSAR�GLQRC?B�MD�WMSP�AMKNCRGRMPfQ�

'MP�CV?KNJC�AMLQGBCP�?�FMKC�CLRCPR?GLKCLR�QWQRCK��'C?RSPCQ�AMSJB�GLAJSBC
QSPPMSLB�QMSLB�?LB�?�J?PEC�DJ?R�QAPCCL�RCJCTGQGML��5FC�@CLCDGR�GQ�?�AGLCK?�OS?JGRW
CVNCPGCLAC�GL�WMSP�MUL�FMKC�

1CPQS?QGTC�UPGRGLE�K?ICQ�SQC�MD�DC?RSPCQ�@CLCDGRQ�?LB�?ARGTC�TCP@Q�RM�APC?RC
?NNC?JGLE�KCQQ?ECQ�DMP�WMSP�NCPQML?Q�Enjoy cinema-quality movie nights in your own
home with a surround sound home entertainment system�

#C�NCPQML?J�@C�BCQAPGNRGTC�?LB�GJJSQRP?RC�RF?R�RFCGP�LCCBQ�UGJJ�@C�KCR�?LB�CTCL
QSPN?QQCB�

PPC Advertisements

11$�?BTCPRGQCKCLRQ�F?TC�?�TCPW�JGKGRCB�QN?AC�?LB�TCPW�JGKGRCB�RGKC�RM�ECR�?
KCQQ?EC�?APMQQ�?Q�UCJJ�?Q�NJCLRW�MD�AMKNCRGRGML�DMP�?L�*LRCPLCR�SQCPfQ�?RRCLRGML�
5FCQC�DMSP�JGLCQ�MD�AMNW�LCCB�RM�UMPI�F?PB�RM�@C�AMLTGLAGLE�?LB�AMKNCJJGLE�RM
CLQSPC�?�RMN�PCRSPL�ML�GLTCQRKCLR�

11$�?BTCPRGQCKCLRQ�DMJJMU�RFC�Q?KC�@?QGA�QRPSARSPC��� "�NPMKGLCLR�?QNCAR�MD�?
NPMBSAR�RF?R�GQ�@CLCDGAG?J�RM
SQCPQ�

�� 5FC�NMQGRGTC�MSRAMKC�DMP�?�SQCP
RF?R�?�DC?RSPC�NPMTGBCQ�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���



Heading

"�FC?BGLE�GL�11$�?BTCPRGQGLE�JMMIQ�JGIC�RFC�DMJJMUGLE�

5UM�JGLCQ�MD�?BTCPRGQCKCLR�AMNW

8FGAF�A?L�@C�BGQNJ?WCB�ML�MLC�JGLC

UUU�%GQNJ?W63-�AMK

3CDCP�RM$F?NRCP����1?W�NCP�$JGAI�"BTCPRGQGLE�DMP�(MMEJCfQ�CBGRMPG?J�ESGBCJGLCQ�

8FCL�RFC�AMNW�MD�RFC�?BTCPRGQCKCLR�K?RAFCQ�RFC�SQCPfQ�QC?PAF�RCPK�RFMQC�UMPBQ
?PC�MDRCL�BGQNJ?WCB�GL�@MJB�GL�RFC�?BTCPRGQCKCLR��5FGQ�K?ICQ�RFC�?BTCPRGQCKCLR
KMPC�NPMKGLCLR�?LB�A?L�GKNPMTC�AJGAI�RFPMSEF�P?RCQ��5FGQ�GQ�?JQM�UFW�ICWUMPB
PCQC?PAF�GQ�TCPW�GKNMPR?LR�

'MP�CV?KNJC�GD�RFC�QC?PAF�RCPK�SQCB�U?Q�cPMQCQd�?L�?BTCPRGQCKCLR�UGRF�cPMQCQd�GL
RFC�AMNW�KGEFR�JMMI�JGIC�RFGQ�

3MQCQ�DMP�7?JCLRGLCfQ

"�BMXCL�PCB�PMQCQ�DMP�WMSP�JMTC�

'?QR�DPCC�BCJGTCPW�GL�34"�

UUU�DJMUCPQ�AM�X?�PMQCQ

6QGLE�ICWUMPBQ�GL�RFC�?BTCPRGQCKCLR�AMNW�A?L�FCJN�GKNPMTC�AJGAI�RFPMSEF�P?RCQ�
)MUCTCP�RFGQ�A?L�KC?L�UPGRGLE�RFMSQ?LBQ�MD�?BTCPRGQCKCLRQbMLC�DMP�C?AF
ICWUMPB�GL�RFC�11$�A?KN?GEL��5FC�N?GB�QC?PAF�?BTCPRGQGLE�NJ?RDMPKQ�F?TC�?�LC?R
RMMJ�RM�@WN?QQ�RFGQ�NPM@JCK�dynamic keyword insertion � �

�� *L�N?GB�QC?PAF�?BTCPRGQGLE�RFGQ
?JJMUQ�ICWUMPBQ�SQCB�GL
QC?PAFCQ�RM�@C�GLQCPRCB
?SRMK?RGA?JJW�GLRM
?BTCPRGQCKCLR�AMNW�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���

fwk-105454-ch07#fwk-105454-ch07


%WL?KGA�ICWUMPB�GLQCPRGML�?JJMUQ�DMP�RFC�QC?PAF�RCPK�SQCB�RM�@C�GLQCPRCB�GLRM�RFC
?BTCPRGQCKCLR�AMNW��5FGQ�KC?LQ�RF?R�WMS�A?L�UPGRC�MLC�?BTCPRGQCKCLR�?LB�CTCPW
RGKC�GR�?NNC?PQ�DMP�?�BGDDCPCLR�QC?PAF�RCPK�RF?R�QC?PAF�RCPK�UGJJ�@C�GLQCPRCB�GLRM
RFC�?BTCPRGQCKCLR��*L�RFC�AMNW�DMP�RFC�?BTCPRGQCKCLR�GR�JMMIQ�JGIC�RFGQ�

YICWUMPB�?JRCPL?RGTC�UMPBZ

5FC�@P?AICRQ�GLBGA?RC�RF?R�RFGQ�GQ�UFCPC�RFC�BWL?KGA�ICWUMPB�QFMSJB�EM��5FC
AMNWUPGRCP�?JQM�LCCBQ�RM�QCJCAR�?L�?JRCPL?RGTC�ICWUMPB�RM�QFMU�GD�RFC�QC?PAF�RCPK
SQCB�BMCQ�LMR�DGR�GLRM�RFC�QN?AC�?T?GJ?@JC�

(MMEJCfQ�RSRMPG?J�ML�BWL?KGA�ICWUMPB�GLQCPRGML�F?Q�RFC�DMJJMUGLE�CV?KNJCQ�RF?R
CVNJ?GL�RFGQ�@CQR�(MMEJC�c)MU�%M�*�6QC�,CWUMPB�*LQCPRGML d�RSRMPG?J�(MMEJC
"B8MPBQ�)CJN�$CLRCPFRRN���?BUMPBQ�EMMEJC�AMK�QSNNMPR�?U�@GL�
?LQUCP�NW FJ�CL�OSCPW�BIG�?LQUCP�������RWNC�D	?AACQQCB�+SLC��������
�

5FC�DMJJMUGLE�?BTCPRGQCKCLR�RCVR�GQ�APC?RCB�

Brand-New {KeyWord:Phones}

)SEC�QCJCARGML�MD�NFMLCQ��(PC?R�NPGACQ�

Y,CWUMPB�NFMLCQZ�GL�QRMAI��'PCC�QFGNNGLE�

UUU�#CQR%C?JCP�AMK

5FC�NPCTGMSQ�?BTCPRGQCKCLR�GQ�RFCL�QCCL�@W�QC?PAFCPQ�?Q�RFC�DMJJMUGLE�

"BTCPRGQCKCLR����,CWUMPB�nokia n90

Brand-New Nokia N90

)SEC�QCJCARGML�MD�NFMLCQ��(PC?R�NPGACQ�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���

http://adwords.google.com/support/aw/bin/answer.py?hl=en&query=dki&answer=74996&type=f
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Nokia n90 GL�QRMAI��'PCC�QFGNNGLE�

UUU�#CQR%C?JCP�AMK

"BTCPRGQCKCLR����,CWUMPB�samsung d500

Brand-New Samsung D500

)SEC�QCJCARGML�MD�NFMLCQ��(PC?R�NPGACQ�

Samsung D500GL�QRMAI��'PCC�QFGNNGLE�

UUU�#CQR%C?JCP�AMK

"BTCPRGQCKCLR����,CWUMPB�motorola razor silver

Brand-New Phones

)SEC�QCJCARGML�MD�NFMLCQ��(PC?R�NPGACQ�

PhonesGL�QRMAI��'PCC�QFGNNGLE�

UUU�#CQR%C?JCP�AMK

8GRF�JGKGRCB�UMPB�AMSLR�?T?GJ?@JC�GR�A?L�QCCK�?�B?SLRGLE�R?QI�RM�AMKKSLGA?RC
GLDMPK?RGML�RF?R�CLRGACQ�RFC�PGEFR�RP?DDGA�RM�AJGAI�RFPMSEF�?LB�RF?R�BGDDCPCLRG?RCQ
WMS�DPMK�WMSP�AMKNCRGRGML��5CQRGLE�T?PG?RGMLQ�MD�AMNW�GQ�RFC�@CQR�U?W�RM�BCRCPKGLC
UF?R�UMPIQ�@CQR�DMP�WMSP�A?KN?GEL�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���



KEY TAKEAWAYS

^ 5FC�A?JJ�RM�?ARGML�GQ�?�QFMPR�BCQAPGNRGTC�GLQRPSARGML�RF?R�CVNJGAGRJW�RCJJQ�?
8C@�TGQGRMP�UF?R�RM�BM�

^ 11$�?BTCPRGQCKCLRQ�F?TC�?�TCPW�JGKGRCB�QN?AC�RM�ECR�?�KCQQ?EC�?APMQQ�QM
RFGQ�AMNW�KSQR�@C�CDDCARGTCJW�UPGRRCL�

^ %WL?KGA�ICWUMPB�GLQCPRGML�UGJJ�FCJN�K?IC�11$�AMNW�KMPC�CDDCARGTC�
^ 5CQRGLE�BGDDCPCLR�T?PG?RGMLQ�MD�RFC�AMNW�GQ�RFC�@CQR�U?W�RM�DGLB�MSR�UF?R

UMPIQ�@CQR�DMP�WMSP�A?KN?GEL�

EXERCISE

�� 7GQGR�?�QC?PAF�CLEGLC�?LB�DGLB�QMKC�CV?KNJCQ�MD�11$�?BTCPRGQCKCLR
AMNW��&T?JS?RC�RFC�BGDDCPCLR�RWNCQ�MD�AMNW�?LB�FMU�RFCW�?PC�UPGRRCL��%M
WMS�RFGLI�RFCW�?PC�CDDCARGTC�DMP�RFC�ICWUMPB�SQCB �'GLB�?L�CV?KNJC�MD
MLC�RF?R�K?W�LMR�@C�CDDCARGTC��*LBGA?RC�FMU�WMS�UMSJB�PCUPGRC�RFC�AMNW
QM�RF?R�GR�UMSJB�NCPDMPK�@CRRCP�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����4FMPR�$MNW ���



14.4 Long Copy

LEARNING OBJECTIVE

�� ,LMU�UF?R�JMLE�AMNW�GQ�?LB�FMU�GR�QFMSJB�@C�SQCB�GL�MLJGLC�AMNWUPGRGLE�

0LJGLC�AMNWUPGRGLE�GQ�LMR�HSQR�?@MSR�QFMPR�QF?PN�A?JJ�RM�?ARGML�AMNW��FMUCTCP�8C@
SQCPQ�RCLB�RM�QA?L�N?ECQ�OSGAIJW�RM�BCRCPKGLC�UFCRFCP�MP�LMR�RFCW�UGJJ�PC?B�DSPRFCP�
&TCL�UFCL�UPGRGLE�JMLECP�AMNW�WMS�LCCB�RM�R?IC�RFGQ�GLRM�AMLQGBCP?RGML�

-MLECP�MLJGLC�AMNW�?JJMUQ�WMS�RM�DMQRCP�?�PCJ?RGMLQFGN�UGRF�?�PC?BCP�UFCRFCP�GR�GQ
ML�?�@JME�RFPMSEF�C�K?GJ�AMKKSLGA?RGMLQ�MP�RFPMSEF�?PRGAJCQ�?LB�LCUQ�PCJC?QCQ�
8GRF�KMPC�UMPBQ�?LB�QN?AC�?T?GJ?@JC�RM�SQC�WMS�?PC�?@JC�RM�CQR?@JGQF�?�TMGAC�?LB�?
NCPQML?JGRW�RM�K?IC�WMSP�AMNW�KMPC�AMLTGLAGLE�?LB�NCPQML?J�

Getting Read: Titles and Subject Lines

5GRJCQ�?LB�QS@HCAR�JGLCQ�?PC�RFCPC�DMP�?�TCPW�GKNMPR?LR�PC?QML��RFCW�GLDMPK�PC?BCPQ
UFCRFCP�MP�LMR�RFCW�?PC�JGICJW�RM�U?LR�RM�PC?B�DSPRFCP�@W�EGTGLE�?�QLC?I�NPCTGCU
GLRM�UF?R�GQ�RM�AMKC�GL�RFC�?PRGAJC��5FCW�?PC�RFC�E?RCU?W�RM�WMSP�AMLRCLR�

$MLQGBCP�RFC�DMJJMUGLE�RUM�RGRJCQ�

^ (SGBC�RM�0LJGLC�$MNWUPGRGLE
^ 5CL�4RCNQ�RM�8PGRGLE�0LJGLC�$MNW�5F?R�4CJJQ

5FC�QCAMLB�RGRJC�AMLTCWQ�KMPC�GLDMPK?RGML�RM�RFC�PC?BCP�RF?R�FCJNQ�RFC�PC?BCP
BCAGBC�RM�PC?B�DSPRFCP��.GLMP�UMPB�K?LGNSJ?RGML�RF?R�RCJJQ�RFC�PC?BCP�FMU�FC�MP�QFC
UGJJ�@CLCDGR�DPMK�PC?BGLE�RF?R�AMLRCLR�A?L�K?IC�?�FSEC�BGDDCPCLAC�

4S@HCAR�JGLCQ�?PC�JGIC�RGRJCQ�DMP�C�K?GJQ�?LB�A?L�K?IC�RFC�BGDDCPCLAC�@CRUCCL�?L�C�
K?GJ�@CGLE�BCJCRCB�GLQR?LRJW�?LB�@CGLE�MNCLCB�?LB�PC?B��4S@HCAR�JGLCQ�?JQM�UMPI
F?LB�GL�F?LB�UGRF�RFC�cDPMKd�DGCJB�MD�?L�C�K?GJ��#MRF�DGCJBQ�SQS?JJW�?NNC?P�QGBC�@W
QGBC�GL�?L�GL�@MV�?LB�?PC�SQCB�RM�BCRCPKGLC�PCJCT?LAC�D?KGJG?PGRW�?LB�RPSQR�

6QC�?�AMLQGQRCLR�?LB�C?QW�RM�PCAMELGXCsender alias� bRFC�cDPMKd�DGCJBbQM�RF?R
PC?BCPQ�A?L�PCAMELGXC�WMSP�C�K?GJQ�C?QGJW��8GRF�D?KGJG?PGRW�?LB�RPSQR�CQR?@JGQFCB

�� 5FC�L?KC�RF?R�GQ�AFMQCL�RM
?NNC?P�GL�RFC�QCLBCP�MP�cDPMKd
DGCJB�MD�?L�C�K?GJ�

$F?NRCP����0LJGLC�$MNWUPGRGLE

���



SQGLE�RFGQ�DGCJB�RFC�QS@HCAR�JGLC�A?L�@C�SQCB�KMPC�APC?RGTCJW�?JJMUGLE�WMS�RM�@SGJB
ML�RFC�?JPC?BW�CQR?@JGQFCB�PCJ?RGMLQFGNQ�UGRF�WMSP�PC?BCPQ�

"Q�UGRF�?�RGRJC�SQC�RFC�QS@HCAR�JGLC�RM�K?IC�AJC?P�UF?R�RFC�C�K?GJ�GQ�?@MSR��'MP
CV?KNJC�GD�RFCPC�GQ�?�NPMKMRGML�GL�RFC�C�K?GJ�AMLQGBCP�NSRRGLE�GR�GL�RFC�QS@HCAR�JGLC
?Q�UCJJ�

5GRJCQ�FC?BJGLCQ�?LB�QS@HCAR�JGLCQ�LCCB�RM�@C�@MRF�NCPQS?QGTC�?LB�CLRGAGLE�
$MLQGBCP�UF?R�LCCB�WMSP�AMNW�GQ�KCCRGLE�DMP�WMSP�PC?BCPQ�?LB�CVNPCQQ�RF?R�DGPQR��#C
FMLCQR�?LB�QRP?GEFRDMPU?PB�?LB�LCTCP�KGQPCNPCQCLR�RFC�AMLRCLR�MD�?L�C�K?GJ�?Q�RFGQ
UGJJ�NPCTCLR�PC?BCPQ�DPMK�MNCLGLE�RFCK�GL�RFC�DSRSPC�

Copywriting for Search Engine Optimization

"Q�UCJJ�?Q�RFC�AMNW�ML�RFC�8C@�N?EC�)5.-�	FWNCPRCVR�K?PISN�J?LES?EC
�R?EQ�?LB
KCR?B?R?�?PC�?JQM�SQCB�@W�?search engine optimization (SEO)� AMNWUPGRCP��*L
?BBGRGML�RM�?QQGQRGLE�WMS�UGRF�QRPSARSPGLE�WMSP�AMLRCLR�RFCQC�R?EQ�GLBGA?RC
PCJCT?LAW�?LB�AMLRCVR�RM�QC?PAF�CLEGLCQ��4MKC�MD�RFC�R?EQ�?PC�SQCB�@W
QAPCCLPC?BCPQ�?LB�QM�RFCW�?QQGQR�TGQGRMPQ�UGRF�BGQ?@GJGRGCQ�RM�?AACQQ�WMSP�AMLRCLR�
5FC�KCR?�BCQAPGNRGML�A?L�?JQM�@C�SQCB�@W�QC?PAF�CLEGLCQ�ML�RFC�QC?PAF�CLEGLC
PCQSJRQ�N?ECQ�	SERPs�� 
�

"�ICWUMPB�PCDCPQ�RM�RFC�UMPB�MP�UMPBQ�RF?R�?PC�SQCB�GL�?�QC?PAF�OSCPW�ML�?�QC?PAF
CLEGLC��.SJRGUMPB�ICWUMPBQ�?PC�QMKCRGKCQ�PCDCPPCB�RM�?Q�ICW�NFP?QCQ�

5FC�DGPQR�QRCN�GL�4&0�AMNWUPGRGLE�GQkeyword research ��)?TGLE�GBCLRGDGCB�RFC
RFCKCQ�MD�WMSP�8C@�QGRC�?LB�8C@�N?ECQ�ICWUMPB�PCQC?PAF�QFMSJB�@C�SQCB�RM
GBCLRGDW�UF?R�ICWUMPBQ�WMSP�R?PECR�?SBGCLAC�SQCQ�UFCL�QC?PAFGLE�DMP�WMS�

&?AF�N?EC�QFMSJB�@C�MNRGKGXCB�DMP�?�NPGK?PW�ICW�NFP?QC�?LB�A?L�@C�MNRGKGXCB�DMP�?
QCAMLB?PW�?LB�RCPRG?PW�ICW�NFP?QC�?Q�UCJJ��6QS?JJW�?�8C@�N?EC�GQ�MNRGKGXCB�DMP
RFPCC�ICW�NFP?QCQ�@SR�A?L�@C�MNRGKGXCB�DMP�SN�RM�DGTC�	RFMSEF�MLJW�GD�RFC�N?EC�GQ
TCPW�JMLE
��"LW�KMPC�RF?L�RF?R�?LB�WMS�?PC�@CRRCP�MDD�APC?RGLE�LCU�LGAFC�8C@
N?ECQ�

*L $F?NRCP����4C?PAF�&LEGLC�0NRGKGX?RGML��RFCPC�GQ�KMPC�BCR?GJ�ML�RFC�NPMACQQ�MD
ICWUMPB�BGQAMTCPW�?LB�ICWUMPB�QCJCARGML�

5FC�DMJJMUGLE�?PC�ESGBCJGLCQ�DMP�SQGLE�ICW�NFP?QCQ�ML�?�8C@�N?EC�

�� "GKGLE�RM�GKNPMTC�P?LIGLEQ�GL
QC?PAF�CLEGLCQ�

��� 8F?R�WMS�QCC�UFCL�WMS
NCPDMPK�?�QC?PAF�ML�?�QC?PAF
CLEGLC�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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3CKCK@CP�RF?R�C?AF�N?EC�ML�?�8C@�QGRC�KSQR�F?TC�?�SLGOSC�63-�	SLGDMPK�PCQMSPAC
JMA?RMP
�RGRJC�KCR?�ICWUMPBQ�?LB�KCR?�BCQAPGNRGML�

Note

&?AF�N?EC�ML�?�8C@�QGRC�KSQR�F?TC�?�SLGOSC�63-�RGRJC�KCR?�ICWUMPBQ�?LB
KCR?�BCQAPGNRGML�

Page URL

5FC�K?GL�ICW�NFP?QC�DMP�RFC�N?EC�QFMSJB�@C�SQCB�GL�RFC�63-�DMP�RFC�N?EC��0DRCL�RFC
63-�GQ�ECLCP?RCB�DPMK�RFC�N?EC�RGRJC�QM�SQGLE�RFC�ICW�NFP?QC�GL�RFC�N?EC�RGRJC
QFMSJB�CLQSPC�RF?R�GR�GQ�GL�RFC�63-�?Q�UCJJ��5FGQ�?JQM�FCJNQ�PC?BCPQ�RM�EJ?LAC�?R�RFC
63-�?LB�ECR�?L�GBC?�UF?R�RFCW�?PC�PC?BGLE�?@MSR�

Page Title

5FC�N?EC�RGRJC�?NNC?PQ�?R�RFC�RMN�MD�?�SQCPfQ�@PMUQCP�?LB�QFMSJB�@C�?@JC�RM�RCJJ�RFC
SQCP�	?LB�RFC�QC?PAF�CLEGLC�QNGBCPQ�MD�AMSPQC
�UF?R�RFC�K?GL�RFCKC�MD�RFC�N?EC�GQ�
5FC�N?EC�RGRJC�GQ�JGKGRCB�RM�QGVRW�QGV�AF?P?ARCPQ�	GLAJSBGLE�QN?ACQ
��5FC�ICW�NFP?QC
QFMSJB�@C�SQCB�?Q�AJMQC�RM�RFC�@CEGLLGLE�MD�RFC�RGRJC�?Q�NMQQG@JCbICCNGLE�GR�PCJCT?LR
?LB�GLRCPCQRGLE�

Meta Description

5FC�KCR?�BCQAPGNRGML�GQ�?�QFMPR�N?P?EP?NF�BCQAPG@GLE�RFC�N?EC�AMLRCLR��5FGQ
QSKK?PW�GQ�SQS?JJW�QFMUL�ML�RFC�4&31Q�GD�GR�AMLR?GLQ�RFC�QC?PAF�RCPK�QC?PAFCB�DMP
UFGAF�KC?LQ�RF?R�GR�LCCBQ�RM�CLRGAC�SQCPQ�RM�AJGAI�RFPMSEF��5FC�QNGBCPQ�SQC�RFC�KCR?
BCQAPGNRGML�RM�BCBSAC�RFC�RMNGA�MD�RFC�N?EC�?LB�RFC�SQC�MD�R?PECRCB�ICW�NFP?QCQ�GQ
GKNMPR?LR�FCPC��$MNW�GQ�JGKGRCB�RM�LM�KMPC�RF?L�����AF?P?ARCPQ�	GLAJSBGLE�QN?ACQ
�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����-MLE�$MNW ���



Note

,CWUMPB�QRSDDGLE�PCDCPQ�RM�NSRRGLE�RMM�K?LW�ICWUMPBQ�GLRM�RFC�KCR?�ICWUMPBQf
R?EEGLE�?LB�SQGLE�ICWUMPBQ�RF?R�?PC�LMR�PCJCT?LR�RM�RFC�8C@�N?EC��4C?PAF
CLEGLCQ�A?L�NCL?JGXC�RFGQ�?Q�?�QN?K�NP?ARGAC�

Meta Keywords

5FC�KCR?�ICWUMPBQ�?PC�?�JGQR�MD�RFC�UMPBQ�?LB�NFP?QCQ�RF?R�?PC�GKNMPR?LR�ML�?�8C@
N?EC��5FC�SQC�MD�R?PECRCB�ICW�NFP?QCQ�GQ�GKNMPR?LR�FCPC�@SR�PCKCK@CP��LM�ICWUMPB
QRSDDGLE��5FC�KCR?�ICWUMPBQ�?PC�JGKGRCB�RM�RUM�FSLBPCB�AF?P?ARCPQ�	GLAJSBGLE
QN?ACQ
��5?IC�RGKC�RM�AMLQGBCP�FMU�RM�K?IC�RFGQ�PCJCT?LR�?Q�UCJJ�?Q�AMLTGLAGLE
CLMSEF�RM�ECR�?�QC?PAFCP�RM�AJGAI�ML�WMSP�N?EC�GLQRC?B�MD�WMSP�AMKNCRGRMPfQ�

Headings and Subheadings

4NGBCPQ�?QQGEL�KMPC�PCJCT?LAC�RM�RFC�RCVR�SQCB�GL�FC?BGLEQ�QM�GR�GQ�GKNMPR?LR�RM�SQC
WMSP�ICW�NFP?QCQ�GL�RFC�FC?BGLEQ�ML�WMSP�N?EC��*R�?JQM�FCJNQ�RM�QRPSARSPC�WMSP
AMLRCLR�

)C?BGLE�QRPSARSPCQ�GLAJSBC�RFC�DMJJMUGLE�

�F��1?EC�FC?BGLE��8F?R�RFC�N?EC�AMLRCLR�GQ�?@MSR��F��

�F��4S@FC?BGLEQ��c$F?NRCPQd�MD�AMLRCLR�@PC?IBMUL��F��

�F��*LDMPK?RGML�SLBCP�RFC�QS@FC?BGLEQ��&J?@MP?RGML�MD�K?GL�FC?BGLEQ�?LB�KMPC
BCR?GJ��F��

)?TGLE�?�EMMB�FC?BGLE�FGCP?PAFW�GQ�GKNMPR?LR�?Q�QNGBCPQ�SQC�GR�RM�KMTC�RFPMSEF
WMSP�N?EC��5FC�FGCP?PAFW�GLBGA?RCQ�UF?R�GQ�KMPC�GKNMPR?LR�?LB�FMU�RFC�AMLRCLR�GQ
@PMICL�SN��*R�?JQM�K?ICQ�GR�C?QGCP�DMP�RFC�PC?BCP�RM�R?IC�GL�WMSP�AMLRCLR�GD�GR�GQ
?PP?LECB�GL�?�U?W�RF?R�K?ICQ�QCLQC�RM�FCP�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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Page Copy

5FC�LSK@CP�MD�RGKCQ�WMS�SQC�RFC�ICW�NFP?QCQ�GQ�CLRGPCJW�BCNCLBCLR�ML�FMU�JMLE�RFC
N?EC�MD�AMNW�GQ��:MS�U?LR�RM�MNRGKGXC�RFC�N?EC�DMP�RFC�ICW�NFP?QCQ�UGRFMSR�RFCGP�SQC
@CGLE�MTCPR�

'MP�4&0�CDDCARGTCLCQQ�?�N?EC�MD�8C@�AMNW�QFMSJB�LMR�@C�JCQQ�RF?L�����UMPBQ��0L�?
����UMPB�N?EC�WMS�AMSJB�SQC�RFC�NPGK?PW�ICW�NFP?QC�CGEFR�RGKCQ�	RFGQ�GLAJSBCQ�SQC
GL�KCR?B?R?�FC?BGLEQ�RGRJC�?LB�@MBW�AMNW
�?LB�RFC�QCAMLB?PW�ICW�NFP?QC�DMSP
RGKCQ�

Discussion

8FW�QFMSJB�WMS�?TMGB�PCOSGPGLE�RFC�SQCP�RM�QAPMJJ�K?LW�RGKCQ�RM�PC?B�?�N?EC�MD
AMLRCLR 

5FC�?TCP?EC�8C@�N?EC�QFMSJB�LMR�@C�QM�JMLE�RF?R�RFC�SQCP�LCCBQ�RM�QAPMJJ�?LB�QAPMJJ
RM�ECR�RM�RFC�CLB�MD�GR��*D�WMS�DGLB�RFC�N?EC�GQ�ECRRGLE�CVACNRGML?JJW�JMLE�AMLQGBCP
@PC?IGLE�GR�GLRM�BGDDCPCLR�QCARGMLQ��5FGQ�U?W�WMS�AMSJB�?BB�KMPC�N?ECQ�MD�MNRGKGXCB
AMNW�DMASQCB�ML�MLC�RFCKC�GLQRC?B�MD�MLC�TCPW�JMLE�N?EC��5FGQ�?JQM�?JJMUQ�DMP�WMS
RM�MNRGKGXC�N?ECQ�DMP�KMPC�ICWUMPBQ�R?PECRGLE�T?PGMSQ�QC?PAF�OSCPGCQ�

Links to Your Optimized Page

5FC�RCVR�SQCB�RM�JGLI�DPMK�MLC�N?EC�RM�?LMRFCP�GQ�AMLQGBCPCB�GKNMPR?LR�@W�RFC
QC?PAF�CLEGLC�QNGBCPQ�QM�RPW�RM�CLQSPC�RF?R�WMSP�ICW�NFP?QC�GQ�SQCB�UFCL�JGLIGLE�RM
RFC�MNRGKGXCB�N?EC��5FC�?LAFMP�RCVR�MD�JGLIQ�QFMSJB�GLAJSBC�RFC�ICW�NFP?QC�MD�RFC
N?EC�@CGLE�JGLICB�RM�?LB�LMR�RFC�N?EC�@CGLE�JGLICB�DPMK�

Images: Alt Text and Title Tags

"JR�RCVR�PCDCPQ�RM�RFC�c?JRd�?RRPG@SRC�DMP�RFC�*.(�)5.-�	GK?EC�)5.-�CJCKCLR
�R?E�
RFGQ�GQ�RFC�RCVR�RF?R�?NNC?PQ�GL�RFC�A?NRGML��*R�GQ�SQCB�GL�)5.-�RM�?RRPG@SRC�?�RCVR
DGCJB�RM�?L�GK?EC�ML�?�8C@�N?EC�LMPK?JJW�UGRF�?�BCQAPGNRGTC�DSLARGML�RCJJGLE�?�SQCP
UF?R�?L�GK?EC�GQ�?@MSR�?LB�BGQNJ?WGLE�RFC�RCVR�GL�GLQR?LACQ�UFCPC�RFC�GK?EC�GQ
SL?@JC�RM�JM?B��8FGJC�RFGQ�GQ�F?LBW�DMP�PC?BCPQ�UC�?JQM�BM�GR�DMP�?LMRFCP�PC?QML�
QC?PAF�CLEGLC�QNGBCPQ�A?LfR�PC?B�GK?ECQ�@SR�RFCW�A?L�PC?B�RFC�?JR�RCVR��5FC�GK?EC
RGRJC�R?E�GQ�UF?R�QFMUQ�UFCL�WMS�FMTCP�UGRF�WMSP�KMSQC�MTCP�?L�GK?EC�?LB�A?L�?JQM

$F?NRCP����0LJGLC�$MNWUPGRGLE
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@C�PC?B�@W�RFC�QC?PAF�CLEGLC�QNGBCP��*R�?JQM�?NNC?PQ�ML�?�N?EC�UFCPC�GK?ECQ�K?W
F?TC�@CCL�@JMAICB�MP�R?IC�RGKC�RM�JM?B�

Neologisms and Buzzwords

4MKCRGKCQ�RFC�8MPJB�8GBC�8C@�GQ�PCDCPPCB�RM�?Q�RFC�c8GJB�8GJB�8C@d�?Q�GR�A?L
QCCK�RM�@C�?L�CLTGPMLKCLR�UFCPC�?LWRFGLE�EMCQ��5FC�CTCP�CVN?LBGLE�LSK@CPQ�MD
QMAG?J�KCBG?�N?PRGAGN?LRQ�NJ?W�D?QR�?LB�JMMQC�UGRF�EP?KK?P�

8GRF�LCU�QCPTGACQ�?LB�NPMBSARQ�@CGLE�BCTCJMNCB�B?GJW�GR�A?L�DCCJ�JGIC�RFC�JGQR�MD�LCU
UMPBQ�?LB�RFC�LCU�U?WQ�RM�SQC�UMPBQ�GQ�@SGJBGLE�D?QRCP�RF?L�WMS�A?L�ICCN�SN�UGRF
GR��%GARGML?PGCQ�?LB�PCDCPCLAC�ESGBCQ�ACJC@P?RC�RFGQ�PCESJ?PJW�UGRF�?�cUMPB�MD�RFC
WC?Pd�SQS?JJW�MLC�RF?R�F?Q�@CCL�GL�FC?TW�SQC�@W�RFC�*LRCPLCR�?SBGCLAC�DMP�RFC�RFPCC
WC?PQ�NPCACBGLE�GRQ�CLRP?LAC�GLRM�?�BGARGML?PW�

'MP�CV?KNJC�GL������cSLDPGCLBd�U?Q�TMRCB�RFC�UMPB�MD�RFC�WC?P�@W�RFC�CBGRMPQ�MD
RFCNew Oxford American Dictionary�UFGJC�cU��Rd�F?B�GRQ�B?W�GL������UFCL�GR�U?Q
DC?RSPCB�MLMerriam-WebsterfQ�QCJCARGML�DMP�UMPB�MD�RFC�WC?P�

Note

'GPCDMV�GQ�?�DPCC�MNCL�QMSPAC�@PMUQCP�BCTCJMNCB�@W�RFC�.MXGJJ?�'MSLB?RGML��"Q
UCJJ�?Q�F?TGLE�GKNPMTCB�?LB�Q?DCP�@PMUQGLE�WMS�A?L�BMULJM?B�CVRCLQGMLQ�RF?R
JCR�WMS�ASQRMKGXC�WMSP�@PMUQCP��:MS�A?L�BMULJM?B�GR�DMP�DPCC�DPMK
FRRN���UUU�KMXGJJ?�MPE�

0LJGLC�QCPTGACQ�A?L�OSGAIJW�@CAMKC�TCP@Q�GL�CTCPWB?W�J?LES?EC�QM�UC�R?JI�MD
cEMMEJGLE�QMKCRFGLEd�GLQRC?B�MD�cQC?PAFGLE�ML�(MMEJCd�?LB�MD�cDPGCLBGLE�QMKCMLCd
ML�'?AC@MMI�P?RFCP�RF?L�c?BBGLE�QMKCMLC�?Q�?�'?AC@MMI�DPGCLB�d

"JU?WQ�PCKCK@CP�RM�R?GJMP�WMSP�AMLRCLR�RM�WMSP�R?PECR�?SBGCLAC��*D�WMSP�AMLRCLR�GQ
?GKCB�?R�ASRRGLE�CBEC�C?PJW�?BMNRCPQ�RFCL�JGRRCP�GR�UGRF�RFC�J?RCQR�@SXX�UMPBQ��*D
WMSP�?SBGCLAC�BMCQ�LMR�ILMU�RFC�BGDDCPCLAC�@CRUCCL�'GPCDMV�?LB�*LRCPLCR�&VNJMPCP
RFCL�@C�A?SRGMSQ�UFCL�SQGLE�MLC�MD�RFCQC�LCU�UMPBQ�

6QCPQ�BGAR?RC�RFC�BGPCARGML�?LB�AMLRCLR�MD�WMSP�AMNW��*RfQ�SN�RM�WMS�RM�K?IC�GR�UMPRF
RFC�PC?B�

$F?NRCP����0LJGLC�$MNWUPGRGLE
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A Brief Synopsis on the Process of Writing

5FC�DMJJMUGLE�GQ�?�@PGCD�JGQR�MD�RFC�QRCNQ�DMP�UPGRGLE�MLJGLC�AMNW�

�� 3CQC?PAF�?LB�SLBCPQR?LB�WMSP�?SBGCLAC�
�� &QR?@JGQF�WMSP�RMLC�SQGLE�AMNW�ESGBCJGLCQ�
�� &QR?@JGQF�WMSP�@SQGLCQQ�M@HCARGTCQ�	UF?R�WMSP�AMNW�?GKQ�RM�?AFGCTC
�
�� $MLACNRS?JGXC�RFC�?LEJC�WMS�UGJJ�R?IC�RM�ECR�RFGQ�?APMQQ�GL�WMSP�AMNW

?LB�KCCR�WMSP�@SQGLCQQ�M@HCARGTCQ�
�� 8PGRC�RFC�DP?KCUMPI�RF?R�GQ�RFC��F���R?EQ�RF?R�UGJJ�BGAR?RC�RFC

FGCP?PAFW�MD�RFC�AMLRCLR�?Q�UCJJ�?Q�?�NMUCPDSJ�RGRJC��5FCL�CJ?@MP?RC�GL
RFC�@MBW�MD�RFC�AMNW�SLBCP�RFC�QS@FC?BGLEQ�

Things to Avoid

&TCL�GD�WMS�?PC�?�@PGJJG?LR�AMNWUPGRCP�RFC�KMKCLR�WMS�QRMN�QRGAIGLE�RM�MLJGLC�AMNW
PSJCQ�?LB�PCESJ?RGMLQ�WMSP�UPGRGLE�UGJJ�FMJB�TCPW�JGRRJC�UCGEFR�ML�RFC�QC?PAF�CLEGLC�
5FCQC�?PC�QMKC�MD�RFC�CV?KNJCQ�MD�@?B�NP?ARGAC�RF?R�A?L�F?TC�QMKC�TCPW�QCPGMSQ
PCNCPASQQGMLQ�

^ Keyword stuffing ��*D�WMS�RPW�RM�QOS?QF�RMM�K?LW�R?PECRCB�NFP?QCQ�MP
ICWUMPBQ�GLRM�?�NGCAC�MD�AMNW�RFC�QC?PAF�CLEGLC�QNGBCPQ�UGJJ
GKKCBG?RCJW�NGAI�RFGQ�SN�?LB�WMS�UGJJ�QR?LB�RFC�AF?LAC�MD�@CGLE�UGNCB
PGEFR�MDD�RFC�4&31Q��,CWUMPB�QRSDDGLE�K?ICQ�AMNW�QMSLB�DMPACB�?LB
SLL?RSP?J�?LB�GQ�SLNJC?Q?LR�RM�PC?B��4RGAI�RM�PCJCT?LR�AMLRCLR�RF?R
MDDCPQ�RFC�PC?BCPQ�PC?J�T?JSC��RFGQ�UGJJ�L?RSP?JJW�?RRP?AR�JGLIQ�?LB
TGQGRMPQ�

^ Misrepresented titles ��5GRJCQ�?PC�MDRCL�RFC�DGPQR�RMSAF�NMGLRQ�RF?R
PC?BCPQ�AMKC�?APMQQ�@CDMPC�BCAGBGLE�RM�NSPQSC�?�N?EC�MD�AMNW�
5FCPCDMPC�RFCW�LCCB�RM�CLAMKN?QQ�UF?R�RFC�N?EC�GQ�?@MSR�?LB�ECR�RFC
EGQR�MD�RFC�AMLRCLR��#C�QSPC�RM�@C�RPSC�RM�WMSP�RGRJC��MRFCPUGQC�PC?BCPQ
UGJJ�DCCJ�AFC?RCB�?LB�R?ICL�?BT?LR?EC�MD�?LB�RFCPC�GQ�?�QRPMLE�AF?LAC
RF?R�RFCW�UGJJ�LMR�U?LR�RM�TGQGR�?E?GL��.GQPCNPCQCLRCB�RGRJCQ�@PCCB
KGQRPSQRb?TMGB�RFGQ�?R�?JJ�AMQRQ�

^ Irrelevant content ��/M�PC?BCP�U?LRQ�RM�EM�RFPMSEF�RFC�KGQQGML�MD
QC?PAFGLE�?�QC?PAF�CLEGLC�MLJW�RM�J?LB�ML�?�N?EC�RF?R�F?Q�LM�PCJCT?LAC
RM�FGK��:MSP�AMLRCLR�UGJJ�@C�QCCL�?Q�U?DDJC�?LB�WMS�UGJJ�JMQC�?SRFMPGRW
?Q�?�APCBG@JC�QMSPACbGL�D?AR�WMS�UGJJ�NPM@?@JW�AF?QC�K?LW�TGQGRMPQ
?U?W�
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KEY TAKEAWAYS

^ $MNWUPGRGLE�DMP�4&0�GLTMJTCQ�MNRGKGXGLE�AMNW�DMP�QCJCAR�ICW�NFP?QCQ�GL
MPBCP�RM�EGTC�AMLRCVR�RM�QC?PAF�CLEGLCQ��"�N?EC�A?L�@C�MNRGKGXCB�DMP�SN
RM�DGTC�ICW�NFP?QCQ�@SR�GR�GQ�SQS?JJW�MNRGKGXCB�DMP�RFPCC�MD�RFCK��4&0
AMNWUPGRGLE�GLTMJTCQ�RFC�KCR?B?R?�?LB�RGRJC�R?EQ�?Q�UCJJ�?Q�RFC�AMNW�RF?R
GQ�PC?B�ML�?�N?EC�

^ 5FC�BWL?KGA�L?RSPC�MD�RFC�*LRCPLCR�KC?LQ�RF?R�LCU�UMPBQ�?PC�CLRCPGLE
?�SQCPfQ�TMA?@SJ?PW�CTCPW�B?W��'MP�@CQR�AMNWUPGRGLE�ILMU�WMSP�?SBGCLAC
?LB�SQC�RFC�J?LES?EC�RF?R�PCQML?RCQ�KMQR�QRPMLEJW�UGRF�RFCK�

EXERCISES

�� 8FW�QFMSJB�SQCPQ�BGAR?RC�WMSP�AMLRCLR �-GQR�QMKC�U?WQ�RF?R�SQCPQf�LCCBQ
BCRCPKGLC�AMLRCLR�

�� 'MP�QMKC�PC?J�MLJGLC�AMNWUPGRGLE�NP?ARGAC�AFMMQC�?L�?PRGAJC�GL�?
K?E?XGLC�MP�LCUQN?NCP�?LB�PCUPGRC�GR�DMP�?L�*LRCPLCR�?SBGCLAC�

$F?NRCP����0LJGLC�$MNWUPGRGLE

�����-MLE�$MNW ���



14.5 Reference

3?LB�'GQFIGLThe BeginnerÕs Guide to SEO�4&0KMX�'C@PS?PW��������
FRRN���UUU�QCMKMX�MPE�?PRGAJC�@CEGLLCPQ�ESGBC�RM�QC?PAF�CLEGLC�MNRGKGX?RGML
	?AACQQCB�"NPGJ�������
�

$F?NRCP����0LJGLC�$MNWUPGRGLE

���

http://www.seomoz.org/article/beginners-guide-to-search-engine-optimization
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15.1 Introduction

1GARSPC�RFC�QACLC��WMSfTC�MNCLCB�SN�?�LCU�D?QFGML�PCR?GJ�MSRJCR�GL�RFC�RPCLBGCQR
QFMNNGLE�ACLRCP�GL�RMUL��:MSfTC�QNCLR�?�QK?JJ�DMPRSLC�ML�?BTCPRGQGLE�?LB�@P?LBGLE�
:MSfTC�EMLC�RM�EPC?R�JCLERFQ�RM�CLQSPC�RF?R�WMSfPC�QRMAIGLE�?JJ�RFC�NPCQRGEC�@P?LBQ�
$MKC�MNCLGLE�B?W�WMSP�QRMPC�GQ�GLSLB?RCB�UGRF�TGQGRMPQ�?LB�NMRCLRG?J�ASQRMKCPQ�
"LB�WCR�WMS�?PC�F?PBJW�K?IGLE�?LW�Q?JCQ��$MSJB�GR�@C�@CA?SQC�WMS�F?TC�MLC�A?QFGCP
DMP�CTCPW�FSLBPCB�ASQRMKCPQ �0P�K?W@C�GRfQ�RFC�D?AR�RF?R�RFC�QKCJJ�MD�WMSP�DPCQFJW
N?GLRCB�U?JJQ�GQ�AF?QGLE�ASQRMKCPQ�?U?W�@CDMPC�RFCW�AMKNJCRC�?�NSPAF?QC��8FGJC�GR
A?L�@C�BGDDGASJR�RM�GQMJ?RC�?LB�RP?AI�RFC�D?ARMPQ�?DDCARGLE�WMSP�PCTCLSC�GL�RFGQ
DGARGML?J�QRMPC�KMTC�GR�MLJGLC�?LB�WMS�F?TC�?�UC?JRF�MD�PCQMSPACQ�?T?GJ?@JC�RM�?QQGQR
WMS�UGRF�RP?AIGLE�?L?JWXGLE�?LB�MNRGKGXGLE�WMSP�NCPDMPK?LAC�

5M�?�K?PICRCP�RFC�*LRCPLCR�MDDCPQ�KMPC�RF?L�LCU�?TCLSCQ�MD�APC?RGTGRW��#W�GRQ�TCPW
L?RSPC�RFC�*LRCPLCR�?JJMUQ�WMS�RM�RP?AI�C?AF�AJGAI�RM�WMSP�QGRC�?LB�RFPMSEF�WMSP
QGRC��*R�R?ICQ�RFC�ESCQQUMPI�MSR�MD�NGLNMGLRGLE�RFC�QSAACQQDSJ�CJCKCLRQ�MD�?
A?KN?GEL�?LB�A?L�QFMU�WMS�TCPW�OSGAIJW�UF?RfQ�LMR�UMPIGLE��*R�?JJ�AMKCQ�BMUL�RM
ILMUGLE�UFCPC�RM�JMMI�ILMUGLE�UF?R�RM�JMMI�DMP�?LB�ILMUGLE�UF?R�RM�BM�UGRF�RFC
GLDMPK?RGML�WMS�DGLB�

History

5CQRGLE�?L?JWXGLE�?LB�MNRGKGXGLE�?PC�LMR�LCU�RM�K?PICRGLE��#CGLE�?@JC�RM�E?SEC
RFC�QSAACQQ�MD�?LW�A?KN?GEL�GQ�APSAG?J�RM�EPMURF�

&?PJW�8C@�?L?JWRGAQ�N?AI?ECQ�A?KC�RM�RFC�DMPC�GL�RFC�KGB�����Q�?�AMSNJC�MD�WC?PQ
?DRCP�RFC�DGPQR�.MQ?GA�@PMUQCP�U?Q�J?SLAFCB��&?PJW�?L?JWQGQ�PCDJCARCB�RFC�L?RSPC�MD
RFC�C?PJW�8C@�DMASQGLE�MLJW�ML�FGRQ�UGRF�QMKC�TCPW�@?QGA�AJGAI�QRPC?K�?L?JWQGQ�
8GRF�MLC�N?EC�8C@�QGRCQ�@CGLE�RFC�LMPK�GR�U?Q�CLMSEF�RM�ILMU�FMU�K?LW�AJGAIQ
A?KC�RM�RFC�8C@�QGRC��5P?DDGA�KC?LR�WMS�UCPC�BMGLE�UCJJ��:MS�A?L�QRGJJ�QCC�FGR
AMSLRCPQ�ML�QMKC�8C@�QGRCQ�RMB?W��5FCQC�8C@�QGRCQ�SQS?JJW�JMMI�?Q�QMNFGQRGA?RCB�?Q
RFGQ�RMMJ�

)MUCTCP�?Q�8C@�QGRCQ�@CA?KC�KMPC�AMKNJCV�?LB�?Q�KMPC�NCMNJC�F?B�?AACQQ�RM�RFC
*LRCPLCR�@CRRCP�?L?JWQGQ�@CA?KC�KMPC�GKNMPR?LR��.C?QSPGLE�FGRQ�U?Q�?LB�GQ�LMR
CLMSEF��*L�D?AR�KC?QSPGLE�FGRQ�GQ�?�D?GPJW�KC?LGLEJCQQ�R?QI��8C@�?L?JWRGAQ�QNJGR�GLRM
RUM�RWNCQ�MD�RMMJQ��N?EC�R?EQ�?LB�JME�DGJCQ��#MRF�AMLRGLSC�RM�@CAMKC�KMPC
QMNFGQRGA?RCB�A?NRSPGLE�GLDMPK?RGML�?@MSR�TGQGRMPQ�RM�?�8C@�QGRC�?LB�PCAMPBGLE
BCR?GJCB�GLDMPK?RGML�PCJ?RCB�RM�RFCGP�RGKC�ML�RFC�QGRC��5FCPC�?PC�QCTCP?J�JME�DGJC
?L?JWQGQ�RMMJQ�RF?R�AMQR�LMRFGLE�RM�SQC��4MNFGQRGA?RCB�N?EC�R?E�8C@�?L?JWRGAQ�@CA?KC

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

���



?T?GJ?@JC�DMP�DPCC�UFCL�(MMEJC�@MSEFR�6PAFGL�GL�.?PAF������?LB�J?SLAFCB�(MMEJC
"L?JWRGAQ�?Q�?�DPCC�QCPTGAC��"PC�WMS�UMLBCPGLE�UF?R�RFC�BGDDCPCLAC�GQ�@CRUCCL�N?EC
R?EEGLE�?LB�JME�DGJC�?L?JWQGQ �%MLfR�UMPPW�GRfQ�AMKGLE�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����*LRPMBSARGML ���



15.2 How It Works

LEARNING OBJECTIVES

�� -C?PL�RFC�@?QGA�DSLB?KCLR?JQ�MD�8C@�?L?JWRGAQ�?LB�AMLTCPQGML
MNRGKGX?RGML�

�� 6LBCPQR?LB�UFW�8C@�?L?JWRGAQ�?PC�GKNMPR?LR�RM�C.?PICRGLE�
�� 6LBCPQR?LB�UFW�AMLTCPQGML�MNRGKGX?RGML�GQ�GKNMPR?LR�RM�C.?PICRGLE�

8FCL�GR�AMKCQ�RM�8C@�?L?JWRGAQ�?LBconversion � MNRGKGX?RGML�GR�GQ�?JJ�?@MSR
NPCN?P?RGML��*R�GQ�LMR�HSQR�?@MSR�AMJJCARGLE�B?R?��WMS�LCCB�RM�ILMU�UF?R�B?R?�WMS�?PC
EMGLE�RM�SQC��0LAC�B?R?�F?TC�@CCL�AMJJCARCB�WMS�LCCB�RM�?L?JWXC�RFCK�?LB�JCR�RFC
LSK@CPQ�GLDMPK�WMSP�MNRGKGX?RGML�R?QIQ�

Goals, Events, and Key Performance Indicators

5FC�ICW�RM�RFC�QSAACQQ�MD�?LW�8C@�QGRC�MP�MLJGLC�A?KN?GEL�GQ�RF?R�GR�GQ�BCQGELCB�UGRF
AJC?PJW�BCDGLCBgoals� GL�KGLB��5FCQC�UGJJ�@C�SQCB�RM�KC?QSPC�RFC�QSAACQQ�MD�RFC�8C@
QGRC�MP�A?KN?GEL�?LB�?PC�APSAG?J�RM�K?GLR?GLGLE�DMASQ�UGRFGL�MLJGLC�?ARGTGRGCQ�

5FC�EM?J�MD�?�8C@�QGRC�MP�A?KN?GEL�K?W�BCNCLB�ML�RFC�RWNC�MD�GLBSQRPW�@SR�SQS?JJW
GR�UGJJ�@C�?L�?ARGML�RF?R�PCQSJRQ�GL�PCTCLSC�DMP�RFC�AMKN?LW��5FC�EM?J�MD�?�8C@�QGRC�GQ
?JQM�GLRPGLQGA?JJW�JGLICB�RM�RFC�?ARGML�RF?R�WMS�U?LRvisitors � RM�NCPDMPK�

"JRFMSEF�?�8C@�QGRC�F?Q�?L�SJRGK?RC�EM?J�RFC�NPMACQQ�MD�?AFGCTGLE�RF?R�EM?J�A?L�@C
@PMICL�BMUL�GLRM�QCTCP?J�QRCNQ��5FCQC�?PC�A?JJCBevents� MP�KGAPMAMLTCPQGMLQ�
"L?JWXGLE�C?AF�QRCN�GL�RFC�NPMACQQ�GQ�A?JJCBfunnel � ?L?JWQGQ�MP�N?RF�?L?JWQGQ�?LB�GQ
APGRGA?J�RM�SLBCPQR?LBGLE�UFCPC�NPM@JCKQ�GL�RFC�AMLTCPQGML�NPMACQQ�K?W�JGC��5FC
AJGAIQ�TGQGRMPQ�K?IC�MLAC�J?LBCB�ML�?�QGRC�UFCRFCP�RFCW�DMJJMU�RFC�BCQGPCB�QRCNQ�MP
LMR�?PC�PCDCPPCB�RM�?Q�?click path � �

�� "�TGQGRMP�AMKNJCRGLE�?�R?PECR
?ARGML�

�� 5FC�BCDGLCB�?ARGML�RF?R�TGQGRMPQ
QFMSJB�NCPDMPK�ML�?�8C@�QGRC
MP�RFC�NSPNMQC�MD�RFC�8C@�QGRC�

�� "L�GLBGTGBS?J�TGQGRGLE�?�8C@
QGRC�RF?R�GQ�LMR�?�QC?PAF�CLEGLC
QNGBCP�MP�?�QAPGNR�

�� "�QRCN�?�TGQGRMP�R?ICQ�GL�RFC
AMLTCPQGML�NPMACQQ�

�� "�BCDGLCB�N?RF�RF?R�TGQGRMPQ
QFMSJB�R?IC�RM�PC?AF�RFC�DGL?J
M@HCARGTC�

�� 5FC�AJGAIQ�R?ICL�@W�?�TGQGRMP�RM
?�8C@�QGRC�GL�MLC�TGQGR�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

���



Figure 15.1Funnel Analysis

'MP�CV?KNJC�ML�?�FMRCJ�8C@�QGRC�RFC�SJRGK?RC�EM?J�GQ�RF?R�TGQGRMPQ�RM�RFC�QGRC�K?IC�?
@MMIGLE�ML�RFC�8C@�QGRC�UGRF�?�APCBGR�A?PB�

&?AF�QRCN�GL�RFC�NPMACQQ�GQ�?L�CTCLR�RF?R�A?L�@C�?L?JWXCB�?Q�?�AMLTCPQGML�NMGLR�

^ Event 1��1CPDMPK�?�QC?PAF�DMP�?T?GJ?@JC�B?RCQ�DMP�FMRCJQ�GL�RFC�BCQGPCB
?PC?�

^ Event 2��$FCAI�NPGACQ�?LB�?KCLGRGCQ�DMP�?T?GJ?@JC�FMRCJQ�
^ Event 3��4CJCAR�?�FMRCJ�?LB�EM�RM�AFCAIMSR�
^ Event 4��&LRCP�NCPQML?J�?LB�N?WKCLR�BCR?GJQ�?LB�AMLDGPK�@MMIGLE

	AMLTCPQGML
�

0LC�CVNCARQ�DCUCP�SQCPQ�?R�C?AF�QRCN��RF?RfQ�UFW�GRfQ�A?JJCB�?�DSLLCJ��*LAPC?QGLE�RFC
LSK@CP�MD�TGQGRMPQ�UFM�NPMEPCQQ�DPMK�MLC�QRCN�RM�RFC�LCVR�UGJJ�EM�?�JMLE�U?W�RM
GKNPMTGLE�RFC�MTCP?JJ�AMLTCPQGML�P?RC�MD�RFC�QGRC�

5FCPC�?PC�?JQM�MRFCP�NMGLRCPQ�MP�GLBGA?RMPQ�RF?R�WMS�?PC�?AFGCTGLE�WMSP�EM?JQ�
5FCQC�?PC�D?ARMPQ�RF?R�A?L�@C�MNRGKGXCB�RM�CLQSPC�RF?R�WMSP�SJRGK?RC�EM?J�GQ�@CGLE

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����)MU�*R�8MPIQ ���



KCR��*L�8C@�?L?JWRGAQ�RFCQC�?PC�PCDCPPCB�RM�?Qkey performance indicators
(KPIs)� ��5FCQC�LCCB�RM�@C�BCDGLCB�QM�WMS�KMLGRMP�RFC�CLRGPC�NPMACQQ�RM�?AFGCTGLE
WMSP�8C@�QGRC�EM?J��5FCW�A?L�?JQM�EGTC�AJSCQ�?Q�RM�UF?R�D?ARMPQ�WMS�LCCB�RM�UMPI�ML
QM�?Q�RM�PC?AF�WMSP�EM?J�

Note

&TCLRQ�?LB�,1*Q�?PC�LMR�RFC�Q?KC�RFGLE��&TCLRQ�A?L�@C�QCCL�?Q�QRCNQ�RMU?PB�?
EM?J�?LB�?PC�SQS?JJW�?L�?ARGML�NCPDMPKCB�@W�?�TGQGRMP��,1*Q�?PC�GLBGA?RMPQ�RF?R
RFC�8C@�QGRCfQ�EM?JQ�?PC�@CGLE�KCR�

)CPC�?PC�QMKC�CV?KNJC�EM?JQ�?LB�,1*Q�DMP�BGDDCPCLR�8C@�QGRCQ�

'MP�?�FMQNGR?JGRW�C�AMKKCPAC�QGRC�QSAF�?QFRRN���UUU�CVNCBG?�AMK�MLC�UMSJB
CVNCAR�RFC�DMJJMUGLE�EM?JQ�

^ *LAPC?QC�@MMIGLEQ
^ %CAPC?QC�K?PICRGLE�CVNCLQCQ

'MP�RFC�Q?KC�QGRC�MLC�UMSJB�CVNCAR�RFC�DMJJMUGLE�,1*Q�

^ $MLTCPQGML�P?RC
^ $MQR�NCP�TGQGRMP
^ "TCP?EC�MPBCP�T?JSC

'MP�LCUQ�?LB�AMLRCLR�QGRCQ�QSAF�?QFRRN���UUU�LCUQ���AMK�MLC�UMSJB�CVNCAR�RFC
DMJJMUGLE�EM?JQ�

^ *LAPC?QC�PC?BCPQFGN�?LB�JCTCJ�MD�GLRCPCQR
^ *LAPC?QC�RGKC�TGQGRMPQ�QNCLB�ML�8C@�QGRC

'MP�RFC�Q?KC�QGRC�MLC�UMSJB�CVNCAR�RFC�DMJJMUGLE�,1*Q�

^ -CLERF�MD�TGQGR
^ "TCP?EC�RGKC�QNCLR�ML�8C@�QGRC
^ 1CPACLR?EC�MD�PCRSPLGLE�TGQGRMPQ

�� "JQM�ILMUL�?Q�ICW�QSAACQQ
GLBGA?RMPQ�	,4*Q
�RFCQC�FCJN�?L
MPE?LGX?RGML�BCDGLC�?LB
KC?QSPC�NPMEPCQQ�RMU?PB
MPE?LGX?RGML?J�EM?JQ�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����)MU�*R�8MPIQ ���

http://www.expedia.com
http://www.news24.com


,1*Q�FCJN�WMS�RM�JMMI�?R�RFC�D?ARMPQ�RF?R�WMS�A?L�GLDJSCLAC��'MP�CV?KNJC�GD�WMSP�EM?J
GQ�RM�GLAPC?QC�PCTCLSC�WMS�AMSJB�JMMI�?R�U?WQ�MD�GLAPC?QGLE�WMSP�AMLTCPQGML�P?RC
	RF?R�GQ�RFC�LSK@CP�MD�TGQGRMPQ�UFM�NSPAF?QC�QMKCRFGLE
��0LC�U?W�MD�GLAPC?QGLE
AMLTCPQGML�P?RC�AMSJB�@C�RM�MDDCP�?�BGQAMSLR��4M�WMS�UMSJB�F?TC�KMPC�Q?JCQ�@SR
NPM@?@JW�?�JMUCP�?TCP?EC�MPBCP�T?JSC��0P�WMS�AMSJB�JMMI�?R�U?WQ�MD�GLAPC?QGLE�RFC
?TCP?EC�MPBCP�T?JSC�QM�RFC�AMLTCPQGML�P?RC�UMSJB�QR?W�RFC�Q?KC�@SR�WMS�GLAPC?QC
RFC�PCTCLSC�DPMK�C?AF�AMLTCPQGML�

0LAC�WMS�F?TC�CQR?@JGQFCB�WMSP�EM?JQ�CTCLRQ�?LB�,1*Q�WMS�LCCB�RM�@C�?@JC�RM�RP?AI
RFC�B?R?�RF?R�UGJJ�FCJN�WMS�?L?JWXC�FMU�WMS�?PC�NCPDMPKGLE�?LB�FMU�WMS�A?L
MNRGKGXC�WMSP�8C@�QGRC�MP�A?KN?GEL�

,1*Q�?LB�CTCLRQ�@PC?I�BMUL�RFC�D?ARMPQ�?LB�QRCNQ�RF?R�A?L�@C�GLDJSCLACQ�QM�?Q�RM
?AFGCTC�RFC�EM?JQ�MD�RFC�8C@�QGRC��5FCW�?JJMU�WMS�RM�QCC�ML�?�KGAPM�JCTCJ�UF?R�GQ
?DDCARGLE�NCPDMPK?LAC�ML�?�K?APM�JCTCJ�

KEY TAKEAWAYS

^ 5FC�RP?AI?@GJGRW�MD�RFC�*LRCPLCR�?JJMUQ�DMP�?L?JWQGQ�?R�CTCPW�JCTCJ�MD�?L
C.?PICRGLE�A?KN?GEL�UFGAF�QFMSJB�JC?B�RM�GKNPMTCB�PCQSJRQ�MTCP�RGKC�

^ "L?JWQGQ�MD�?�8C@�QGRC�F?Q�?L�SJRGK?RC�EM?J�UFGAF�A?L�@C�@PMICL�BMUL
GLRM�QCTCP?J�QRCNQ�UFGAF�?PC�A?JJCB�CTCLRQ�MP�KGAPMAMLTCPQGMLQ�

^ &?AF�QRCN�GL�RFC�NPMACQQ�GQ�A?JJCB�DSLLCJ�?L?JWQGQ��&?AF�QRCN�GL�RFC
NPMACQQ�GQ�?L�CTCLR�RF?R�A?L�@C�?L?JWXCB�?Q�?�AMLTCPQGML�NMGLR�

^ 'CUCP�SQCPQ�UGJJ�CLE?EC�?R�C?AF�QRCN�MD�RFC�NSPAF?QC�DSLLCJ�UFGAF�GQ
UFW�GRfQ�A?JJCB�?�DSLLCJ�

^ 5FC�DMSLB?RGML�MD�QSAACQQDSJ�?L?JWQGQ�?LB�MNRGKGX?RGML�GQ�RM�BCRCPKGLC
A?KN?GEL�?LB�@SQGLCQQ�EM?JQ�SN�DPMLR�?LB�SQC�RFCQC�RM�BCRCPKGLC�,1*Q
	ICW�NCPDMPK?LAC�GLBGA?RMPQ
�DMP�RF?R�A?KN?GEL��"L?JWXGLE�KCRPGAQ�RF?R
?PC�LMR�GLBGA?RMPQ�MD�QSAACQQ�UGJJ�BCRP?AR�DPMK�RGKCJW�MNRGKGX?RGML�

EXERCISE

�� 8F?R�GQ�RFC�BGDDCPCLAC�@CRUCCL�EM?JQ�CTCLRQ�?LB�,1*Q �$MLQGBCP
FRRN���UUU�D?AC@MMI�AMK?LBFRRN���UUU�@MGLE@MGLE�LCR�?LB�JGQR
UF?R�WMS�RFGLI�RFC�EM?JQ�MD�C?AF�8C@�QGRC�?PC�?LB�UF?R�CTCLRQ�?LB�,1*Q
UMSJB�@C�SQCB�RM�KC?QSPC�RFCQC�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����)MU�*R�8MPIQ ���

http://www.facebook.com
http://www.boingboing.net


15.3 Tracking and Collecting Data

LEARNING OBJECTIVE

�� 6LBCPQR?LB�UFW�RP?AIGLE�?LB�B?R?�AMJJCARGML�?PC�GKNMPR?LR�RM
C.?PICRGLE�

$SPPCLRJW�RFCPC�?PC�RUM�K?GL�RCAFLMJMEW�?NNPM?AFCQ�DMP�AMJJCARGLE�8C@�?L?JWRGAQ
B?R?�log-file analysis � ?LBpage tagging� �

-ME�DGJC�?L?JWQGQ�QMDRU?PC�PC?BQ�RFC�PCAMPBQ�A?JJCBlog files �� �ML�RFC�8C@�QCPTCP
UFGAF�PCAMPB�?JJ�AJGAIQ�RF?R�R?IC�NJ?AC�ML�RFC�QCPTCP��8C@�QCPTCPQ�F?TC�?JU?WQ
QRMPCB�?JJ�RFC�AJGAIQ�RF?R�R?IC�NJ?AC�GL�?�JME�DGJC�QM�RFC�QMDRU?PC�GLRCPNPCRQ�B?R?�RF?R
F?TC�?JU?WQ�@CCL�?T?GJ?@JC��"�LCU�JGLC�GQ�UPGRRCL�GL�?�JME�DGJC�UGRF�C?AF�LCU�PCOSCQR�
'MP�CV?KNJC�AJGAIGLE�ML�?�JGLI�?L�"H?V�A?JJ�MP�QS@KGRRGLE�?�DMPK�UGJJ�C?AF�PCQSJR�GL
?�LCU�JGLC�@CGLE�UPGRRCL�

1?EC�R?EEGLE�ML�RFC�MRFCP�F?LB�QCLBQ�GLDMPK?RGML�RM�?�RFGPB�N?PRW�QCPTCP�UFCPC
QR?RGQRGAQ�A?L�@C�ECLCP?RCB��5FC�@PMUQCP�CVCASRCQ�+?T?4APGNR�AMBC�RF?R
AMKKSLGA?RCQ�UGRF�RFC�RP?AIGLE�QMDRU?PC�APC?RGLEpage tags�� �

1GVCJ�RP?AIGLE�A?L�@C�SQCB�RM�RP?AI�C�K?GJ�A?KN?GELQ��)CPC�?�RGLW�RP?LQN?PCLR�NGVCJ
GQ�NJ?ACB�GL�RFC�C�K?GJ��8FCL�WMS�JM?B�RFC�GK?ECQ�GL�RFC�C�K?GJ�WMS�UGJJ�?JQM�JM?B
RFC�RGLW�GK?EC�RF?R�RP?AIQ�WMSP�?ARGTGRW�

Note

$?AFGLE�GQ�UFCL�?�@PMUQCP�QRMPCQ�QMKC�MD�RFC�GLDMPK?RGML�DMP�?�8C@�N?EC�QM�GR
A?L�PCRPGCTC�RFC�N?EC�KMPC�OSGAIJW�UFCL�WMS�PCRSPL�RM�GR��*D�?�8C@�N?EC�GQ
A?AFCB�@W�WMSP�@PMUQCP�UFCL�WMS�JMMI�?R�RFC�N?EC�?E?GL�GR�UGJJ�LMR�QCLB�?
PCOSCQR�RM�RFC�8C@�QCPTCP��5FGQ�KC?LQ�RF?R�RF?R�N?PRGASJ?P�TGQGR�UGJJ�LMR�QFMU�GL
RFC�JME�DGJCQ��1?EC�R?EEGLE�FMUCTCP�UMSJB�A?NRSPC�RFGQ�TGQGR��#SR�QMKC
@PMUQCPQ�BM�LMR�QSNNMPR�+?T?4APGNR�?LB�N?EC�R?EEGLE�UMSJB�LMR�A?NRSPC�RFMQC
TGQGRQ��5FGQ�GQ�UFW�RFCPC�GQ�MDRCL�?�BGQAPCN?LAW�GL�RFC�LSK@CPQ�PCNMPRCB�@W�RFC
RUM�QCPTGACQ�

�� "L?JWQGQ�MD�JME�PCAMPBQ�UFGAF
QFMUQ�UFCPC�TGQGRMPQ�?PC
AMKGLE�DPMK�FMU�MDRCL�RFCW
TGQGR�?LB�RFCGP�N?RF�RFPMSEF
RFC�QGRC��8FCL�SQCB�GL
AMLHSLARGML�UGRF�AMMIGCQ�RFGQ
?L?JWQGQ�NPMTGBCQ�KSAF�KMPC
GL�BCNRF�GLDMPK?RGML�

�� 5FC�NPMACQQ�MD�R?EEGLE�8C@
N?ECQ�UGRF�CK@CBBCB
+?T?4APGNR�DGJCQ�

��� 5CVR�DGJCQ�APC?RCB�ML�RFC�QCPTCP
C?AF�RGKC�?�AJGAI�R?ICQ�NJ?AC
A?NRSPGLE�?JJ�?ARGTGRW�ML�RFC
8C@�QGRC�

��� +?T?4APGNR�DGJCQ�CK@CBBCB�ML�?
8C@�N?EC�?LB�CVCASRCB�@W�RFC
@PMUQCP�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

���



Log-File Analysis

*L�RCPKQ�MD�JME�DGJC�?L?JWQGQ�WMS�QFMSJB�ILMU�RFC�DMJJMUGLE�

^ -ME�DGJCQ�?PC�LMPK?JJW�NPMBSACB�@W�8C@�QCPTCPQ�QM�RFC�P?U�B?R?�?PC
PC?BGJW�?T?GJ?@JC��1?EC�R?EEGLE�FMUCTCP�PCOSGPCQ�AF?LECQ�RM�RFC�8C@
QGRC�

^ -ME�DGJCQ�?PC�TCPW�?AASP?RCbRFCW�PCAMPB�CTCPW�AJGAI��1?EC�R?EEGLE�A?L
@C�JCQQ�?AASP?RC��*D�?�SQCPfQ�@PMUQCP�BMCQ�LMR�QSNNMPR�+?T?4APGNR�DMP
CV?KNJC�LM�GLDMPK?RGML�UGJJ�@C�A?NRSPCB�

^ -ME�DGJCQ�?PC�GL�?�QR?LB?PB�DMPK?R�QM�GR�GQ�NMQQG@JC�RM�QUGRAF�TCLBMPQ
?LB�QRGJJ�@C�?@JC�RM�?L?JWXC�FGQRMPGA?J�B?R?��1?EC�R?EEGLE�GQ�NPMNPGCR?PW
RM�C?AF�TCLBMP�QM�QUGRAFGLE�A?L�KC?L�JMQGLE�FGQRMPGA?J�B?R?�

^ -ME�DGJCQ�PCAMPB�TGQGRQ�DPMK�QC?PAF�CLEGLC�QNGBCPQbSQCDSJ�DMP�QC?PAF
CLEGLC�MNRGKGX?RGML�

^ -ME�DGJCQ�PCAMPB�D?GJCB�PCOSCQRQ�UFCPC?Q�N?EC�R?EEGLE�MLJW�QFMUQ
QSAACQQDSJ�PCOSCQRQ�

Page Tagging

*L�RCPKQ�MD�N?EC�R?EEGLE�WMS�QFMSJB�ILMU�RFC�DMJJMUGLE�

^ +?T?4APGNR�K?ICQ�GR�C?QGCP�RM�A?NRSPC�KMPC�GLDMPK?RGML�	C�E��NPMBSARQ
NSPAF?QCB�MP�QAPCCL�QGXC�MD�?�SQCPfQ�@PMUQCP
��:MS�A?L�SQC�JME�DGJC
?L?JWQGQ�RM�A?NRSPC�RFGQ�GLDMPK?RGML�@SR�GR�UGJJ�GLTMJTC�KMBGDWGLE�RFC
63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
�

^ 1?EC�R?EEGLE�A?L�PCNMPR�ML�CTCLRQ�QSAF�?Q�GLRCP?ARGMLQ�UGRF�?�'J?QF
KMTGC�RF?R�JME�DGJC�?L?JWQGQ�A?LLMR�

^ 1?EC�R?EEGLE�A?L�@C�SQCB�@W�AMKN?LGCQ�RF?R�BM�LMR�PSL�RFCGP�MUL�8C@
QCPTCPQ�

^ 1?EC�R?EEGLE�QCPTGAC�NPMTGBCPQ�SQS?JJW�MDDCP�?�EPC?RCP�JCTCJ�MD�QSNNMPR�
5FGQ�GQ�@CA?SQC�GR�GQ�?�RFGPB�N?PRW�QCPTGAC�UFCPC?Q�JME�DGJC�?L?JWQGQ
QMDRU?PC�GQ�MDRCL�K?L?ECB�GL�FMSQC�

#CA?SQC�MD�RFC�BGDDCPCLR�KCRFMBQ�MD�AMJJCARGLE�B?R?�RFC�P?U�DGESPCQ�NPMBSACB�@W�RFC
RUM�QCPTGACQ�UGJJ�BGDDCP��4MKCRGKCQ�@MRF�?PC�SQCB�RM�?L?JWXC�?�8C@�QGRC��)MUCTCP
P?U�DGESPCQ�LMR�K?RAFGLE�SN�QFMSJB�LMR�@C�?�NPM@JCK��*R�GQ�RFPMSEF�GLRCPNPCRGLE
RFCQC�DGESPCQ�RF?R�WMS�UGJJ�@C�?@JC�RM�SLBCPQR?LB�FMU�CDDCARGTC�WMSP�C.?PICRGLE
CDDMPRQ�?PC�

8C@�QGRC�?L?JWRGAQ�N?AI?ECQ�A?L�@C�SQCB�RM�KC?QSPC�KMQR�GD�LMR�?JJ�C.?PICRGLE
A?KN?GELQ��8C@�QGRC�?L?JWQGQ�QFMSJB�?JU?WQ�?AAMSLR�DMP�RFC�T?PGMSQ�A?KN?GELQ

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���



@CGLE�PSL��'MP�CV?KNJC�ECLCP?RGLE�FGEF�RP?DDGA�TMJSKCQ�@W�CKNJMWGLE�T?PGMSQ
C.?PICRGLE�R?ARGAQ�JGIC�4&0�	QC?PAF�CLEGLC�MNRGKGX?RGML
�11$�	N?W�NCP�AJGAI
�?LB�C�
K?GJ�K?PICRGLE�A?L�NPMTC�RM�@C�?�NMGLRJCQQ�?LB�AMQRJW�CVCPAGQC�GD�RFC�TGQGRMPQ�?PC
JC?TGLE�WMSP�QGRC�UGRFMSR�?AFGCTGLE�MLC�	MP�KMPC
�MD�WMSP�8C@�QGRCfQ�EM?JQ�
$MLTCPQGML�MNRGKGX?RGML�?GKQ�RM�AMLTCPR�?Q�K?LW�MD�?�8C@�QGRCfQ�TGQGRMPQ�?Q�NMQQG@JC
GLRM�?ARGTC�ASQRMKCPQ�

What Information Is Captured

5FCPC�?PC�RFPCC�RWNCQ�MD�8C@�?L?JWRGAQ�KCRPGAQ�

�� Count�� ��5FCQC�?PC�RFC�P?U�DGESPCQ�A?NRSPCB�RF?R�UGJJ�@C�SQCB�DMP
?L?JWQGQ�

�� Ratio�� ��5FGQ�GQ�?L�GLRCPNPCR?RGML�MD�RFC�B?R?�RF?R�?PC�AMSLRCB�
�� KPI (key performance indicator) ��&GRFCP�?�AMSLR�MP�?�P?RGM�RFCQC�?PC

RFC�DGESPCQ�RF?R�FCJN�WMS�RM�BCRCPKGLC�WMSP�QSAACQQ�GL�PC?AFGLE�WMSP
EM?JQ�

Discussion

8FW�UMSJB�WMS�U?LR�RM�JMMI�?R�RFC�?ARGTGRW�MD�?�QGLEJC�TGQGRMP �8FW�UMSJB�WMS
U?LR�RM�QCEKCLR�RFC�RP?DDGA�DMP�?L?JWQGQ 

*L�?L?JWQGQ�KCRPGAQ�A?L�@C�?NNJGCB�RM�RFPCC�BGDDCPCLR�SLGTCPQCQ�

�� Aggregate��"JJ�RP?DDGA�RM�RFC�8C@�QGRC�DMP�?�BCDGLCB�NCPGMB�MD�RGKC�
�� Segmented��"�QS@QCR�MD�?JJ�RP?DDGA�?AAMPBGLE�RM�?�QNCAGDGA�DGJRCP�QSAF�?Q

@W�A?KN?GEL�	11$
�MP�TGQGRMP�RWNC�	LCU�TGQGRMP�TQ��PCRSPLGLE�TGQGRMP
�
�� Individual ��5FC�?ARGTGRW�MD�?�QGLEJC�TGQGRMP�DMP�?�BCDGLCB�NCPGMB�MD�RGKC�

Building Block Terms

)CPC�?PC�QMKC�MD�RFC�ICW�KCRPGAQ�WMS�UGJJ�LCCB�RM�ECR�QR?PRCB�ML�8C@�QGRC�?L?JWRGAQ�

^ Hit �� ��"�PCOSCQR�RM�RFC�QCPTCP�	?LB�?�D?GPJW�KC?LGLEJCQQ�LSK@CP�ML�GRQ
MUL
�

��� 3?U�DGESPCQ�A?NRSPCB�DMP
?L?JWQGQ��RFCQC�?PC�RFC�KMQR
@?QGA�8C@�?L?JWRGAQ�KCRPGA�

��� "L�GLRCPNPCR?RGML�MD�B?R?
A?NRSPCB�?�P?RGM�A?L�@C
@CRUCCL�AMSLRQ�P?RGMQ�MP�?
P?RGM�?LB�?�AMSLR�KCRPGA�

��� &TCPW�PCOSCQR�RM�RFC�QCPTCP�GQ
PCAMPBCB�?Q�?�FGR�KGQR?ICLJW
SQCB�GL�8C@�?L?JWRGAQ�?Q�?L
GLBGA?RGML�MD�?�QSAACQQDSJ�8C@
QGRC�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���



^ Page��6LGR�MD�AMLRCLR�	QM�BMULJM?BQ�?LB�'J?QF�DGJCQ�A?L�@C�BCDGLCB�?Q�?
N?EC
�

^ Page views��5FC�LSK@CP�MD�RGKCQ�?�N?EC�U?Q�QSAACQQDSJJW�PCOSCQRCB�
^ Visit or session��"L�GLRCP?ARGML�@W�?L�GLBGTGBS?J�UGRF�?�8C@�QGRC

AMLQGQRGLE�MD�MLC�MP�KMPC�N?EC�TGCUQ�UGRFGL�?�QNCAGDGCB�NCPGMB�MD�RGKC�

^ Unique visitors ��5FC�LSK@CP�MD�GLBGTGBS?J�NCMNJC�TGQGRGLE�RFC�8C@�QGRC
MLC�MP�KMPC�RGKCQ�UGRFGL�?�NCPGMB�MD�RGKC��&?AF�GLBGTGBS?J�GQ�MLJW
AMSLRCB�MLAC��5WNCQ�MD�TGQGRMPQ�A?L�@C�A?RCEMPGXCB�?Q�DMJJMUQ�

� New visitor ��"�SLGOSC�TGQGRMP�UFM�TGQGRQ�RFC�8C@�QGRC�DMP�RFC�DGPQR
RGKC�CTCP�GL�RFC�NCPGMB�MD�RGKC�@CGLE�?L?JWXCB�

� Repeat visitor ��"�SLGOSC�TGQGRMP�UGRF�RUM�MP�KMPC�TGQGRQ�UGRFGL�RFC
RGKC�NCPGMB�@CGLE�?L?JWXCB�

� Return visitor ��"�SLGOSC�TGQGRMP�UFM�GQ�LMR�?�LCU�TGQGRMP�

Note

"�PCNC?R�TGQGRMP�K?W�@C�CGRFCP�?�LCU�TGQGRMP�MP�?�PCRSPL�TGQGRMP�BCNCLBGLE�ML
RFC�LSK@CP�MD�RGKCQ�FC�MP�QFC�F?Q�TGQGRCB�RFC�QGRC�UGRFGL�RFC�RGKC�NCPGMB�@CGLE
?L?JWXCB�

5FCQC�?PC�RFC�KMQR�@?QGA�8C@�KCRPGAQ��5FCW�RCJJ�WMS�FMU�KSAF�RP?DDGA�WMSP�8C@�QGRC
GQ�PCACGTGLE��-MMIGLE�?R�PCNC?R�?LB�PCRSPLGLE�TGQGRMPQ�A?L�RCJJ�WMS�?@MSR�FMU�WMSP
8C@�QGRC�APC?RCQ�JMW?JRW��"Q�UCJJ�?Q�EPMUGLE�MTCP?JJ�TGQGRMP�LSK@CPQ�?�8C@�QGRC
LCCBQ�RM�EPMU�RFC�LSK@CP�MD�TGQGRMPQ�UFM�AMKC�@?AI��"L�CVACNRGML�KGEFR�@C�?
QSNNMPR�8C@�QGRCbPCNC?R�TGQGRMPQ�AMSJB�GLBGA?RC�RF?R�RFC�8C@�QGRC�F?Q�LMR�@CCL
QSAACQQDSJ�GL�QMJTGLE�RFC�TGQGRMPfQ�NPM@JCK��&?AF�8C@�QGRC�LCCBQ�RM�@C�?L?JWXCB
@?QCB�ML�GRQ�NSPNMQC�

Visit Characterization

5FC�DMJJMUGLE�FCJN�AF?P?ARCPGXC�RFC�TGQGR�RM�?�N?PRGASJ?P�8C@�QGRC�

^ Entry page��5FC�DGPQR�N?EC�MD�?�TGQGR�
^ Landing page��5FC�N?EC�GLRCLBCB�RM�GBCLRGDW�RFC�@CEGLLGLE�MD�RFC�SQCP

CVNCPGCLAC�PCQSJRGLE�DPMK�?�BCDGLCB�K?PICRGLE�CDDMPR�
^ Exit page��5FC�J?QR�N?EC�MD�?�TGQGR�
^ Visit duration ��5FC�JCLERF�MD�RGKC�GL�?�QCQQGML�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���



^ Referrer �� ��5FC�63-�	SLGDMPK�PCQMSPAC�JMA?RMP
�RF?R�MPGEGL?JJW
ECLCP?RCB�RFC�PCOSCQR�DMP�RFC�ASPPCLR�N?EC�

� Internal referrer ��"�63-�RF?R�GQ�N?PR�MD�RFC�Q?KC�8C@�QGRC�
� External referrer ��"�63-�RF?R�GQ�MSRQGBC�MD�RFC�8C@�QGRC�
� Search referrer ��5FC�63-�F?Q�@CCL�ECLCP?RCB�@W�?�QC?PAF

DSLARGML�
� Visit referrer ��5FC�63-�RF?R�MPGEGL?RCB�?�N?PRGASJ?P�TGQGR�
� Original referrer ��5FC�63-�RF?R�QCLR�?�LCU�TGQGRMP�RM�RFC�8C@�QGRC�

^ Click-through ��5FC�LSK@CP�MD�RGKCQ�?�JGLI�U?Q�AJGAICB�@W�?�TGQGRMP�
^ Click-through rate ��5FC�LSK@CP�MD�RGKCQ�?�JGLI�U?Q�AJGAICB�BGTGBCB�@W

RFC�LSK@CP�MD�RGKCQ�GR�U?Q�QCCL�	GKNPCQQGMLQ
�
^ Page views per visit��5FC�LSK@CP�MD�N?EC�TGCUQ�GL�?�PCNMPRGLE�NCPGMB

BGTGBCB�@W�RFC�LSK@CP�MD�TGQGRQ�GL�RF?R�Q?KC�NCPGMB�

5FCQC�?PC�RFC�RCPKQ�RF?R�RCJJ�WMS�FMU�TGQGRMPQ�PC?AF�WMSP�8C@�QGRC�?LB�FMU�RFCW
KMTC�RFPMSEF�RFC�8C@�QGRC��5FC�U?W�RF?R�?�TGQGRMP�L?TGE?RCQ�?�8C@�QGRC�GQ�A?JJCB�?
AJGAI�N?RF��-MMIGLE�?R�RFC�PCDCPPCPQ�@MRF�GLRCPL?J�?LB�GLRCPL?J�?JJMUQ�WMS�RM�E?SEC
?�AJGAI�N?RF�RF?R�TGQGRMPQ�R?IC�

Content Characterization

5FC�DMJJMUGLE�FCJN�AF?P?ARCPGXC�FMU�TGQGRMPQ�KMTC�RFPMSEF�RFC�8C@�QGRC�

^ Page exit ratio ��/SK@CP�MD�CVGRQ�DPMK�?�N?EC�BGTGBCB�@W�RMR?J�LSK@CP
MD�N?EC�TGCUQ�MD�RF?R�N?EC�

^ Single-page visits��7GQGRQ�RF?R�AMLQGQR�MD�MLC�N?EC�CTCL�GD�RF?R�N?EC
U?Q�TGCUCB�?�LSK@CP�MD�RGKCQ�

^ Bounces (single page-view visits)��7GQGRQ�AMLQGQRGLE�MD�?�QGLEJC�N?EC
TGCU�

^ Bounce rate��4GLEJC�N?EC�TGCU�TGQGRQ�BGTGBCB�@W�CLRPW�N?ECQ�

8FCL�TGQGRMPQ�TGCU�?�N?EC�RFCW�F?TC�RUM�MNRGMLQ��JC?TC�RFC�8C@�QGRC�MP�TGCU
?LMRFCP�N?EC�ML�RFC�8C@�QGRC��5FCQC�KCRPGAQ�RCJJ�WMS�FMU�TGQGRMPQ�PC?AR�RM�WMSP
AMLRCLR��#MSLAC�P?RC�A?L�@C�MLC�MD�RFC�KMQR�GKNMPR?LR�KCRPGAQ�RF?R�WMS�KC?QSPC�
5FCPC�?PC�?�DCU�CVACNRGMLQ�@SR�?�FGEF�@MSLAC�P?RC�SQS?JJW�KC?LQ�FGEF
BGQQ?RGQD?ARGML�UGRF�?�8C@�N?EC�

Conversion Metrics

0RFCP�KCRPGAQ�RF?R�?NNJW�RM�C.?PICRGLE�R?ARGAQ�GLAJSBC�RFC�DMJJMUGLE�
��� 5FC�63-�RF?R�MPGEGL?JJW

ECLCP?RCB�RFC�PCOSCQR�DMP�RFC
ASPPCLR�N?EC�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���



^ Event��"�PCAMPBCB�?ARGML�RF?R�F?Q�?�QNCAGDGA�RGKC�?QQGELCB�RM�GR�@W�RFC
@PMUQCP�MP�RFC�QCPTCP�

^ Conversion��"�TGQGRMP�AMKNJCRGLE�?�R?PECR�?ARGML�
^ Impression ��&?AF�RGKC�?L�?BTCPRGQCKCLR�MP�?�N?EC�GQ�QCPTCB�
^ Open��&?AF�C�K?GJ�RF?R�GQ�BCCKCB�MNCL��6QS?JJW�GD�RFC�GK?ECQ�?PC

JM?BCB�?L�C�K?GJ�GQ�AMLQGBCPCB�MNCL�

Note

'MP�RFC�KMQR�SN�RM�B?RC�BCDGLGRGMLQ�TGQGR
FRRN���UUU�UC@?L?JWRGAQ?QQMAG?RGML�MPERM�BMULJM?B�RFC�J?RCQR�BCDGLGRGMLQ�GL
1%'�	NMPR?@JC�BMASKCLR�DMPK?R
�

*L�MPBCP�RM�RCQR�RFC�QSAACQQ�MD�WMSP�8C@�QGRC�WMS�LCCB�RM�PCKCK@CP�RFC�5"0�MD
AMLTCPQGML�MNRGKGX?RGML�

^ TP?AI
^ AL?JWXC
^ ONRGKGXC

6QGLE�WMSP�EM?JQ�?LB�,1*Q�WMSfJJ�ILMU�UF?R�KCRPGAQ�WMS�UGJJ�@C�RP?AIGLE��:MS�UGJJ
RFCL�LCCB�RM�?L?JWXC�RFCQC�PCQSJRQ�?LB�R?IC�?NNPMNPG?RC�?ARGMLQ��"LB�RFC�RCQRGLE
@CEGLQ�?E?GL�

KEY TAKEAWAYS

^ 8C@�?L?JWRGAQ�N?AI?ECQ�AMKC�GL�RUM�DJ?TMPQ��JME�DGJC�?L?JWQGQ�?LB�N?EC�
R?EEGLE�?L?JWQGQ�?JRFMSEF�QMKC�N?AI?ECQ�AMK@GLC�@MRF�KCRFMBQ�

^ .CRPGAQ�SQC�RFC�DMJJMUGLE�

� $MSLRQ
� 3?RGMQ
� ,1*Q�	ICW�NCPDMPK?LAC�GLBGA?RMPQ
�UFGAF�?PC�CGRFCP�AMSLRQ

MP�P?RGMQ

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���

http://www.webanalyticsassociation.org


EXERCISES

�� )MU�A?L�QGRC�QC?PAF�B?R?�@C�SQCB�RM�MNRGKGXC�?�8C@�QGRC 
�� 8FW�GQ�cFGRd�?�KC?LGLEJCQQ�KC?QSPC�MD�8C@�QGRC�QSAACQQ 

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����5P?AIGLE�?LB�$MJJCARGLE�%?R? ���



15.4 Analyzing Data

LEARNING OBJECTIVE

�� (?GL�?L�SLBCPQR?LBGLE�MD�B?R?�?L?JWQGQ�?LB�UFW�GR�GQ�GKNMPR?LR�RM
C.?PICRGLE�

"�LSK@CP�GQ�HSQR�?�LSK@CP�SLRGJ�WMS�A?L�GLRCPNPCR�GR��5WNGA?JJW�GR�GQ�LMR�RFC�P?U
DGESPCQ�RF?R�WMS�UGJJ�@C�JMMIGLE�?R�@SR�UF?R�RFCW�A?L�RCJJ�WMS�?@MSR�FMU�WMSP�SQCPQ
?PC�GLRCP?ARGLE�UGRF�WMSP�8C@�QGRC�

How and What to Test

"TGL?QF�,?SQFGI�?SRFMP�MDWeb Analytics: An Hour a Day�PCAMKKCLBQ�?�RFPCC�NPMLE
?NNPM?AF�RM�8C@�?L?JWRGAQ�

^ "L?JWXCbehavior B?R?�RF?R�GLDCP�RFC�GLRCLR�MD�?�8C@�QGRCfQ�TGQGRMPQ�
^ "L?JWXCoutcome KCRPGAQ�RF?R�QFMU�FMU�K?LW�TGQGRMPQ�NCPDMPKCB�RFC

EM?J�?ARGMLQ�ML�?�8C@�QGRC�
^ 5CQR�?LB�?L?JWXC�B?R?�RF?R�RCJJ�SQ�?@MSR�RFCuser experience�"TGL?QF

,?SQFGIWeb Analytics: An Hour a Day	)M@MICL�/+��8GJCW�����
���a���

Behavior Data: Intent

8C@�SQCPQf�@CF?TGMP�A?L�GLBGA?RC�?�JMR�?@MSR�RFCGP�GLRCLR��-MMIGLE�?R�PCDCPP?J�63-Q
	SLGDMPK�PCQMSPAC�JMA?RMPQ
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Figure 15.2The Trinity Approach to Analytics

Source: Adapted fromhttp://www.kaushik.net/avinash/wp-content/uploads/2006/08/trinity_strategy.jpg. Used by
permission from Avinash Kaushik.
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Outcomes: Meeting Expectations
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Figure 15.3Analyzing Each Step in the Conversion Process
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Single-Page Heat Maps
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Figure 15.4A Heat Map on Crazy Egg
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Figure 15.5

'GLB�MSR�GD�NCMNJC�?PC�JMMIGLE�DMP�QMKCRFGLE�QNCAGDGA?JJW�?LB�UFCRFCP�GR�A?L�@C�RGCB
RM�?�QMSPAC��%MLfR�R?IC�NCMNJC�RM�WMSP�FMKC�N?EC�@W�BCD?SJR�GD�RFCWfPC�JMMIGLE�DMP
QNCAGDGA�ICWUMPBQ�?LB�?PC�AJGAIGLE�RFPMSEF�ML�BCQGEL?RCB�JGLIQ�MP�	KMPC
GKNMPR?LRJW
�?PC�AMKGLE�RFPMSEF�?�11$�A?KN?GEL��"E?GL�ICCN�RFCK�DMASQCB�ML�RFC
BCDGLCB�EM?J��P?RFCP�JCR�RFCK�CLRCP�UFCPC�RFCW�?PC�KMQR�AMKDMPR?@JC�RFCPC@W
ICCNGLE�RFC�N?RF�RM�AMLTCPQGML�?Q�QFMPR�?Q�NMQQG@JC�

Segmentation

&TCPW�TGQGRMP�RM�?�8C@�QGRC�GQ�BGDDCPCLR�@SR�RFCPC�?PC�QMKC�U?WQ�UC�A?L�AF?P?ARCPGXC
EPMSNQ�MD�SQCPQ�?LB�?L?JWXC�KCRPGAQ�DMP�C?AF�EPMSN��5FGQ�GQ�A?JJCB�QCEKCLR?RGML�
4MKC�QCEKCLRQ�GLAJSBC�RFC�DMJJMUGLE�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����"L?JWXGLE�%?R? ���



Referral URL

6QCPQ�UFM�?PPGTC�?R�WMSP�QGRC�TG?�QC?PAF�CLEGLCQ�RFMQC�UFM�RWNC�GL�RFC�63-�BGPCARJW
?LB�RFMQC�UFM�AMKC�DPMK�?�JGLI�GL�?L�MLJGLC�LCUQN?NCP�?PRGAJC�?PC�?JJ�JGICJW�RM
@CF?TC�BGDDCPCLRJW��"Q�UCJJ�?Q�AMLTCPQGML�P?RCQ�AJGAI�N?RF�?LB�CVGR�N?ECQ�?PC
GKNMPR?LR�KCRPGAQ�RM�AMLQGBCP��$MLQGBCP�RFC�N?EC�ML�UFGAF�RFCQC�TGQGRMPQ�J?LB�RM
CLRCP�WMSP�8C@�QGRCbA?L�?LWRFGLE�@C�BMLC�RM�GKNPMTC�RFCGP�CVNCPGCLAC 

Landing Pages

6QCPQ�UFM�CLRCP�WMSP�8C@�QGRC�RFPMSEF�BGDDCPCLR�N?ECQ�A?L�@CF?TC�TCPW�BGDDCPCLRJW�
8F?R�A?L�WMS�BM�RM�?DDCAR�RFC�N?EC�ML�UFGAF�RFCW�?PC�J?LBGLE�MP�UF?R�CJCKCLRQ�MD
RFC�J?LBGLE�N?EC�A?L�@C�AF?LECB�RM�GLDJSCLAC�MSRAMKCQ 

Connection Speed, Operating System, and Browser

$MLQGBCP�RFC�CDDCARQ�MD�RCAFLMJMEW�ML�RFC�@CF?TGMP�MD�WMSP�SQCPQ��)GEF�@MSLAC�P?RC
DMP�JMU�@?LBUGBRF�SQCPQ�DMP�CV?KNJC�AMSJB�GLBGA?RC�RF?R�WMSP�QGRC�GQ�R?IGLE�RMM
JMLE�RM�JM?B��7GQGRMPQ�UFM�SQC�MNCL�QMSPAC�RCAFLMJMEW�KGEFR�CVNCAR�BGDDCPCLR�RFGLEQ
DPMK�WMSP�8C@�QGRC�RM�MRFCP�TGQGRMPQ��%GDDCPCLR�@PMUQCPQ�KGEFR�QFMU�WMSP�8C@�QGRC
BGDDCPCLRJWbFMU�BMCQ�RFGQ�?DDCAR�RFCQC�TGQGRMPQ 

Geographical Location

%M�SQCPQ�DPMK�BGDDCPCLR�AMSLRPGCQ�NPMTGLACQ�MP�RMULQ�@CF?TC�BGDDCPCLRJW�ML�WMSP
8C@�QGRC �)MU�A?L�WMS�MNRGKGXC�SQCP�CVNCPGCLAC�DMP�RFCQC�BGDDCPCLR�EPMSNQ 

First-Time Visitors

)MU�GQ�RFC�AJGAI�N?RF�MD�?�DGPQR�RGKC�TGQGRMP�BGDDCPCLR�DPMK�RF?R�MD�?�PCRSPLGLE
TGQGRMP �8F?R�N?PRQ�MD�RFC�8C@�QGRC�?PC�KMPC�GKNMPR?LR�RM�DGPQR�RGKC�TGQGRMPQ 

Tools of the Trade

5FC�TCPW�DGPQR�RFGLE�WMS�LCCB�UFCL�GR�AMKCQ�RM�8C@�?L?JWRGAQ�GQ�?�8C@�?L?JWRGAQ�RMMJ
DMP�E?RFCPGLE�B?R?��4MKC�?PC�DPCC�?LB�QMKC�PCOSGPC�?�DCC��:MS�UGJJ�LCCB�RM
BCRCPKGLC�UFGAF�N?AI?EC�@CQR�QCPTCQ�WMSP�LCCBQ��#C?P�GL�KGLB�RF?R�GR�GQ�NMQQG@JC�RM
QUGRAF�TCLBMPQ�UGRF�JME�DGJC�?L?JWQGQ�QMDRU?PC�UGRFMSR�JMQGLE�FGQRMPGA?J�B?R?�@SR�GR
GQ�LMR�?Q�C?QW�RM�BM�QM�UGRF�N?EC�R?EEGLE�QMDRU?PC�

5FC�DMJJMUGLE�?PC�QMKC�JC?BGLE�NPMTGBCPQ�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����"L?JWXGLE�%?R? ���



^ Google Analytics (page-tagging analysis)� FRRN���UUU�EMMEJC�AMK�
?L?JWRGAQ

^ Lyris HQ, formerly ClickTracks (log file and page tagging) �
FRRN���UUU�JWPGQ�AMK�QMJSRGMLQ�JWPGQ�FO�UC@�?L?JWRGAQ

^ AWStats (log-file analysis)� FRRN���?UQR?RQ�QMSPACDMPEC�LCR
^ Webalizer (log-file analysis) � FRRN���UUU�KPSLGV�LCR�UC@?JGXCP

8FCL�GR�AMKCQ�RM�PSLLGLE�QNJGR�RCQRQ�GD�WMS�BMLfR�F?TC�RFC�RCAFLGA?J�A?N?AGRW�RM�PSL
RFCQC�GL�FMSQC�RFCPC�?PC�?�LSK@CP�MD�RFGPB�N?PRW�QCPTGACQ�RF?R�A?L�FMQR�RFCQC�DMP
WMS��(MMEJCfQ�8C@�QGRC�0NRGKGXCP�	FRRN���UUU�EMMEJC�AMK�UC@QGRCMNRGKGXCP
�A?L
FCJN�WMS�BM�HSQR�RF?R�

"�@?QGA�QNJGR�RCQR�A?JASJ?RMP�GQ�?T?GJ?@JC�?RFRRN���UUU�SQCPCDDCAR�AMK�QNJGR�RCQR�
A?JASJ?RMP��$P?XW�&EE�	FRRN���UUU�AP?XWCEE�AMK
�GQ�?�QRP?LEC�QMSLBGLE�L?KC�@SR
RFGQ�RMMJ�A?L�FCJN�WMS�RM�QCC�CV?ARJW�UFCPC�TGQGRMPQ�?PC�AJGAIGLE�ML�?�8C@�N?EC�

Pros and Cons

5P?AIGLE�?L?JWXGLE�?LB�MNRGKGXGLE�?PC�TGR?J�RM�RFC�QSAACQQ�MD�?LW�K?PICRGLE
CDDMPRQ�?LB�CTCL�KMPC�QM�UGRF�MLJGLC�K?PICRGLE�CDDMPRQ��C.?PICRGLE�?JJMUQ�DMP�C?QW
?LB�D?QR�RP?AIGLE�?LB�RFC�?@GJGRW�RM�MNRGKGXC�DPCOSCLRJW�

)MUCTCP�GR�A?L�@C�C?QW�RM�@CAMKC�DGV?RCB�ML�DGESPCQ�GLQRC?B�MD�SQGLE�RFCK�RM
MNRGKGXC�A?KN?GEL�EPMURF��(CLCP?JJW�K?APM�MP�EJM@?J�KCRPGAQ�QFMSJB�@C�JMMICB�?R
@CDMPC�QR?PRGLE�RM�?L?JWXC�KGAPM�CJCKCLRQ�MD�?�8C@�QGRC��5CQRGLE�T?PG?@JCQ�GQ�TGR?J�RM
QSAACQQ��3CQSJRQ�?JU?WQ�LCCB�RM�@C�QR?RGQRGA?JJW�?L?JWXCB�?LB�K?PICRCPQ�QFMSJB�JCR
RFCQC�LSK@CPQ�K?IC�RFC�BCAGQGMLQ��/CTCP�?QQSKC�RFC�MSRAMKCbU?GR�DMP�RFC
LSK@CPQ�RM�GLDMPK�WMS�
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KEY TAKEAWAYS

^ %?R?�A?L�@C�?L?JWXCB�RM�GLDCP�SQCP�@CF?TGMP�?LB�GLRCLR�MSRAMKCQ
?AFGCTCB�?LB�SQCP�CVNCPGCLAC��5CQRGLE�RM�MNRGKGXC�SQCP�CVNCPGCLAC�A?L
BCKMLQRP?RC�U?WQ�RM�GLDJSCLAC�SQCP�@CF?TGMP�QM�RF?R�KMPC�QSAACQQDSJ
MSRAMKCQ�?PC�?AFGCTCB�

^ 5CQRGLE�A?L�@C�NCPDMPKCB�TG?�RFC�DMJJMUGLE�

� -GQRCLGLE�J?@Q
� "�#�QNJGR�RCQRGLE
� .SJRGT?PG?RC�RCQRGLE
� 0LC�N?EC�?L?JWRGAQ

^ 4CEKCLRGLE�RFC�?SBGCLAC�?JJMUQ�DMP�?L?JWQGQ�?LB�MNRGKGXGLE�DMP�QNCAGDGA
EPMSNQ�MD�SQCPQ�

EXERCISE

�� 8FW�QFMSJB�AF?LECQ�@C�RCQRCB�UGRF�?�QK?JJ�LSK@CP�MD�8C@�TGQGRMPQ
@CDMPC�@CGLE�PMJJCB�MSR 

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML

�����"L?JWXGLE�%?R? ���



15.5 Case Study: Firefox 3

8C@�QGRCQ�UGRF�FGEF�TMJSKCQ�MD�RP?DDGA�F?TC�RFC�MNNMPRSLGRW�RM�RCQR�PCESJ?PJW�?LB
K?IC�QSPC�RF?R�RFCW�?PC�MNRGKGXGLE�AMLTCPQGMLQ��0LJGLC�PCR?GJCPQ�QSAF�?Q
"K?XML�AMK�K?IC�DPCOSCLR�QK?JJ�AF?LECQ�F?PBJW�LMRGACB�@W�RFCGP�TGQGRMPQ�RM
CLQSPC�RF?R�RFCW�?PC�AMLTCPRGLE�?Q�K?LW�TGQGRMPQ�GLRM�@SWCPQ�?Q�NMQQG@JC��-GICUGQC
RFC�FGEF�TMJSKC�MD�RP?DDGA�RM�(MMEJCfQ�FMKC�N?EC�?JJMUQ�GR�RM�RCQR�LCU�DC?RSPCQ�UGRF
?�QK?JJ�NCPACLR?EC�MD�TGQGRMPQ�@CDMPC�PMJJGLE�RFCK�MSR�RM�?JJ�SQCPQ�

'GPCDMV�GQ�?�DPCC�MNCL�QMSPAC�@PMUQCP�RF?R�GQ�ASPPCLRJW�SQCB�@W�?@MSR����NCPACLR�MD
RFC�K?PICR�?LB�GR�GQ�E?GLGLE�K?PICR�QF?PC��8FCL�J?SLAFGLE�TCPQGML���MD�RFC
@PMUQCP�'GPCDMV���'GPCDMV�BCTCJMNCP�.MXGJJ?�	FRRN���UUU�KMXGJJ?�MPE
�?GKCB�RM
CLRCP�RFC�(SGLLCQQ�#MMI�MD�3CAMPBQ�DMP�KMQR�QMDRU?PC�BMULJM?BQ�GL�RUCLRW�DMSP
FMSPQ�QR?PRGLE�+SLC����������5FC�?GK�U?Q���KGJJGML�BMULJM?BQ��'GPCDMV����
PCEGQRCPCB�����KGJJGML�BMULJM?BQ�ML�RFC�DGPQR�B?W�GR�U?Q�K?BC�?T?GJ?@JC�ML�0ARM@CP
��������

.MXGJJ?�U?LRCB�TGQGRMPQ�RM�RFC�8C@�QGRC�RM�NCPDMPK�MLC�?ARGML��BMULJM?B�'GPCDMV�
8GRF�?�NS@JGAGXCB�PCAMPB�?RRCKNR�GR�U?Q�LCACQQ?PW�RM�K?IC�RFC�NPMACQQ�?Q�QKMMRF
?Q�NMQQG@JC��5FC�J?LBGLE�N?EC�DMP�'GPCDMV���U?Q�?JPC?BW�QSAACQQDSJ��'SRSPC/MU
AMLTCPQGML�?L?JWQR�+MQF�)?W�LMRCB�RF?R�cRFCGP�$?JJ�RM�"ARGML�BMCQ�QM�K?LW�RFGLEQ
PGEFR��5FC�LML�QR?LB?PB�QF?NC�QR?LBQ�MSR�DPMK�RFC�@?AIEPMSLB�MD�RFC�N?EC�?LB�F?Q
@CCL�EGTCL�?�NCPQS?QGTC�AMJMP�RF?R�BP?UQ�RFC�CWCQ�RM�GR��5FCWfTC�CTCL�SQCB�GR�RM
PCGLDMPAC�RFCGP�@P?LB��8GRFGL�RFC�$?JJ�RM�"ARGML�'GPCDMV�JGQRQ�RFC�@CLCDGR�?LB�RCJJQ
RFC�TGQGRMP�CV?ARJW�UF?R�FC�GQ�ECRRGLE�d+MQF�)?W�c-?PEC�3CB�#SRRMLQ �0F�.W�d
'SRSPC/MU�'C@PS?PW��������FRRN���UUU�EPMIBMRAMK�AMK������������J?PEC�
PCB�@SRRMLQ�MF�KW	?AACQQCB�+SLC��������
�
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Figure 15.6Firefox 2 Download Available for Free fromhttp://www.mozilla.com/firefox

Figure 15.7Firefox 3 Download Available for Free fromhttp://www.mozilla.com/firefox

4M�UGRF�QMKCRFGLE�RF?R�UMPIQ�UF?R�A?L�@C�BMLC�RM�K?IC�GR�UMPI�@CRRCP 

8GRF�RFC�LCU�BMULJM?B�N?EC�RFC�BMULJM?B�@SRRML�GQ�GL�RFC�Q?KC�@?QGA�BCQGEL�@SR
UGRF�?�DCU�LS?LACB�AF?LECQ�

$F?NRCP����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML
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http://www.mozilla.com/firefox
http://www.mozilla.com/firefox


'GPQR�RFC�L?KC�?LB�TCPQGML�MD�RFC�@PMUQCP�F?Q�AF?LECB�NMQGRGML�ML�RFC�N?EC��*R�F?Q
KMTCB�DPMK�?�J?PEC�ML�N?EC�FC?BGLE�?LB�MLRM�RFC�?ARS?J�BMULJM?B�@SRRML��5FC�RCVR
ML�RFC�@SRRML�F?Q�?JQM�AF?LECB�DPMK�c%MULJM?B�'GPCDMVb'PCCd�RM�c'PCC
%MULJM?B�d�5FCPC�GQ�?JQM�?�JGRRJC�GK?EC�ML�RFC�'GPCDMV���BMULJM?B�@SRRML�RF?R�U?Q
LMR�SQCB�ML�RFC�'GPCDMV���J?LBGLE�N?ECb?L�?PPMU�RM�GLBGA?RC�RFC�BMULJM?B�?ARGML�
5FC�GLDMPK?RGML�?@MSR�RFC�TCPQGML�MD�RFC�@PMUQCP�F?Q�?JQM�@CCL�QNJGR�MTCP�RUM�JGLCQ
GL�RFC�'GPCDMV���BMULJM?B�@SRRML�

5FC�BMULJM?B�@SRRML�?LB�RFC�NJ?ACKCLR�MD�RFC�'GPCDMV�JMEM�	RFC�DMV�?PMSLB�RFC
EJM@C
�F?TC�F?B�?�QS@RJC�PCTGQGML��5FC�JMEM�GQ�LMU�AJC?PJW�GLRCEP?RCB�GLRM�RFC
BMULJM?B�@SRRML��0L�RFC�'GPCDMV���N?EC�RFC�FWNCPJGLIQ�?PC�LMR�SLBCPJGLCB
CKNF?QGXGLE�RFC�QGLEJC�NSPNMQC�MD�RFC�BMULJM?B�@SRRML�

%GB�GR�UMPI �.MXGJJ?�PCAMPBQ�RF?R�RFCPC�UCPC�MTCP���KGJJGML�BMULJM?BQ�MD�'GPCDMV��
GL�GRQ�DGPQR�RUCLRW�DMSP�FMSPQ�MD�PCJC?QCbMTCP������BMULJM?BQ�?�KGLSRC��.MXGJJ?fQ
AMKKGRKCLR�RM�MNRGKGXGLE�RFC�?JJ�GKNMPR?LR�'GPCDMV���J?LBGLE�N?EC�N?GB�MDD�

CASE STUDY QUESTIONS

�� 8FW�BM�8C@�QGRCQ�UGRF�FGEF�RP?DDGA�TMJSKCQ�F?TC�RFC�MNNMPRSLGRW�RM�RCQR
DPCOSCLRJW 

�� 5FC�RCVR�ML�RFC�BMULJM?B�@SRRML�U?Q�AF?LECB�?Q�U?Q�RFC�J?WMSR�MD�RFC
RCVR��8F?R�BM�WMS�RFGLI�RFC�CDDCAR�U?Q�MD�C?AF�AF?LEC 

�� 8F?R�RCQRQ�UMSJB�WMS�QCR�SN�RM�BCAGBC�FMU�CDDCARGTC�C?AF�AF?LEC�GQ 
%CQAPG@C�FMU�RFC�RCQRQ�UMSJB�UMPI�
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16.1 Introduction

5FC�KM@GJC�NFMLC�GQ�?�QK?JJ�E?BECR�RF?R�F?Q�F?B�?�FSEC�GKN?AR�ML�MSP�B?W�RM�B?W
JGTCQ��*R�F?Q�?JPC?BW�F?B�?�NPMDMSLB�GKN?AR�ML�RFC�U?W�UC�AMKKSLGA?RC�?LB
AMLBSAR�MSPQCJTCQ�B?GJW��5FGQ�AMLRGLSCQ�RM�@C�DCJR�?Q�RFC�KM@GJC�NFMLC�CL?@JCQ�LCU
U?WQ�RM�K?PICR�?LB�LCU�K?PICRQ�GL�UFGAF�RM�RP?LQ?AR�

5FC�*LRCPLCR�RP?LQDMPKCB�MSP�UMPJB�GL�RUM�DSLB?KCLR?J�U?WQ��GR�F?Q�EGTCL�?LWMLC
UGRF�?AACQQ�RM�RFC�*LRCPLCR�RFC�MNNMPRSLGRW�RM�GLRCP?AR�C?QGJW�UGRF�MRFCPQ�	?LB�UGRF
AMKN?LGCQ�?LB�@P?LBQ
�?LB�RFPMSEF�QC?PAF�GR�F?Q�K?BC�GLDMPK?RGML�C?QGJW
?T?GJ?@JC��$MLRCLR�?LB�GLDMPK?RGML�F?TC�@CAMKC�PC?BGJW�?LB�DPCCJW�?T?GJ?@JC�
%CTCJMNCB�?Q�?�NJ?RDMPK�DMP�?A?BCKGAQ�RM�QF?PC�GLDMPK?RGML�RFC�8C@�F?Q�?�QRPMLE
CRFMQ�MD�DPCC�AMLRCLR�

.M@GJC�NFMLCQ�?PC�?�BCTCJMNGLE�RCAFLMJMEW�UFGAF�KC?LQ�RF?R�LCU�?LB�@CRRCP
DC?RSPCQ�?PC�@CGLE�N?AICB�GLRM�CTCP�QK?JJCP�BCTGACQ�?BBGLE�RM�RFC�GLRCP?ARGTGRW�?LB
QC?PAF?@GJGRW�MD�RFC�*LRCPLCR�UGRF�QCTCP?J�DSLB?KCLR?J�DC?RSPCQ�L?RGTC�RM�RFC�KM@GJC
NFMLC�?LB�RFC�U?W�UC�SQC�GR�

8FGJC�RFC�*LRCPLCR�?LB�RFC�NCPQML?J�AMKNSRCP�F?TC�F?B�?�NPMDMSLB�GKN?AR�ML�RFC
UMPJB�UC�RP?LQ?AR�GL�GR�GQ�RFC�KM@GJC�NFMLC�RF?R�NPCQCLRQ�?L�CVAGRGLE�MNNMPRSLGRW
DMP�CTCL�KMPC�MD�RFC�UMPJB�RM�?AACQQ�RFC�@CLCDGRQ�MD�RFCQC�GLTCLRGMLQ�

$MLQGBCP�RF?R�RFCPC�?PC�����@GJJGML�NCMNJC�UMPJBUGBC�UGRF�?AACQQ�RM�RFC�*LRCPLCR��0D
RFMQC�����@GJJGML�?PC�?ARGTC�SQCPQ�MD�C�K?GJ��8GRF�RFC�UMPJBfQ�NMNSJ?RGML�?R����
@GJJGML�RF?RfQ�?JKMQR�?�DGDRF�MD�RFC�NMNSJ?RGML�UFM�A?L�@C�PC?AFCB�@W�C�K?GJ��5F?R
LCCBQ�RM�@C�AMKN?PCB�RM�����@GJJGML�KM@GJC�NFMLC�QS@QAPG@CPQbKMPC�RF?L�F?JD�MD�RFC
UMPJBfQ�NMNSJ?RGML��"LB�MD�RF?R�����@GJJGML���@GJJGML�UCPC�?ARGTC�SQCPQ�MD�QFMPR
KCQQ?EC�QCPTGAC�	4.4
�RCVR�KCQQ?EGLE�GL������5MKG�"FMLCLTomi Ahonen Almanac
2010: The Mobile Telecoms Industry Annual Review FRRN���UUU�RMKG?FMLCL�AMK�
C@MMI�?JK?L?A�FRKJ	?AACQQCB�.?W��������
��.MAMK�����c����#GJJGML�.M@GJC
1FMLC�4S@QAPG@CPQ�8MPJBUGBCd�.?PAF��������FRRN���UUU�KMAMK�����AMK�
�����������@GJJGML�KM@GJC�NFMLC��QS@QAPG@CPQ�UMPJBUGBC	?AACQQCB�%CACK@CP���
����
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-MMIGLE�?R�DGESPCQ�JGIC�RF?R�GRfQ�M@TGMSQ�UFW�QM�K?LW�MPE?LGX?RGMLQ�?PC
GLTCQRGE?RGLE�RFC�KM@GJC�NFMLC�?Q�?�K?PICRGLE�NJ?RDMPK�
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16.2 Why the Mobile Phone?

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�KM@GJC�K?PICRGLE�@CA?KC�?L�GKNMPR?LR�C.?PICRGLE
RMMJ�

5FC�KM@GJC�NFMLC�GQ�?�QMNFGQRGA?RCB�BCTGAC��5MB?WfQ�NFMLCQ�A?L�?AR�?Q�?J?PK�AJMAIQ
A?KCP?Q�TGBCM�PCAMPBCPQ�.1��NJ?WCPQ�A?JCLB?PQ�LMRC@MMIQ�?LB�KCQQ?EGLE
BCTGACQ�?LB�RFCW�A?L�CTCL�K?IC�TMGAC�A?JJQ��)MUCTCP�GR�GQ�LMR�RFC�?DMPCKCLRGMLCB
NJCRFMP?�MD�DC?RSPCQ�RF?R�K?ICQ�RFC�KM@GJC�NFMLC�QSAF�?L�?RRP?ARGTC�BCTGAC��5FC
DMJJMUGLE�QCTCL�DC?RSPCQ�?PC�UF?R�RSPL�KM@GJC�NFMLCQ�GLRM�QMKCRFGLE�RPSJW
PCK?PI?@JC�DMP�K?PICRCPQ�

�� 5FC�KM@GJC�NFMLC�GQ�NCPQML?J�
�� 5FC�KM@GJC�NFMLC�GQ�?JU?WQ�A?PPGCB�
�� 5FC�KM@GJC�NFMLC�GQ�?JU?WQ�ML�
�� 5FC�KM@GJC�NFMLC�F?Q�?�@SGJR�GL�N?WKCLR�QWQRCK�
�� 5FC�KM@GJC�NFMLC�GQ�?T?GJ?@JC�?R�RFC�NMGLR�MD�APC?RGTC�GLQNGP?RGML�
�� 5FC�KM@GJC�NFMLC�A?L�NPMTGBC�?AASP?RC�?SBGCLAC�KC?QSPCKCLRQ�
�� 5FC�KM@GJC�NFMLC�A?NRSPCQ�RFC�QMAG?J�AMLRCVR�MD�KCBG?

AMLQSKNRGML�5MKG�"FMLCL�c%CCNCP�*LQGEFRQ�GLRM�RFC��RF�.?QQ�.CBG?
$F?LLCJ�.M@GJC�*Q�RM�RFC�*LRCPLCR�8F?R�57�*Q�RM�3?BGMd�$MKKSLGRGCQ
%MKGL?RC�#P?LBQ�.?W�������FRRN���UUU�AMKKSLGRGCQ�
BMKGL?RC�@JMEQ�AMK�@P?LBQ���������BCCNCP�GLQGEFRQ�FRKJ	?AACQQCB
%CACK@CP��������
�

*D�WMS�AMLQGBCP�WMSP�PCJ?RGMLQFGN�UGRF�WMSP�KM@GJC�NFMLC�RFCQC�DC?RSPCQ�QFMSJB
K?IC�QCLQC��)MUCTCP�?�DCU�D?ARQ�?LB�DGESPCQ�LCTCP�FSPR�?LWMLC�?LB�RFC�DMJJMUGLE
CJ?@MP?RCQ�KMPC�DSJJW�ML�RFC�?DMPCKCLRGMLCB�DC?RSPCQ�

The Mobile Phone Is Personal

"������QSPTCW�DMSLB�RF?R����NCPACLR�MD�PCQNMLBCLRQ�UMSJB�LMR�QF?PC�RFCGP�NFMLCQ
UGRF�?LWMLC�	���NCPACLR�MD�RFMQC�QSPTCWCB�GL�+?N?L�UMSJB�LMR�QF?PC�RFCGP
NFMLCQ
�c8GPCJCQQ�8MPIQd�##%0�?LB�1PMVGKGRW�"NPGJ������8FGJC�J?NRMNQ�BM
NPCQCLR�?�NCPQML?J�AMLLCARGML�RM�RFC�*LRCPLCR�RFCW�?PC�LMR�?Q�NCPQML?J�?�BCTGAC�?Q
RFC�KM@GJC�NFMLC�

$F?NRCP����.M@GJC�.?PICRGLE

���
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5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�PCQNCAR�DMP�NPGT?AW�?LB�NCPKGQQGML�GQ
CVACNRGML?JJW�GKNMPR?LR�GL�?JJ�?QNCARQ�MD�K?PICRGLE�?LB�N?PRGASJ?PJW�QM�UFCL�GR
AMKCQ�RM�KM@GJC�NFMLCQ�

The Mobile Phone Is Always Carried

8F?R�BM�WMS�R?IC�UGRF�WMS�UFCL�WMS�JC?TC�WMSP�FMSQC �8?JJCR�ICWQ�?LB�KM@GJC
NFMLC��8F?R�BM�WMS�ICCN�?JU?WQ�LC?P�WMS�UFCL�WMS�?PC�GL�WMSP�FMSQC �.M@GJC
NFMLC��"AAMPBGLE�RM������PCQC?PAF�@W�.MPE?L�4R?LJCW����NCPACLR�MD�KM@GJC�NFMLC
MULCPQ�ICCN�RFCGP�NFMLC�UGRFGL�RFPCC�DCCR�RUCLRW�DMSP�FMSPQ�?�B?W�5MKG�"FMLCL
c%CCNCP�*LQGEFRQ�GLRM�RFC��RF�.?QQ�.CBG?�$F?LLCJ�.M@GJC�*Q�RM�RFC�*LRCPLCR�8F?R
57�*Q�RM�3?BGMd�$MKKSLGRGCQ�%MKGL?RC�#P?LBQ�.?W�������
FRRN���UUU�AMKKSLGRGCQ�BMKGL?RC�@JMEQ�AMK�@P?LBQ���������BCCNCP�
GLQGEFRQ�FRKJ	?AACQQCB�%CACK@CP��������
�1CMNJC�F?TC�RFCGP�NFMLCQ�UGRF�RFCK�?R
?JJ�RGKCQ�MD�RFC�B?W�CTCL�GL�RFC�@?RFPMMK�

5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�KCQQ?ECQ�QCLR�RM�PCAGNGCLRQ�A?L�@C�PC?B�?LB
?ARCB�ML�GKKCBG?RCJW��6LJGIC�DMP�CV?KNJC�C�K?GJ�UFGAF�PCOSGPCQ�RF?R�RFC
PCAGNGCLR�@C�GL�DPMLR�MD�FGQ�MP�FCP�AMKNSRCP�?LB�AMLLCARCB�RM�RFC�*LRCPLCR�KCQQ?ECQ
QCLR�RM�KM@GJC�NFMLCQ�UGJJ�KMQR�JGICJW�@C�?AACQQCB�UGRFGL�KGLSRCQ�MD�@CGLE�PCACGTCB�

The Mobile Phone Is Always On

*L�MPBCP�RM�DSJDGJJ�GRQ�NPGK?PW�DSLARGMLb?Q�?�RCJCNFMLCbRFC�KM@GJC�NFMLC�GQ�?JU?WQ
ML��.CQQ?ECQ�?LB�QCPTGACQ�A?L�@C�QCLR�?LB�?ARCB�ML�?R�?JJ�RGKCQ�MD�RFC�B?W�

"Q�UGRF�RFC�NPCTGMSQ�DC?RSPC�MD�RFC�NFMLC�RFC�D?AR�RF?R�RFC�NFMLC�GQ�?JU?WQ�ML�F?Q
GKNJGA?RGMLQ�DMP�K?PICRCPQ��GR�AF?LECQ�RFC�QCPTGACQ�?LB�KCQQ?ECQ�RF?R�A?L�@C
BCTCJMNCB�DMP�RFC�NFMLC��*R�?JQM�KC?LQ�RF?R�K?PICRCPQ�LCCB�RM�@C�NCPF?NQ�CTCL
KMPC�QCLQGRGTC�UGRF�RFCGP�K?PICRGLE�AMKKSLGA?RGMLQ��/MR�K?LW�NCMNJC�UMSJB
?NNPCAG?RC�?short message service (SMS)� ?R�DMSP�GL�RFC�KMPLGLE�GLDMPKGLE�RFCK
MD�?�QNCAG?J�MDDCP�

The Mobile Phone Has a Built-In Payment System

5FGQ�GQ�NCPF?NQ�RFC�ICW�DC?RSPC�MD�RFC�KM@GJC�NFMLC�?LB�MLC�PC?QML�UFW�AMLRCLR�DMP
KM@GJC�NFMLCQ�GL�K?LW�?PC?Q�ECLCP?RCQ�?Q�KSAF�MP�KMPC�PCTCLSC�RF?L�AMLRCLR�DMP
RFC�*LRCPLCR��&TCPW�KM@GJC�NFMLC�F?Q�?�@SGJR�GL�N?WKCLR�KCAF?LGQKbRFC
QS@QAPG@CP�GBCLRGRW�KMBSJC�	4*.
�A?PB��#GJJGLE�GQ�C?QGJW�F?LBJCB�RFPMSEF�RFC�SQCPfQ
mobile network � ��/MR�MLJW�BM�KM@GJC�NFMLCQ�F?TC�RFGQ�@SGJR�GL�N?WKCLR
KCAF?LGQK�@SR�?JQM�N?WGLE�DMP�AMLRCLR�?LB�BMULJM?BQ�F?Q�@CCL�@SGJR�GLRM�RFC�U?W

�� &JCARPMLGA�KCQQ?ECQ�QCLR�ML
UGPCJCQQ�LCRUMPIQ�

�� 5FC�D?AGJGRGCQ�?LB�RCAFLMJMEW
RF?R�K?IC�?�NS@JGA�KM@GJC
RCJCAMKKSLGA?RGMLQ�QCPTGAC
NMQQG@JC�

$F?NRCP����.M@GJC�.?PICRGLE

�����8FW�RFC�.M@GJC�1FMLC ���
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RF?R�AMLQSKCPQ�SQC�RFCGP�NFMLCQ��5FCPC�GQ�JCQQ�MD�?L�CVNCAR?RGML�RF?R�EMMBQ�?LB
QCPTGACQ�UGJJ�@C�DPCC�?JRFMSEF�?Q�RFC�KM@GJC�?NN�K?PICR�CVN?LBQ�RFGQ�GQ�AF?LEGLE�

5FCPC�?PC�?JQM�?�LSK@CP�MD�QCPTGACQ�RF?R�RSPL�RFC�KM@GJC�GLRM�?�TGPRS?J�U?JJCR�MP
@?LI�A?PB�@PGLEGLE�@?LIGLE�?LB�N?WKCLR�QCPTGACQ�RM�NCMNJC�?JJ�?PMSLB�RFC�UMPJB�

G$F?LLCJ�?�KM@GJC�LCUQ�RGAICP�DCCB�GL�+?N?L�ECLCP?RCQ�64�����KGJJGML�NCP�WC?P�GL
QS@QAPGNRGMLQ�DMP�GRQ�64���?�KMLRF�QCPTGAC��*R�F?Q�KMPC�N?WGLE�QS@QAPG@CPQ�ML�RFGQ
QGLEJC�QCPTGAC�RF?R�?JJ�MLJGLC�LCUQN?NCPQ�GL�RFC�UMPJB�AMK@GLCB�"J?L�.MMPC�c5FC
(JGRRCPGLE�"JJSPC�MD�RFC�.M@GJC�4MAGCRWd�UFGRC�N?NCP�4.-9-�/MTCK@CP�����
FRRN���?LBPCUEPGJJ�AMK�BMULJM?B�"J?L.MMPC>"JJSPC>.M@GJC�>4MAGCRW�NBD
	?AACQQCB�%CACK@CP�������
�4GKGJ?P�A?QCQ�A?L�@C�K?BC�DMP�E?KCQ�KSQGA�?LB�MRFCP
KM@GJC�AMLRCLR�

5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�AMLQSKCPQ�?PC�UGJJGLE�RM�N?W�DMP�QCPTGACQ�?LB
AMLRCLR�ML�RFCGP�KM@GJC�NFMLC��"BTCPRGQGLE�GQ�LMR�RFC�MLJW�U?W�RM�ECLCP?RC�PCTCLSC
DMP�AMLRCLR�

The Mobile Phone Is Available at the Point of Creative Inspiration

"Q�RFC�KM@GJC�NFMLC�GQ�?JU?WQ�A?PPGCB�?LB�?JU?WQ�ML�GR�GQ�?JU?WQ�?T?GJ?@JC�?Q�?
APC?RGTC�RMMJ��1FMLCQ�RMB?W�DC?RSPC�?�LSK@CP�MD�RMMJQ�RF?R�JCR�SQCPQ�?AR�ML�APC?RGTC
GKNSJQC�DPMK�R?IGLE�NFMRMQ�?LB�TGBCMQ�RM�@CAMKGLE�?�QAPG@@JGLE�N?B�ML�UFGAF�RM
HMR�BMUL�GBC?Q�

5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�RFCQC�DC?RSPCQ�A?L�@C�SQCB�RM�CLAMSP?EC
GLRCP?ARGTGRW�UGRF�A?KN?GELQ�APC?RCB�DMP�KM@GJC�NFMLCQ��*R�NPCQCLRQ�RFC�KM@GJC
NFMLC�?Q�?�SQCDSJ�RMMJ�GL�TGP?J�A?KN?GELQ�@?QCB�ML�AMLQSKCP�ECLCP?RCB�AMLRCLR�

Note

"AASP?RC�KC?QSPCKCLR�GQ�LMR�?T?GJ?@JC�GL�?JJ�AMSLRPGCQ�BSC�RM�LCRUMPI
ESGBCJGLCQ�

$F?NRCP����.M@GJC�.?PICRGLE

�����8FW�RFC�.M@GJC�1FMLC ���
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The Mobile Phone Can Provide Accurate Audience Measurements

8FGJC�RFC�*LRCPLCR�GQ�T?QRJW�QSNCPGMP�RM�MRFCP�KCBG?�GL�GRQ�?@GJGRW�RM�RP?AI�?LB
KC?QSPC�?BTCPRGQGLE�?LB�K?PICRGLE�A?KN?GELQ�GR�GQ�CAJGNQCB�@W�RFC�KM@GJC�NFMLC�
&TCPW�RP?LQ?ARGML�K?BC�ML�?�KM@GJC�NFMLC�A?L�@C�SLGOSCJW�RP?AICB�RM�RF?R�KM@GJC
NFMLC�LSK@CP�UFCRFCP�RFC�RP?LQ?ARGML�GQ�?�TMGAC�A?JJ�?L�4.4�KCQQ?EC�MP
?AACQQGLE�RFC�*LRCPLCR�

5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�?EEPCE?RCB�B?R?�NPMTGBC�CVRCLQGTC�NPMDGJGLE
?LB�QCEKCLRGLE�MNNMPRSLGRGCQ�DMP�R?PECRGLE�RFC�PGEFR�?SBGCLAC��$?KN?GELQ�A?L�?JQM
@C�?AASP?RCJW�KC?QSPCB�?LB�RP?AICB�DMP�30*�	PCRSPL�ML�GLTCQRKCLR
��#C?P�GL�KGLB�?Q
UCJJ�RF?R�RFGQ�?AASP?RC�KC?QSPCKCLR�KC?LQ�RF?R�KM@GJC�NFMLC�SQCPQ�F?TC�D?P�JCQQ
?LMLWKGRW�RF?L�*LRCPLCR�SQCPQ��&TCL�RFMSEF�?R�JC?QR����NCPACLR�MD�KM@GJC�NFMLCQ
UMPJBUGBC�?PC�ML�?�NPCN?GB�MP�N?W�?Q�WMS�EM�RWNC�MD�AMLRP?AR�	UFGAF�KC?LQ�RF?R
RFC�LCRUMPIoperators � BM�LMR�F?TC�RFC�NFMLC�SQCPfQ�L?KC�?LB�BCKMEP?NFGA
BCR?GJQ�RM�EM�UGRF�RFC�KM@GJC�LSK@CP
�C?AF�RP?LQ?ARGML�K?BC�@W�RFC�NFMLC�SQCP�A?L
QRGJJ�@C�KC?QSPCB�

5FC�.M@GJC�.?PICRGLE�"QQMAG?RGML�F?Q�?L�GL�BCNRF�EJMQQ?PW�MD�KM@GJC
K?PICRGLE�RCPKGLMJMEW�?T?GJ?@JC�?Q�?�DPCC�BMULJM?B�DPMK�GRQ�8C@�QGRC
FRRN���UUU�KK?EJM@?J�AMK�

The Mobile Phone Captures the Social Context of Media
Consumption

5FGQ�PCNPCQCLRQ�CKCPEGLE�RFGLIGLE�ML�RFC�@CLCDGRQ�MD�RFC�KM@GJC�NFMLC��#CA?SQC�MD
RFC�L?RSPC�MD�RFC�KM@GJC�NFMLC�RM�@C�?@JC�RM�?AASP?RCJW�RP?AI�RP?LQ?ARGMLQ�RM�?LW
N?PRGASJ?P�NFMLC�LSK@CP�	SQCP
�GR�A?L�RP?AI�RP?LQ?ARGMLQ�@CRUCCL�KM@GJC�LSK@CPQ
	@CRUCCL�SQCPQ
��5FGQ�KC?LQ�RF?R�QMNFGQRGA?RCB�B?R?�KGLGLE�A?L�GBCLRGDW�N?RRCPLQ
RF?R�GLBGA?RC�GLDMPK?RGML�?@MSR�?LB�NPCDCPCLACQ�MD�KM@GJC�NFMLC�SQCPQ��/MR�MLJW
A?L�?JNF?�SQCPQ�@C�GBCLRGDGCB�@SR�RFCW�K?W�?JQM�@C�GBCLRGDGCB�UGRFGL�RFCGP�QMAG?J
AMLRCVR�

5FC�GKNJGA?RGML�DMP�K?PICRCPQ�GQ�RF?R�RFGQ�GLDMPK?RGML�UGJJ�PCNPCQCLR�PGAF�B?R?�RF?R
A?L�@C�SQCB�RM�@MRF�APC?RC�?LB�K?PICR�NPMBSARQ�AMLRCLR�?LB�QCPTGACQ�MLJGLC�

�� "�DSLARGML�RF?R�MNCP?RCQ�ML�MP
KMBGDGCQ�MRFCP�DSLARGMLQ�

$F?NRCP����.M@GJC�.?PICRGLE

�����8FW�RFC�.M@GJC�1FMLC ���
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Limitations of the Mobile Phone

5FC�KM@GJC�NFMLC�GQ�?�DC?RSPC�N?AICB�E?BECR�SQCB�?JJ�?PMSLB�RFC�UMPJB�@W�?JKMQR
F?JD�RFC�UMPJBfQ�NMNSJ?RGML��)MUCTCP�?Q�KSAF�?Q�RFC�KM@GJC�NFMLC�F?Q�?�LSK@CP�MD
SLGOSC�@CLCDGRQ�GR�BMCQ�AMKC�UGRF�GRQ�MUL�AF?JJCLECQ�

5FC�KM@GJC�NFMLC�GQ�QK?JJ��5FGQ�KC?LQ�RF?R�GR�F?Q�?�QK?JJ�QAPCCL�?LB�?�QK?JJ�ICWN?B�
8FGJC�QMKC�NFMLCQ�F?TC�?�DSJJQWERTY� ICWN?B�K?LW�F?TC�RFC�QR?LB?PB�LSKCPGA
ICWN?B��8FCL�GR�AMKCQ�RM�RFC�KM@GJC�8C@�AMLQGBCP�RF?R�NFMLCQ�BM�LMR�F?TC�?
KMSQC��5FCPC�?PC�?�DCU�KMBCJQ�RF?R�F?TC�RMSAF�QAPCCLQ�@SR�DMP�RFC�KMQR�N?PR
L?TGE?RGML�MD�RFC�KM@GJC�8C@�GQ�RFPMSEF�RFC�ICWN?B�MP�QAPMJJ�@SRRMLQ�ML�RFC�NFMLC�

.M@GJC�NFMLCQ�?PC�?JQM�CTCL�JCQQ�QR?LB?PB�RF?L�1$Q��/MR�MLJW�BM�NFMLC�KMBCJQ
NPCQCLR�?�KWPG?B�MD�QAPCCL�QGXCQ�RFCPC�?PC�?JQM�QCTCP?J�MNCP?RGLE�QWQRCKQ�?LB
@PMUQCPQ�RF?R�?PC�SQCB�@W�KM@GJC�NFMLCQ�

6QC�MD�KMPC�?BT?LACB�DC?RSPCQ�MD�NFMLCQ�A?L�PCOSGPC�?L�CVRCLQGTC�CBSA?RGML
NPMACQQ��8FGJC�KM@GJC�NFMLCQ�F?TC�?�FMQR�MD�DC?RSPCQ�RFCQC�BCTGACQ�?PC�DMP�RFC�KMQR
N?PR�SLBCPSQCB�

KEY TAKEAWAYS

^ .M@GJC�NFMLCQ�?PC�QMNFGQRGA?RCB�BCTGACQ�RF?R�QCPTC�?Q�CTCPWRFGLE�DPMK
?J?PK�AJMAIQ�RM�KCQQ?EGLE�BCTGACQ�

^ 5FCPC�?PC�QCTCL�PC?QMLQ�RF?R�RSPL�KM@GJC�NFMLCQ�GLRM�EPC?R
C.?PICRGLE�RMMJQ�

� 5FC�KM@GJC�NFMLC�GQ�NCPQML?J�
� 5FC�KM@GJC�NFMLC�GQ�?JU?WQ�A?PPGCB�
� 5FC�KM@GJC�NFMLC�GQ�?JU?WQ�ML�
� 5FC�KM@GJC�NFMLC�F?Q�?�@SGJR�GL�N?WKCLR�QWQRCK�
� 5FC�KM@GJC�NFMLC�GQ�?T?GJ?@JC�?R�RFC�NMGLR�MD�APC?RGTC

GLQNGP?RGML�
� 5FC�KM@GJC�NFMLC�NPCQCLRQ�?AASP?RC�?SBGCLAC�KC?QSPCKCLR�
� 5FC�KM@GJC�NFMLC�A?NRSPCQ�RFC�QMAG?J�AMLRCVR�MD�KCBG?

AMLQSKNRGML�

^ "Q�UGRF�K?LW�C.?PICRGLE�AF?LLCJQ�RFCPC�?PC�JGKGR?RGMLQ�

�� "�DSJJ�ICWN?B�JGIC�RFC�MLC
DMSLB�ML�AMKNSRCPQ�

$F?NRCP����.M@GJC�.?PICRGLE

�����8FW�RFC�.M@GJC�1FMLC ���



EXERCISES

�� #?QCB�ML�RFC�JGKGR?RGMLQ�JGQRCB�GL�RFGQ�QCARGML�A?L�WMS�RFGLI�MD�?�K?HMP
@P?LB�RF?R�UMSJB�F?TC�BGDDGASJRW�SQGLE�KM@GJC�K?PICRGLE�?Q�?L
C.?PICRGLE�AF?LLCJ �-GQR�RFC�PC?QMLQ�UFW�

�� 6QGLE�WMSP�D?TMPGRC�QC?PAF�CLEGLC�QCC�GD�WMS�A?L�DGLB�RFC�KM@GJC
K?PICRGLE�?QQMAG?RGML�GL�WMSP�AMSLRPW�?LB�RFC�AMBC�MD�AMLBSAR�DMP
K?PICRCPQ��%M�WMS�RFGLI�RFGQ�A?L�@C�@CRRCP�AMKKSLGA?RCB�RM�AMLQSKCPQ 

�� 1PGT?AW�?LB�NCPKGQQGML�?PC�GKNMPR?LR�D?ARMPQ�GL�C.?PICRGLE�?LB�KM@GJC
K?PICRGLE��)MU�A?L�RFCQC�@C�AMKKSLGA?RCB�UFCL�SQGLE�RFC�KM@GJC
NFMLC�?Q�?�K?PICRGLE�AF?LLCJ 

$F?NRCP����.M@GJC�.?PICRGLE

�����8FW�RFC�.M@GJC�1FMLC ���



16.3 Mobile Phones: More than Phone Calls

LEARNING OBJECTIVE

�� -C?PL�?@MSR�RFC�RFPCC�A?RCEMPGCQ�MD�KM@GJC�NFMLCQ�?LB�FMU�RFCW�DGR�GLRM
RFC�C.?PICRGLE�J?LBQA?NC�

5FCPC�?PC�RFPCC�A?RCEMPGCQ�MD�KM@GJC�NFMLCQ�

Basic phones� A?L�K?IC�TMGAC�A?JJQ�QCLB�?LB�PCACGTC�4.4�	QFMPR�KCQQ?EC�QCPTGAC

KCQQ?ECQ�?LB�K?IC�SQC�MDUSSD (unstructured supplementary services data)� �

Feature phones� MDDCP�DC?RSPCQ�?BBGRGML?J�RM�?�@?QGA�NFMLC�GLAJSBGLE�A?KCP?Q�?LB
GLAPC?QCB�QRMP?EC�?Q�UCJJ�?Q�RFC�?@GJGRW�RM�?AACQQ�RFC�*LRCPLCR��'C?RSPC�NFMLCQ
SQS?JJW�F?TC�?�QR?LB?PB�LSKCPGA�ICWN?B�

Note

28&35:�PCDCPQ�RM�?�DSJJ�ICWN?B�JGIC�RFC�ICW@M?PB�MD�?�AMKNSRCP�

Smartphones� MDDCP�?BT?LACB�A?N?@GJGRGCQ�?LB�DC?RSPCQ�MTCP�DC?RSPC�NFMLCQ
LMR?@JW�?JJMUGLE�SQCPQ�RM�?BB�?NNJGA?RGMLQ�RM�RFCGP�NFMLCQ��5FCQC�NFMLCQ�PSL�?�DSJJ�
DC?RSPCB�MNCP?RGLE�QWQRCK��KMQR�F?TC3G� 	RFGPB�ECLCP?RGML
�?Q�UCJJ�?QWi-Fi��

	UGPCJCQQ�DGBCJGRW
�A?N?@GJGRGCQ�?LB�ECLCP?JJW�F?TC�?�28&35:�ICWN?B�

/MRC�RF?R�RFCPC�GQ�LMR�WCR�?L�GLBSQRPW�QR?LB?PB�BCDGLGRGML�MD�?�QK?PRNFMLC�?LB
K?LW�DC?RSPC�NFMLCQ�?PC�LMU�@CGLE�BCTCJMNCB�UGRF�RCAFLMJMEW�QGKGJ?P�RM
QK?PRNFMLCQ��4K?PRNFMLCQ�RCLB�RM�F?TC�@GEECP�QAPCCLQ�RF?L�DC?RSPC�NFMLCQ�

�� 5FCQC�?PC�QR?LB?PB�F?LBQCRQ
RF?R�A?L�K?IC�?LB�PCACGTC
TMGAC�A?JJQ�QCLB�?LB�PCACGTC
RCVR�KCQQ?ECQ�?LB�K?IC�SQC�MD
644%�QCPTGACQ�

�� 8MPIQ�ML�?JJ�CVGQRGLE�(4.
	(JM@?J�4WQRCK�DMP�.M@GJC
$MKKSLGA?RGMLQ
�NFMLCQ�
1PMTGBCQ�QCQQGML�@?QCB
AMKKSLGA?RGML�CL?@JGLE�?
T?PGCRW�MD�?NNJGA?RGMLQ�

�� 5FCQC�?PC�F?LBQCRQ�RF?R�MDDCP
?BBGRGML?J�DSLARGML?JGRW�?LB
MDRCL�GLAJSBC�?�A?KCP?�?LB
?BBGRGML?J�QRMP?EC�QN?AC��0DRCL
RFCW�A?L�?AACQQ�RFC�*LRCPLCR
@SR�RFCW�ECLCP?JJW�F?TC�?
QR?LB?PB�LSKCPGA�ICWN?B�

�� )?LBQCRQ�UGRF�?BT?LACB
A?N?@GJGRGCQ�RF?R�?JJMU�SQCPQ�RM
?BB�?NNJGA?RGMLQ�RM�RFCGP
NFMLCQ��5FCW�SQS?JJW�F?TC�?
28&35:�ICWN?B�?LB�GLAJSBC
�(�?LB�8G�'G�A?N?@GJGRGCQ�

�� 5FGPB�ECLCP?RGML�MD�KM@GJC
AMKKSLGA?RGMLQ�QWQRCKQ���(
LCRUMPIQ�CL?@JC�LCRUMPI
MNCP?RMPQ�RM�MDDCP�SQCPQ�?�UGBCP
P?LEC�MD�KMPC�?BT?LACB
QCPTGACQ�UFGJC�?AFGCTGLE
EPC?RCP�LCRUMPI�A?N?AGRW�

��� "LW�MD�?�D?KGJW�MD�UGPCJCQQ�JMA?J
?PC?�LCRUMPI�	-"/
�B?R?
QR?LB?PBQ�	*&&&�������
�SQCB
D?GPJW�S@GOSGRMSQJW�DMP
AMPNMP?RC�?LB�FMKC
AMLLCARGTGRW��"JQM�?T?GJ?@JC�?Q
FMRQNMRQ�GL�NS@JGA�?PC?Q�QSAF�?Q
A?DCQ�?LB�?GPNMPR�RCPKGL?JQ
CGRFCP�DMP�DPCC�MP�DMP�?�MLC�
RGKC�SQC�AF?PEC�MP
QS@QAPGNRGML�DCC�
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Figure 16.1Features of a Mobile Phone

How to Reach Your Audience

+SQR�?Q�RFC�8C@�GQ�SQCB�GL�?�KWPG?B�MD�U?WQ�?Q�?�K?PICRGLE�?BTCPRGQGLE�?LB
BGQRPG@SRGML�AF?LLCJ�QM�GQ�RFC�KM@GJC�NFMLC��5FCPC�?PC�?�LSK@CP�MD�RCAFLMJMEGCQ
?T?GJ?@JC�RM�PC?AF�?�KM@GJC�?SBGCLAC��4MKC�MD�RFC�KMQR�NPCT?JCLR�?PC�BCR?GJCB
DSPRFCP�

.M@GJC�NFMLCQ�QR?PRCB�?Q�JGRCP?JJW�NFMLCQ�RF?R�?PC�KM@GJC�	RF?LI�WMS�?E?GL�$?NR?GL
0@TGMSQ
��#CDMPC�UC�JMMI�?R�KM@GJC�NFMLCQ�?Q�BCTGACQ�SQCB�RM�?AACQQ�RFC�8MPJB�8GBC
8C@�RM�R?IC�NFMRMEP?NFQ�MP�RM�K?IC�N?WKCLRQ�UC�LCCB�RM�?BBPCQQ�RFCGP�NPGK?PW
DSLARGML��AMKKSLGA?RGML��5FC�NPGK?PW�SQC�MD�?�KM@GJC�NFMLC�GQ�RM�CL?@JC
AMKKSLGA?RGML�CGRFCP�RFPMSEF�TMGAC�A?JJQ�MP�RFPMSEF�KCQQ?ECQ��.CQQ?EGLE�QCPTGACQ
ML�?�KM@GJC�NFMLC�SQC�CGRFCP�QFMPR�KCQQ?EC�QCPTGAC�	4.4
�RM�QCLB�RCVR�KCQQ?ECQ�MP
multimedia message service (MMS)�� RM�QCLB�EP?NFGAQ�?SBGM�NFMRMQ�?LB�TGBCM
?Q�UCJJ�?Q�RCVR��.CQQ?ECQ�A?L�MD�AMSPQC�?JQM�@C�QCLR�TG?�C�K?GJ�BCNCLBGLE�ML�RFC
NFMLCfQ�DC?RSPCQ���� "L�CVRCLQGML�ML�4.4�	QFMPR

KCQQ?EC�QCPTGAC
��?JJMUQ
NGARSPC�QMSLB�MP�JMU�OS?JGRW
TGBCMQ�RM�@C�QCLR�ML�?�UGPCJCQQ
LCRUMPI�

$F?NRCP����.M@GJC�.?PICRGLE
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Note

%M�S�DGLB�GR�RPGAIW�RM�RP?LQJ��RVR�KQEQ FRRN���UUU�RP?LQJ�GR�AMKRP?LQJ?RCQ
DPMK�RCVR�QNC?I�GLRM�CTCPWB?W�&LEJGQF�?LB�@?AI�?E?GL�

KEY TAKEAWAYS

^ 5FCPC�?PC�RFPCC�A?RCEMPGCQ�MD�KM@GJC�NFMLCQ��@?QGA�NFMLCQ�DC?RSPC
NFMLCQ�?LB�QK?PRNFMLCQ�

^ 4K?PRNFMLCQ�?PC�COSGNNCB�UGRF�?�28&35:�ICWN?B�
^ 5FC�KM@GJC�NFMLC�GQ�NPGK?PGJW�?�AMKKSLGA?RGML�BCTGAC�RF?R�SQCQ�TMGAC

4.4�MP�..4�

EXERCISES

�� $MLQGBCP�RFC�RFPCC�A?RCEMPGCQ�MD�KM@GJC�NFMLC��&LTGQGML�RFC�?BTCPRGQGLE
MNNMPRSLGRGCQ�?T?GJ?@JC�ML�C?AF�

�� 8F?R�RWNCQ�MD�KM@GJC�NFMLCQ�F?TC�WMS�CTCP�SQCB �)?TC�WMS�@CCL
K?PICRCB�RM�@CDMPC�ML�RFCQC�NFMLC	Q
 �*D�QM�FMU 

$F?NRCP����.M@GJC�.?PICRGLE
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16.4 Short Message Service (SMS)

LEARNING OBJECTIVES

�� 6LBCPQR?LB�QFMPR�KCQQ?EC�QCPTGAC�	4.4
�?LB�FMU�GR�UMPIQ�
�� -C?PL�FMU�4.4�A?L�@C�SQCB�GL�C.?PICRGLE�

4FMPR�KCQQ?EC�QCPTGAC�	4.4
�QSNNMPRQ�KCQQ?ECQ�MD�?@MSR�����AF?P?ARCPQ�GL�JCLERF
RFMSEF�GR�GQ�NMQQG@JC�RM�QRPGLE�QCTCP?J�KCQQ?ECQ�RMECRFCP�RM�QCLB�JMLECP�KCQQ?ECQ�
.CQQ?ECQ�A?L�@C�QCLR�DPMK�MLC�NFMLC�RM�?LMRFCP�MP�DPMK�?�1$�RM�?�NFMLC�?LB�TGAC
TCPQ?�

4.4�?JQM�QSNNMPRQ�?�QCPTGAC�ILMUL�?Qcommon short codes (CSCs)�� ��$4$Q�?PC
NFMLC�LSK@CPQ�	QFMPR�MLCQ�?Q�RFC�L?KC�GKNJGCQ
�RM�UFGAF�SQCPQ�A?L�QCLB�?�RCVR
KCQQ?EC�DPMK�?�KM@GJC�NFMLC�SQS?JJW�RM�ECR�QMKCRFGLE�GL�PCRSPL��$4$Q�A?L�@C�SQCB
RM�QGEL�SN�DMP�QCPTGACQ�RM�CLRCP�AMKNCRGRGMLQ�MP�RM�GLBGA?RC�NCPKGQQGML�	MP�RM�CLB
NCPKGQQGML
�RM�PCACGTC�K?PICRGLE�KCQQ?ECQ��.CQQ?ECQ�QCLR�RM�$4$Q�A?L�?JQM�@C�SQCB
RM�K?IC�?�N?WKCLR�MP�?�BML?RGML�UGRF�?�QCR�?KMSLR�@CGLE�BCBSARCB�DPMK�?�SQCPfQ
NPCN?GB�?GPRGKC�MP�KMLRFJW�?GPRGKC�@GJJ�

��� 4FMPR�NFMLC�LSK@CPQ�RM�UFGAF
SQCPQ�QCLB�RCVR�KCQQ?ECQ
SQS?JJW�RM�ECR�QMKCRFGLE�GL
PCRSPL�	C�E��?�AMKNCRGRGML
CLRPW
�
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Mini Case Study: CSC for Short-Term Insurance

.CRPMNMJGR?L�-GDC�?�4MSRF�"DPGA?L�GLQSP?LAC�AMKN?LW�J?SLAFCB�?�LCU�QCPTGAC
A?JJCB�$MTCP�(M�GL�������$MTCP�(M�GQ�?GKCB�?R�RFMQC�ML�JMUCP�GLAMKCQ�GL�4MSRF
"DPGA?�?LB�F?Q�K?BC�GLLMT?RGTC�SQC�MD�KM@GJC�NFMLC�RCAFLMJMEW�GL�MPBCP�RM
PC?AF�GRQ�R?PECR�K?PICR��$MTCP�(M�GLQSP?LAC�A?L�@C�NSPAF?QCB�@W�4.4��?�QGLEJC
RP?LQ?ARGML�A?L�NSPAF?QC�GLQR?LR�JGDC�GLQSP?LAC�DMP�QGV�B?WQ�

"JJ�?�ASQRMKCP�LCCBQ�RM�BM�RM�NSPAF?QC�AMTCP?EC�GQ�RM�4.4�RFCGP�L?KC�?LB
GBCLRGRW�LSK@CP�RM�?�NPCKGSK�P?RC�$4$��5FC�QWQRCK�NMUCPCB�@W�$JGAI?RCJJ
PCNJGCQ�UGRF�?�AMLDGPK?RGML�?LB�NMJGAW�LSK@CP�PCOSCQRQ�RFC�L?KC�MD�?
@CLCDGAG?PW�?LB�PCKGLBQ�RFC�NMJGAWFMJBCP�RM�GLDMPK�?L�?QQMAG?RC�?@MSR�RFC�JGDC
GLQSP?LAC��"JJ�RFGQ�AMQRQ�RFC�ASQRMKCP�MLJW�?@MSR����UFGAF�GQ�?SRMK?RGA?JJW
BCBSARCB�DPMK�RFC�NFMLCfQ�?GPRGKC�?LB�EGTCQ�FGK�QGV�B?WQf�UMPRF�MD�AMTCP?EC�

$MTCP�(MfQ�GLLMT?RGTC�SQC�MD�KM@GJC�NFMLC�RCAFLMJMEW�K?ICQ�GLQSP?LAC
GLAPCBG@JW�?AACQQG@JC�RM�RFGQ�K?PICR��5FC�SQC�MD�4.4�RCAFLMJMEW�CLQSPCQ�RF?R
RFC�GLQSP?LAC�GQ�C?QW�RM�NSPAF?QC�?LB�BCBSARGLE�RFC�AMQR�MD�RFC�AMTCP?EC�DPMK
RFC�NFMLCfQ�?GPRGKC�K?ICQ�GR�C?QW�RM�N?W�DMP�RFC�GLQSP?LAC�

:MS�A?L�?AACQQ�RFC�$MTCP�(M�?LB�$JGAI?RCJJ�8C@�QGRCQ�?R
FRRN���UUU�AMTCP�EM�AM�X??LBFRRN���UUU�AJGAI?RCJJ�AMK�PCQNCARGTCJW�

SMS and Marketing

8GRF�RUGAC�?Q�K?LW�4.4�SQCPQ�UMPJBUGBC�?Q�C�K?GJ�4.4�QFMSJB�@C�?�LM�@P?GLCP�DMP
K?PICRCPQ��)MUCTCP�KM@GJC�NFMLC�SQCPQ�F?TC�NPMTCB�PCJSAR?LR�RM�F?LB�MTCP�RFCGP
NFMLC�LSK@CP�DMP�K?PICRGLE�KCQQ?ECQ�NCPF?NQ�DC?PGLE�?�QGKGJ?P�BCJSEC�MD�QN?K
DMP�UFGAF�C�K?GJ�F?Q�QSAF�?�NMMP�PCNSR?RGML�

5FGQ�GQ�AF?LEGLE�RM�QMKC�CVRCLR�UGRF�RFC�NPCT?JCLAC�MD�$4$Q�@CGLE�SQCB�GL
K?PICRGLE�?LB�?BTCPRGQGLE�A?KN?GELQ��"Q�AMLQSKCPQ�?PC�QM�AMKDMPR?@JC�UGRF�SQGLE
RCVR�KCQQ?ECQ�DMP�RFCGP�AMKKSLGA?RGML�LM�CVRCLQGTC�CBSA?RGML�NPMACQQ�GQ�PCOSGPCB
RM�F?TC�AMLQSKCPQ�?AACQQ�K?PICRGLE�A?KN?GELQ�@?QCB�ML�$4$Q�

$4$Q�A?L�@C�SQCB�RM�PCACGTC�KCQQ?ECQ�DPMK�AMLQSKCPQ�?LB�RM�QCLB�KCQQ?ECQ�RM
AMLQSKCPQ��$4$Q�A?L�@C�CGRFCP�BCBGA?RCB�	SQCB�@W�MLC�AMKN?LW�?LB�NPCQSK?@JW�DMP
MLC�A?KN?GEL
�MP�QF?PCB��8FCL�$4$Q�?PC�QF?PCB�ICWUMPBQ�GL�RFC�RCVR�KCQQ?EC�?PC
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SQCB�RM�QCN?P?RC�RFC�KCQQ?ECQ��5FCPC�?PC�RUM�QR?LB?PB�ICWUMPBQ�RF?R�QFMSJB�?JU?WQ
CJGAGR�?�QR?LB?PB�PCQNMLQC�

^ STOP��6LQS@QAPG@C�RFC�QCLBCPfQ�LSK@CP�DPMK�RFC�QCPTGAC�
^ HELP��"�QSNNMPR�PCOSCQR�DPMK�RFC�QCLBCPfQ�LSK@CP�

Note

"LMRFCP�QR?LB?PB�LSK@CP�GQ�RFC�GLRCPL?RGML?J�CKCPECLAW�LSK@CP�UFGAF�GQ�GL
SQC�GL�KMQR�AMSLRPGCQ�GL�RFC�UMPJBb����

Sending Messages

0LAC�NPMQNCARQ�F?TC�EGTCL�WMS�NCPKGQQGML�RM�AMKKSLGA?RC�UGRF�RFCK�?LB�RFCGP
KM@GJC�LSK@CP�RGKCJW�KCQQ?ECQ�A?L�@C�QCLR�RM�RFCGP�KM@GJC�NFMLC��5FCQC�A?L�@C
NPMKMRGML?J�MP�Q?JCQ�KCQQ?ECQ�QSAF�?Q�QNCAG?J�MDDCPQ�GL�QRMPCQ�MP�GLDMPK?RGML�?@MSR
SNAMKGLE�CTCLRQ��0L�K?LW�NFMLCQ�NPMQNCARQ�LCCB�RM�?R�JC?QR�MNCL�?L�4.4�KCQQ?EC
GL�MPBCP�RM�BCJCRC�GR��"Q�UCJJ�?Q�RFGQ�KM@GJC�NFMLCQ�?PC�ECLCP?JJW�ICNR�UGRF�?
NPMQNCAR�?R�?JJ�RGKCQ�KC?LGLE�RF?R�KCQQ?ECQ�?PC�KMPC�JGICJW�RM�@C�PC?B�TCPW�QMML
?DRCP�RFCW�F?TC�@CCL�@PM?BA?QR�

5FCPC�?PC�QCTCP?J�U?WQ�RF?R�4.4�KCQQ?ECQ�A?L�@C�SRGJGXCB�RM�AMKNJCKCLR�?L
CVGQRGLE�K?PICRGLE�QRP?RCEW�

Customer Relationship Management

4.4�SNB?RCQ�A?L�@C�?L�CVACNRGML?JJW�SQCDSJ�RMMJ�DMPcustomer relationship
management (CRM)�� ��*L�RFC�RP?TCJ�GLBSQRPW�FMRCJ�?LB�?GPNJ?LC�PCQCPT?RGMLQ�A?L
@C�QCLR�@W�KM@GJC�NFMLC�UGRF�SNB?RCQ�@CGLE�QCLR�AJMQC�RM�RFC�RGKC�MD�RP?TCJ��5FCQC
QFMPR�KCQQ?ECQ�A?L�GLAJSBC�BGPCARGMLQ�MP�BCR?GJQ�MD�?�DJGEFRfQ�QR?RSQ�

8FCL�GR�AMKCQ�RM�GLQSP?LAC�AJ?GKQ�MP�MPBCP�NPMACQQGLE�4.4�SNB?RCQ�?Q�RM�RFC
NPMEPCQQ�MD�?�AJ?GK�MP�MPBCP�A?L�PCBSAC�A?JJ�ACLRCP�TMJSKC�?LB�EM�?�JMLE�U?W�RM
CLQSPGLE�RF?R�?�AJGCLR�DCCJQ�T?JSCB�?LB�A?PCB�DMP�

��� "�ASQRMKCP�DMASQCB�?NNPM?AF
RM�@SQGLCQQ�?GKCB�?R�DMQRCPGLE
PCJ?RGMLQFGNQ�UGRF�GKNMPR?LR
QR?ICFMJBCPQ�
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Promotions

4.4�KCQQ?ECQ�NPCQCLR�?�U?W�RM�QCLB�RGKCJW�Q?JCQ�NPMKMRGML�GLDMPK?RGML�RM�?�J?PEC
B?R?@?QC�DMP�?�PCJ?RGTCJW�JMU�AMQR��5FCQC�A?L�@C�R?PECRCB�RM�?�N?PRGASJ?P�RGKC�MD�B?W
UFCL�NPMQNCARQ�?PC�KMQR�JGICJW�RM�@C�MSR�QFMNNGLE��4.4�KCQQ?ECQ�A?L�?JQM�@C�SQCB
UFCL�NPMKMRGLE�CTCLRQ�

%CQNGRC�RFCGP�NGRFW�L?RSPCbRFCQC�KCQQ?ECQ�F?TC�?�JGKGR�MD�����AF?P?ARCPQbRFCW�A?L
A?PPW�?�QRPMLE�A?JJ�RM�?ARGML�

Receiving Messages

$4$Q�?PC�MDRCL�SQCB�RM�PCACGTC�KCQQ?ECQ�DPMK�NPMQNCARQ�MP�ASQRMKCPQ��5FCW�NPMTGBC
?�D?QR�GLQR?LR�?LB�RP?AI?@JC�KC?LQ�DMP�RFC�NS@JGA�RM�CLRCP�AMKNCRGRGMLQ�TMGAC
MNGLGMLQ�MP�K?IC�PCOSCQRQ��&TCL�@CRRCP�DMP�?�AMKN?LW�RFC�AMQRQ�A?L�MDRCL�@C
N?QQCB�ML�RM�RFC�AMLQSKCP�KC?LGLE�RF?R�GR�A?L�@C�?�AMQR�CDDCARGTC�U?W�RM�PCACGTC
K?PICRGLE�KCQQ?ECQ�

"Q�$4$Q�A?L�@C�QF?PCB�ICWUMPBQ�A?L�@C�SQCB�RM�QCN?P?RC�AMKKSLGA?RGMLQ�?LB
A?KN?GELQ��'MP�CV?KNJC�?�SQCP�KGEFR�@C�?QICB�RM�RCVR�RFC�UMPB�c-6963:d�RM�?
LSK@CP�GL�MPBCP�RM�CLRCP�?�AMKNCRGRGML�

Entering Competitions

3COSGPGLE�JCQQ�B?R?�CLRPW�RGKC�RF?L�CLRPGCQ�@W�NMQRA?PB�4.4�KCQQ?ECQ�RM�?�$4$�?PC
?�F?QQJC�DPCC�U?W�RM�PSL�AMKNCRGRGMLQ��&LRPGCQ�A?L�@C�?JKMQR�GKKCBG?RCJW�CLRCPCB
GLRM�?�B?R?@?QC�UGRF�D?QR�?SRMK?RGA�PCQNMLQCQ�RM�CLQSPC�RF?R�RFC�AMLQSKCP�ILMUQ
FCP�CLRPW�F?Q�@CCL�PCACGTCB��*L�?BBGRGML�AMQRQ�A?L�@C�N?QQCB�ML�RM�RFC�AMLQSKCP�@W
AF?PEGLE�CLRPW�4.4�KCQQ?ECQ�?R�NPCKGSK�P?RCQ�

Note

/CRUMPI�?LB�MRFCP�AF?PECQ�KC?L�AF?PGRGCQ�BM�LMR�PCACGTC�RFC�DSJJ�BML?RGML�
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Texting to Donate

"�AMLACNR�RF?R�GQ�@CGLE�R?ICL�SN�@W�RFC�DSLB�P?GQGLE�AMKKSLGRW�RCVR�KCQQ?ECQ�A?L
@C�QCLR�@W�BMLMPQ�RM�BML?RC�?�DGVCB�?KMSLR�RM�?�A?KN?GEL��5FC�DGVCB�?KMSLR�GQ
BCBSARCB�DPMK�RFC�SQCPfQ�?GPRGKC�MP�?BBCB�RM�RFCGP�KMLRFJW�@GJJ�

Texting to Participate

5CVR�KCQQ?ECQ�NPMTGBC�?L�?JKMQR�GLQR?LR?LCMSQ�U?W�RM�CJGAGR�PCQNMLQC�DPMK�?L
?SBGCLAC�UFCRFCP�GR�@C�RM�?�P?BGM�NPMEP?K�RCJCTGQGML�QFMU�LCUQN?NCP�MP
K?E?XGLC�?BTCPRGQGLE�MP�@GJJ@M?PB��4MKC�LCUQN?NCPQ�?JJMU�PC?BCPQ�RM�QCLB�4.4
KCQQ?ECQ�GLQRC?B�MD�JCLERFW�JCRRCPQ�RM�RFC�CBGRMP�

Combining Sending and Receiving SMS

0LAC�SQCPQ�F?TC�GLBGA?RCB�RFCGP�GLRCPCQR�@W�QCLBGLE�?�RCVR�KCQQ?EC�?�AMKN?LW�A?L
RFCL�QCLB�KCQQ?ECQ�@?AI�RM�RFCK��*L�RFC�6LGRCB�,GLEBMK�RFC�KM@GJC�NFMLC
LCRUMPI�0P?LEC�P?L�?�QSAACQQDSJ�A?KN?GEL�?PMSLB�KMTGCQ��"JJ�0P?LEC�ASQRMKCPQ
AMSJB�EM�RFC�KMTGCQ�DMP�F?JD�NPGAC�ML�?�8CBLCQB?W��"JJ�RFCW�F?B�RM�BM�U?Q�RCVR�RFC
UMPB�c.07*&d�RM�?�N?PRGASJ?P�LSK@CP�?LB�GL�PCRSPL�RFCW�UMSJB�PCACGTC�?�SLGOSC
AMBC�UGRF�UFGAF�RM�AJ?GK�RFCGP�BGQAMSLRCB�RGAICRQ�

*L�PCRSPL�0P?LEC�RFCL�QCLR�RFC�JGQR�MD�NPMQNCARQ�UFM�PCOSCQRCB�BGQAMSLRQ
GLDMPK?RGML�?@MSR�RFC�KMTGCQ�@CGLE�QFMUL�?R�RFCGP�JMA?J�AGLCK?��)MU�BGB�0P?LEC
ILMU�UFGAF�U?Q�RFC�JMA?J�AGLCK? �4GKNJC��?JJ�GR�F?B�RM�BM�U?Q�K?RAF�RFC�SLGOSC
AMBC�RM�RFC�LSK@CP�GR�U?Q�QCLR�RM�?LB�RFC�AGLCK?�UFCPC�GR�U?Q�SQCB�%?TGB�)?PNCP
c6LDMJBGLE�?�%CA?BC�GL�.M@GJC�.?PICRGLEd�'JWRVR�+SJW�����
FRRN���UUU�DJWRVR�AMK�/CUQJCRRCP�SLDMJBGLE�?�BCA?BC�GL�KM@GJC�K?PICRGLE�FRKJ
	?AACQQCB�+SLC��������
�
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KEY TAKEAWAYS

^ 4.4�	QFMPR�KCQQ?EC�QCPTGAC
�A?L�@C�QCLR�DPMK�MLC�NFMLC�RM�?LMRFCP�MP
DPMK�?�1$�RM�?�NFMLC�?LB�TGAC�TCPQ?�

^ $MKKML�QFMPR�AMBCQ�	$4$Q
�?PC�QFMPR�NFMLC�LSK@CPQ�RM�UFGAF�SQCPQ�A?L
QCLB�?�RCVR�KCQQ?EC�DPMK�?�KM@GJC�NFMLC�SQS?JJW�RM�ECR�QMKCRFGLE�GL
PCRSPL�

^ 6QCPQ�F?TC�NPMTCB�RM�@C�PCJSAR?LR�RM�RSPL�MTCP�RFCGP�NFMLC�LSK@CP�DMP
K?PICRGLE�KCQQ?ECQ�

^ 0LAC�SQCPQ�F?TC�NPMTGBCB�NCPKGQQGML�RM�AMKKSLGA?RC�UGRF�RFCK�?LB
RFCGP�KM@GJC�LSK@CP�RGKCJW�KCQQ?ECQ�K?W�@C�QCLR�RM�RFCGP�KM@GJC
NFMLCQ�

^ 5FCPC�?PC�QCTCP?J�U?WQ�RF?R�4.4�KCQQ?ECQ�A?L�@C�SRGJGXCB�RM
AMKNJCKCLR�?L�CVGQRGLE�K?PICRGLE�QRP?RCEW�

� $3.�	ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR

� 1PMKMRGMLQ
� 3CACGTGLE�KCQQ?ECQ
� &LRCPGLE�AMKNCRGRGMLQ
� 5CVRGLE�RM�BML?RC
� 5CVRGLE�RM�N?PRGAGN?RC
� $MK@GLGLE�RFC�QCLBGLE�?LB�PCACGTGLE�UFCPC�SQCPQ�RCVR�RM

MNR�GL�DMP�QMKCRFGLE�?LB�RFC�K?PICRCP�QCLBQ�RFCK
QMKCRFGLE�GL�PCRSPL

EXERCISE

�� *R�A?L�@C�AMLQGBCPCB�RF?R�4.4�	QFMPR�KCQQ?EC�QCPTGAC
�RM�RFC�KM@GJC
NFMLC�GQ�UF?R�C�K?GJ�GQ�RM�RFC�*LRCPLCR��*L�UF?R�U?WQ�GQ�RFGQ�RPSC�?LB
FMU�A?L�RFGQ�@C�SQCB�@W�K?PICRCPQ 

$F?NRCP����.M@GJC�.?PICRGLE

�����4FMPR�.CQQ?EC�4CPTGAC�	4.4
 ���



16.5 Multimedia Message Service

LEARNING OBJECTIVES

�� -C?PL�UF?R�..4�	KSJRGKCBG?�KCQQ?EC�QCPTGAC
�GQ�?LB�SLBCPQR?LB�GRQ
PMJC�GL�C.?PICRGLE�

�� -C?PL�UF?R�644%�	SLQRPSARSPCB�QSNNJCKCLR?PW�QCPTGACQ�B?R?
�GQ�?LB
SLBCPQR?LB�GRQ�PMJC�GL�C.?PICRGLE�

.SJRGKCBG?�KCQQ?EC�QCPTGAC�	..4
�KCQQ?ECQ�?PC�KCQQ?ECQ�RF?R�AMLR?GL�EP?NFGAQ
?SBGM�TGBCM�MP�GK?ECQ�?Q�UCJJ�?Q�RCVR��5FCQC�KCQQ?ECQ�?JJMU�DMP�PGAFCP�GLDMPK?RGML
RM�@C�QCLR�RM�NPMQNCARQ�@SR�RFC�AMQRQ�?PC�AMLQGBCP?@JW�FGEFCP��5FCW�SQCwireless
application protocol (WAP) �� RM�BMULJM?B�PGAF�AMLRCLR�MLRM�KM@GJC�NFMLCQ�

..4�KCQQ?ECQ�?PC�N?PRGASJ?PJW�SQCDSJ�GL�TGP?J�A?KN?GELQ�UFCRFCP�CLAMSP?EGLE
N?PRGAGN?LRQ�RM�SQC�RFCGP�NFMLCQ�RM�APC?RC�AMLRCLR�	NFMRMEP?NFGA�?SBGM�MP�TGBCM
�MP
CLAMSP?EGLE�SQCPQ�RM�N?QQ�ML�AMLRCLR�

#CA?SQC�RFCPC�GQ�LM�QR?LB?PB�QAPCCL�QGXC�?APMQQ�?JJ�KM@GJC�BCTGACQ�..4�KCQQ?ECQ
K?W�BGQNJ?W�BGDDCPCLRJW�ML�BGDDCPCLR�NFMLC�KMBCJQ�

Bluetooth and Infrared

.MQR�KMBCPL�KM@GJC�NFMLCQ�NPCQCLR�?L�?PP?W�MD�KC?LQ�DMP�AMLLCARGLE��"Q�UCJJ�?Q
SQGLE�RFC�ACJJSJ?P�LCRUMPI�K?LW�NFMLCQ�F?TC��(�	RFGPB�ECLCP?RGML
�?LB�8G�'G
	UGPCJCQQ�DGBCJGRW
�A?N?@GJGRGCQ�?LB�RFC�?@GJGRW�RM�AMLLCAR�TG?�#JSCRMMRF�MP�GLDP?PCB�

*D�?�SQCP�QCRQ�FGQ�#JSCRMMRF�CL?@JCB�KM@GJC�NFMLC�RM�cBGQAMTCP?@JCd�#JSCRMMRF
BCTGACQ�UGRFGL�P?LEC�MD�RFC�NFMLC�A?L�PCOSCQR�RM�AMLLCAR�RM�RFC�NFMLC�?LB
CVAF?LEC�KCQQ?ECQ�?LB�B?R?��5FGQ�A?L�@C�SQCB�RM�QCLB�JMA?RGML�QNCAGDGA�K?PICRGLE
KCQQ?ECQ�QSAF�?Q�BGQAMSLR�AMBCQ�GL�?�QFMNNGLE�K?JJ�

��� "�RCAFLMJMEW�NJ?RDMPK�?GKCB
?R�K?IGLE�8C@�QGRCQ�?AACQQG@JC
RM�KM@GJC�NFMLCQ�BCQNGRC�RFC
QK?JJ�QAPCCLQ�?LB�ICWN?B
JGKGR?RGMLQ��8"1�GQ�CQQCLRG?JJW
?�UGPCJCQQ�B?R?�AMLLCARGML�?LB
@PMUQCP�RF?R�A?L�PC?B�?�N?PCB�
BMUL�TCPQGML�MD�FWNCPRCVR
K?PISN�J?LES?EC�	)5.-
�

$F?NRCP����.M@GJC�.?PICRGLE

���



Note

4K?PRNFMLCQ�?PC�QSQACNRG@JC�RM�PCACGTGLE�TGPSQCQ�TG?�#JSCRMMRF�QM�RFGQ�GQ�LMR
LCACQQ?PGJW�RFC�GBC?J�AF?LLCJ�RM�PC?AF�QK?PRNFMLC�SQCPQ�

0SRBMMP�BGQNJ?W�?BTCPRGQGLE�A?L�@C�DGRRCB�RM�QCLB�#JSCRMMRF�KCQQ?ECQ�RM�NCMNJC
UGRFGL�P?LEC�MD�RFC�?BTCPRGQGLE��5FC�KCQQ?ECQ�A?L�AMLR?GL�DSPRFCP�GLDMPK?RGML�RM
MDDCP�?�PGAFCP�JMLECP�J?QRGLE�CVNCPGCLAC��/MRC�RF?R�RFCQC�KCQQ?ECQ�?PC�MDRCL
SLCVNCARCB�QM�A?PC�KSQR�@C�R?ICL�LMR�RM�@C�GLRPSQGTC��5FCPC�QFMSJB�@C�K?PICRGLE
AMJJ?RCP?J�C?QGJW�?T?GJ?@JC�?LB�?AACQQG@JC�RF?R�BCQAPG@CQ�UF?R�RFC�A?KN?GEL�GQ�?@MSR�

USSD (Unstructured Supplementary Services Data)

644%�	SLQRPSARSPCB�QSNNJCKCLR?PW�QCPTGACQ�B?R?
�GQ�?L�?JRCPL?RGTC�KCQQ?EGLE
QWQRCK�RM�4.4�	QFMPR�KCQQ?EC�QCPTGAC
�?LB�GQ�?T?GJ?@JC�ML�KMQRGSM�� 	(JM@?J
4WQRCK�DMP�.M@GJC�$MKKSLGA?RGMLQ
�LCRUMPIQ��6LJGIC�4.4�644%�GQ�?�NPMRMAMJ�RF?R
?JJMUQ�DMP�?�OSCPW�?LB�PCQNMLQC�RWNC�MD�?ARGML�@CRUCCL�RFC�ASQRMKCP�?LB�?�QCPTGAC
ACLRCP�UFCPC�RFCQC�RP?LQ?ARGMLQ�A?L�@C�QCCL�RM�@C�QGKGJ?P�RM�?�QCQQGML�ML�?�8C@�QGRC�
644%�QCPTGACQ�?PC�SQS?JJW�GLGRG?RCB�@W�RFC�SQCP�UFM�CLRCPQ�?�AMBC�ML�FGQ�NFMLC�?LB
RFCL�QCLBQ�RF?R�?Q�?�PCOSCQR�RM�RFC�LCRUMPI��5FC�AMBC�BGDDCPQ�DPMK�RFC�LSK@CP�?L
4.4�GQ�QCLR�RM�@CA?SQC�GR�GLAJSBCQ�RFC�QWK@MJQ���?LB����'MP�CV?KNJC�������A?L�@C
SQCB�RM�AFCAI�RFC�@?J?LAC�MD�?�NPCN?GB�QCPTGAC�ML�QMKC�LCRUMPIQ��5FCQC�QCPTGACQ�?PC
MDRCL�SQCB�@W�LCRUMPIQ�RM�NPMTGBC�?�QCPTGAC�RM�?�ASQRMKCP�QSAF�?Q�PCOSCQRGLE
@?J?LAC�GLDMPK?RGML�?BBGLE�APCBGR�RM�?�NPCN?GB�AMLRP?AR�MP�N?QQGLE�ML�APCBGR�RM
?LMRFCP�KM@GJC�NFMLC�SQCP��"�NMNSJ?P�QCPTGAC�GQ�?�cA?JJ�@?AId�DSLARGML?JGRW�UFCPC�?
KM@GJC�NFMLC�SQCP�QCLBQ�?�PCOSCQR�@W�644%�DMP�?LMRFCP�SQCP�RM�NFMLC�FGK��5FC
PCOSCQRCB�LSK@CP�PCACGTCQ�?L�4.4�GLDMPKGLE�FCP�MD�RFC�PCOSCQR��0DRCL�RFGQ�4.4
KCQQ?EC�?JQM�GLAJSBCQ�?L�?BTCPRGQGLE�KCQQ?EC�

"�644%�OSCPW�MDRCL�GLGRG?RCQ�?�QCQQGML�UFCPC�RFC�PCQNMLQC�DPMK�RFC�QCPTGAC�GLAJSBCQ
?�QGKNJC�RCVR�KCLS�UGRF�DSPRFCP�MNRGMLQ�MP�?�PCQNMLQC�UGRF�GLQRPSARGMLQ�DMP�RFC
SQCP��6QCPQ�LCCB�RM�PCQNMLB�UGRFGL�?�JGKGRCB�RGKC�DP?KC�SQS?JJW�RFGPRW�QCAMLBQ�@SR
SN�RM�RUM�KGLSRCQ�GL�MPBCP�RM�K?GLR?GL�RFC�QCQQGML��*D�RFC�QCQQGML�GQ�LMR�K?GLR?GLCB
RFC�SQCP�UGJJ�LCCB�RM�GLGRG?RC�RFC�QCPTGAC�?E?GL��6QCPQ�A?L�QCJCAR�KCLS�MNRGMLQ�@W
PCRSPLGLE�?�KCQQ?EC�UGRF�RFC�LSK@CP�MD�RFC�?NNPMNPG?RC�KCLS�QCJCARGML��5FGQ
AMLRGLSCQ�SLRGJ�RFC�?NNPMNPG?RC�AMLRCLR�F?Q�@CCL�BGQNJ?WCB��*R�GQ�?�PSBGKCLR?PW
L?TGE?RGML�@SR�UGRF�D?P�D?QRCP�PCQNMLQC�RGKCQ�?LB�JMUCP�AMQRQ�UFCL�AMKN?PCB�RM
4.4�MP�RM�KM@GJC�@PMUQGLE�

��� .MQR�UGBCJW�SQCB�MD�RFC�RFPCC
BGEGR?J�UGPCJCQQ�RCJCNFMLC
RCAFLMJMEGCQ��6QCQ�?�T?PG?RGML
MD�RGKC�BGTGQGML�KSJRGNJC
?AACQQ�

$F?NRCP����.M@GJC�.?PICRGLE

�����.SJRGKCBG?�.CQQ?EC�4CPTGAC ���



USSD and Marketing

644%�GQ�@CGLE�SQCB�?Q�?�N?WKCLR�?NNJGA?RGML�RSPLGLE�RFC�KM@GJC�NFMLC�GLRM�?
TGPRS?J�U?JJCR�

644%�GQ�CVACNRGML?JJW�SQCDSJ�?Q�QCJD�QCPTGAC�ASQRMKCP�QCPTGAC�?LB�GQ�?RRP?ARGTC�RM
ASQRMKCPQ�UFCL�GR�GQ�MDDCPCB�DMP�DPCC��"BTCPRGQGLE�A?L�C?QGJW�@C�BGQNJ?WCB�GL�RFC
KCQQ?ECQ�PCRSPLCB�UFCL�SQGLE�RFGQ�QCPTGAC�

7MRGLE�QSAF�?Q�DMP�?�PC?JGRW�RCJCTGQGML�NPMEP?K�?LB�CLRCPGLE�MD�AMKNCRGRGMLQ�A?L
?JJ�@C�F?LBJCB�RFPMSEF�644%��644%�QCPTGACQ�?JJMU�EPC?RCP�DJCVG@GJGRW�RF?L�4.4
QCPTGACQ�?Q�RFCW�?JJMU�?�OSCPW�?LB�PCQNMLQC�RWNC�MD�GLRCP?ARGML�?Q�MNNMQCB�RM�?
QGLEJC�KCQQ?EC�RM�NCPDMPK�RFCQC�R?QIQ��5FGQ�?JJMUQ�RFC�K?PICRCP�RM�PCOSCQR
?BBGRGML?J�GLDMPK?RGML�DPMK�AMLQSKCPQ�SQGLE�RFCQC�QCPTGACQ�

644%�A?L�@C�SQCB�RM�NPMTGBC�GLDMPK?RGML�RM�?LB�AMJJCAR�GLDMPK?RGML�DPMK
ASQRMKCPQ�?LB�NMRCLRG?J�ASQRMKCPQ��)MUCTCP�DPMK�?�K?PICRGLE�?LB�?BTCPRGQGLE
NCPQNCARGTC�GRQ�?BMNRGML�F?Q�LMR�@CCL�?Q�EPC?R�?Q�RF?R�MD�4.4��8FGJC�644%�QCPTGACQ
?PC�KMPC�AMQR�CDDCARGTC�RF?L�4.4�QCPTGACQ�?LB�A?L�?JJMU�DMP�KMPC�BCR?GJCB�B?R?�RM�@C
AMJJCARCB�4.4�QCPTGACQ�?PC�MDRCL�NPCDCPPCB�@W�RFC�ASQRMKCP��4.4�AMKKML�QFMPR
AMBCQ�	$4$Q
�?PC�C?QGCP�RM�PCKCK@CP�RF?L�644%�AMBCQ�?LB�RFC�AMLACNR�MD�QCLBGLE�?
RCVR�KCQQ?EC�GQ�KMPC�D?KGJG?P�RM�RFC�ASQRMKCP�

$F?NRCP����.M@GJC�.?PICRGLE

�����.SJRGKCBG?�.CQQ?EC�4CPTGAC ���



KEY TAKEAWAYS

^ .44�	KSJRGKCBG?�KCQQ?EC�QCPTGAC
�KCQQ?ECQ�?PC�KCQQ?ECQ�RF?R�AMLR?GL
EP?NFGAQ�?SBGM�TGBCM�MP�GK?ECQ�?Q�UCJJ�?Q�RCVR�

^ 5FC�AMQRQ�?PC�AMLQGBCP?@JW�FGEFCP�DMP�..4�@SR�GL�PCRSPL�DMP�PGAFCP
AMLRCLR�

^ ..4�KCQQ?EC�?PC�SQCDSJ�GL�TGP?J�A?KN?GELQ�
^ #CA?SQC�RFCPC�GQ�LM�QR?LB?PB�DMP�QAPCCLQ�ML�KM@GJC�BCTGACQ�..4

KCQQ?ECQ�K?W�BGQNJ?W�BGDDCPCLRJW�
^ .?LW�..4�NFMLCQ�F?TC�RFC�?@GJGRW�RM�AMLLCAR�TG?�#JSCRMMRF�MP�GLDP?PCB�
^ 644%�	SLQRPSARSPCB�QSNNJCKCLR?PW�QCPTGACQ�B?R?
�GQ�?L�?JRCPL?RGTC

KCQQ?EGLE�QWQRCK�RM�4.4�	QFMPR�KCQQ?EC�QCPTGAC
�
^ 644%�GQ�KMPC�PSBGKCLR?PW�@SR�F?Q�D?P�D?QRCP�PCQNMLQC�RGKCQ�?LB�JMUCP

AMQRQ�UFCL�AMKN?PCB�RM�4.4�MP�RM�KM@GJC�@PMUQGLE�
^ 644%�GQ�@CGLE�SQCB�?Q�?�TGPRS?J�U?JJCR�
^ 644%�A?L�@C�SQCB�DMP�RFGLEQ�JGIC�TMRGLE�ML�PC?JGRW�RCJCTGQGML�QFMUQ�?LB

CLRCPGLE�AMKNCRGRGMLQ�
^ 644%�A?L�@C�SQCB�DMP�GLDMPK?RGML�AMJJCARGML�
^ 644%�QCPTGACQ�?PC�KMPC�AMQR�CDDCARGTC�@SR�AMLQSKCPQ�NPCDCP�4.4

@CA?SQC�RFC�AMLACNR�GQ�C?QGCP�DMP�RFC�AMLQSKCP�RM�PCKCK@CP�?LB�RFC
$4$Q�	AMKKML�QFMPR�AMBCQ
�?PC�RMM�

EXERCISES

�� $?L�WMS�RFGLI�MD�?L�CV?KNJC�MD�UFCL�?�K?PICRCP�K?W�U?LR�RM�SQC�644%
	SLQRPSARSPCB�QSNNJCKCLR?PW�QCPTGACQ�B?R?
�TCPQSQ�4.4�	QFMPR�KCQQ?EC
QCPTGAC
�MP�..4�	KSJRGKCBG?�KCQQ?EC�QCPTGAC
 

�� 5FGLI�MD�?L�CV?KNJC�MD�UFCL�GR�UMSJB�@C�@CRRCP�RM�SQC�..4�MTCP�4.4
DMP�?�@P?LB��(GTC�?L�CV?KNJC�MD�UFCL�GR�UMSJB�@C�?�EMMB�GBC?�RM�SQC�4.4
MTCP�..4�

$F?NRCP����.M@GJC�.?PICRGLE

�����.SJRGKCBG?�.CQQ?EC�4CPTGAC ���



16.6 Mobile Web

LEARNING OBJECTIVES

�� 6LBCPQR?LB�FMU�RFC�8C@�UMPIQ�ML�KM@GJC�BCTGACQ�
�� 6LBCPQR?LB�RFC�PMJC�RF?R�RFC�KM@GJC�8C@�NJ?WQ�GL�C.?PICRGLE�

"Q�KSAF�?Q�8C@�QGRCQ�LCCB�RM�A?RCP�RM�?�LSK@CP�MD�@PMUQCPQ�RFCW�LMU�LCCB�RM�A?RCP
RM�?�LSK@CP�MD�BCTGACQ�?Q�KMPC�?LB�KMPC�NCMNJC�?PC�SQGLE�RFCGP�KM@GJC�NFMLCQ
1%"Q�	NCPQML?J�BGEGR?J�?QQGQR?LRQ
�?LB�MRFCP�KM@GJC�BCTGACQ�RM�AMLLCAR�RM�RFC
*LRCPLCR��)MUCTCP�TGQGRQ�DPMK�KM@GJC�BCTGACQ�?PC�JGICJW�RM�@C�OSGRC�BGDDCPCLR�DPMK
RFC�TGQGRQ�DPMK�1$Q��7GQGRQ�DPMK�KM@GJC�NFMLC�SQCPQ�?PC�JGICJW�RM�@C�KMPC�NSPNMQC
BPGTCL�MP�R?QI�QNCAGDGA�?Q�MNNMQCB�RM�JCGQSPCJW�@PMUQGLE�DPMK�1$Q�

+SQR�?Q�UGRF�1$Q�KM@GJC�NFMLCQ�A?L�F?TC�BGDDCPCLR�MNCP?RGLE�QWQRCKQ�?LB�BGDDCPCLR
@PMUQCPQ�@MRF�?DDCARGLE�RFC�U?W�RF?R�8C@�QGRCQ�?LB�8C@�N?ECQ�?PC�TGCUCB�?LB�SQCB�
*L�?BBGRGML�RM�RFGQ�8C@�N?ECQ�?PC�TGCUCB�ML�D?P�QK?JJCP�	?LB�LMLQR?LB?PB
�QAPCCLQ
?LB�L?TGE?RGML�GQ�AMLRPMJJCB�RFPMSEF�?�ICW@M?PB�MP�JGKGRCB�QAPMJJGLE�BCTGAC��5FCPC
?PC�?JQM�?�LSK@CP�MD�BGDDCPCLR�U?WQ�RF?R�KM@GJC�NFMLCQ�?LB�BCTGACQ�AMLLCAR�RM�RFC
*LRCPLCR��*L�N?PRGASJ?P�KM@GJC�NFMLCQ�A?L�SQC�RFC�(4.�	(JM@?J�4WQRCK�DMP�.M@GJC
$MKKSLGA?RGMLQ
�LCRUMPIbUFCPC�?AACQQ�GQ�TG?GPRS (General Packet Radio
Service)��  EDGE (Enhanced Data Rates of GSM Evolution)�� �MP��(�	RFGPB
ECLCP?RGML
�BCNCLBGLE�ML�?T?GJ?@GJGRWbMP�8G�'G�CL?@JCB�BCTGACQ�A?L�AMLLCAR�RM
UGPCJCQQ�LCRUMPIQ�

8"1�QR?LBQ�DMP�UGPCJCQQ�?NNJGA?RGML�NPMRMAMJ�?LB�GQ�?�RCAFLMJMEW�NJ?RDMPK�?GKCB�?R
K?IGLE�8C@�QGRCQ�?AACQQG@JC�RM�KM@GJC�NFMLCQ�BCQNGRC�RFC�QK?JJ�QAPCCLQ�?LB�ICWN?B
JGKGR?RGMLQ��8"1�GQ�CQQCLRG?JJW�?�UGPCJCQQ�B?R?�AMLLCARGML�?LB�@PMUQCP�RF?R�A?L�PC?B
?�N?PCB�BMUL�TCPQGML�MD�)5.-�	FWNCPRCVR�K?PISN�J?LES?EC
��*D�?�NFMLC�F?Q�MLJW
8"1�?AACQQ�GR�A?L�MLJW�?AACQQ�8C@�QGRCQ�RF?R�F?TC�@CCL�BCTCJMNCB�DMP�RFGQ�RWNC�MD
?AACQQ�

.MPC�QMNFGQRGA?RCB�NFMLCQ�?LB�BCTGACQ�?LB�GLAPC?QGLEJW�?JKMQR�?JJ�NFMLCQ�QMJB�?PC
D?JJGLE�GLRM�RFGQ�A?RCEMPW�A?L�SQC�)5.-�@PMUQCPQ�RF?R�F?TC�@CCL�QNCAGDGA?JJW
BCQGELCB�DMP�KM@GJC�NFMLCQ��5FCQC�?PC�N?PCB�BMUL�TCPQGMLQ�MD�@PMUQCPQ�RF?R�PSL�ML
1$Q�MP�LMRC@MMIQ�?LB�F?TC�@CCL�QNCAGDGA?JJW�BCQGELCB�RM�R?IC�GLRM�?AAMSLR�RFC
JGKGR?RGMLQ�MD�KM@GJC�BCTGACQ��*L�N?PRGASJ?P�@PMUQCPQ�LCCB�RM�?AAMKKMB?RC�@MRF
RFC�JMU�@?LBUGBRF�?LB�RFC�JMU�KCKMPW�A?N?AGRW�MD�KM@GJC�BCTGACQ��.M@GJC

��� %CJGTCPQ�UGPCJCQQ�N?AICR�B?R?
QCPTGACQ�RM�(4.�ASQRMKCPQ�

��� "�D?QRCP�TCPQGML�MD�(4.�	(JM@?J
4WQRCK�DMP�.M@GJC
$MKKSLGA?RGMLQ
�UGPCJCQQ
QCPTGAC��*R�CL?@JCQ�B?R?�RM�@C
BCJGTCPCB�?R�P?RCQ�SN�RM����
IGJM@WRCQ�NCP�QCAMLB�	I@NQ
�ML
?�@PM?B@?LB�AMLLCARGML�

$F?NRCP����.M@GJC�.?PICRGLE
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@PMUQCPQ�?JQM�LCCB�RM�A?RCP�RM�RFC�L?TGE?RGML�JGKGR?RGMLQ�MD�KM@GJC�BCTGACQ�?Q�UCJJ
?Q�RFC�D?AR�RF?R�L?TGE?RGML�GQ�LMR�QR?LB?PB�?APMQQ�RFC�T?PGMSQ�KMBCJQ�MD�NFMLCQ�

Note

$F?NRCP�����8C@�4GRC�%CTCJMNKCLR�?LB�%CQGEL�F?Q�KMPC�GLDMPK?RGML�ML�SQGLE
?�$44�	A?QA?BGLE�QRWJC�QFCCR
�?LB�8�$�	8MPJB�8GBC�8C@�$MLQMPRGSK
�QR?LB?PBQ
UFCL�@SGJBGLE�8C@�QGRCQ��*D�WMS�?PC�AMKKGQQGMLGLE�?L�?ECLAW�RM�@SGJB�?�8C@
QGRC�DMP�WMS�?LB�KM@GJC�RCAFLMJMEW�GQ�GKNMPR?LR�?QI�RM�QCC�UF?R�RFC�8C@�QGRC
UGJJ�JMMI�JGIC�UGRFMSR�NPCQCLR?RGML�K?PISN�MP�ML�?�KM@GJC�NFMLC�

8FCL�GR�AMKCQ�RM�8C@�QGRCQ�?LB�KM@GJC�NFMLCQ�RFCPC�?PC�RFPCC�MNRGMLQ�DMP
8C@K?QRCPQ�

�� %M�LMRFGLE�?LB�FMNC�RF?R�RFC�8C@�CVNCPGCLAC�GQ�LMR�RMM�N?GLDSJ�DMP
KM@GJC�TGQGRMPQ�

�� .?IC�QSPC�RF?R�WMSP�8C@�QGRC�GQ�@SGJR�SQGLE�?�8�$�	8MPJB�8GBC�8C@
$MLQMPRGSK
�AMKNJG?LR�$44�	A?QA?BGLE�QRWJC�QFCCR
�QM�RF?R�GR�A?L�@C
KMPC�C?QGJW�L?TGE?RCB�@W�KM@GJC�TGQGRMPQ�

�� #SGJB�?�QCN?P?RC�TCPQGML�MD�WMSP�8C@�QGRC�R?GJMPCB�RM�KM@GJC�TGQGRMPQ�

'MP�ACPR?GL�IGLBQ�MD�8C@�QGRCQ�RFCPC�?PC�cOSGAI�DGVCQd�RF?R�?JJMU�?�KM@GJC�TCPQGML�MD
RFC�8C@�QGRC�RM�@C�APC?RCB�D?GPJW�C?QGJW��'MP�CV?KNJCFRRN���KM@GJCNPCQQ�AM�X?DPMK
:MSLGOSC�?JJMUQ�DMP�8C@�QGRCQ�?LB�@JMEQ�@?QCB�ML�RFC�8MPB1PCQQ�NJ?RDMPK�RM�@C
K?BC�KM@GJC�@PMUQCP�DPGCLBJW��"�OSGAI�QC?PAF�ML�(MMEJC�UGJJ�?JQM�EGTC�GLQRPSARGMLQ
ML�FMU�RM�K?IC�QK?JJ�AF?LECQ�RM�WMSP�AMBC�GL�MPBCP�RM�APC?RC�?�KM@GJC�DPGCLBJW
TCPQGML�MD�?�8C@�QGRC�

Tailoring Web Sites for Mobile Access

4MKC�8C@�QGRCQ�?PC�KMPC�JGICJW�RM�@C�?AACQQCB�DPMK�KM@GJC�NFMLCQ�RF?L�MRFCPQ�?LB
Q?TTW�8C@K?QRCPQ�A?L�K?IC�QSPC�RF?R�TGQGRMPQ�F?TC�?L�CVACJJCLR�CVNCPGCLAC�@W
@SGJBGLE�KM@GJC�TCPQGMLQ�

"Q�UGRF�?JJ�EMMB�8C@�BCQGEL�RFC�DGPQR�QRCN�GQ�GL�SLBCPQR?LBGLE�SQCPQf�LCCBQ��8FCL
?AACQQGLE�?�8C@�QGRC�DPMK�?�KM@GJC�NFMLC�?�SQCP�GQ�ECLCP?JJW�TCPW�R?QI�BPGTCL�RGKC
QCLQGRGTC�?LB�?JQM�JGICJW�RM�@C�JMA?RGML�?U?PC�
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Task driven KC?LQ�RF?R�RFC�SQCP�F?Q�?�TCPW�QNCAGDGA�NSPNMQC�DMP�TGQGRGLE�?�8C@�QGRC
?LB�RFC�8C@�QGRC�LCCBQ�RM�FCJN�RFC�SQCP�RM�?AFGCTC�FGQ�M@HCARGTC�UGRF�KGLGKSK�DSQQ�
'MP�CV?KNJC�?�SQCP�KGEFR�U?LR�EM�RM�?�8C@�QGRC�RM�AFCAI�RFC�QAMPC�MD�?�DMMR@?JJ
E?KC�

Time sensitive KC?LQ�RF?R�RFC�SQCP�GQ�CTCL�JCQQ�JGICJW�RM�@C�?@JC�RM�QNCLB�RGKC
FSLRGLE�DMP�?�QMJSRGML�RM�FCP�NPM@JCK��GLQRC?B�RFC�SQCP�CVNCARQ�RM�?AFGCTC�R?QIQ
OSGAIJW��'MP�CV?KNJC�?�SQCP�CL�PMSRC�RM�RFC�?GPNMPR�K?W�U?LR�RM�AFCAI�RM�QCC�GD�FCP
DJGEFR�GQ�ML�RGKC�

Location aware KC?LQ�RF?R�RFC�JMA?RGML�MD�RFC�SQCP�MDRCL�NJ?WQ�?�J?PEC�PMJC�GL
BCRCPKGLGLE�FCP�M@HCARGTCQ��'MP�CV?KNJC�?�SQCP�KGEFR�@C�JMMIGLE�DMP�PCQR?SP?LR
QSEECQRGMLQ�GL�?�RMUL�QFC�GQ�T?A?RGMLGLE�GL�

5FCQC�LCCB�RM�@C�D?ARMPCB�GL�UFCL�APC?RGLE�8C@�QGRCQ�DMP�KM@GJC�SQCPQ��.M@GJC�8C@
QGRCQ�LCCB�RM�@C�C?QW�RM�L?TGE?RC�QFMSJB�LMR�AMLR?GL�KMPC�GLDMPK?RGML�RF?L�RFCW
LCCB�RM�?LB�QFMSJB�F?TC�QCPTGACQ�R?GJMPCB�RM�?�SQCPfQ�JMA?RGML�

)CPC�?PC�QMKC�RGNQ�UFCL�GR�AMKCQ�RM�BCQGELGLE�MP�MNRGKGXGLE�8C@�QGRCQ�DMP�KM@GJC
SQCPQ�

^ Keep it simple��'J?QF�GQ�DMP�LMU�QRGJJ�MLJW�?�BPC?K�ML�KMQR�NFMLCQ�
"LGK?RCB�EP?NFGAQ�GLRCPAF?LEC?@JC�DMPK?R�	(*'
�GK?ECQ�?PC�NPM@?@JW
WMSP�@CQR�@CR�GD�WMS�U?LR�KMTCKCLR�@SR�K?IC�QSPC�RFC�K?GL�KCQQ?EC
GQ�AMLR?GLCB�GL�RFC�DGPQR�DP?KC�?Q�RFGQ�?R�JC?QR�UGJJ�@C�BGQNJ?WCB�

^ Stay away from tables��.MQR�BCTGACQ�UGJJ�GELMPC�R?@JCQ�?LB�AMLRCLR
UGJJ�ECR�AMKNJCRCJW�QAP?K@JCB��6QC�JGQRQ�UFCPC�NMQQG@JC�

^ Use enough links��)?TC�QSDDGAGCLR�JGLIQ�?R�RFC�RMN�?LB�@MRRMK�MD�C?AF
N?EC�RM�C?QGJW�L?TGE?RC�RM�MRFCP�N?ECQ�ML�RFC�QGRC�?LB�BMLfR�RPW�RM�AP?K
RMM�KSAF�AMLRCLR�MLRM�?�N?EC��6LJCQQ�WMS�F?TC�?�RMSAF�QAPCCL�BCTGAC
QAPMJJGLE�SQGLE�RFC�ICWN?B�GQ�LCTCP�KSAF�DSL�

^ Keep it portrait oriented ��"Q�KMQR�BCTGACQ�?PC�QRGJJ�MLJW�?@JC�RM�BGQNJ?W
AMLRCLR�GL�NMPRP?GR�KMBC�GR�GQ�GKNMPR?LR�RM�ICCN�FMPGXMLR?J�QAPMJJGLE
BMUL�RM�?�KGLGKSKb?TMGB�GR�AMKNJCRCJW�GD�NMQQG@JC��4MKC�@PMUQCPQ
K?W�PCQGXC�AMLRCLR�RM�DGR�RFC�UGBRF�MD�RFC�QAPCCL�QM�ICCN�RFGQ�GL
KGLBbGR�KGEFR�BGQRMPR�RFC�EP?NFGA?J�GKN?AR��%CNCLBGLE�ML
PCOSGPCKCLRQ�?JGELGLE�AMLRCLR�RM�RFC�JCDR�MP�ACLRCP�MD�RFC�QAPCCL�UMPIQ
OSGRC�UCJJ�

^ Keep images as small as possible��.MQR�EP?NFGA?J�CBGRGLE�RMMJQ�F?TC�?
cQ?TC�DMP�8C@�MP�BCTGACQd�MNRGMLbSQC�RFGQ�UFCL�NMQQG@JC�
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^ Avoid transparency ��)MTCP�CDDCARQ�ML�?LAFMP�R?EQ�?PC�LMR�QSNNMPRCB
DMP�RFC�KMQR�N?PR�?LB�K?IGLE�SQC�MD�RFC�c@?AIEPMSLB�GK?ECd�BGPCARGTC
GQ�@MSLB�RM�EGTC�NPM@JCKQ�ML�?�LSK@CP�MD�BCTGACQ�

^ Use JavaScript and Ajax sparingly��&TCL�RFMSEF�?�AMSNJC�MD�8"1
@PMUQCPQ�F?TC�@CCL�cQSNNMPRGLEd�+?T?4APGNR�DMP�?�UFGJC�LMU�GR�GQ�QRGJJ
?BTGQCB�RM�SQC�GR�QN?PGLEJW�GD�?R�?JJ�

One Web

c0LC�8C@d�PCDCPQ�RM�CLQSPGLE�?Q�D?P�?Q�NMQQG@JC�RF?R�RFC�Q?KC�GLDMPK?RGML�?LB
AMLRCLR�GQ�?T?GJ?@JC�RM�8C@�SQCPQ�PCE?PBJCQQ�MD�RFC�BCTGAC�RFCW�?PC�SQGLE�RM�?AACQQ
RFC�8C@��4M�UFGJC�8C@�QGRCQ�QFMSJB�@C�MNRGKGXCB�DMP�NPCQCLR?RGML�ML�T?PGMSQ
BCTGACQ�NPMNMLCLRQ�MD�cMLC�8C@d�UMSJB�?PESC�RF?R�RFC�?ARS?J�AMLRCLR�QFMSJB�LMR
@C�BGDDCPCLR�

5FC�8�$�	8MPJB�8GBC�8C@�$MLQMPRGSK
�NS@JGQFCQ�ESGBCJGLCQ�DMP�KM@GJC�8C@
QR?LB?PBQ�?Q�UCJJ�?Q�DMP�PCESJ?P�8C@�QR?LB?PBQ��5FCQC�A?L�@C�?AACQQCB�?R
FRRN���UUU�U��MPE�53�KM@GJC�@N�

Getting Users to the Mobile Web

$PC?RGLE�AMLRCLR�?LB�8C@�QGRCQ�GQ�MLC�RFGLE�@SR�FMU�BM�WMS�?ARS?JJW�ECR�SQCPQ�RM
?AACQQ�RFCK�TG?�RFCGP�KM@GJC�NFMLC 

WAP Push

8"1�NSQF�KCQQ?ECQ�?PC�KCQQ?ECQ�QCLR�RM�?�KM@GJC�NFMLC�RF?R�BGPCAR�RFC�SQCP
RMU?PB�8"1�AMLRCLR��8FGJC�RFCW�K?W�?NNC?P�QGKGJ?P�RM�4.4�KCQQ?ECQ�RFCQC�?PC�?
BGDDCPCLR�RWNC�MD�KCQQ?EC��5FC�8"1�NSQF�KCQQ?EC�AMLR?GLQ�?�JGLI�RF?R�?�SQCP�A?L
DMJJMU�RM�?AACQQ�8"1�AMLRCLR�

4CLBGLE�PGAF�KCQQ?ECQ�RM�KM@GJC�NFMLC�SQCPQ�A?L�@C�RPGAIW��6LRGJ�RFCPC�GQ�GLAPC?QCB
ECLCP?J�?U?PCLCQQ�MD�RFC�RWNCQ�MD�KCQQ?ECQ�RF?R�A?L�@C�QCLR�RM�?LB�DPMK�KM@GJC
NFMLCQ�..4�	KSJRGKCBG?�KCQQ?EC�QCPTGAC
�KCQQ?ECQ�A?L�PCNPCQCLR�?�NPM@JCK?RGA
NSQF�K?PICRGLE�KCBGSK��)MUCTCP�?�8"1�NSQF�KCQQ?EC�A?L�BGPCAR�SQCPQ�RM�PGAF
AMLRCLR�CL?@JGLE�?�QCLQC�MD�SQCP�AMLRPMJ�MTCP�AMLRCLR�TGCUCB�
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Figure 16.2The Two-
Dimensional (2D) Bar Code
forhttp://www.quirk.biz

4CK?AMBC�GQ�RFC�L?KC�MD�RFC�AMKN?LW�RF?R�BCTCJMNCB�QMDRU?PC�DMP�PC?BGLE�RUM�
BGKCLQGML?J�	�%
�@?P�AMBCQ��*R�F?Q�?L�?NNJGA?RGML�RF?R�GLRCEP?RCQ�4CK?AMBC�R?EQ
UGRF�'?AC@MMI��$FCAI�GR�MSR�?RFRRN����UUU�QCK?AMBC�AMK�

5UM�BGKCLQGML?J�	�%
�@?P�AMBCQ�?PC�QGKGJ?P�RM�MLC�BGKCLQGML?J�@?P�AMBCQ�GL�RF?R
RFCW�A?L�@C�QA?LLCB�RM�?AACQQ�RFC�GLDMPK?RGML�CLAMBCB�@SR��%�AMBCQ�A?L�AMLR?GL�?
JMR�KMPC�GLDMPK?RGML��*L�?BBGRGML�RM�RFGQ�UGRF�?NNPMNPG?RC�QMDRU?PC�RFCQC�AMBCQ
A?L�@C�NFMRMEP?NFCB�UGRF�?�KM@GJC�NFMLC�UFGAF�RFCL�SLN?AIQ�RFC�GLDMPK?RGML
AMLR?GLCB�UGRFGL�RFC�@?P�AMBC�

%MCQ�RF?R�QMSLB�?�JGRRJC�AMKNJGA?RCB �&QQCLRG?JJW�RFC
QMDRU?PC�RF?R�A?L�@C�GLQR?JJCB�ML�RFC�KM@GJC�NFMLC
RSPLQ�RFC�NFMLC�GLRM�?�QA?LLCP��*LDMPK?RGML�QSAF�?Q
63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
�RCJCNFMLC�LSK@CPQ
MP�@SQGLCQQ�L?KCQ�A?L�@C�CLAMBCB�GL�RFC�@?P�AMBC�
8FCL�RFC�AMBC�GQ�QA?LLCB�RFC�GLDMPK?RGML�GQ�BGQNJ?WCB
ML�RFC�NFMLC��*D�RFGQ�GQ�?�63-�DMP�GLQR?LAC�RFC�SQCP�A?L
RFCL�TGQGR�RF?R�8C@�QGRC�UGRFMSR�F?TGLE�RM�CLRCP�?LW
?BBGRGML?J�GLDMPK?RGML�GLRM�RFC�NFMLC�

5FCPC�?PC�RUM�CLAMBGLE�RWNCQ�GL�SQC��%?R?K?RGV�	%.

@?P�AMBCQ�MP�2SGAI�3CQNMLQC�	23
�@?P�AMBCQ��5FCQC�A?L
@C�MNCL�QMSPAC�MP�NPMNPGCR?PW��5FC�RWNC�MD�@?P�AMBC
?DDCARQ�RFC�?KMSLR�MD�GLDMPK?RGML�RF?R�K?W�@C�QRMPCB�GL
RFC�@?P�AMBC�UFGJC�RFC�QR?LB?PBQ�SQCB�A?L�?DDCAR�RFC
LSK@CP�MD�@?P�AMBC�PC?BCPQ�RF?R�A?L�QSAACQQDSJJW�PC?B�RFC�@?P�AMBC�

�%�@?P�AMBCQ�?PC�MDRCL�?JQM�PCDCPPCB�RM�?Q�R?EQ��5FCQC�R?EQ�A?L�@C�SQCB�GL�MDDJGLC
?BTCPRGQGLE�?LB�K?PICRGLE�A?KN?GELQ�RM�NSQF�AMLQSKCPQ�RMU?PB�QNCAGDGA�8C@�QGRCQ�
*LQRC?B�MD�F?TGLE�RM�PCKCK@CP�?LB�RWNC�GL�?�63-�?�SQCP�QGKNJW�F?Q�RM�NFMRMEP?NF
RFC�R?E�GL�MPBCP�RM�TGQGR�RFC�8C@�QGRC�

5?EQ�A?L�@C�NPGLRCB�ML�@GJJ@M?PBQ�ML�K?E?XGLC�N?ECQ�ML�R�QFGPRQbGL�D?AR�ML�HSQR
?@MSR�?LWRFGLE��5FC�GK?EC�FCPC�GQ�RFC�R?E�DMPFRRN���UUU�OSGPI�@GX��%MULJM?B�RFC
QMDRU?PC�RM�WMSP�KM@GJC�NFMLC�NFMRMEP?NF�GR�?LB�TGQGR�RFC�2SGPI�8C@�QGRC�ML�WMSP
KM@GJC�
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Mobile URLs

.MQR�AMKN?LGCQ�LMU�RFGLI�LMRFGLE�MD�GLAJSBGLE�RFCGP�8C@�QGRC�?BBPCQQ�ML
K?PICRGLE�AMJJ?RCP?J��)MUCTCP�GL�K?LW�A?QCQ�UFCL�RFGQ�AMJJ?RCP?J�GQ�@CGLE�TGCUCB
@W�NMRCLRG?J�ASQRMKCPQ�GR�GQ�RFC�KM@GJC�NFMLC�RF?R�GQ�AJMQCP�RM�F?LB�RF?L�RFC�1$�
3CKCK@CP�RFC�NFMLC�GQ�?JU?WQ�A?PPGCB�?LB�?JU?WQ�ML��4MKC�MPE?LGX?RGMLQ�?PC
AMELGX?LR�MD�RFGQ�?LB�?PC�LMU�NPGLRGLE�RFCGP�KM@GJC�8C@�QGRC�63-Q�GLQRC?B�MD�MP�?Q
UCJJ�?Q�RFCGP�QR?LB?PB�8C@�QGRC�?BBPCQQ�

Mobile Search

*LRCPLCR�QC?PAF�F?Q�@CAMKC�?L�GLRCEP?J�N?PR�MD�MSP�JGTCQ�?LB�GQ�?L�GKNMPR?LR�N?PR�MD
RFC�KM@GJC�K?PICRGLE�KGV��)MUCTCP�?Q�UGRF�SQCPQf�GLRCLRGMLQ�UFCL�?AACQQGLE�RFC
KM@GJC�*LRCPLCR�RFC�LCCBQ�MD�RFC�SQCP�?PC�BGDDCPCLR�UFCL�AMKN?PCB�RM�QC?PAF�ML�?
1$�

5FC�JGKGR?RGMLQ�MD�RFC�BCTGAC�RFC�KM@GJC�NFMLC�?LB�RFC�LCCBQ�MD�RFC�SQCP�?PC�UF?R
BPGTC�RFC�BGDDCPCLACQ�DMP�KM@GJC�QC?PAF�

'GPQR�UGRF�QK?JJCP�ICWN?BQ�UFCRFCP�28&35:�RMSAF�QAPCCL�MP�LSKCPGA�SQCPQ�?PC
JGICJW�RM�CLRCP�QFMPRCP�OSCPGCQ�GLRM�QC?PAF�CLEGLCQ�ML�KM@GJC�NFMLCQ��4C?PAF�CLEGLC
PCQSJRQ�LCCB�RM�@C�BGQNJ?WCB�ML�?�QK?JJCP�QAPCCL�?LB�LCCB�RM�@C�C?QW�RM�L?TGE?RC�

6QCPQ�?PC�KMPC�R?QI�BPGTCL�UFCL�SQGLE�KM@GJC�NFMLCQ�RM�QC?PAF�QCCIGLE�AMLAGQC
GLDMPK?RGML�RF?R�?LQUCPQ�RFCGP�OSCPGCQ�?Q�MNNMQCB�RM�SQGLE�QC?PAF�?Q�N?PR�MD�?
BGQAMTCPW�NPMACQQ��+SQR�?Q�UGRF�QC?PAF�ML�?�1$�RFCPC�?PC�RUM�RWNCQ�MD�QC?PAF�JGQRGLEQ
DMP�KM@GJC�NFMLCQ��L?RSP?J�MP�MPE?LGA�PCQSJRQ�?LB�N?GB�DMP�PCQSJRQ�

Natural Search

0NRGKGXGLE�8C@�AMLRCLR�DMP�KM@GJC�QC?PAF�GLTMJTCQ�MNRGKGXGLE�AMLRCLR�DMP�KM@GJC
SQC�GL�ECLCP?J��/?TGE?RGML�LCCBQ�RM�@C�QGKNJC�RM�SQC�UGRFMSR�?�KMSQC�?LB�8C@�QGRC
MULCPQ�QFMSJB�AMLQGBCP�CLQSPGLE�RF?R�AMLRCLR�KMQR�PCJCT?LR�RM�RFC�KM@GJC�SQCP�GQ
PC?BGJW�?T?GJ?@JC�

Paid Search

.M@GJC�QC?PAF�CLEGLCQ�?PC�QCCIGLE�RM�APC?RC�PCTCLSC�DPMK�RFCGP�QCPTGACQ�@W�MDDCPGLE
N?GB�JGQRGLEQ�GL�?�QGKGJ?P�D?QFGML�RM�RP?BGRGML?J�QC?PAF��"Q�RCAFLMJMEW�BCTCJMNQ
QC?PAF�NPMTGBCPQ�?PC�?@JC�RM�MDDCP�KMPC�QMNFGQRGA?RCB�R?PECRGLE�MNRGMLQ�RM
?BTCPRGQCPQ��(CMR?PECRGLE�A?L�@C�GLAPCBG@JW�QNCAGDGA�?JJMUGLE�@SQGLCQQCQ�RM�MDDCP
R?PECRCB�?BTCPRGQGLE�UFCL�?�ASQRMKCP�GQ�JMA?RCB�LC?P@W�
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Applications

*RfQ�LMR�MLJW�8C@�QGRCQ�RF?R�A?L�@C�BCQGELCB�QNCAGDGA?JJW�DMP�KM@GJC�BCTGACQ�
"NNJGA?RGMLQ�?LB�UGBECRQ�A?L�@C�APC?RCB�RF?R�?PC�QNCAGDGA?JJW�DMP�RFC�KM@GJC�NFMLC�
'MP�CV?KNJC�(MMEJCfQ�NMNSJ?P�C�K?GJ�QCPTGAC�(K?GJ�A?L�@C�?AACQQCB�TG?�RFC�KM@GJC
8C@�MP�(K?GJ�SQCPQ�A?L�BMULJM?B�?�+?T?�?NNJGA?RGML�RM�RFCGP�NFMLC�RF?R�EGTCQ�RFCK
?AACQQ�RM�RFCGP�(K?GJ�?AAMSLR��5FC�?NNJGA?RGML�NPCQCLRQ�?�SQCP�CVNCPGCLAC�RF?R�F?Q
@CCL�R?GJMPCB�RM�RFC�KM@GJC�NFMLC�?LB�A?L�CTCL�@C�R?GJMPCB�RM�?�N?PRGASJ?P
handset�� �

4GKGJ?PJW�"NNJCfQ�NMNSJ?P�G1FMLC�SQCQ�?NNQ�?JJMUGLE�G1FMLC�SQCPQ�RM�?AACQQ�?JJ
K?LLCP�MD�8C@�?NNJGA?RGMLQ�

"Q�MD������?NNQ�PCNPCQCLR�?�K?PICRGLE�MNNMPRSLGRW�DMP�NPMBSARQ�?LB�AMKN?LGCQ
PC?AFGLE�MSR�RM�?�RCAF�Q?TTW�?DDJSCLR�AMKKSLGRW��8GBECRQ�A?L�@C�NPMBSARQ�ML�RFCGP
MUL�QSAF�?Q�RFC�#?@W�.MLGRMP�DMP�RFC�G1FMLC�MP�RFCW�A?L�@C�SQCB�RM�K?PICR�MRFCP
NPMBSARQ�QSAF�?Q�?�UGBECR�RF?R�NPMTGBCQ�C?QW�?AACQQ�RM�RFC�@JME�#MGLE#MGLE�LCR�

MXit

.9GR�	FRRN���UUU�KVGR�AMK
�UFGAF�GQ�NPMLMSLACB�cKGV�GRd�GQ�?�DPCC�GLQR?LR�
KCQQ?EGLE�QMDRU?PC�?NNJGA?RGML�RF?R�U?Q�BCTCJMNCB�GL�4MSRF�"DPGA?�DMP�SQC�ML
KM@GJC�NFMLCQ�?LB�1$Q��*R�PSLQ�ML�(134�?LB��(�KM@GJC�NFMLCQ�RF?R�F?TC�+?T?
QSNNMPR�?Q�UCJJ�ML�1$Q�SQGLE�RFC�"BM@C�'J?QF�NJ?WCP��*R�?JJMUQ�SQCPQ�RM�QCLB�?LB
PCACGTC�RCVR�?LB�KSJRGKCBG?�KCQQ?ECQ�RM�?LB�DPMK�MRFCP�SQCPQ�UFM�?PC�AMLLCARCB
RM�RFC�*LRCPLCR�UFCRFCP�GR�@C�@CRUCCL�KM@GJC�NFMLCQ�1$Q�MP�@CRUCCL�RFC�RUM��5FC
KCQQ?ECQ�?PC�QCLR�?LB�PCACGTCB�TG?�RFC�*LRCPLCR�GLQRC?B�MD�SQGLE�4.4�RCAFLMJMEW
?LB�?JQM�?JJMU�SQCPQ�RM�CVAF?LEC�KCQQ?ECQ�UGRF�MRFCP�*.�NPMEP?KQ�QSAF�?Q�.4/
.CQQCLECP��"JRFMSEF�RFC�LCRUMPIQ�BM�AF?PEC�DMP�B?R?�AMQRQ�RFGQ�GQ�SQS?JJW�D?P
AFC?NCP�RF?L�4.4�AMQRQ�UFGAF�F?Q�BPGTCL�RFC�J?PEC�?BMNRGML�MD�RFGQ�QCPTGAC
DMSPRCCL�KGJJGML�PCEGQRCPCB�SQCPQ�N?PRGASJ?PJW�GL�RFC�WMSRF�K?PICR�

"Q�UCJJ�?Q�@CGLE�?�AF?R�NJ?RDMPK�.9GR�?JJMUQ�GRQ�SQCPQ�RM�ASQRMKGXC�RFCGP�NPMDGJCQ�@W
BMULJM?BGLE�cQIGLXd�	ASQRMKGXCB�NPMDGJCQ�UGRF�QNCAGDGA�DMLRQ�GK?ECQ�AMJMPQ�CRA�

U?JJN?NCPQ�?LB�CKMRGA?PBQ�?LB�F?Q�GRQ�MUL�C�AMKKCPAC�NJ?RDMPK�	QSNNMPRCB�@W�GRQ
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MXit for Marketers
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4MSRF�"DPGA?fQ�4RCP�,GLCIMP�UFGAF�BGQRPG@SRC�KMTGC�GLDMPK?RGML�TG?�RFC�.9GR
AF?LLCJ�

Augmented Reality

Augmented reality (AR) �� GQ�?�T?PG?RGML�MD�TGPRS?J�PC?JGRW��3?RFCP�RF?L�GKKCPQGLE
RFC�SQCP�GL�?�TGPRS?J�UMPJB�FMUCTCP�"3�R?ICQ�AMKNSRCP�EP?NFGAQ�?LB�QSNCPGKNMQCQ
RFCK�GLRM�cPC?JGRWdbRFC�NFWQGA?J�QN?AC�?PMSLB�RFC�NCPQML�MNCP?RGLE�?L�"3�BCTGAC�
5FCQC�EP?NFGAQ�A?L�@C��%�GK?ECQ�MP�QGKNJW�GLDMPK?RGML�R?EQ�?@MSR�?�JMA?RGML�
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^ *R�GQ�PCEGQRCPCB�GL��%�3ML?JB�5��"XSK?�c"�4SPTCW�MD�"SEKCLRCB
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�
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DMP�AMKKSLGA?RGLE�UGRF�NCMNJC�

Augmented Reality in Brand Communications
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EGTCL�RGKC��*L�+?N?L�SQCPQ�MD�RFC�4CI?G�KM@GJC�?NNJGA?RGML�A?L�JC?TC�KCQQ?ECQ�?@MSR
N?PRGASJ?P�JMA?RGMLQ�DMP�MRFCP�SQCPQ�RM�TGCU�UFCL�RFCW�?PPGTC�GL�RFC�Q?KC
JMA?RGML�c.M@GJC�"SEKCLRCB�3C?JGRW�#SGJBQ�%CCN�$MLQSKCP�&LE?ECKCLRd�.M@G"%
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The Future of Augmented Reality
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5FC�GK?ECQ�@CJMU�GJJSQRP?RC�UF?R�GQ�NMQQG@JC�UFCL�RFC�PC?JKQ�MD�QMAG?J�KCBG?
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Figure 16.3Future of Social Networking with Augmented Reality

Source:http://www.matthewbuckland.com.
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QFMSJB�PC?JJW�@C�CVNJMPCB�@W�?LW�K?PICRCP�FMNGLE�RM�K?IC�?L�GKNPCQQGML�NPMTGBCB
RF?R�RFCGP�R?PECR�K?PICR�A?L�?DDMPB�QK?PRNFMLCQ�RF?R�GQ�

Planning to Go Mobile

5FCPC�GQ�LM�BMS@R�RF?R�RFC�KM@GJC�NFMLC�NPCQCLRQ�?L�CLRGAGLE�K?PICRGLE
MNNMPRSLGRW�?LB�K?PICR�QN?AC��&?PJW�KMTCPQ�GL�RFC�KM@GJC�QN?AC�F?TC�QCCL
PCK?PI?@JC�QSAACQQ�?LB�QMKC�F?TC�K?BC�PCK?PI?@JC�?KMSLRQ�MD�KMLCW��)MU�BM
WMS�NPCN?PC�RM�EM�KM@GJC 

'GPQR�?Q�UGRF�?LW�K?PICRGLE�?ARGTGRW�NJ?LLGLE�?LB�QCRRGLE�EM?JQ�?PC�ICW��8F?R�BM
WMS�U?LR�WMSP�A?KN?GEL�RM�?AFGCTC �)MU�A?L�KM@GJC�@C�SQCB�RM�FCJN�WMS�?AFGCTC
RFMQC�EM?JQ 
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MD�NFMLCQ�?LB�DC?RSPCQ�MD�RFCGP�NFMLCQ�BM�RFCW�F?TC�?LB�GKNMPR?LRJW�SQC �G1FMLC
?NNJGA?RGMLQ�K?W�@C�KMPC�DSL�RM�BCTCJMN�RF?L�?�A?KN?GEL�@?QCB�ML�4.4�@SR�G1FMLC
?NNJGA?RGMLQ�A?L�MLJW�PC?AF�G1FMLC�SQCPQ�UFGJC�4.4�A?L�PC?AF�?JKMQR�CTCPWMLC
UFM�F?Q�?�KM@GJC�NFMLC��	.?LW�BCTCJMNCPQ�MD�G1FMLC�?NNQ�BM�FMUCTCP�K?IC
QGKGJ?P�MP�GBCLRGA?J�?NNQ�DMP�MRFCP�QK?PRNFMLCQ�
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5FGPB�FMU�UGJJ�SQCPQ�?ARS?JJW�?AACQQ�WMSP�A?KN?GEL �%M�WMS�LCCB�NCPKGQQGML�DGPQR
RM�QCLB�RFCK�KCQQ?ECQ�MP�UGJJ�WMS�@C�?BTCPRGQGLE�MP�K?PICRGLE�RFC�A?KN?GEL�RM�ECR
RFCK�RM�?AACQQ�GR 

:MS�?JQM�LCCB�RM�AFMMQC�N?PRLCPQ�DMP�WMSP�A?KN?GEL�DMP�RFCGP�RCAFLMJMEW�?LB
BGQRPG@SRGML�LCRUMPIQ�?LB�MD�AMSPQC�DMP�RFCGP�CVNCPRGQC��&LQSPC�RF?R�RFC�N?PRLCPQ
WMS�AFMMQC�?BFCPC�RM�WMSP�AMSLRPWfQ�KM@GJC�CRFGAQ�?LB�QR?LB?PBQ�AMBC�?Q�UCJJ�?Q
RFMQC�MD�WMSP�@P?LB�

-?QRJW�WMS�LCCB�RM�BCRCPKGLC�FMU�KM@GJC�K?PICRGLE�DGRQ�GLRM�WMSP�MTCP?JJ
K?PICRGLE�QRP?RCEW��8GJJ�KM@GJC�K?PICRGLE�@C�AMKNJCKCLRGLE�CVGQRGLE�QCPTGACQ�?LB
A?KN?GELQ�MP�UGJJ�WMS�@C�BCTCJMNGLE�A?KN?GELQ�EMMBQ�?LB�QCPTGACQ�QNCAGDGA?JJW�DMP
RFC�KM@GJC�CLTGPMLKCLR 

Pros and Cons

5FC�KM@GJC�NFMLC�F?Q�K?LW�@CLCDGRQ�	RFCPC�?PC�RFMQC�QCTCL�SLGOSC�DC?RSPCQ�?DRCP
?JJ
�@SR�AMKCQ�UGRF�GRQ�MUL�AF?JJCLECQ��5FC�PC?AF�MD�RFC�KM@GJC�NFMLC�?JMLC�K?ICQ
GR�?�TCPW�?RRP?ARGTC�K?PICRGLE�AF?LLCJ�

.?LW�KM@GJC�K?PICRGLE�KCBGSKQ�LCCB�JGRRJC�?SBGCLAC�CBSA?RGML�@SR�K?PICRCPQ
LCCB�RM�@C�?U?PC�MD�APC?RGLE�KMPC�AMKNJGA?RCB�A?KN?GELQ�?LB�?NNJGA?RGMLQ��*D�RFCPC
GQ�?L�CVRCLQGTC�CBSA?RGML�NPMACQQ�PCOSGPCB�GL�MPBCP�DMP�?�A?KN?GEL�RM�QSAACCB�GR
NPM@?@JW�LCCBQ�RM�@C�PCRFMSEFR�

#CA?SQC�RFC�KM@GJC�NFMLC�GQ�QM�NCPQML?J�NCPKGQQGML�?LB�NPGT?AW�LCCB�RM�@C�?R�RFC
DMSLB?RGML�MD�?LW�KM@GJC�A?KN?GEL��6LJGIC�?L�C�K?GJ�MP�8C@�N?ECQ�UFCPC�RFCPC�GQ
QN?AC�?T?GJ?@JC�ML�QAPCCL�RM�CVNJ?GL�NPGT?AW�?LB�NCPKGQQGML�RFCPC�GQ�TCPW�JGRRJC�PC?J
CQR?RC�ML�RFC�KM@GJC�NFMLC�RM�BM�QM��&LQSPC�RF?R�WMS�F?TC�TCPW�AJC?P�NCPKGQQGML�RM
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KEY TAKEAWAYS

^ .M@GJC�NFMLCQ�F?TC�BGDDCPCLR�MNCP?RGLE�QWQRCKQ��5FCPC�?PC�?JQM�KSJRGNJC
U?WQ�DMP�?�BCTGAC�RM�AMLLCAR�UGRF�RFC�*LRCPLCR�

^ .M@GJC�BCTGACQ�A?L�?AACQQ�RFC�*LRCPLCR�TG?�8"1�	8GPCJCQQ�"NNJGA?RGML
1PMRMAMJ
�QGRCQ�MP�KMPC�QMNFGQRGA?RCB�)5.-�	FWNCPRCVR�K?PISN
J?LES?EC
�@PMUQCPQ��)MUCTCP�RFC�)5.-�@PMUQCPQ�?PC�N?PCB�BMUL
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^ 8C@K?QRCPQ�A?L�R?IC�QMKC�@CQR�NP?ARGACQ�GLRM�AMLQGBCP?RGML�DMP�K?IGLE
8C@�QGRCQ�?NNPMNPG?RC�DMP�KM@GJC�@PMUQGLE�

^ �%�	RUM�BGKCLQGML?J
�@?P�AMBCQ�?JQM�ILMUL�?Q�R?EQ�?PC�?LMRFCP�U?W�DMP
K?PICRCPQ�RM�BCJGTCP�RFCGP�KCQQ?EC�RM�?�SQCPfQ�NFMLC�

^ .M@GJC�QC?PAF�GQ�@CAMKGLE�GLAPC?QGLEJW�KMPC�GKNMPR?LR��/?RSP?J�?LB
N?GB�QC?PAF�?JQM�?NNJGCQ�FCPC�

^ .M@GJC�?NNQ�?PC�?LMRFCP�C.?PICRGLE�AF?LLCJ�RF?R�GQ�@CAMKGLE
GLAPC?QGLEJW�GKNMPR?LR�

^ "SEKCLRCB�PC?JGRW�	"3
�GQ�?�T?PG?RGML�MD�TGPRS?J�PC?JGRW�RF?R
QSNCPGKNMQCQ�EP?NFGAQ�GLRM�cPC?JGRW�d

EXERCISES

�� 8FW�BM�WMS�RFGLI�RF?R�TGQGRQ�DPMK�KM@GJC�NFMLCQ�?PC�BGDDCPCLR�DPMK
MRFCP�8C@�TGQGRQ �)MU�A?L�RFGQ�@C�SQCB�GL�K?PICRGLE�QRP?RCEW 

�� .M@GJC�K?PICRGLE�GQ�?�EPMUGLE�?PC?�MD�C.?PICRGLE��$?L�WMS�JGQR�K?HMP
@P?LBQ�RF?R�NPMKMRC�RFCGP�KM@GJC�MDDCPGLEQ �)MU�BM�RFCW�NPMKMRC�RFCGP
MDDCPGLEQ 

�� $?L�WMS�RFGLI�MD�?�QGRS?RGML�UFCPC��%�	RUM�BGKCLQGML?J
�@?P�AMBCQ�A?L
@C�?NNPMNPG?RC�DMP�?L�?BTCPRGQCP 
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@P?LBfQ�C.?PICRGLE�CDDMPRQ��#C�APC?RGTC�
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16.7 Case Study: Peugeot 107Õs Break Free Campaign

4MSRF�"DPGA?fQ�KM@GJC�AMKKSLGRW�EPMQQJW�MSRUCGEFQ�RFC�LSK@CP�MD�NCMNJC�UGRF
?AACQQ�RM�RFC�*LRCPLCR�QM�GR�U?Q�SN�RM�4??RAFG���4??RAFGfQ�BGEGR?J�BCN?PRKCLR�"R1J?W
RM�DGLB�?�U?W�RM�@PGLE�RFC�GLRCP?ARGTC�1CSECMR�#PC?I�'PCC�A?KN?GEL�RM�?�8C@�?LB
KM@GJC�K?PICR�

Figure 16.4Web Site That Hosted the Peugeot 107 Break Free Campaign

Source: Used by permission from AtPlay.
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CASE STUDY QUESTIONS
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17.1 Introduction

*D�?LWRFGLE�RFC�*LRCPLCR�?LB�RFC�8MPJB�8GBC�8C@�F?TC�FGEFJGEFRCB�RFC�GKNMPR?LAC
MD�?�ASQRMKCP��DMASQCB�?NNPM?AF�RM�@SQGLCQQ�?LB�K?PICRGLE��*R�K?W�QCCK�M@TGMSQ
LMU�@SR�RFC�FCWB?WQ�MD�K?QQ�KCBG?�K?PICRGLE�QCCKCB�RM�?QQSKC�RF?R�NCMNJC�AMSJB
@C�NCPQS?BCB�RM�NSPAF?QC�?LWRFGLE�NPMTGBCB�RFCPC�U?Q�QSDDGAGCLR�?BTCPRGQGLE�RM
NPMKMRC�?�NPMBSAR��8FGJC�QGELQ�BCAJ?PGLE�c5FC�$SQRMKCP�*Q�"JU?WQ�3GEFRd�K?W�F?TC
@CCL�QRSAI�RM�RFC�U?JJQ�MD�QFMNQ�?LB�PCQR?SP?LRQ�RFC�ASQRMKCP�BGB�LMR�F?TC�KSAF�MD
?�TMGAC�MSRQGBC�MD�RF?R�QFMN�MP�PCQR?SP?LR�

.MTC�DMPU?PB�?�DCU�BCA?BCQ�RM�?L�GLAPC?QGLEJW�AMLLCARCB�QMAGCRW�?LB�K?PICRNJ?AC
?LB�RFC�ASQRMKCPfQ�TMGAC�GQ�@CGLE�FC?PB�GL�@JMEQ�DMPSKQ�PCTGCUQ�?LB�MRFCP�DMPKQ
MD�QMAG?J�KCBG?��*R�GQ�C?QGCP�DMP�AMLQSKCPQ�RM�AMLLCAR�UGRF�MLC�?LMRFCP�?J@CGR
TGPRS?JJW�RM�QF?PC�CVNCPGCLACQ�UGRF�QCPTGACQ�?LB�NPMBSARQ�

Customer relationship management (CRM)� GQ�?Q�RFC�L?KC�QSEECQRQ�?@MSR
K?L?EGLE�PCJ?RGMLQFGNQ�UGRF�ASQRMKCPQ��*R�QFMSJB�GKNJW�?�ASQRMKCP�DMASQCB
?NNPM?AF�RM�@SQGLCQQ�DMP�DMQRCPGLE�PC?J�PCJ?RGMLQFGNQ�UGRF�RFCQC�GKNMPR?LR
QR?ICFMJBCPQ��ASQRMKCPQ�

0DRCL�MLJGLC�K?PICRGLE�GQ�PCDCPPCB�RM�?Q�C�$3.�	CJCARPMLGA�ASQRMKCP�PCJ?RGMLQFGN
K?L?ECKCLR
��5FGQ�?NNC?PQ�RM�SLBCPJGLC�RFC�GKNMPR?LAC�MD�RCAFLMJMEW�GL�$3.��*R
?JQM�FGEFJGEFRQ�RFC�KMQR�GKNMPR?LR�AMLQGBCP?RGML�MD�?LW�C.?PICRGLE�R?ARGA�
ASQRMKCPQ�

�� "Q�RFC�L?KC�QSEECQRQ�RFGQ
PCDCPQ�RM�RFC�K?L?ECKCLR�MD
PCJ?RGMLQFGNQ�UGRF�WMSP
ASQRMKCPQ�
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17.2 Why Electronic Customer Relationship Management?

LEARNING OBJECTIVES

�� -C?PL�UFW�C�$3.�	CJCARPMLGA�ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR
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GKNMPR?LR�N?PR�MD�@SQGLCQQ�
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QSAACQQ��8GRFMSR�ASQRMKCPQ�NSPAF?QGLE�EMMBQ�MP�QCPTGACQ�KMQR�@SQGLCQQCQ�UMSJB
LMR�F?TC�?�PCTCLSC�QRPC?K��#SR�GR�A?L�@C�BGDDGASJR�RM�QFGDR�DPMK�PC?JGXGLE�RFGQ
GKNMPR?LR�D?AR�RM�GKNJCKCLRGLE�GR�GLRM�B?W�RM�B?W�@SQGLCQQ�BCAGQGMLQ�?LB�QRP?RCEW�

"�QSAACQQDSJ�PCJ?RGMLQFGN�UGRF�?�ASQRMKCP�GQ�@?QCB�ML�KCCRGLE�	?LB�NCPF?NQ�CTCL
CVACCBGLE
�FGQ�MP�FCP�LCCBQ��*R�GQ�GL�BCRCPKGLGLE�UF?R�NPM@JCKQ�RFC�ASQRMKCP�F?Q
?LB�GL�NPMTGBGLE�QMJSRGMLQ�RM�RFMQC�NPM@JCKQ�

.?GLR?GLGLE�EMMB�ASQRMKCP�PCJ?RGMLQFGNQ�GQ�APGRGA?J�RM�RFC�QSAACQQ�MD�?�@SQGLCQQ��5FC
AMQRQ�?QQMAG?RCB�UGRF�?AOSGPGLE�?�LCU�ASQRMKCP�?PC�ECLCP?JJW�D?P�FGEFCP�RF?L�RFC
AMQR�MD�K?GLR?GLGLE�?L�CVGQRGLE�ASQRMKCP�PCJ?RGMLQFGN��5FGQ�GQ�UFW�GLTCQRGLE�GL
ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR�	$3.
�QFMSJB�PCQSJR�GL�GLAPC?QGLE�PCTCLSC�DMP
RFC�@SQGLCQQ�

5FC�AWAJC�MD�$3.�QR?PRQ�UGRF�BCRCPKGLGLE�UF?R�NPM@JCKQ�NMRCLRG?J�ASQRMKCPQ�KGEFR
F?TC�?LB�RFCL�NPCQCLRGLE�QMJSRGMLQ�RM�RFMQC�NPM@JCKQ��4MJSRGMLQ�?PC�GKNJCKCLRCB
?LB�RFCL�MLEMGLE�QCPTGAC�K?GLR?GLQ�RFC�PCJ?RGMLQFGN�UGRF�RFC�ASQRMKCP�

5?IC�DMP�CV?KNJC�RUM�NCMNJC�@MMIGLE�?L�MTCPQC?Q�FMJGB?W��0LC�GQ�?�RUCLRW�RFPCC�
WC?P�MJB�PCACLR�EP?BS?RC�UFM�GQ�TGQGRGLE�"PECLRGL?�DMP�RFPCC�KMLRFQ�UGRF�?�DPGCLB�
MLC�GQ�?�RFGPRW�CGEFR�WC?P�MJB�KMRFCP�MD�RUM�WMSLE�AFGJBPCL�NJ?LLGLE�?�D?KGJW
FMJGB?W�RM�5F?GJ?LB��*D�RFCW�@MRF�U?JICB�GLRM�?�RP?TCJ�?ECLAW�RFC�RP?TCJ�?ECLRQ
UMSJB�K?IC�HSBEKCLRQ�ML�RFCGP�BPCQQ�?LB�?NNC?P?LAC�RM�BCRCPKGLC�FMU�RFCW�UGJJ
?GB�C?AF�MD�RFCK�GL�@MMIGLE�RFCGP�FMJGB?W�	?LB�FMU�KSAF�AMKKGQQGML�RFC�?ECLR�UGJJ
@C�?@JC�RM�C?PL
��5FC�RP?TCJ�?ECLR�UGJJ�?JQM�?QI�DSPRFCP�D?AC�RM�D?AC�OSCQRGMLQ�RM�RPW
RM�QCJJ�?BBGRGML?J�QCPTGACQ�RM�RFCQC�RUM�ASQRMKCPQ��'MP�RFC�RUCLRW�RFPCC�WC?P�MJB
?BBGRGML?J�QCPTGACQ�KGEFR�GLAJSBC�RP?TCJ�GLQSP?LAC�RF?R�AMTCPQ�CVRPCKC�QNMPRQ
?ARGTGRGCQ�?LB�?�A?JJGLE�A?PB�RF?R�?JJMUQ�FCP�RM�A?JJ�FMKC�DPMK�?LWUFCPC�GL�RFC

�� "�NCPQML�UFM�@SWQ�MP�SQCQ
EMMBQ�MP�QCPTGACQ��?�NCPQML
UGRF�UFMK�?�@SQGLCQQ�KSQR
BC?J�

�� "�NCPQML�MP�MPE?LGX?RGML�UGRF
?L�GLRCPCQR�	?�cQR?ICd
�GL�FMU�?
PCQMSPAC�GQ�K?L?ECB�
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JMLECP�F?TC�RFC�MTCPFC?B�AMQRQ�MD�?�RP?TCJ�?ECLAW�?LB�?ECLRQ��)MUCTCP�8C@
RCAFLMJMEW�BMCQ�?JJMU�DMP�QGKGJ?P�?LB�MDRCL�QSNCPGMP�HSBEKCLRQ�?LB�Q?JCQ
MNNMPRSLGRGCQ�

'MP�CV?KNJC�@MRF�RP?TCJCPQ�?PC�JGICJW�RM�F?TC�QR?PRCB�PCQC?PAFGLE�RFCGP�RPGNQ�SQGLE�?
QC?PAF�CLEGLC��$PC?RGLE�J?LBGLE�N?ECQ�R?GJMPCB�RM�RFC�RWNCQ�MD�QC?PAFCQ�@CGLE�K?BC
A?L�?JJMU�RFC�MNNMPRSLGRW�RM�R?GJMP�RFC�NPMBSARQ�@CGLE�NPCQCLRCB�RM�C?AF�RP?TCJCP�

5CAFLMJMEW�A?L�?JQM�@C�SQCB�RM�?JJMU�RFC�MLJGLC�@SQGLCQQ�RM�GLRCP?AR�NCPQML?JJW�UGRF
?�8C@�TGQGRMP�?LB�?JQM�RM�NPMTGBC�RFC�TGQGRMP�UGRF�GLDMPK?RGML�QFC�KGEFR�LMR�ECR�GL�?
RP?TCJ�?ECLAWbSL@G?QCB�PCTGCUQ�DPMK�MRFCP�ASQRMKCPQ��5CAFLMJMEW�A?L�?LB�QFMSJB
@C�SQCB�RM�RPC?R�BGDDCPCLR�ASQRMKCPQ�BGDDCPCLRJW�

8C@�RCAFLMJMEW�?JJMUQ�DMP�ASQRMKCP�PCJ?RCB�K?PICRGLE�BCAGQGMLQ�RM�@C�K?BC�?LB
RCQRCB�PCJ?RGTCJW�OSGAIJW�?LB�?BHSQRCB�?Q�PCOSGPCB�

'MP�CV?KNJC�GL������+CDD�#CXMQ�MD�"K?XML�AMK�J?SLAFCB�DPCC�QFGNNGLE�DMP�MPBCPQ
MTCP�����GL�T?JSC��8FGJC�RFC�MDDCP�U?Q�?BTCPRGQCB�?Q�@CGLE�DMP�?�JGKGRCB�RGKC�MLJW
RFGQ�RGKC�JGKGR�CL?@JCB�"K?XML�RM�RCQR�RFC�CDDCAR�MD�RFC�MDDCP�ML�GRQ�@MRRMK�JGLC�?LB
QRGJJ�PCRP?AR�GR�GD�LCACQQ?PW��0TCP�RFC�KMLRFQ�RFC�MPBCP�RFPCQFMJB�DMP�DPCC�QFGNNGLE
BPMNNCB�?LB�RMB?W�6�4��"K?XML�AMK�MPBCPQ�MTCP�����QFGN�DMP�DPCC��)MUCTCP�DPCC
QFGNNGLE�BMCQ�LMR�KC?L�NPGMPGRW�QFGNNGLE�QM�MPBCPQ�A?L�QRGJJ�@C�BCJGTCPCB�GL�?
QFMPRCP�NCPGMB�MD�RGKCbDMP�?�BCJGTCPW�DCC�

&JCARPMLGA�ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR�	C�$3.
�SQCQ�RCAFLMJMEW�GL�?
LSK@CP�MD�U?WQ�RM�ACKCLR�$3.�GLRM�RFC�U?W�RF?R�MPE?LGX?RGMLQ�AMLBSAR
RFCKQCJTCQ��0LAC�?�@SQGLCQQ�QFGDRQ�GRQ�DMASQ�RM�AMLQSKCP�LCCBQ�GR�UGJJ�DGLB�RF?R�?JJ
RFCQC�RCAFLMJMEGCQ�DCCB�C?AF�MRFCP��)MUCTCP�RFC�DSLB?KCLR?J�NPGLAGNJC�MD�C�$3.�GQ
RM�PCKCK@CP�RF?R�RCAFLMJMEW�QFMSJB�@C�SQCB�RM�CL?@JC�ASQRMKCP�PCJ?RGMLQFGNQ�LMR
PCNJ?AC�KC?LGLEDSJ�PCJ?RGMLQFGNQ�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����8FW�&JCARPMLGA�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���



Discussion
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MD�NMRCLRG?J�ASQRMKCPQ�?LB�RF?R�GLDMPK?RGML�QFMSJB�@C�SQCB�GL�DMQRCPGLE
PCJ?RGMLQFGNQ��8C@�?L?JWRGAQ�RMMJQ�E?RFCP�?�UC?JRF�MD�B?R?�RF?R�A?L�GLDMPK�ASQRMKCP
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GLBGA?RGML�MD�RFCGP�L?TGE?RGML�N?RF�A?L�@C�A?NRSPCB�?JMLE�UGRF�RFCGP�MPBCP�MP
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$3.�QMDRU?PC�CL?@JCQ�@SQGLCQQCQ�RM�K?L?EC�?JJ�ASQRMKCP�?LBlead� GLDMPK?RGML
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Customer-centric and Customer Driven
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17.3 Putting a Value on Customer Relationship Management
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Figure 17.1The Value of a Customer Relationship to a Business
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Mini Case Study: Defining Loyalty and Customer Value
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Mini Case Study: Customer Service as Public Relations
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UCJJ�?Q�DPCC�PCRSPLQ��*L�D?AR�EMMBQ�?PC�QFGNNCB�UGRF�?�NPCNPGLRCB�PCRSPL�J?@CJ
K?IGLE�RFC�NPMACQQ�QRP?GEFRDMPU?PB�DMP�ASQRMKCPQ��;?NNMQ�?JQM�GLTCQRQ�FC?TGJW
GL�GRQ�ASQRMKCP�QCPTGAC�RC?K�CKNMUCPGLE�C?AF�KCK@CP�MD�RFC�RC?K�RM�BM�UF?R
FC�LCCBQ�RM�BM�RM�BCJGEFR�ASQRMKCPQ�

'MP�CV?KNJC�;?X�-?.?PP�@JMEECB�?@MSR�FCP�CVNCPGCLAC�UGRF�;?NNMQ��4FC�F?B
KC?LR�RM�PCRSPL�QMKC�QFMCQ�RM�;?NNMQ�@SR�FCP�KMRFCP�N?QQCB�?U?W�?LB
L?RSP?JJW�QFC�HSQR�BGBLfR�F?TC�RGKC��;?NNMQ�?PP?LECB�RM�F?TC�614�AMKC�NGAI�SN
RFC�QFMCQ�?LB�RFCL�QCLR�FCP�DJMUCPQ�

:?FMM��QFMUQ�LC?PJW�RUM�RFMSQ?LB�JGLIQ�RM�FCP�@JME�NMQR�UFGAF�F?Q�ECLCP?RCB
AMKKCLRQ�JGIC�RFC�DMJJMUGLE�

^ c;?NNMQ�GQ�RFC�@CQR�AMKN?LW�GL�"KCPGA?�d
^ c;?NNMQ�GQ�NPCRRW�?K?XGLE`WMS�A?L�QMKCRGKCQ�DGLB�@CRRCP�NPGACQ

?R�MRFCP�QRMPCQ�DMP�RFC�Q?KC�QFMCQ�@SR�GRQ�ASQRMKCP�QCPTGAC�GQ
UMPRF�?�DCU�CVRP?�BMJJ?PQ�d

^ c8MU�ASQRMKCP�QCPTGAC�QRGJJ�CVGQRQ��5FGQ�AMKN?LW�UGJJ�ECR�KW
@SQGLCQQ�d

5FCPC�GQ�LM�BMS@R�RF?R�;?NNMQf�ASQRMKCP�QCPTGAC�AMQRQ�?PC�FGEF��/MR�MLJW�GQ
QFGNNGLE�DPCC�@SR�GRQ�ASQRMKCP�QCPTGAC�RC?K�F?Q�@CCL�EGTCL�RFC�?SRFMPGRW�RM
K?IC�ECQRSPCQ�JGIC�RFC�MLC�?@MTC��5FC�PCRSPL�RM�;?NNMQ�GL�RCPKQ�MD�EMMBUGJJ�GQ
?JKMQR�GKKC?QSP?@JC�	?JRFMSEF�GRQ�MLJGLC�PCNSR?RGML�GQ�CVACJJCLR
�@SR�LM�BMS@R
JC?BQ�RM�GLAPC?QCB�PCDCPP?JQ�?LB�Q?JCQ�?LB�ASQRMKCP�JMW?JRW�.CE�.?PAM�c;?NNMQ
4CLBQ�:MS�'JMUCPQd�5FC�$MLQSKCPGQR�0ARM@CP��������
FRRN���AMLQSKCPGQR�AMK�AMLQSKCP�?@MTC�?LB�@CWMLB�X?NNMQ�QCLBQ�WMS�
DJMUCPQ��������NFN	?AACQQCB�/MTCK@CP��������
�

8FCL�GR�AMKCQ�RM�RFC�K?PICRGLE�AF?LLCJ�$3.�GLGRG?RGTCQ�A?L�@C�SQCB�@MRF�GL�RFC
?AOSGQGRGML�MD�LCU�ASQRMKCPQ�?LB�GL�RFC�K?PICRGLE�RM�CVGQRGLE�ASQRMKCPQ�	UFGAF
A?L�@C�QCCL�?Q�?AOSGPGLE�LCU�Q?JCQ�DPMK�CVGQRGLE�ASQRMKCPQ
�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����1SRRGLE�?�7?JSC�ML�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���

http://www.zappos.com
http://consumerist.com/consumer/above-and-beyond/zappos-sends-you-flowers-311369.php
http://consumerist.com/consumer/above-and-beyond/zappos-sends-you-flowers-311369.php


KEY TAKEAWAYS

^ $3.�A?L�@C�JMMICB�?R�DPMK�QCTCP?J�NCPQNCARGTCQ�

� .?PICRGLE
� 4?JCQ
� 4CPTGAC

^ .?IGLE�ASQRMKCPQ�F?NNW�DMQRCPQ�NMQGRGTC�UMPB�MD�KMSRF�
^ $3.�KSQR�@C�?NNPM?AFCB�QRP?RCEGA?JJW��5FC�DGPQR�QRCN�MD�?LW�$3.

GLGRG?RGTC�GQ�RM�SLBCPQR?LB�RFC�T?JSC�MD�?�ASQRMKCP�PCJ?RGMLQFGN�RM�?
@SQGLCQQ��%?R?�KGLGLE�A?L�@C�SQCB�RM�FCJN�UGRF�RFGQ�

^ $1"�	AMQR�NCP�?AOSGQGRGML
�PCDCPQ�RM�RFC�AMQR�MD�?LW�AF?LLCJQ�SQCB�RM
?AOSGPC�?�ASQRMKCP�	K?PICRGLE�?LB�?BTCPRGQGLE
�

EXERCISES

�� 8FW�GR�GQ�GKNMPR?LR�RM�?JGEL�$3.�GLGRG?RGTCQ�UGRF�@SQGLCQQ�EM?JQ �$?L
WMS�EGTC�?L�CV?KNJC 

�� &T?JS?RC�RFC�KGLG�A?QC�QRSBW�?@MSR�;?NNMQ�AMK��&VNJ?GL�UFW�WMS�RFGLI
;?NNMQ�F?Q�EGTCL�GRQ�ASQRMKCP�QCPTGAC�RC?K�RFC�?SRFMPGRW�RM�K?IC
ECQRSPCQ�JGIC�RFCQC��%M�WMS�RFGLI�KMQR�@SQGLCQQCQ�UMSJB�?JJMU�RFCQC
RWNCQ�MD�ECQRSPCQ�RM�F?NNCL 

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����1SRRGLE�?�7?JSC�ML�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���



17.4 Using Customer Relationship Management to Inform Your
eMarketing Tactics

LEARNING OBJECTIVE

�� -C?PL�FMU�SQGLE�$3.�	ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR
�A?L�EGTC�?
AMKN?LW�SQCDSJ�GLDMPK?RGML�RF?R�A?L�@C�?NNJGCB�RM�GRQ�C.?PICRGLE
AF?LLCJQ�

4SAACQQDSJ�C�K?GJ�K?PICRGLE�QRCKQ�DPMK�?�TCPW�@?QGA�ASQRMKCP�LCCB��NPGT?AW�?LB
NCPKGQQGML��5FC�TCPW�DGPQR�QRCN�PCOSGPCB�GL�SQGLE�C�K?GJ�RM�CQR?@JGQF�?�PCJ?RGMLQFGN
UGRF�?�ASQRMKCP�GQ�GL�E?GLGLE�FGQ�MP�FCP�NCPKGQQGML�

%?R?�KGLGLE�?LB�QCEKCLRGLE�ASQRMKCP�B?R?@?QCQ�?JJMU�DMP�C�K?GJ�K?PICRGLE�RM�@C
R?GJMPCB�RM�ASQRMKCPQ�UFGJC�C�K?GJQ�?JJMU�DMP�CVRCLQGTC�NCPQML?JGX?RGML�ML�?�K?QQ
QA?JC�

&�K?GJ�GQ�MDRCL�RFC�NPGK?PW�NMGLR�MD�AMLR?AR�DMP�?JJ�ASQRMKCP�QCPTGAC�PCJ?RCB
KCQQ?ECQ�DPMK�?SRMK?RCB�C�K?GJQ�BC?JGLE�UGRF�RFC�?BKGLGQRP?RGML�MD�MPBCPQ�RM
AMLR?ARQ�UGRF�RFC�ASQRMKCP�QCPTGAC�RC?K�

0LJGLC�?BTCPRGQGLE�GQ�?�BMS@JC�CBECB�QUMPB�UFCL�GR�AMKCQ�RM�$3.�	ASQRMKCP
PCJ?RGMLQFGN�K?L?ECKCLR
��*R�A?L�@C�?�TCPW�CDDCARGTC�?AOSGQGRGML�RMMJ�DMP�LCU
ASQRMKCPQ�@SR�GLRPSQGTC�?BTCPRGQGLE�A?L�?RRP?AR�?RRCLRGML�DMP�?JJ�RFC�UPMLE�PC?QMLQ�
&DDCARGTC�MLJGLC�?BTCPRGQGLE�QNC?IQ�RM�ASQRMKCPQf�LCCBQ�?LB�NPCQCLRQ�QMJSRGMLQ�RM
RFCK�FMNCDSJJW�?RRP?ARGLE�?RRCLRGML�UGRFMSR�@CGLE�MTCPJW�GLRPSQGTC�

"DDGJG?RC�K?PICRGLE�QR?PRCB�@W�K?IGLE�RFC�KMQR�MD�CVGQRGLE�PCJ?RGMLQFGNQ�MRFCP
N?PRGCQ�F?TC�UGRF�NMRCLRG?J�ASQRMKCPQ��"DDGJG?RC�K?PICRGLE�A?L�@C�?L�CVACJJCLR�Q?JCQ
?LB�?AOSGQGRGML�AF?LLCJ�@SR�GR�GQ�LMR�UGRFMSR�GRQ�NPM@JCKQ�DPMK�?�$3.�NCPQNCARGTC�
"LMRFCP�CLRGRW�GQ�?AOSGPGLE�JC?BQ�ML�WMSP�@CF?JD�UFGAF�A?L�KC?L�?�JMQQ�MD�AMLRPMJ
UFCL�GR�AMKCQ�RM�RFC�KCQQ?ECQ�SQCB�RM�?RRP?AR�JC?BQ��&LQSPC�CDDCARGTC
AMKKSLGA?RGML�UGRF�?DDGJG?RCQ�QM�RF?R�RFCW�?PC�QCLBGLE�RFC�PGEFR�KCQQ?EC�RM�WMSP
JC?BQ�

4C?PAF�CLEGLC�K?PICRGLE�UFCRFCP�QC?PAF�CLEGLC�MNRGKGX?RGML�	4&0
�MP�N?W�NCP�
AJGAI�	11$
�?BTCPRGQGLE�QR?PRQ�UGRF�ASQRMKCP�GLRCLR��&VGQRGLE�ASQRMKCP�B?R?�A?L

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

���



GLBGA?RC�UFCPC�RM�DMASQ�QC?PAF�CLEGLC�K?PICRGLE�CDDMPRQ�CQNCAG?JJW�UFCL�GR�AMKCQ
RM�?L?JWXGLE�FMU�UCJJ�?�8C@�QGRC�A?RCPQ�RM�RFC�GLRCLR�GLBGA?RCB�@W�?�ASQRMKCPfQ
QC?PAF�RCPK�

5FC�SQC�MD�QMAG?J�KCBG?�GQ�@?QCB�ML�ASQRMKCP�LCCBQ�?LB�NPCDCPCLACQ��0LJGLC
PCNSR?RGML�K?L?ECKCLR�RP?AIQ�QMAG?J�KCBG?�GL�N?PRGASJ?P�	?Q�UCJJ�?Q�MRFCP�MLJGLC
QMSPACQ
�RM�CQR?@JGQF�AMLQSKCP�QCLRGKCLR��5FCQC�T?JS?@JC�B?R?�QFMSJB�RFCL�@C�SQCB
RM�GLDMPK�?L�MPE?LGX?RGMLfQ�K?PICRGLE�QRP?RCEW��4MAG?J�KCBG?�?JQM�NPCQCLR�?
NMUCPDSJ�RMMJ�DMP�RSPLGLE�BCJGEFRCB�ASQRMKCPQ�	UFM�?PC�CVNPCQQGTC�MLJGLC
�GLRM
?BTMA?RCQ�DMP�?L�MPE?LGX?RGML��-?QRJW�QMAG?J�KCBG?�?JJMU�QCTCP?J�LCU
AMKKSLGA?RGML�AF?LLCJQ�DMP�?L�MPE?LGX?RGML�CL?@JGLE�ASQRMKCP�AMKKSLGA?RGMLQ
?LB�ASQRMKCP�QCPTGAC�RM�R?IC�NJ?AC�UFCPC�RFC�ASQRMKCP�DCCJQ�KMQR�AMKDMPR?@JC�

&DDCARGTC�8C@�BCTCJMNKCLR�?LB�BCQGEL�QR?PRQ�UGRF�ASQRMKCP�LCCBQ�?LB�QFMSJB�DMASQ
ML�RFC�CVNCPGCLAC�MD�8C@�SQCPQ��%CQGELGLE�DMP�ASQRMKCPQ�DGPQR�?LB�DMPCKMQR�QFMSJB
EGTC�8C@�TGQGRMPQ�?�QC?KJCQQ�CVNCPGCLAC�NPCQCLRGLE�WMSP�EMMBQ�?LB�QCPTGACQ�RM
RFCK�UGRFMSR�CDDMPR�ML�RFCGP�@CF?JD�

5FPMSEF�?JJ�RFC�C.?PICRGLE�R?ARGAQ�CDDCARGTC�?L?JWRGAQ�GQ�RFC�KMQR�SQCDSJ�$3.�RMMJ�
*R�?JJMUQ�C?AF�AF?LLCJ�RM�@C�KC?QSPCB�ML�GRQ�KCPGRQ�?LB�RFC�ASQRMKCPQ�?AOSGPCB�@W
C?AF�AF?LLCJ�A?L�@C�?L?JWXCB�

KEY TAKEAWAYS

^ 4SAACQQDSJ�C�K?GJ�K?PICRGLE�QRCKQ�DPMK�RFC�ASQRMKCP�LCCBQ�MD�NPGT?AW
?LB�NCPKGQQGML�

^ &�K?GJ�GQ�RFC�NPGK?PW�NMGLR�MD�AMLR?AR�DMP�?JJ�ASQRMKCP�QCPTGAC�PCJ?RCB
KCQQ?ECQ��#SR�MRFCP�C.?PICRGLE�AF?LLCJQ�A?L�?AR�?Q�$3.�?Q�UCJJ�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����6QGLE�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR�RM�*LDMPK�:MSP�C.?PICRGLE�5?ARGAQ ���



EXERCISES

�� 1GAI�RUM�AF?LLCJQ�BGQASQQCB�GL�RFGQ�QCARGML�?LB�CT?JS?RC�FMU�RFCW�A?L
C?AF�@C�?�EMMB�$3.�RMMJ��'GLB�?L�CV?KNJC�MD�FMU�?�@P?LB�GQ�ASPPCLRJW
SQGLE�GR�

�� &T?JS?RC�RFC�JGQR�MD�C.?PICRGLE�AF?LLCJQ�JGQRCB�GL�RFGQ�QCARGML��$MLQGBCP
RFC�NPMQ�?LB�AMLQ�MD�C?AF��4MKC�MD�RFC�AMLQ�QCCK�RM�MSRUCGEF�RFC�NPMQ
MD�QMKC�AF?LLCJQ�?LB�TGAC�TCPQ?��,LMUGLE�RFCQC�NPMQ�?LB�AMLQ�BM�WMS
RFGLI�RF?R�K?PICRCPQ�F?TC�?�PC?QML�RM�AMKNJCRCJW�?TMGB�?�AF?LLCJ
?JRMECRFCP�UGRFMSR�RCQRGLE�GR�DGPQR 

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����6QGLE�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR�RM�*LDMPK�:MSP�C.?PICRGLE�5?ARGAQ ���



17.5 Technology and Customer Relationship Management

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�RCAFLMJMEW�GLDJSCLACQ�$3.�	ASQRMKCP�PCJ?RGMLQFGN
K?L?ECKCLR
�

5CAFLMJMEW�?LB�CQNCAG?JJW�RFC�RCAFLMJMEW�CL?@JCB�@W�RFC�*LRCPLCR�F?Q�F?B
CLMPKMSQ�PCNCPASQQGMLQ�DMP�$3.�	ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR
��*L�K?LW
A?QCQ�RCAFLMJMEW�F?Q�FCJNCB�QRPC?KJGLC�K?LW�$3.�NPMACQQCQ�?Q�UCJJ�?Q�ASR�RFC
AMQRQ�MD�$3.�GLGRG?RGTCQ�

Talking to Customers: Customer Service

*R�GQ�?K?XGLE�FMU�KSAF�RCAFLMJMEW�F?Q�AF?LECB�RFC�U?WQ�UC�AMKKSLGA?RC�UGRF
C?AF�MRFCP��*L�RFC�Q?KC�U?W�GR�F?Q�AF?LECB�RFC�U?W�RF?R�MPE?LGX?RGMLQ�?LB
AMKN?LGCQ�A?L�AMKKSLGA?RC�UGRF�SQ�

E-mail

1CPF?NQ�MLC�MD�RFC�DGPQR�ASQRMKCP�QCPTGAC�BCTCJMNKCLRQ�RM�AMKC�DPMK�RFC�*LRCPLCR
GQ�ASQRMKCP�QCPTGAC�MTCP�C�K?GJ��*R�GQ�QR?LB?PB�DMP�8C@�QGRCQ�RM�F?TC�AMLR?AR
?BBPCQQCQ�?Q�UCJJ�?Q�RCJCNFMLC�LSK@CPQ�?BBGLE�?L�?BBGRGML?J�AF?LLCJ�DMP�ASQRMKCP
AMLR?ARQ��&�K?GJQ�A?L�?JQM�@C�?SRMK?RCB�RM�ICCN�ASQRMKCPQ�GLDMPKCB�MD�NPMEPCQQ�MD
?�RP?LQ?ARGML�UFCRFCP�GR�GQ�QFGNNGLE�EMMBQ�@MSEFR�MLJGLC�MP�RFC�NPMEPCQQ�MD�?L
GLQSP?LAC�AJ?GK��&?AF�?ARGML�UGRFGL�?L�MPE?LGX?RGML�A?L�RPGEECP�?L�?SRMK?RGA�C�
K?GJ�QCPTGLE�RM�CLQSPC�ASQRMKCPQ�DCCJ�GLDMPKCB�?R�CTCPW�QRCN�

Mobile

4GKGJ?PJW�RM�?SRMK?RCB�C�K?GJQ�RFC�KM@GJC�NFMLC�GQ�?JQM�@CGLE�SQCB�RM�ICCN
ASQRMKCPQ�GLDMPKCB�MD�RFC�NPMEPCQQ�MD�RP?LQ?ARGMLQ��4FMPR�KCQQ?EC�QCPTGAC�	4.4

KCQQ?ECQ�A?L�@C�?SRMK?RCB�GL�RFC�Q?KC�U?W�RF?R�C�K?GJQ�?PC�?E?GL�CLQSPGLE
ASQRMKCP�NC?AC�MD�KGLB�

Call centers

5CAFLMJMEW�QSAF�?Q�7M*1�	TMGAC�MTCP�*LRCPLCR�NPMRMAMJ
�KC?LQ�RF?R�TMGAC�A?JJQ�A?L
@C�PMSRCB�AFC?NJW�MTCP�RFC�*LRCPLCR��5FMSQ?LBQ�MD�NCMNJC�ICCN�GL�RMSAF�?PMSLB�RFC

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

���



EJM@C�UGRF�QCPTGACQ�QSAF�?Q�4IWNC�	FRRN���UUU�QIWNC�AMK
�?LB�RFGQ�F?Q�GKN?ARCB
A?JJ�ACLRCPQ�?Q�UCJJ�

6QGLE�QGKGJ?P�RCAFLMJMEW�NFMLC�A?JJQ�A?L�@C�PMSRCB�RM�A?JJ�ACLRCPQ�GL�?LW�JMA?RGML
?PMSLB�RFC�EJM@C��.?LW�AMKN?LGCQ�GL�BCTCJMNCB�L?RGMLQ�F?TC�JMA?RCB�RFCGP
ASQRMKCP�A?JJ�ACLRCPQ�GL�BCTCJMNGLE�L?RGMLQ�UFCPC�QR?DD�?LB�MRFCP�MTCPFC?B�AMQRQ
?PC�D?P�JMUCP��5FC�*LRCPLCR�KC?LQ�RF?R�RFCQC�A?JJQ�A?L�@C�PMSRCB�DMP�?�JMUCP�AMQR
RF?L�GL�AMSLRPW�A?JJQ�UGRF�KGLGK?J�JMQQ�MD�A?JJ�OS?JGRW��5F?R�KC?LQ�RF?R�?�6,
ASQRMKCP�A?JJGLE�-?QRKGLSRC�AMK�RM�@MMI�?�DJGEFR�DMP�CV?KNJC�AMSJB�GL�D?AR�@C
QNC?IGLE�RM�QMKCMLC�GL�*LBG?�

5FC�QR?DD�GL�RFCQC�A?JJ�ACLRCPQ�SLBCPEM�CVRCLQGTC�RP?GLGLE�ML�RFC�ASJRSPC�MD�RFC
NCMNJC�RFCW�UGJJ�@C�QNC?IGLE�RM�?Q�UCJJ�?Q�ML�RFC�CRFMQ�MD�RFC�AMKN?LW�RFCW
PCNPCQCLR��&TCL�RFMSEF�?�ASQRMKCP�GQ�QNC?IGLE�RM�QMKCMLC�ML�?LMRFCP�AMLRGLCLR�GR
GQ�GKNCP?RGTC�DMP�RFC�@SQGLCQQ�RF?R�RFC�CVNCPGCLAC�K?RAFCQ�GRQ�@P?LB�?Q�AJMQCJW�?Q
NMQQG@JC�

Instant Messengers and Chat Rooms

*LQR?LR�KCQQCLECP�	*.
�?JJMUQ�D?QR�GLQR?LR�RCVR�@?QCB�AF?R��4CPTGACQ�QSAF�?Q
8GLBMUQ�-GTC�.CQQCLECP�(R?JI�?LB�+?@@CP�ICCN�NCMNJC�?PMSLB�RFC�UMPJB�	?LB�GL
RFC�Q?KC�PMMK
�AMLLCARCB��*.�A?L�?JQM�@C�?L�CDDCARGTC�ASQRMKCP�QCPTGAC�AF?LLCJ�

Figure 17.2Example of an IM Pop-Up on the Rackspace Web Site

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����5CAFLMJMEW�?LB�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���

http://www.skype.com


8FCL�NMRCLRG?J�ASQRMKCPQ�?PC�ML�?�8C@�QGRC�RFCW�K?W�F?TC�TCPW�OSGAI�OSCQRGMLQ�MP
AMLACPLQ�RF?R�RFCW�LCCB�RM�F?TC�?BBPCQQCB�@CDMPC�NPMACCBGLE�UGRF�?L�MPBCP�
4CLBGLE�?L�C�K?GJ�UGRF�RFCQC�OSCQRGMLQ�A?L�KC?L�?�JCLERFW�NCPGMB�@CDMPC�RFCQC
OSCQRGMLQ�?PC�?LQUCPCB�?LB�RFCW�K?W�@C�JM?RF�RM�NGAI�SN�?�NFMLC�RM�F?TC�RFC
OSCPGCQ�?LQUCPCB��*L�GLQR?LACQ�QSAF�?Q�RFCQC�?L�*.�QCPTGAC�A?L�C?QGJW�OSGAIJW�?LB
GLCVNCLQGTCJW�QMJTC�RFCQC�OSCPGCQ�

5FCPC�?PC�RUM�K?GL�U?WQ�RF?R�*.�GQ�GLRCEP?RCB�MLRM�8C@�QGRCQ��5FC�DGPQR�GQ�ASQRMKCP
GLGRG?RCB�?LB�RFC�QCAMLB�GQ�GLGRG?RCB�@W�?�QAPGNR�ML�RFC�8C@�N?EC�@CGLE�TGCUCB�

$SQRMKCP�GLGRG?RCB�*.�GLTMJTCQ�GLBGA?RGLE�AJC?PJW�RM�?�ASQRMKCP�RF?R�RFC�*.�AF?LLCJ
GQ�?T?GJ?@JC�UFGJC�EGTGLE�AJC?P�GLQRPSARGMLQ�ML�FMU�RM�SQC�GR��.?LW�DPCC�AF?R�AJGCLRQ
K?W�@C�C?QGJW�GLRCEP?RCB�GL�RFGQ�U?W�QSAF�?Q�4IWNC�?LB�.CC@M
	FRRN���UUU�KCC@M�AMK
�

"�QAPGNR�A?L�?JQM�@C�SQCB�RM�GLGRG?RC�?�AF?R�UGRF�?�NMRCLRG?J�ASQRMKCP��8FCL�?�8C@
TGQGRMP�F?Q�@CCL�ML�?�8C@�N?EC�DMP�?�DGVCB�NCPGMB�MD�RGKC�UGRFMSR�NCPDMPKGLE�?LW
?ARGML�	QSAF�?Q�AJGAIGLE�ML�?�JGLI
�?�UGLBMU�A?L�?NNC?P�GL�RFC�@PMUQCP�?QIGLE�GD�FC
UMSJB�JGIC�RM�AF?R�UGRF�QMKCMLC�?@MSR�RFC�NPMBSARQ�MDDCPCB��5FC�8C@�TGQGRMP�A?L
RFCL�CGRFCP�AJMQC�RFC�UGLBMU�?LB�AMLRGLSC�ML�FGQ�MUL�MP�AFMMQC�RM�AF?R��*D�RFC
J?RRCP�GQ�AFMQCL�?�ASQRMKCP�QCPTGAC�PCNPCQCLR?RGTC�UGJJ�RFCL�AMKKCLAC�RM�AF?R�RM
RFC�AMLQSKCP�

5FGQ�A?L�@C�CVRPCKCJW�CDDCARGTC�DMP�AMKNJGA?RCB�MP�CVNCLQGTC�NSPAF?QCQ��"R�RFC
NMGLR�MD�BCAGQGML�K?IGLE�RFC�MPE?LGX?RGML�A?L�NPMTGBC�NCPQML?J�QSNNMPR�?LB
PC?QQSP?LAC�

Managing Interaction Data

$3.�QMDRU?PC�A?L�@C�SQCB�RM�?SRMK?RC�JC?B�?LB�Q?JCQ�NPMACQQCQ�?LB�RM�AMJJCAR
ASQRMKCP�GLDMPK?RGML�GL�?�ACLRP?JGXCB�NJ?AC�

0PE?LGX?RGMLQ�?PC�J?PEC�?LB�?�ASQRMKCP�K?W�QNC?I�RM�?LW�KCK@CP�MD�?L
MPE?LGX?RGML�BCNCLBGLE�ML�RFC�L?RSPC�MD�RFC�AMKKSLGA?RGML��*R�UMSJB�@C
CVRPCKCJW�DPSQRP?RGLE�DMP�RFC�ASQRMKCP�RM�F?TC�RM�CVNJ?GL�?JJ�NPCTGMSQ�BC?JGLEQ�UGRF
RFC�MPE?LGX?RGML�UGRF�C?AF�AMKKSLGA?RGML�?LB�GR�A?L�@C�CVRPCKCJW�DPSQRP?RGLE�DMP
?L�MPE?LGX?RGML�LMR�RM�ILMU�UFM�F?Q�QNMICL�NPCTGMSQJW�UGRF�?�ASQRMKCP�?LB�UF?R
U?Q�BC?JR�UGRF�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����5CAFLMJMEW�?LB�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���

http://www.meebo.com


'MPRSL?RCJW�RFCPC�?PC�K?LW�RCAFLMJMEW�MNRGMLQ�RF?R�FCJN�PCAMPB�?JJ�RFGQ
GLDMPK?RGML�GL�MLC�NJ?AC�UFCRFCP�GR�@C�PCJ?RCB�RM�NMRCLRG?J�ASPPCLR�MP�N?QR
ASQRMKCPQ�

"Q�UCJJ�?Q�CL?@JGLE�PCAMPBGLE�MD�B?R?�KMQR�MD�RFCQC�QCPTGACQ�A?L�?JQM�QAFCBSJC
CJCKCLRQ�MD�RFC�Q?JCQ�NPMACQQ�?LB�QCR�PCKGLBCPQ�UFCPC�?NNPMNPG?RC�DMP�DMJJMU�SN
?ARGML�

4MKC�LMR?@JC�CV?KNJCQ�GLAJSBC�4?JCQ'MPAC�	FRRN���UUU�Q?JCQDMPAC�AMK
�(CLGSQ
	FRRN����UUU�ECLGSQ�AMK
�?LB�)GEFPGQC�	FRRN���UUU�FGEFPGQCFO�AMK
�DPMK���
4GEL?JQ�

Analyzing Data

0LC�MD�RFC�KMQR�NMUCPDSJ�DC?RSPCQ�MD�GLRCP?ARGMLQ�?LB�RP?LQ?ARGMLQ�MTCP�RFC
*LRCPLCR�GQ�RF?R�CTCPWRFGLE�GQ�RP?AICB�?LB�PCAMPBCB�GL�QCPTCP�JMEQ�NPMTGBGLE�?
UC?JRF�MD�B?R?�RF?R�A?L�@C�?L?JWXCB�RM�K?IC�@SQGLCQQ�BCAGQGMLQ�

*KNMPR?LRJW�DMP�$3.�RFGQ�KC?LQ�RF?R�RFC�?AOSGQGRGML�QMSPAC�MD�ASQRMKCPQ�K?W�@C
PCAMPBCB�?LB�?L?JWXCB�?E?GLQR�Q?JCQ�B?R?�DMP�ASQRMKCPQ�DPMK�RFC�QMSPAC��5FGQ�JC?BQ
RM�?�TCPW�?AASP?RC�30*�	PCRSPL�ML�GLTCQRKCLR
�A?JASJ?RGML�?LB�GLBGA?RCQ�UFCPC�$3.
?LB�K?PICRGLE�CDDMPRQ�QFMSJB�@C�DMASQCB�

5FC�ICW�RM�CDDCARGTC�SQC�MD�RCAFLMJMEW�GL�$3.�GQ�GLRCEP?RGML��&LQSPC�RF?R�?JJ
AF?LLCJQ�A?L�@C�RP?AICB�?LB�RF?R�RF?R�GLDMPK?RGML�GQ�SQ?@JC�RM�?JJ�N?PRGCQ�UGRFGL�?L
MPE?LGX?RGML��,LMUGLE�UFCPC�WMSP�ASQRMKCPQ�AMKC�DPMK�@SR�LMR�UF?R�RFCW
NSPAF?QC�GQ�NMGLRJCQQ��RFCQC�RUM�KCRPGAQ�LCCB�RM�@C�AMKN?PCB�GL�MPBCP�RM�NPMBSAC
?ARGML?@JC�GLQGEFRQ�

Vendor Relationship Management: A New Way of Looking at
Relationships

Vendor relationship management (VRM) � GQ�RFC�PCAGNPMA?J�MD�$3.��73.�GL�RFGQ
AMLRCVR�BCQAPG@CQ�?L�CKCPEGLE�NPMEPCQQGTC�QAFMMJ�MD�RFMSEFR�RCAFLMJMEW�RMMJQ
?LB�QCPTGACQ�RF?R�FCJN�ASQRMKCPQ�RM�K?L?EC�PCJ?RGMLQFGNQ�UGRF�TCLBMPQ��73.�RMMJQ
?LB�QCPTGACQ�?PC�QRGJJ�TCPW�KSAF�GL�RFCGP�GLD?LAW�?Q�GQ�RFC�AMLACNR�MD�73.�

�� 5FC�CKCPEGLE�QAFMMJ�MD
RFMSEFR�RF?R�GLAMPNMP?RCQ�RFC
RMMJQ�RCAFLMJMEW�?LB�QCPTGACQ
RF?R�K?IC�GR�C?QW�DMP�ASQRMKCPQ
RM�K?L?EC�PCJ?RGMLQFGNQ�UGRF
TCLBMPQ�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����5CAFLMJMEW�?LB�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���

http://www.salesforce.com
http://www.genius.com
http://www.highrisehq.com


*D�WMS�?PC�GLRCPCQRCB�GL�PC?BGLE�DSPRFCP�?@MSR�73.�RFC�?PRGAJC�c73.�GL�?
/SRQFCJJd�GQ�?�EPC?R�NJ?AC�RM�QR?PR�FRRN���UUU�TPKJ?@Q�LCR�TPK�GL�?�LSRQFCJJ�

73.�QCCIQ�RM�?BBPCQQ�RFC�GK@?J?LAC�MD�NMUCP�UFCL�GR�AMKCQ�RM�ASQRMKCP�?LB
TCLBMP�PCJ?RGMLQFGNQ��5P?BGRGML?JJW�TCLBMPQ�AMJJCAR�?LB�FMJB�GLDMPK?RGML�?@MSR�?
ASQRMKCP�?LB�SQC�GR�RM�ECR�RFC�KMQR�MSR�MD�RFCGP�PCJ?RGMLQFGN�UGRF�RFC�ASQRMKCP��'MP
K?LW�TCLBMPQ�cECR�RFC�KMQR�MSR�MD�RFC�ASQRMKCP�PCJ?RGMLQFGNd�RP?LQJ?RCQ�RM�K?IGLE
RFC�KMQR�PCTCLSC�DMP�RFC�JMUCQR�AMQR�DPMK�?�N?PRGASJ?P�ASQRMKCP�MP�EPMSN�MD
ASQRMKCPQ��73.�LMRCQ�RF?R�ASQRMKCPQ�A?L�@C�D?P�@CRRCP�ASQRMBG?LQ�MD�B?R?�RF?R�?PC
TCPW�SQCDSJ�RM�TCLBMPQ��'MP�CV?KNJC�"K?XML�AMK�AMJJCARQ�B?R?�?@MSR�?�ASQRMKCPfQ
NSPAF?QGLE�?LB�@PMUQGLE�FGQRMPW�?LB�K?ICQ�PCAMKKCLB?RGMLQ�@?QCB�ML�RF?R
FGQRMPW��)MUCTCP�RFC�ASQRMKCP�NMQQCQQCQ�GLDMPK?RGML�RF?R�"K?XML�AMK�BMCQLfR�
DMP�CV?KNJC�RFC�ASQRMKCP�ILMUQ�UFGAF�@MMIQ�UCPC�NSPAF?QCB�?Q�EGDRQ�?LB
RFCPCDMPC�?PC�LMR�GLBGA?RGTC�MD�NCPQML?J�NPCDCPCLACQ�

5FC�EM?J�MD�73.�FMUCTCP�GQ�LMR�RM�K?IC�QSPC�RF?R�TCLBMPQ�F?TC�?AACQQ�RM�RFGQ
GLDMPK?RGML��GLQRC?B�GR�GQ�RM�EGTC�ASQRMKCPQ�RFC�NMUCP�MTCP�RFC�GLDMPK?RGML�RF?R�GQ
QF?PCB�UGRF�TCLBMPQ��5P?BGRGML?J�$3.�JMAIQ�RF?R�B?R?�GLRM�?�QGLEJC�PCJ?RGMLQFGN
UFGJC�73.�QCCIQ�RM�EGTC�RFC�ASQRMKCP�RFC�NMUCP�RM�QF?PC�NCPRGLCLR�B?R?�UGRF
TCLBMPQ�?Q�FC�QCCQ�DGR��5FCQC�PCJ?RGMLQFGNQ�A?L�@C�AMLRPMJJCB�@W�RFC�ASQRMKCP�?Q
MNNMQCB�RM�@CGLE�AMLRPMJJCB�@W�RFC�TCLBMP�

73.�GQ�?�BWL?KGA�U?W�MD�JMMIGLE�?R�ASQRMKCP�TCLBMP�PCJ?RGMLQFGNQ��"JRFMSEF�RFC
RCPKQ�?LB�RMMJQ�K?W�@C�LCU�RFC�NPGLAGNJCQ�?LB�RFC�DPSQRP?RGML�UGRF�ASPPCLR
NP?ARGACQ�?PC�LMR�

'MP�KMPC�GLDMPK?RGML�ML�73.�TGQGR�RFC�1PMHCAR�73.�UGIG�?R�RFC�DMJJMUGLE�8C@�N?EC
FRRN���AW@CP�J?U�F?PT?PB�CBS�NPMHCARTPK�.?GL>1?EC�PC?B�RFC�@JME�DMP�RFC�NPMHCAR
?RFRRN����@JMEQ�J?U�F?PT?PB�CBS�TPK�MP�TGQGR�73.�)S@�?RFRRN���UUU�TPKFS@�LCR
MP�73.�-?@Q�?RFRRN���UUU�TPKJ?@Q�LCR�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����5CAFLMJMEW�?LB�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���

http://www.vrmlabs.net/vrm-in-a-nutshell
http://cyber.law.harvard.edu/projectvrm/Main_Page
http://blogs.law.harvard.edu/vrm
http://www.vrmhub.net
http://www.vrmlabs.net


KEY TAKEAWAYS

^ 5CAFLMJMEW�F?Q�AF?LECB�FMU�UC�AMKKSLGA?RC�UGRF�C?AF�MRFCP
GLAJSBGLE�FMU�MPE?LGX?RGMLQ�?LB�AMKN?LGCQ�A?L�AMKKSLGA?RC�UGRF�SQ�

^ C.?PICRGLE�AF?LLCJQ�QSAF�?Q�C�K?GJ�KM@GJC�A?JJ�ACLRCPQ�?LB�*.�?LB
AF?R�PMMKQ�?PC�EPC?R�DMP�FCJNGLE�MPE?LGX?RGMLQ�?LB�AMKN?LGCQ
AMKKSLGA?RC�

^ $3.�QMDRU?PC�A?L�@C�SQCB�RM�?SRMK?RC�JC?B�?LB�Q?JCQ�NPMACQQCQ�?LB�RM
AMJJCAR�ASQRMKCP�GLDMPK?RGML�GL�?�ACLRP?JGXCB�NJ?AC�

^ %?R?�A?L�@C�QRMPCB�GL�QCPTCP�JMEQ�UFGAF�KC?LQ�RFC�?AOSGQGRGML�QMSPAC�MD
ASQRMKCPQ�K?W�@C�PCAMPBCB�?LB�?L?JWXCB�?E?GLQR�Q?JCQ�B?R?�DMP
ASQRMKCPQ�DPMK�RFC�QMSPAC�

^ *LRCEP?RGML�GQ�?�ICW�RM�CDDCARGTC�SQC�MD�RCAFLMJMEW�GL�$3.��,LMUGLE
UFCPC�WMSP�ASQRMKCPQ�AMKC�DPMK�@SR�LMR�UF?R�RFCW�NSPAF?QC�GQ
NMGLRJCQQ��*R�GQ�@CQR�RM�AMKN?PC�RFCK�GL�MPBCP�RM�NPMBSAC�?ARGML?@JC
GLQGEFRQ�

^ 73.�GQ�RFC�PCAGNPMA?J�MD�$3.�UFCPC�RFC�DMASQ�GQ�ML�TCLBMPQ��5FGQ�GQ�?
LCU�?PC?�MD�C.?PICRGLE�

EXERCISES

�� 5FGLI�MD�CV?KNJCQ�MD�@SQGLCQQ�A?RCEMPGCQ�RF?R�UMSJB�@C�?NNPMNPG?RC�DMP
RFC�C.?PICRGLE�AF?LLCJQ�JGQRCB�GL�RFGQ�QCARGML�	C�K?GJ�KM@GJC�A?JJ
ACLRCPQ�?LB�*.�?LB�AF?R�PMMKQ
��*BCLRGDW�QMKC�MD�RFC�@P?LBQ�GL�RFCQC
A?RCEMPGCQ��5PW�RM�GBCLRGDW�?ARS?J�CV?KNJCQ�MD�FMU�RFCQC�@P?LBQ�SQC
RFCQC�C�$3.�AF?LLCJQ�

�� 5?IGLE�GLRM�?AAMSLR�UF?R�WMS�ILMU�?@MSR�$3.�BM�WMS�RFGLI�RF?R�GR�GQ
UMPRF�GR�DMP�KMQR�AMKN?LGCQ�RM�GLTCQR�GL�73. �8F?R�RWNCQ�MD�@SQGLCQQCQ
BM�WMS�RFGLI�UMSJB�@CLCDGR�DPMK�?�73.�NPMEP?K �8FW 

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����5CAFLMJMEW�?LB�$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR ���



17.6 Case Study: Virtual Works and PG Glass

-GIC�K?LW�QCPTGAC�GLBSQRPGCQ�RFC�EJ?QQ�PCNJ?ACKCLR�GLBSQRPW�GQ�?@MSR�QNCCB
CDDGAGCLAW�?LB�AMLTCLGCLAC��*D�?�ASQRMKCPfQ�EJ?QQ�AP?AIQ�MP�@PC?IQ�RFC�ASQRMKCP
U?LRQ�GR�PCN?GPCB�MP�PCNJ?ACB�?Q�QUGDRJW�?LB�AMLTCLGCLRJW�?Q�NMQQG@JC�

,CCLJW�?U?PC�MD�RFC�AMLQSKCPfQ�BCAGQGML�K?IGLE�APGRCPG?�K?PICR�JC?BGLE�4MSRFCPL
"DPGA?L�EJ?QQ�QSNNJGCP�1(�(J?QQ�AMLQR?LRJW�JMMIQ�DMP�U?WQ�RM�QCPTC�ASQRMKCPQ�D?QRCP
?LB�KMPC�PCQNMLQGTCJW�RF?L�RFC�AMKNCRGRGML��4M�UFCL�DGESPCQ�PCTC?JCB�RF?R�RFCPC
UCPC�?@MSR�����KGJJGML�PCESJ?P�*LRCPLCR�SQCPQ�GL�4MSRF�"DPGA?�RFC�AMKN?LW�UCLR
?@MSR�DGLBGLE�@CRRCP�U?WQ�RM�CVNJMGR�RFC�8C@�AF?LLCJ�DMP�AMKNCRGRGTC�?BT?LR?EC�

.?L?EGLE�BGPCARMP�3M@�$SPJC�PCAMELGXCB�RF?R�RFC�J?RCQR�ECLCP?RGML�MD�RFC�*LRCPLCR
U?Q�A?N?@JC�MD�T?QRJW�KMPC�RF?L�QGKNJC�@PMAFSPCU?PC�FMQRGLE�	G�C��?�8C@�QGRC�RF?R
GQ�?L�MLJGLC�@PMAFSPC
�?LB�U?Q�BCRCPKGLCB�RM�NSR�8C@�?LB�KM@GJC�RCAFLMJMEW�RM
SQC�KMPC�CDDCARGTCJW�GL�MPBCP�RM�Q?RGQDW�ASQRMKCPQf�LCCBQb?LB�JC?NDPME
AMLTCLRGML?J�8C@�QGRC�A?N?@GJGRGCQ�

"DRCP�CVRCLQGTC�PCQC?PAF�1(�(J?QQ�QCJCARCB�5FC�7GPRS?J�8MPIQ�RM�QSNNJW�RFC
QNCAG?JGQR�CVNCPRGQC�?LB�QWQRCKQ�RM�NSR�RFC�8C@�RM�UMPI�QRP?RCEGA?JJW�DMP�RFC�DGPK�
5FC�7GPRS?J�8MPIQf�JMA?JJW�BCTCJMNCB�7��QWQRCK�U?Q�ASQRMK�AMLDGESPCB�RM�QSGR�?LB
LMU�?BKGLGQRCPQ�RFC�1(�(J?QQ�8C@�QGRCfQ�@?AI�CLB��*R�K?ICQ�GR�C?QW�DMP�ASQRMKCPQ�RM
NMQR�?�QCPTGAC�PCOSCQR�ML�RFC�8C@�QGRC�UGRFMSR�F?TGLE�RM�L?TGE?RC�RFPMSEF�RFC
UFMJC�QGRC�RM�DGLB�?�QMJSRGML��5FC�QWQRCK�SQCQ�GLRSGRGTC�PSJCQ�RM�?SRMK?RGA?JJW�K?RAF
?�ASQRMKCPfQ�NPMDGJC�?LB�LCCB�DMP�QCPTGAC�RM�RFC�PGEFR�PCQMSPAC�?R�RFC�PGEFR�1(�(J?QQ
DP?LAFGQCb?LB�GLQR?LRJW�BGQRPG@SRCQ�RFC�GLOSGPW�RM�RFC�KM@GJC�NFMLC�MD�RFC�PGEFR
NCPQML�ML�RFC�1(�(J?QQ�QGBC��5FC�RCAFLMJMEW�QCLBQ�?�PCDCPCLAC�LSK@CP�RM�RFC
ASQRMKCP�?LB�RFCL�RP?AIQ�QCPTGAC�DSJDGJJKCLR�SQGLE�ASQRMKGX?@JC�PSJCQ�RM
?SRMK?RGA?JJW�?JCPR�1(�(J?QQ�QR?DD�?LB�K?L?ECPQ�RM�UMPIDJMU�BCJ?WQ�@W�C�K?GJ�?LB
QFMPR�KCQQ?EC�QCPTGAC�	4.4
��%CR?GJCB�PCNMPRQ�NPMTGBC�RFC�1(�(J?QQ�RC?K�UGRF
QCPTGAC�KC?QSPCQ�?LB�@CLAFK?PI�B?R?�GL�MPBCP�RM�GKKCBG?RCJW�GBCLRGDW�QCPTGAC
GLRCPPSNRGMLQ�MP�?PC?Q�PCOSGPGLE�GKNPMTCKCLR�?Q�UCJJ�?Q�RFC�GLDMPK?RGML�PCOSGPCB
RM�GBCLRGDW�?LB�PCU?PB�CKNJMWCCQ�DMP�QSNCPGMP�QCPTGAC�NCPDMPK?LAC��5FC�QWQRCK
QCASPCJW�QRMPCQ�ASQRMKCP�B?R?�GL�?�SLGDGCB�QWQRCK�K?IGLE�RFCK�?T?GJ?@JC�TG?�?
N?QQUMPB�?LB�SQCP�GBCLRGDGA?RGML�NPMRMAMJ�RM�1(�(J?QQ�DP?LAFGQCCQ�MTCP�RFC�*LRCPLCR
ML�BCK?LB�

5F?LIQ�RM�RFC�7��QWQRCK�KMQR�JC?BQ�?PC�NPCAGQCJW�PMSRCB�RM�RFC�@P?LAF�GL�HSQR�?�DCU
QCAMLBQbNSRRGLE�ASQRMKCP�GLOSGPGCQ�GLRM�RFC�F?LBQ�MD�RFC�PGEFR�1(�(J?QQ�NCMNJC
FMSPQ�@CDMPC�RFCW�UMSJB�F?TC�EMLC�RM�AMKNCRGRMPQ�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

���



5FC�PCQSJRQ�QM�D?P�F?TC�QFMUL�RF?R�GLTCQRGLE�GL�RCAFLMJMEW�RM�GKNJCKCLR�?LB
K?GLR?GL�$3.�	ASQRMKCP�PCJ?RGMLQFGN�K?L?ECKCLR
�GQ�LMR�MLJW�TGR?J�GL�@SQGLCQQ�@SR
?JQM�CVRPCKCJW�NPMDGR?@JC��*L�RFC�DGPQR�CGEFR�KMLRFQ�MD�7�fQ�MNCP?RGML�1(�(J?QQ
CVNCPGCLACB�?�����NCPACLR�GLAPC?QC�GL�*LRCPLCR�ECLCP?RCB�JC?BQ�UFGAF�RP?LQJ?RCQ
GLRM�?�QGELGDGA?LR�GLAPC?QC�GL�Q?JCQ�?LB�?L�GKNPCQQGTC�30*�	PCRSPL�ML�GLTCQRKCLR
�DMP
RFC�RCAFLMJMEW�

0RFCP�N?W@?AIQ�RM�1(�(J?QQ�DMJJMUGLE�RFC�QRP?RCEGA�?NNJGA?RGML�MD�8C@�QCPTGACQ
GLAJSBC�RFC�DMJJMUGLE�

^ 5FC�QNCCB�MD�PCQNMLQC�RM�ASQRMKCPQf�LCCBQ�?LB�RFC�PCJG?@GJGRW�RF?R
DJMUQ�DPMK�JC?B�RP?AIGLE�F?TC�NMQGRGTCJW�GKN?ARCB�RFC�1(�(J?QQ�@P?LB�

^ 5FC�KC?QSPCKCLR�MD�QCPTGAC�UMPIDJMU�F?Q�PCQSJRCB�GL�?�EPC?RCP
CKNJMWCC�DMASQ�ML�ASQRMKCP�QCPTGAC�BCJGTCPW�

^ 5FC�DGPK�F?Q�?AFGCTCB�QGELGDGA?LR�Q?TGLEQ�?Q�GL�@MSLB�A?JJ�TMJSKC�F?Q
QFGDRCB�RM�?�QGELGDGA?LRJW�JMUCP�AMQR�*LRCPLCR�AF?LLCJ��5FC�AMQRQ�MD�JC?B
BGQRPG@SRGML�?LB�?BKGLGQRP?RGML�F?TC�?JQM�@CCL�PCBSACB�RF?LIQ�RM�RFC
*LRCPLCR�QWQRCK�

^ $SQRMKGXCB�PCNMPRQ�A?L�?JQM�RP?AI�RP?LQ?ARGMLQ�DPMK�JC?BQ�RM
AMKNJCRGML�GL�MPBCP�RM�CQR?@JGQF�NCPDMPK?LAC�@CLAFK?PIQ�

5FC�1(�(J?QQ�?LB�7GPRS?J�8MPIQ�8C@�QGRCQ�?PC�?T?GJ?@JC�?RFRRN���UUU�NEEJ?QQ�AM�X?
?LBFRRN���UUU�TGPRS?JUMPIQ�AM�X?�PCQNCARGTCJW�

CASE STUDY QUESTIONS

�� 8FW�BM�WMS�RFGLI�GR�U?Q�GKNMPR?LR�RF?R�1(�(J?QQ�GLTCQRCB�GL�RFGQ
QWQRCK �8F?R�BM�WMS�RFGLI�GR�Q?WQ�?@MSR�RFC�AMKN?LW �8F?R�BM�WMS
RFGLI�ASQRMKCPQ�RFGLI�?@MSR�RFC�AMKN?LWfQ�QCPTGAC�CQNCAG?JJW�UFCL
AMKN?PCB�RM�GRQ�AMKNCRGRGML 

�� 8F?R�CJCKCLRQ�MD�RFGQ�$3.�NPMEP?K�K?IC�GR�KMPC�CDDGAGCLR�?LB
CDDCARGTC 

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR

�����$?QC�4RSBW��7GPRS?J�8MPIQ�?LB�1(�(J?QQ ���

http://www.pgglass.co.za
http://www.virtualworks.co.za
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/MTCK@CP��������
�

c.CC@M�-?SLAFGLE�.CBG?�&L?@JCB�$F?R�3MMKQd��@�-GTC#SQGLCQQ�.?W��������
FRRN���UUU��GTC@SQGLCQQ�AMK�LCUQ�����	?AACQQCB�/MTCK@CP��������
�

,CGRF�3CE?L�c"K?XML�1MQRQ�1PMDGR�.?ICQ�'PCC�4FGNNGLE�1CPK?LCLRd�&�$MKKCPAC
5GKCQ�+?LS?PW��������FRRN���UUU�APK@SWCP�AMK�QRMPW�������FRKJ	?AACQQCB
/MTCK@CP��������
�

$F?NRCP����$SQRMKCP�3CJ?RGMLQFGN�.?L?ECKCLR
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18.1 Introduction

8FGJC�RFC�*LRCPLCR�U?Q�BCTCJMNCB�?Q�?�KGJGR?PW�NPMHCAR�RFC�8MPJB�8GBC�8C@�U?Q
BCTCJMNCB�?Q�?�RMMJ�DMP�?A?BCKGAQ�RM�?JJMU�GLDMPK?RGML�RM�@C�QF?PCB�DPCCJW��5FGQ
DMSLB?RGML�MD�RFC�8C@�?Q�?L�GLDMPK?RGML�RMMJ�F?Q�F?B�NPMDMSLB�CDDCARQ�ML�RFC
K?PICRQ�UC�RP?LQ?AR�GL�

$MLQGBCP�RF?R�AMLQSKCPQ�?PC�?@JC�RM�PCQC?PAF�AMKN?LGCQ�?LB�NPMBSARQ�C?QGJW
E?RFCPGLE�GLDMPK?RGML�RM�AMKN?PC�NPGACQ�?LB�QCPTGAC�UGRF�?�DCU�AJGAIQ�MD�RFC�KMSQC�
$MLQSKCPQ�?PC�?JQM�?@JC�RM�QF?PC�JGICQ�?LB�BGQJGICQ�C?QGJW�UFCRFCP�RF?R�GLDMPK?RGML
GQ�QF?PCB�UGRF�AMKN?LGCQ�MP�UGRF�DPGCLBQ�

Figure 18.1

Services such as PriceRunner allow consumers to research product prices.

-GICUGQC�RFC�8C@�F?Q�?L�GKN?AR�ML�K?PICR�PCQC?PAF��*RQ�DMSLB?RGMLQ�GL�?A?BCKG?
K?IC�GR�GBC?J�DMP�QCAMLB?PW�PCQC?PAF�UGRF�PCNMPRQ�?LB�B?R?�DGJCB�GLBCVCB�?LB

$F?NRCP����.?PICR�3CQC?PAF
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?T?GJ?@JC�TG?�?�DCU�Q?TTW�QC?PAFCQ��5CAFLMJMEW�A?L�?JQM�@C�SQCB�RM�C?QGJW�?LB
?AASP?RCJW�AMLBSAR�QSPTCWQ��5FC�AMLLCARCB�L?RSPC�MD�RFC�8C@�?JQM�K?ICQ�GR
NMQQG@JC�RM�PCAMPB�B?R?�?@MSR�AMLQSKCPQf�MLJGLC�F?@GRQ�

'MP�CV?KNJC�UFCL�PCQC?PAFGLE�RFC�NCLCRP?RGML�MD�@PM?B@?LB�GL�?�N?PRGASJ?P
K?PICR�?�DCU�8C@�QC?PAFCQ�UGJJ�PCTC?J�NJCLRW�MD�QMSPACQ�RF?R�A?L�@C�AMKN?PCB�?LB
TCPGDGCB��*D�?�AMKN?LW�U?LRQ�RM�E?SEC�RFC�BCKMEP?NFGAQ�MD�TGQGRMPQ�RM�GRQ�8C@�QGRC
?L�MLJGLC�QSPTCW�K?W�@C�MDDCPCB�RM�8C@�QGRC�TGQGRMPQ��5FGPB�MLJGLC�PCNSR?RGML
K?L?ECKCLR�RMMJQ�?JJMU�AMKN?LGCQ�RM�RP?AI�AMLQSKCP�QCLRGKCLR�CVNPCQQCB�MLJGLC�

What Is Market Research?

.?PICR�PCQC?PAF�GQ�?�NPMACQQ�RF?R�?GBQ�@SQGLCQQ�BCAGQGMLQ��*R�GLTMJTCQ�QWQRCK?RGA?JJW
E?RFCPGLE�PCAMPBGLE�?LB�?L?JWXGLE�B?R?�?LB�GLDMPK?RGML�?@MSR�ASQRMKCPQ
AMKNCRGRMPQ�?LB�RFC�K?PICR�

3CQC?PAF�A?L�@C�@?QCB�ML�NPGK?PW�B?R?�?LB�GLDMPK?RGML�MP�QCAMLB?PW�B?R?�?LB
GLDMPK?RGML��1PGK?PW�PCQC?PAF�GQ�AMLBSARCB�UFCL�B?R?�MP�GLDMPK?RGML�GQ�E?RFCPCB
DMP�?�N?PRGASJ?P�NPMBSAR�MP�FWNMRFCQGQ��5FGQ�GQ�UFCPC�GLDMPK?RGML�BMCQ�LMR�CVGQR
?JPC?BW�MP�GQ�LMR�?AACQQG@JC�?LB�QM�LCCBQ�RM�@C�QNCAGDGA?JJW�AMJJCARCB�DPMK�AMLQSKCPQ
MP�@SQGLCQQCQ��4SPTCWQ�DMASQ�EPMSNQ�PCQC?PAF�N?LCJQ�?LB�PCQC?PAF�AMKKSLGRGCQ
A?L�?JJ�@C�SQCB�UFCL�AMLBSARGLE�NPGK?PW�K?PICR�PCQC?PAF�

4CAMLB?PW�PCQC?PAF�SQCQ�CVGQRGLE�NS@JGQFCB�B?R?�?LB�PCQC?PAF�?Q�?�QMSPAC�MD
PCQC?PAF��*R�A?L�@C�KMPC�AMQR�CDDCARGTC�RF?L�AMLBSARGLE�NPGK?PW�PCQC?PAF�?LB�RFC
*LRCPLCR�MNCLQ�?�UC?JRF�MD�PCQMSPACQ�DMP�AMLBSARGLE�RFGQ�PCQC?PAF��)MUCTCP�RFC
B?R?�UMSJB�F?TC�MPGEGL?JJW�@CCL�AMJJCARCB�DMP�QMJTGLE�NPM@JCKQ�MRFCP�RF?L�RFC�MLC
?R�F?LB�QM�RFCW�KGEFR�LMR�@C�QSDDGAGCLRJW�QNCAGDGA��5F?R�@CGLE�Q?GB�QCAMLB?PW
PCQC?PAF�A?L�@C�SQCDSJ�GL�GBCLRGDWGLE�NPM@JCKQ�RM�@C�GLTCQRGE?RCB�RFPMSEF�NPGK?PW
PCQC?PAF�

3CQC?PAF�A?L�?JQM�@C�AJ?QQGDGCB�?Q�OS?JGR?RGTC�MP�OS?LRGR?RGTC��2S?JGR?RGTC�PCQC?PAF
A?L�@C�AJ?QQGDGCB�?Q�CVNJMP?RMPW��2S?JGR?RGTC�PCQC?PAF�?GBQ�GL�GBCLRGDWGLE�NMRCLRG?J
FWNMRFCQCQ�UFCPC?Q�OS?LRGR?RGTC�PCQC?PAF�NSRQ�F?PB�LSK@CPQ�@CFGLB�RFCQC
FWNMRFCQCQ��2S?JGR?RGTC�PCQC?PAF�QCCIQ�RM�DGLB�MSR�UF?R�NMRCLRG?J�AMLQSKCP
NCPACNRGMLQ�?LB�DCCJGLEQ�CVGQR�?PMSLB�?�EGTCL�QS@HCAR��5FGQ�PCQC?PAF�A?L�MDRCL�@C
SQCB�RM�?BTGQC�RFC�BCQGEL�MD�OS?LRGR?RGTC�PCQC?PAF�UFGAF�PCJGCQ�ML�LSKCPGA?J�B?R?
RM�BCKMLQRP?RC�QR?RGQRGA?JJW�QGELGDGA?LR�MSRAMKCQ�

5FC�*LRCPLCR�GQ�?�SQCDSJ�RMMJ�DMP�@MRF�NPGK?PW�?LB�QCAMLB?PW�PCQC?PAF�?LB�A?L�@C
SQCB�RM�E?RFCP�@MRF�OS?JGR?RGTC�?LB�OS?LRGR?RGTC�B?R?��*L�D?AR�RFC�AMKKSLGRGCQ�ML
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RFC�8C@�A?L�@C�TGCUCB�?Q�MLC�J?PEC�DMASQ�EPMSN�PCESJ?PJW�?LB�UGJJGLEJW�QF?PGLE
RFCGP�MNGLGMLQ�ML�NPMBSARQ�K?PICRQ�?LB�AMKN?LGCQ��5MB?W�MPE?LGX?RGMLQ
RP?LQ?ARGLE�MLJGLC�F?TC�?�UC?JRF�MD�PCQC?PAF�GLDMPK?RGML�DPCCJW�?T?GJ?@JC�RM�RFCK
?Q�UCJJ�?Q�QMNFGQRGA?RCB�RMMJQ�DMP�E?RFCPGLE�DSPRFCP�B?R?�

.?PICR�PCQC?PAF�QFMSJB�NPMBSAC�GLDMPK?RGML�RF?R�JC?BQ�RM�?ARGMLQ�
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18.2 Quantitative and Qualitative Research

LEARNING OBJECTIVES

�� 6LBCPQR?LB�RFC�BGDDCPCLACQ�@CRUCCL�OS?LRGR?RGTC�?LB�OS?JGR?RGTC
PCQC?PAF�

�� -C?PL�FMU�RM�E?RFCP�OS?JGR?RGTC�?LB�OS?LRGR?RGTC�PCQC?PAF�
�� 6LBCPQR?LB�FMU�GKNMPR?LR�MLJGLC�PCQC?PAF�N?LCJQ�?PC�RM�RFGQ�PCQC?PAF�

2S?LRGR?RGTC�PCQC?PAF�E?RFCPQ�B?R?�RF?R�A?L�@C�QR?RGQRGA?JJW�?L?JWXCB�RM�BCRCPKGLC
PCQSJRQ��%?R?�KSQR�@C�DMPK?JJW�E?RFCPCB�?LB�QFMSJB�@C�AMJJCARCB�RM�RCQR�?�FWNMRFCQGQ
?Q�MNNMQCB�RM�BCRCPKGLC�?�FWNMRFCQGQ�

Qualitative data � A?L�@C�KMPC�BGDDGASJR�RM�OS?LRGDW��5WNGA?JJW�@CA?SQC�@?QC�QGXCQ�?PC
QK?JJCP�?LB�LMR�LCACQQ?PGJW�PCNPCQCLR?RGTC�MD�RFC�K?PICR�SLBCP�GLTCQRGE?RGML�	?Q�GR
A?L�@C�KMPC�CVNCLQGTC�?LB�RGKC�AMLQSKGLE�RM�E?RFCP�?LB�?L?JWXC�RFC�B?R?

OS?JGR?RGTC�B?R?�A?LLMR�@C�R?ICL�?Q�OS?LRGDGCB��5FCW�?PC�FMUCTCP�T?JS?@JC�GL
?GBGLE�?�PCQC?PAFCP�GL�GLRCPNPCRGLE�RFC�K?PICR�NCPQNCARGTC��*R�GQ�NMQQG@JC�RM�AMK@GLC
?NNPM?AFCQ�NPMBSAGLE�B?R?�RF?R�A?L�@C�SQCB�@MRF�OS?JGR?RGTCJW�?LB�OS?LRGR?RGTCJW�

Note

8GRF�J?PECP�Q?KNJC�QGXCQ�OS?JGR?RGTC�B?R?�K?W�@C�?L?JWXCB�OS?LRGR?RGTCJW�

'MP�CV?KNJC�GLonline reputation management (ORM) � �RMMJQ�CVGQR�RF?R�A?L�RP?AI
@P?LB�L?KC�KCLRGMLQ��5FCQC�B?R?�A?L�RFCL�@C�?L?JWXCB�OS?JGR?RGTCJW�UFCPC
PCQC?PAFCPQ�A?L�CV?KGLC�RFC�KCLRGMLQ�?LB�SQC�RFCGP�HSBEKCLR�RM�BCRCPKGLC
QCLRGKCLR�MP�OS?LRGR?RGTCJW�UFCPC�KCLRGMLQ�A?L�@C�?QQGELCB�LSKCPGA�T?JSCQ
?APMQQ�?�P?LEC�MD�A?RCEMPGCQ�RF?R�?PC�SQCB�RM�ECLCP?RC�?�PCNSR?RGML�QAMPC�QSAF�?Q
#P?LBQ&WCfQ�MLJGLC�PCNSR?RGML�?JEMPGRFK�

8FCL�@MRF�OS?JGR?RGTC�?LB�OS?LRGR?RGTC�PCQC?PAF�?PC�SQCB�SQS?JJW�OS?JGR?RGTC
PCQC?PAF�R?ICQ�NJ?AC�DGPQR�RM�ECR�?L�GBC?�MD�RFC�GQQSCQ�RM�@C�?U?PC�MD�?LB�RFCL
OS?LRGR?RGTC�PCQC?PAF�RCQRQ�RFC�RFCMPGCQ�NSR�DMPU?PB�GL�OS?JGR?RGTC�PCQC?PAF�

�� %?R?�RF?R�A?L�@C�M@QCPTCB�@SR
LMR�KC?QSPCB��%C?J�UGRF
BCQAPGNRGMLQ�

�� 5FC�SLBCPQR?LBGLE�?LB
GLDJSCLAGLE�MD�RFC�NCPACNRGML
MD�?L�CLRGRW�MLJGLC��5FGQ�CLR?GJQ
CLQSPGLE�RF?R�WMS�ILMU�UF?R�GQ
@CGLE�Q?GB�?@MSR�WMS�?LB�RF?R
WMS�?PC�JC?BGLE�RFC
AMLTCPQ?RGML�

$F?NRCP����.?PICR�3CQC?PAF
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5?@JC�����5FC�.?GL�%GDDCPCLACQ�@CRUCCL�2S?LRGR?RGTC�?LB�2S?JGR?RGTC�3CQC?PAF

Characteristic Qualitative Research Quantitative Research

(PMSN�QGXC

4K?JJ�LSK@CP�MD
N?PRGAGN?LRQbSQS?JJW�DMASQ
EPMSNQ�MD���RM����PCQNMLBCLRQ�JCB
@W�?�KMBCP?RMP

-?PEC�LSK@CP�MD�PCQNMLBCLRQb����MP
KMPC�BCNCLBGLE�ML�RFC�QGXC�MD�RFC
NMNSJ?RGML�?PC�ECLCP?JJW�QSPTCWCB

(CLCP?RCQ�GBC?Q�?LB
AMLACNRQbJC?BQ�RM�GQQSCQ�MP
FWNMRFCQCQ�RM�@C�RCQRCB

5CQRQ�ILMUL�GQQSCQ�MP�FWNMRFCQCQ

&LBQ�UGRF�FWNMRFCQCQ�DMP�DSPRFCP
PCQC?PAF

#CEGLQ�UGRF�FWNMRFCQCQ

4CCIQ�AMKNJCVGRW 4CCIQ�AMLQCLQSQ�RFC�LMPK

"NNPM?AF

$MLRCVR�MD�GQQSCQ (CLCP?JGX?RGML

4FMSJBLfR�@C�SQCB�RM�CT?JS?RC
NPCCVGQRGLE�GBC?Q

*QQSCQ�A?L�MLJW�@C�KC?QSPCB�GD�RFCW
?PC�ILMUL�NPGMP�RM�@CEGLLGLE�RFC
QSPTCW%GQ?BT?LR?ECQ

3CQSJRQ�?PC�LMR�NPCBGARMPQ�MD�RFC
NMNSJ?RGML

4?KNJC�QGXC�KSQR�@C�QSDDGAGCLR�DMP
NPCBGARGLE�RFC�NMNSJ?RGML

"BT?LR?ECQ
-MMIQ�?R�RFC�AMLRCVR�MD�GQQSCQ
?LB�?GKQ�RM�SLBCPQR?LB
NCPQNCARGTCQ

4R?RGQRGA?JJW�PCJG?@JC�PCQSJRQ�RM
BCRCPKGLC�GD�MLC�MNRGML�GQ�@CRRCP�RF?L
RFC�?JRCPL?RGTCQ

4MSPAC�FRRN���UUU�EGDRCB�SAMLL�CBS�QGCEJC�PCQC?PAF�2S?JGR?RGTC�
OS?JOS?L�FRK�R?RP�

Gathering Data: Quantitative and Qualitative Research

#MRF�OS?LRGR?RGTC�?LB�OS?JGR?RGTC�PCQC?PAF�A?L�@C�AMLBSARCB�SQGLE�NPGK?PW�MP
QCAMLB?PW�B?R?�?LB�RFC�*LRCPLCR�NPMTGBCQ�?L�GBC?J�RMMJ�DMP�@MRF�?TCLSCQ�

$F?NRCP����.?PICR�3CQC?PAF
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http://www.gifted.uconn.edu/siegle/research/Qualitative/qualquan.htm
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Note

Sample size� GQ�?L�GKNMPR?LR�D?ARMP�GL�AMLBSARGLE�PCQC?PAF�?LB�RF?R�Q?KNJC
QFMSJB�@C�PCNPCQCLR?RGTC�MD�RFC�NMNSJ?RGML�WMS�?PC�R?PECRGLE�?Q�?�UFMJC��*D�WMSP
@SQGLCQQ�RP?LQ?ARQ�@MRF�MLJGLC�?LB�MDDJGLC�@CU?PC�RF?R�SQGLE�MLJW�MLJGLC
AF?LLCJQ�DMP�K?PICR�PCQC?PAF�KGEFR�LMR�@C�PCNPCQCLR?RGTC�MD�WMSP�R?PECR
K?PICR��)MUCTCP�GD�WMSP�@SQGLCQQ�RP?LQ?ARQ�MLJW�MLJGLC�MDDJGLC�AF?LLCJQ�DMP
WMSP�K?PICR�PCQC?PAF�?PC�JCQQ�LCACQQ?PW�

8C@�?L?JWRGAQ�N?AI?ECQ�?PC�?�NPGKC�QMSPAC�MD�B?R?��6QGLE�B?R?�QSAF�?Q�QC?PAF�RCPKQ
PCDCPP?J�63-Q�	SLGDMPK�PCQMSPAC�JMA?RMPQ
�?LB�GLRCPL?J�QC?PAF�B?R?�A?L�JC?B�RM
OS?JGR?RGTC�?QQSKNRGMLQ�?@MSR�RFC�AMLQSKCPQ�TGQGRGLE�?�8C@�QGRC��)MUCTCP�UFCL
B?R?�?PC�KC?QSP?@JC�?LB�QNCAGDGA�QSAF�?Q�GKNPCQQGMLQ�?LB�AJGAI�RFPMSEF�P?RCQ�RFGQ
JC?BQ�RM�OS?LRGR?RGTC�B?R?�

Online Research Panels and Online Research Communities

3CQC?PAF�N?LCJQ�?LB�PCQC?PAF�AMKKSLGRGCQ�?PC�RUM�KC?LQ�DMP�AMLBSARGLE�PCQC?PAF�
8FCPC?Q�PCQC?PAF�N?LCJQ�?PC�NPGK?PGJW�SQCB�UFCL�AMLBSARGLE�OS?JGR?RGTC�PCQC?PAF
PCQC?PAF�AMKKSLGRGCQ�NPGK?PGJW�NPMTGBCquantitative data � ��5FC�*LRCPLCR�AMKCQ�RM
RFC�DMPC�UFCL�AMLQGBCPGLE�PCQC?PAF�AMKKSLGRGCQ�?Q�QMAG?J�KCBG?�QSAF�?Q�QMAG?J
LCRUMPIQ�?LB�@JMEQ�?JPC?BW�NPMTGBC�RFC�DP?KCUMPI�DMP�NCMNJC�RM�AMLLCAR�?LB
GLRCP?AR�UGRF�C?AF�MRFCP��.MQR�N?LCJQ�UFCRFCP�MLJGLC�MP�MDDJGLC�?PC�LMR�?@MSR
KCK@CP�RM�KCK@CP�GLRCP?ARGML��3CQC?PAF�N?LCJQ�QCCI�RM�?BBPCQQ�RFC�cUF?Rd�SQGLE
QSPTCWQ�RM�E?RFCP�OS?LRGR?RGTC�B?R?��3CQC?PAF�AMKKSLGRGCQ�NPGK?PGJW�SQC
BGQASQQGMLQ�BPGTCL�MLJGLC�@W�@JMEQ�?LB�MRFCP�KCBG?�QF?PGLE�AMKKSLGRGCQ�

'MP�CV?KNJC�DMP�RFC�J?SLAF�MD�?�LCU�NPMBSAR�?�AMKN?LW�KGEFR�U?LR�RM�BCRCPKGLC
UF?R�ASQRMKCPQ�F?TC�GL�RFCGP�DPGBECQ��2S?LRGR?RGTC�?L?JWQGQ�UMSJB�@C�RM�BCTCJMN�?
QSPTCW�RF?R�AMSJB�@C�AMKNJCRCB�@W�?�PCNPCQCLR?RGTC�Q?KNJC�MD�GRQ�R?PECR�K?PICR
?GKCB�?R�BGQAMTCPGLE�UF?R�AMLQSKCPQ�F?TC�GL�RFCGP�DPGBECQ��

2S?JGR?RGTC�?L?JWQGQ�UMSJB�@C�RM�EM�RM�?�AMKKSLGRW�NFMRM�QF?PGLE�QGRC�QSAF�?Q
FRRN���UUU�DJGAIP�AMK�?LB�SQC�?�QGKNJC�QC?PAF�RM�JMMI�?R�RFC�NFMRMQ�RFC�KCK@CPQ
F?TC�SNJM?BCB�MD�RFC�AMLRCLR�MD�RFCGP�DPGBECQ�	FRRN���UUU�DJGAIP�AMK�
QC?PAF� O�GL�KW�DPGBEC
�

�� 5FC�LSK@CP�MD�SLGRQ�MP
PCQNMLBCLRQ�GL�?�Q?KNJC�MD�RFC
NMNSJ?RGML�

�� %?R?�RF?R�A?L�@C�KC?QSPCB�MP
BCDGLCB��%C?J�UGRF�LSK@CPQ�

$F?NRCP����.?PICR�3CQC?PAF

�����2S?LRGR?RGTC�?LB�2S?JGR?RGTC�3CQC?PAF ���

http://www.flickr.com
http://www.flickr.com/search/?q=in+my+fridge
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Discussion

2S?JGR?RGTC�PCQC?PAF�?LB�OS?LRGR?RGTC�PCQC?PAF�KSQR�@MRF�@C�NPCQCLRCB�GL�QSAF
?�U?W�RF?R�RFCW�A?L�JC?B�RM�?ARGML?@JC�GLQGEFRQ��)MU�UMSJB�WMS�SQC�?
AMKKSLGRW�RMMJ�QSAF�?Q�'JGAIP�UFCL�NPCQCLRGLE�RFCQC�B?R? 

4SPTCWQ�?PC�?L�GBC?J�KC?LQ�MD�E?RFCPGLE�OS?LRGR?RGTC�B?R?�NPMTGBCB�RFCW�?PC
BCQGELCB�GL�QSAF�?�U?W�RF?R�RFC�?LQUCPQ�?PC�?QQGELCB�T?JSCQ�RF?R�A?L�@C�KC?QSPCB
QR?RGQRGA?JJW�

Focus groups� F?TC�JMLE�@CCL�?�QR?JU?PR�MD�K?PICR�PCQC?PAF�?LB�RFC�*LRCPLCR
NPMTGBCQ�?�KC?LQ�RM�AMLBSAR�PCESJ?P�DMASQ�EPMSNQ��'MASQ�EPMSNQ�A?L�AMLQGQR�MD�MLC
NCPQML�QSAF�?Q�GL�?�JGQRCLGLE�J?@�UFCL�RCQRGLE�RFC�SQ?@GJGRW�MD�?�8C@�QGRC�MP�A?L�@C
MD�RFC�CLRGPC�*LRCPLCR�NMNSJ?RGML�QSAF�?Q�UFCL�JMMIGLE�?R�EJM@?J�QC?PAF�B?R?�

*D�WMSP�MLJGLC�?SBGCLAC�GQ�J?PEC�CLMSEF�?LB�TMA?J�CLMSEF�RFCGP�MNGLGMLQ�A?L�?LB
QFMSJB�@C�RP?AICB�?LB�KC?QSPCB�?Q�N?PR�MD�?�K?PICR�PCQC?PAF�NPMACQQ��#C�?U?PC
FMUCTCP�RM�?AAMSLR�DMP�RFC�@G?Q�GL�RFGQ�EPMSN�

KEY TAKEAWAYS

^ 2S?JGR?RGTC�B?R?�A?L�@C�KMPC�BGDDGASJR�RM�OS?LRGDW�@CA?SQC�@?QC�QGXCQ�?PC
QK?JJCP�?LB�LMR�LCACQQ?PGJW�PCNPCQCLR?RGTC�MD�RFC�K?PICR�SLBCP
GLTCQRGE?RGML�

^ 2S?JGR?RGTC�PCQC?PAF�GQ�ECLCP?JJW�SQCB�DGPQR�RM�ECR�?L�GBC?�MD�RFC�GQQSCQ�RM
@C�?U?PC�MD�?LB�RFCL�OS?LRGR?RGTC�PCQC?PAF�RCQRQ�RFC�RFCMPGCQ�NSR
DMPU?PB�GL�OS?JGR?RGTC�PCQC?PAF�

^ #MRF�OS?JGR?RGTC�?LB�OS?LRGR?RGTC�B?R?�A?L�@C�AMLBSARCB�SQGLE�NPGK?PW
?LB�QCAMLB?PW�B?R?��8C@�?L?JWRGAQ�N?AI?ECQ�?PC�?�NPGKC�QMSPAC�MD�B?R?�

^ 3CQC?PAF�GQ�ECLCP?JJW�BMLC�RFPMSEF�PCQC?PAF�N?LCJQ�?LB�PCQC?PAF
AMKKSLGRGCQ�

^ 3CQC?PAF�N?LCJQ�?PC�ECLCP?JJW�SQCB�DMP�OS?LRGR?RGTC�B?R?��5FC�*LRCPLCR
A?L�@C�TCPW�FCJNDSJ�DMP�RFGQ�RWNC�MD�B?R?�CQNCAG?JJW�UGRF�QMAG?J�KCBG?�?LB
@JMEQ�

�� "�DMPK�MD�OS?JGR?RGTC�PCQC?PAF
GL�UFGAF�?�EPMSN�MD�NCMNJC�?PC
?QICB�OSCQRGMLQ�GL�?L
GLRCP?ARGTC�EPMSN�QCRRGLE��'PMK
?�K?PICRGLE�NCPQNCARGTC�GR�GQ
?L�GKNMPR?LR�RMMJ�DMP�?AOSGPGLE
DCCB@?AI�PCE?PBGLE�LCU
NPMBSARQ�?LB�T?PGMSQ�RMNGAQ�

$F?NRCP����.?PICR�3CQC?PAF

�����2S?LRGR?RGTC�?LB�2S?JGR?RGTC�3CQC?PAF ���



EXERCISE

�� *L�UF?R�U?WQ�A?L�RFC�*LRCPLCR�@C�SQCB�?Q�?�DMASQ�EPMSN 

$F?NRCP����.?PICR�3CQC?PAF

�����2S?LRGR?RGTC�?LB�2S?JGR?RGTC�3CQC?PAF ���



18.3 Primary and Secondary Research

LEARNING OBJECTIVE

�� 6LBCPQR?LB�FMU�NPGK?PW�?LB�QCAMLB?PW�PCQC?PAF�UMPI�

5FC�*LRCPLCR�GQ�?�SQCDSJ�RMMJ�UFCL�AMLBSARGLE�@MRFprimary research � ?LB
secondary research� ��/MR�MLJW�?PC�RFCPC�?�LSK@CP�MD�DPCC�RMMJQ�?T?GJ?@JC�UFCL�GR
AMKCQ�RM�A?JASJ?RGLE�RFGLEQ�QSAF�?Q�Q?KNJC�QGXC�?LB�AMLDGBCLAC�JCTCJQ�@SR�GR�GQ�?JQM
?L�GBC?J�KCBGSK�RM�PC?AF�J?PEC�LSK@CPQ�MD�NCMNJC�DMP�?�PCJ?RGTCJW�JMU�AMQR��/MR?@JW
RFC�MPGEGLQ�MD�RFC�8C@�?Q�?�LCRUMPI�DMP�?A?BCKGAQ�RM�QF?PC�GLDMPK?RGML�K?IC�GR�?
SQCDSJ�RMMJ�DMP�PCQC?PAFGLE�CVGQRGLE�PCQC?PAF�PCNMPRQ�

Figure 18.2Sources of Primary and Secondary Research Data

The Internet and Secondary Research

.?PICR�PCQC?PAF�@?QCB�ML�QCAMLB?PW�PCQMSPACQ�SQCQ�B?R?�RF?R�?JPC?BW�CVGQR�DMP
?L?JWQGQ��5FGQ�GLAJSBCQ�@MRF�GLRCPL?J�B?R?�?LB�CVRCPL?J�B?R?�?LB�GQ�SQCDSJ�DMP
CVNJMPGLE�RFC�K?PICR�?LB�K?PICRGLE�NPM@JCKQ�RF?R�CVGQR�

3CQC?PAF�@?QCB�ML�QCAMLB?PW�B?R?�QFMSJB�NPCACBC�NPGK?PW�B?R?�PCQC?PAF��*R�QFMSJB
@C�SQCB�GL�CQR?@JGQFGLE�RFC�AMLRCVR�?LB�N?P?KCRCPQ�DMP�NPGK?PW�PCQC?PAF�

6QCQ�MD�QCAMLB?PW�B?R?�GLAJSBC�RFC�DMJJMUGLE�

�� 5FC�B?R?�A?L�NPMTGBC�CLMSEF�GLDMPK?RGML�RM�QMJTC�RFC�NPM@JCK�?R
F?LB�RFCPC@W�LCE?RGLE�RFC�LCCB�DMP�DSPRFCP�PCQC?PAF�

�� 5FC�AMJJCARGML�MD�B?R?�RM
NPCQCLR�?�LCU�QCR�MD�DGLBGLEQ
DPMK�MPGEGL?J�PCQC?PAF�

�� $MJJCARGML�MD�CVGQRGLE�PCQC?PAF
B?R?�

$F?NRCP����.?PICR�3CQC?PAF

���



�� 4CAMLB?PW�B?R?�A?L�NPMTGBC�QMSPACQ�DMP�FWNMRFCQCQ�RF?R�A?L�@C
CVNJMPCB�RFPMSEF�NPGK?PW�PCQC?PAF�

�� 4GDRGLE�RFPMSEF�QCAMLB?PW�B?R?�GQ�?�LCACQQ?PW�NPCASPQMP�DMP�NPGK?PW
PCQC?PAF�?Q�GR�A?L�NPMTGBC�GLDMPK?RGML�PCJCT?LR�RM�Q?KNJC�QGXCQ�?LB
?SBGCLAC�DMP�CV?KNJC�

�� 5FC�B?R?�A?L�@C�SQCB�?Q�?�PCDCPCLAC�@?QC�RM�KC?QSPC�RFC�?AASP?AW�MD
NPGK?PW�PCQC?PAF�

$MKN?LGCQ�RF?R�RP?LQ?AR�MLJGLC�F?TC�?�UC?JRF�MD�B?R?�RF?R�A?L�@C�KGLCB�RF?R�CVGQR
BSC�RM�RFC�L?RSPC�MD�RFC�*LRCPLCR��&TCPW�?ARGML�RF?R�GQ�NCPDMPKCB�ML�RFC�AMKN?LW
8C@�QGRC�GQ�PCAMPBCB�GL�RFC�QCPTCP�JMEQ�DMP�RFC�8C@�QGRC�

$SQRMKCP�AMKKSLGA?RGMLQ�?PC�?JQM�?�QMSPAC�MD�B?R?�RF?R�A?L�@C�SQCB�N?PRGASJ?PJW
AMKKSLGA?RGMLQ�UGRF�?�ASQRMKCP�QCPTGAC�BCN?PRKCLR��$MKKGRRCB�ASQRMKCPQ�UFM
CGRFCP�AMKNJ?GL�AMKKCLR�MP�AMKNJGKCLR�?PC�NPMTGBGLE�GLDMPK?RGML�RF?R�A?L�DMPK
RFC�DMSLB?RGML�DMP�PCQC?PAFGLE�ASQRMKCP�Q?RGQD?ARGML�

4MAG?J�LCRUMPIQ�@JMEQ�?LB�MRFCP�DMPKQ�MD�QMAG?J�KCBG?�F?TC�CKCPECB�?Q�DMPSKQ
UFCPC�AMLQSKCPQ�BGQASQQ�RFCGP�JGICQ�?LB�BGQJGICQ�?LB�ASQRMKCPQ�A?L�@C�N?PRGASJ?PJW
TMA?J�?@MSR�AMKN?LGCQ�?LB�NPMBSARQ��5FCQC�B?R?�A?L�?LB�QFMSJB�@C�RP?AICB�?LB
KMLGRMPCB�RM�CQR?@JGQF�AMLQSKCP�QCLRGKCLR��*D�?�AMKKSLGRW�GQ�CQR?@JGQFCB�DMP
PCQC?PAF�NSPNMQCQ�RFGQ�QFMSJB�@C�AMLQGBCPCB�NPGK?PW�B?R?�@SR�SQGLE�QMAG?J�KCBG?
RM�PCQC?PAF�CVGQRGLE�QCLRGKCLRQ�GQ�AMLQGBCPCB�QCAMLB?PW�PCQC?PAF�

5FC�*LRCPLCR�GQ�?L�GBC?J�QR?PRGLE�NMGLR�DMP�AMLBSARGLE�QCAMLB?PW�PCQC?PAF�@?QCB�ML
NS@JGQFCB�B?R?�?LB�DGLBGLEQ��#SR�UGRF�QM�KSAF�GLDMPK?RGML�MSR�RFCPC�GR�A?L�@C�?
B?SLRGLE�R?QI�RM�DGLB�PCJG?@JC�PCQMSPACQ�

Figure 18.3

Google shows many entries for Òresearch.Ó

5FC�DGPQR�NMGLR�MD�A?JJ�DMP�PCQC?PAF�MLJGLC�GQ�SQS?JJW�?�QC?PAF�CLEGLC�QSAF�?Q
FRRN���UUU�EMMEJC�AMKMPFRRN���UUU�W?FMM�AMK��4C?PAF�CLEGLCQ�SQS?JJW�F?TC�?L
?PP?W�MD�?BT?LACB�DC?RSPCQ�RF?R�A?L�?GB�MLJGLC�PCQC?PAF��'MP�CV?KNJC�(MMEJC�MDDCPQ
"BT?LACB�4C?PAF�	FRRN���UUU�EMMEJC�AMK�?BT?LACB>�QC?PAF FJ�CL
�(MMEJC

$F?NRCP����.?PICR�3CQC?PAF

�����1PGK?PW�?LB�4CAMLB?PW�3CQC?PAF ���

http://www.google.com
http://www.yahoo.com
http://www.google.com/advanced_search?hl=en


4AFMJ?P�	FRRN���QAFMJ?P�EMMEJC�AMK
�?LB�(MMEJC�#MMI�4C?PAF
	FRRN���UUU�EMMEJC�AMK�@MMIQ
�

-C?PLGLE�FMU�RM�SQC�QC?PAF�CLEGLCQ�RM�DGLB�RFC�GLDMPK?RGML�WMS�LCCB�GQ�?�T?JS?@JC
QIGJJ�GL�SQGLE�RFC�*LRCPLCR�DMP�PCQC?PAF�

.?LW�PCQC?PAF�NS@JGA?RGMLQ�?PC�?T?GJ?@JC�MLJGLC�QMKC�DMP�DPCC�?LB�QMKC�DMP�?�DCC�

.?LW�MD�RFC�RMN�PCQC?PAF�AMKN?LGCQ�DC?RSPC�?L?JWQR�@JMEQ�UFGAF�NPMTGBC�QMKC
GLBSQRPW�B?R?�?LB�?L?JWQGQ�DMP�DPCC��4MKC�LMR?@JC�PCQMSPACQ�?PC�RFC�DMJJMUGLE�

^ FRRN���UUU�C�AMLQSJR?LAW�AMK
^ FRRN���UUU�HSNGRCPPCQC?PAF�AMK
^ FRRN���UUU�FGRUGQC�AMK
^ FRRN���UUU�NCUGLRCPLCR�MPE	6�4��B?R?

^ FRRN���UUU�UMPJBUGBCUMPV�AMK	4MSRF�"DPGA?L�B?R?


The Internet and Primary Research

1PGK?PW�PCQC?PAF�GLTMJTCQ�E?RFCPGLE�B?R?�DMP�?�QNCAGDGA�PCQC?PAF�R?QI��*R�GQ�@?QCB�ML
B?R?�RF?R�F?TC�LMR�@CCL�E?RFCPCB�@CDMPCF?LB��1PGK?PW�PCQC?PAF�A?L�@C�CGRFCP
OS?JGR?RGTC�MP�OS?LRGR?RGTC�

1PGK?PW�PCQC?PAF�A?L�@C�SQCB�RM�CVNJMPC�?�K?PICR�?LB�A?L�FCJN�BCTCJMN�RFC
FWNMRFCQCQ�MP�PCQC?PAF�OSCQRGMLQ�RF?R�KSQR�@C�?LQUCPCB�@W�DSPRFCP�PCQC?PAF�
(CLCP?JJW�OS?JGR?RGTC�B?R?�?PC�E?RFCPCB�?R�RFGQ�QR?EC��'MP�CV?KNJC�MLJGLC�PCQC?PAF
AMKKSLGRGCQ�A?L�@C�SQCB�RM�GBCLRGDW�AMLQSKCP�LCCBQ�RF?R�?PC�LMR�@CGLE�KCR�?LB
@P?GLQRMPK�NMQQG@JC�QMJSRGMLQ��'SPRFCP�OS?LRGR?RGTC�PCQC?PAF�A?L�GLTCQRGE?RC�UF?R
NPMNMPRGML�MD�AMLQSKCPQ�QF?PC�RFCQC�NPM@JCKQ�?LB�UFGAF�NMRCLRG?J�QMJSRGMLQ�@CQR
KCCR�RFMQC�LCCBQ�

Online Research Communities

"JRFMSEF�MLJGLC�AMKKSLGRGCQ�?PC�?�T?JS?@JC�PCQMSPAC�DMP�QCAMLB?PW�PCQC?PAF
AMKKSLGRGCQ�A?L�?JQM�NPMTGBC�NPGK?PW�B?R?��(CLCP?J�.MRMPQf�'?QR�-?LC�@JME�GQ�?L
CV?KNJC�MD�?L�MLJGLC�PCQC?PAF�AMKKSLGRW�RF?R�?GBQ�GL�RFC�E?RFCPGLE�MD�PCQC?PAF
B?R?��5FC�@JME�A?L�@C�SQCB�?Q�?�KC?LQ�RM�CJGAGR�DCCB@?AI�ML�?�N?PRGASJ?P�PCQC?PAF
NPM@JCK��5FGQ�GQ�OS?JGR?RGTC�B?R?�RF?R�A?L�?GB�RFC�AMKN?LW�GL�CVNJMPGLE�GRQ�PCQC?PAF
NPM@JCK�DSPRFCP�

$F?NRCP����.?PICR�3CQC?PAF

�����1PGK?PW�?LB�4CAMLB?PW�3CQC?PAF ���

http://scholar.google.com
http://www.google.com/books
http://www.e-consultancy.com
http://www.jupiterresearch.com
http://www.hitwise.com
http://www.pewinternet.org
http://www.worldwideworx.com


Listening Labs

8FCL�BCTCJMNGLE�8C@�QGRCQ�?LB�MLJGLC�?NNJGA?RGMLQ�SQ?@GJGRW�RCQRGLE�GQ�?�TGR?J
NPMACQQ�RF?R�UGJJ�CLQSPC�RF?R�RFC�8C@�QGRC�MP�?NNJGA?RGML�GQ�?@JC�RM�KCCR�AMLQSKCPQf
LCCBQ��-GQRCLGLE�J?@Q�GLTMJTC�QCRRGLE�SN�?�RCQRGLE�CLTGPMLKCLR�UFCPC�RFC�SQC�MD�?
8C@�QGRC�MP�?NNJGA?RGML�@W�?�AMLQSKCP�K?W�@C�M@QCPTCB�

Discussion

8FM�UMSJB�WMS�QCJCAR�RM�N?PRGAGN?RC�GL�JGQRCLGLE�J?@�CVCPAGQCQ �)MU�BM�WMS
RFGLI�RFC�BCKMEP?NFGA�MD�WMSP�NMNSJ?RGML�?DDCARQ�RFC�MSRAMKC�MD�RFCQC�RCQRQ 

Conversion Optimization

$MLTCPQGML�MNRGKGX?RGML�?GKQ�RM�BCRCPKGLC�RFC�D?ARMPQ�MD�?L�?BTCPRGQCKCLR�8C@
QGRC�MP�8C@�N?EC�RF?R�A?L�@C�GKNPMTCB�QM�?Q�RM�K?IC�RFC�8C@�QGRC�AMLTCPR�@CQR�
'PMK�11$�	N?W�NCP�AJGAI
�?BTCPRGQGLE�RM�C�K?GJ�QS@HCAR�JGLCQ�RM�QFMNNGLE�A?PR
BCQGEL�RCQRQ�A?L�@C�QCR�SN�RM�RCQR�UF?R�T?PG?@JCQ�?PC�?DDCARGLE�RFC�AMLTCPQGML�P?RC�MD
TGQGRMPQ�RM�RFC�8C@�QGRC�

$F?NRCP�����8C@�"L?JWRGAQ�?LB�$MLTCPQGML�0NRGKGX?RGML�AMLR?GLQ�BCR?GJQ�?LB�RMMJQ
DMP�PSLLGLE�RCQRQ�QSAF�?Q�"�#�QNJGR�RCQRGLE�?LB�KSJRGT?PG?RC�RCQRGLE�

$F?NRCP����.?PICR�3CQC?PAF

�����1PGK?PW�?LB�4CAMLB?PW�3CQC?PAF ���

fwk-105454-ch14#fwk-105454-ch14


KEY TAKEAWAYS

^ 5FC�*LRCPLCR�GQ�?L�GBC?J�U?W�RM�PC?AF�?�J?PEC�LSK@CP�MD�NCMNJC�?R�?
PCJ?RGTCJW�JMU�AMQR�

^ .?PICR�PCQC?PAF�@?QCB�ML�QCAMLB?PW�PCQMSPACQ�SQCQ�B?R?�RF?R�?JPC?BW
CVGQR�DMP�?L?JWQGQ�

^ 3CQC?PAF�@?QCB�ML�QCAMLB?PW�B?R?�QFMSJB�NPCACBC�NPGK?PW�B?R?
PCQC?PAF�

^ 5FCPC�?PC�DMSP�K?GL�SQCQ�MD�QCAMLB?PW�B?R?�

�� %?R?�A?L�NPMTGBC�CLMSEF�GLDMPK?RGML�RM�QMJTC�RFC�NPM@JCK�?R
F?LB�RFCPC@W�LCE?RGLE�RFC�LCCB�DMP�DSPRFCP�PCQC?PAF�

�� 4CAMLB?PW�B?R?�A?L�NPMTGBC�QMSPACQ�DMP�FWNMRFCQCQ�RF?R�A?L
@C�CVNJMPCB�RFPMSEF�NPGK?PW�PCQC?PAF�

�� 4GDRGLE�RFPMSEF�QCAMLB?PW�B?R?�GQ�?�LCACQQ?PW�NPCASPQMP�DMP
NPGK?PW�PCQC?PAF�?Q�GR�A?L�NPMTGBC�GLDMPK?RGML�PCJCT?LR�RM
Q?KNJC�QGXCQ�?LB�?SBGCLAC�

�� 5FC�B?R?�A?L�@C�SQCB�?Q�?�PCDCPCLAC�@?QC�RM�KC?QSPC�RFC
?AASP?AW�MD�NPGK?PW�PCQC?PAF�

^ $MKN?LGCQ�RF?R�RP?LQ?AR�MLJGLC�F?TC�?�UC?JRF�MD�B?R?�?T?GJ?@JC�RM�RFCK�
^ 4MAG?J�KCBG?�F?TC�CKCPECB�?Q�?�DMPSK�UFCPC�AMLQSKCPQ�BGQASQQ�RFCGP

JGICQ�?LB�BGQJGICQ�

EXERCISE

�� )MU�BMCQ�RFC�*LRCPLCR�AF?LEC�RFC�PMJC�MD�RFC�PCQC?PAFCP�UFCL�GR�AMKCQ
RM�K?PICR�PCQC?PAF 

$F?NRCP����.?PICR�3CQC?PAF

�����1PGK?PW�?LB�4CAMLB?PW�3CQC?PAF ���



18.4 Online Surveys: Gathering Data

LEARNING OBJECTIVES

�� -C?PL�FMU�RM�BCTCJMN�QSPTCWQ�MLJGLC�
�� -C?PL�FMU�RM�ECR�PCQNMLQCQ�

8FCL�BCTCJMNGLE�QSPTCWQ�WMS�A?L�AMK@GLC�OS?JGR?RGTC�B?R?�UGRF�OS?LRGR?RGTC
B?R?bGR�HSQR�BCNCLBQ�ML�FMU�RFC�OSCQRGMLQ�?PC�?QICB��$MLBSARGLEonline surveys �

?JJMUQ�DMP�B?R?�RM�@C�A?NRSPCB�GKKCBG?RCJW�?LB�B?R?�?L?JWQGQ�A?L�@C�NCPDMPKCB
C?QGJW�?LB�OSGAIJW��#W�SQGLE�C�K?GJ�MP�RFC�8C@�DMP�AMLBSARGLE�QSPTCWQ�ECMEP?NFGA?J
JGKGR?RGMLQ�DMP�AMJJCARGLE�B?R?�A?L�@C�MTCPAMKC�AMQR�CDDCARGTCJW�

%CTCJMNGLE�RCAFLMJMEW�?JQM�?JJMUQ�DMP�QMNFGQRGA?RCB�?LB�SQCP�DPGCLBJW�QSPTCWQ�RM�@C
AMKNGJCB��'MP�CV?KNJC�?Q�MNNMQCB�RM�GLBGA?RGLE�GKNPCQQGMLQ�ML�?�QJGBGLE�QA?JC
PCQNMLBCLRQ�A?L�GLBGA?RC�CKMRGML?J�PCQNMLQC�

Figure 18.4

Metaphorix uses animations when creating surveys. Visithttp://www.metaphorixuk.com.

$MKN?PC�RFC�GK?ECQ�?@MTC�RM�RFC�DMJJMUGLE�QSPTCW�OSCQRGML�

Rate how you feel about a brand:

LCE?RGTCLCGRFCP�NMQGRGTC�LMP�LCE?RGTCNMQGRGTC

�� "�OS?LRGR?RGTC�PCQC?PAF
KCRFMB�AMLBSARCB�TG?�RFC
*LRCPLCR�RF?R�?GKQ�RM�AMJJCAR
GLDMPK?RGML�?@MSR�?
NMNSJ?RGML�

$F?NRCP����.?PICR�3CQC?PAF

���

http://www.metaphorixuk.com


Developing Surveys: Asking Questions

5FC�QSAACQQ�MD�?�QSPTCW�GL�E?RFCPGLE�SQCDSJ�B?R?�GQ�J?PECJW�BCRCPKGLCB�@W�RFC�BCQGEL
MD�RFC�QSPTCW�?LB�N?PRGASJ?PJW�@W�RFC�OSCQRGMLQ�RF?R�?PC�?QICB��"�QSPTCW�A?L
AMKNPGQC�?LW�LSK@CP�?LB�RWNCQ�MD�OSCQRGMLQ�?LB�RFCQC�QFMSJB�@C�QRPSARSPCB�GL
QSAF�?�U?W�RF?R�KMPC�AMKNJGA?RCB�OSCQRGMLQ�MLJW�?NNC?P�MLAC�SQCPQ�?PC
AMKDMPR?@JC�UGRF�RFC�QSPTCW�

#C�A?PCDSJ�UFCL�APC?RGLE�OSCQRGMLQ�RF?R�WMS�BM�LMR�GLRPMBSACbias� @W�?QIGLE
JC?BGLE�OSCQRGMLQ�

Example of Leading Question Bias

"L�CV?KNJC�OSCQRGML�KGEFR�@C�RFC�DMJJMUGLE�

8C�F?TC�PCACLRJW�GLRPMBSACB�LCU�DC?RSPCQ�ML�RFC�8C@�QGRC�RM�@CAMKC�?�DGPQR�AJ?QQ
8C@�BCQRGL?RGML��8F?R�?PC�WMSP�RFMSEFRQ�ML�RFC�LCU�QGRC 

3CNJ?AC�RFGQ�UGRF�RFC�DMJJMUGLE�RM�ECR�PGB�MD�@G?Q�

8F?R�?PC�WMSP�RFMSEFRQ�ML�RFC�AF?LECQ�RM�RFC�8C@�QGRC 

2SCQRGMLQ�GL�RFC�QSPTCW�QFMSJB�@C�@PGCD�C?QW�RM�SLBCPQR?LB�?LB�KMQR�MD�?JJ�C?QW�RM
?LQUCP�

Types of Survey Questions
Open-Ended Types

0NCL�CLBCB�OSCQRGMLQ�?JJMU�PCQNMLBCLRQ�RM�?LQUCP�GL�RFCGP�MUL�UMPBQ��5FGQ�SQS?JJW
PCQSJRQ�GL�OS?JGR?RGTC�B?R?��5?IC�RFC�DMJJMUGLE�CV?KNJC�

8F?R�DC?RSPCQ�UMSJB�WMS�JGIC�RM�QCC�ML�RFC�8C@�QGRC�DMP�RFC�C.?PICRGLE�RCVR@MMI 

*D�RFCPC�?PC�CLMSEF�PCQNMLBCLRQ�RM�?L�MNCL�CLBCB�OSCQRGML�RFC�PCQNMLQCQ�A?L
@C�SQCB�OS?LRGR?RGTCJW��'MP�CV?KNJC�WMS�A?L�Q?W�UGRF�QMKC�ACPR?GLRW�c��
NCPACLR�MD�NCMNJC�RFMSEFR�RF?R�A?QC�QRSBGCQ�UCPC�?L�GKNMPR?LR�DC?RSPC�d�� "L�GLDJSCLAC�ML�RFC�PCQC?PAF

NPMACQQ�RF?R�?DDCARQ�MLCfQ
?@GJGRW�RM�?L?JWXC�RFC�PCQC?PAF
PCQSJRQ�M@HCARGTCJW�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



Closed-Ended Types

$JMQCB�CLBCB�OSCQRGMLQ�EGTC�PCQNMLBCLRQ�QNCAGDGA�PCQNMLQCQ�RM�AFMMQC�DPMK�	G�C�
RFCW�?PC�KSJRGNJC�AFMGAC�UGRF�MLC�?LQUCP�MP�KSJRGNJC�?LQUCPQ
��5FGQ�PCQSJRQ�GL
OS?LRGR?RGTC�B?R?��5?IC�RFC�DMJJMUGLE�CV?KNJCQ�

%M�WMS�SQC�RFC�C.?PICRGLE�RCVR@MMI�8C@�QGRC �$FMMQC�MLC�RF?R�?NNJGCQ�

b:CQ

b/M

8F?R�DC?RSPCQ�MD�RFC�C.?PICRGLE�RCVR@MMI�8C@�QGRC�BM�WMS�SQC �$FCAI�?JJ�RF?R
?NNJW�

b#JME

b$?QC�QRSBGCQ

b'PCC�BMULJM?BQ

b"BBGRGML?J�PCQMSPACQ

Ranked or Ordinal Questions

5FCQC�OSCQRGMLQ�?QI�PCQNMLBCLRQ�RM�P?LI�GRCKQ�GL�MPBCP�MD�NPCDCPCLAC�MP�PCJCT?LAC�
3CQNMLBCLRQ�?PC�EGTCL�?�LSKCPGA�QA?JC�RM�GLBGA?RC�MPBCP��5FGQ�PCQSJRQ�GL�OS?LRGR?RGTC
B?R?��5?IC�RFC�DMJJMUGLE�CV?KNJC�

3?RC�RFC�DC?RSPCQ�MD�RFC�C.?PICRGLE�RCVR@MMI�8C@�QGRC�UFCPC���GQ�RFC�KMQR�SQCDSJ
?LB���GQ�RFC�JC?QR�SQCDSJ�

b#JME

b$?QC�QRSBGCQ

b'PCC�BMULJM?BQ

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



b"BBGRGML?J�PCQMSPACQ

Matrix and Rating Types

5FCQC�RWNCQ�MD�OSCQRGMLQ�A?L�@C�SQCB�RM�OS?LRGDW�OS?JGR?RGTC�B?R?��3CQNMLBCLRQ�?PC
?QICB�RM�P?LI�@CF?TGMP�MP�?RRGRSBC��5?IC�RFC�DMJJMUGLE�CV?KNJC�

5FC�C.?PICRGLE�RCVR@MMI�8C@�QGRC�GQ�?�SQCDSJ�RMMJ�DMP�DSPRFCP�QRSBGCQ�

Figure 18.5Different Types of Rating Scales

0P

5FC�C.?PICRGLE�RCVR@MMI�8C@�QGRC�GQ�?�SQCDSJ�RMMJ�DMP�DSPRFCP�QRSBGCQ�

Figure 18.6

3?RGLE�QA?JCQ�A?L�@C�@?J?LACB�MP�SL@?J?LACB��8FCL�APC?RGLE�RFC�OSCQRGMLQ�?LB
?LQUCPQ�AFMMQGLE�@?J?LACB�MP�SL@?J?LACB�QA?JCQ�UGJJ�?DDCAR�UFCRFCP�WMS�?PC
AMJJCARGLE�B?R?�UFCPC�QMKCMLC�A?L�CVNPCQQ�?�LCSRP?J�MNGLGML�MP�LMR�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



Figure 18.7

Figure 18.8

How to Get Responses: Incentives and Assurances

"Q�RFC�PCQC?PAFCP�WMS�ILMU�UF?RfQ�GL�GR�DMP�WMS�GL�QCLBGLE�MSR�?�QSPTCW��WMS�UGJJ
PCACGTC�T?JS?@JC�B?R?�RF?R�UGJJ�?GB�GL�K?IGLE�@SQGLCQQ�BCAGQGMLQ��#SR�UF?R�GQ�GL�GR�DMP
RFC�PCQNMLBCLRQ 

"AAMPBGLE�RM�4SPTCW.MLICW�RFC�U?WQ�GL�UFGAF�RFC�QSPTCWQ�?PC�?BKGLGQRCPCB�NJ?W�?
PMJC�GL�PCQNMLQC�P?RCQ�DMP�QSPTCWQ�?LB�RFCQC�A?L�@C�PCJ?RGTC�

^ Mail �����NCPACLR�?BCOS?RC����RM����NCPACLR�EMMB�RM�TCPW�EMMB�
^ Phone�����NCPACLR�EMMB�
^ E-mail�����NCPACLR�?TCP?EC����RM����NCPACLR�EMMB�RM�TCPW�EMMB�
^ Online�����NCPACLR�?TCP?EC�
^ Classroom pager��.MPC�RF?L����NCPACLR�EMMB�
^ Face to face�����RM����NCPACLR�EMMB�4SPTCW.MLICW�c4K?PR�4SPTCW

%CQGELd�+SLC��������FRRN���Q��?K?XML?UQ�AMK�4SPTCW.MLICW'GJCQ�
4K?PR4SPTCW�NBD	?AACQQCB�4CNRCK@CP��������
�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���

http://s3.amazonaws.com/SurveyMonkeyFiles/SmartSurvey.pdf
http://s3.amazonaws.com/SurveyMonkeyFiles/SmartSurvey.pdf


3CQNMLQC�P?RCQ�A?L�@C�GKNPMTCB�@W�MDDCPGLE�PCQNMLBCLRQ�?L�GLACLRGTC�DMP
AMKNJCRGLE�RFC�QSPTCW�QSAF�?Q�?�AF?LAC�?R�UGLLGLE�?�EP?LB�NPGXC�?�JMUCP�NPGACB
GLACLRGTC�DMP�CTCPW�PCQNMLBCLR�MP�CTCL�RFC�ILMUJCBEC�RF?R�RFCW�?PC�GKNPMTGLE�?
NPMBSAR�MP�QCPTGAC�RF?R�RFCW�A?PC�?@MSR�

5FCPC�GQ�?�RP?GL�MD�RFMSEFR�RF?R�N?WGLE�GLACLRGTCQ�GQ�LMR�?JU?WQ�?�EMMB�RFGLE��"KMLE
JCQQ�?DDJSCLR�MP�CBSA?RCB�PCQNMLBCLRQ�GR�K?W�NPCBGQNMQC�RFCK�RM�DCCJ�RF?R�RFCW�LCCB
RM�EGTC�QM�A?JJCB�EMMB�MP�AMPPCAR�?LQUCPQ�RF?R�K?W�@G?Q�WMSP�PCQSJRQ��"JRCPL?RGTCJW
WMS�K?W�?RRP?AR�PCQNMLBCLRQ�UFM�?PC�GL�GR�HSQR�DMP�RFC�PCU?PB��0LC�?NNPM?AF�AMSJB
@C�RM�PSL�RFC�QSPTCW�UGRF�LM�GLACLRGTC�UGRF�RFC�MNRGML�RM�MDDCP�MLC�GD�PCQNMLQCQ�?PC
JGKGRCB�

Figure 18.9

An incentive is offered for completing a survey.

%CQGELGLE�RFC�QSPTCW�QM�?Q�RM�?QQSPC�PCQNMLBCLRQ�MD�RFC�RGKC�AMKKGRKCLR�?LB
NPGT?AW�GKNJGA?RGMLQ�MD�AMKNJCRGLE�RFC�QSPTCW�A?L�?JQM�FCJN�GLAPC?QC�PCQNMLQCQ�

Conducting Research Surveys: A Step-by-Step Guide

"Q�UGRF�?JJ�RFGLEQ�C.?PICRGLE�A?PCDSJ�NJ?LLGLE�EMCQ�?�JMLE�U?W�RM�BCRCPKGLGLE
QSAACQQ��"Q�K?PICR�PCQC?PAF�A?L�@C�?L�CVNCLQGTC�NPMHCAR�GR�GQ�GKNMPR?LR�RF?R
NJ?LLGLE�FCJNQ�RM�BCRCPKGLC�RFC�AMQR�TCPQSQ�RFC�@CLCDGR�MD�RFC�PCQC?PAF��2S?JGR?RGTC
PCQC?PAF�?LB�QCAMLB?PW�PCQC?PAF�?PC�APGRGA?J�QRCNQ�GL�BCRCPKGLGLE�UFCRFCP�?�J?PECP�
QA?JC�PCQC?PAF�NPMHCAR�GQ�A?JJCB�DMP�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



#C?P�GL�KGLB�RF?R�K?LW�R?QIQ�RF?R�D?JJ�SLBCP�RFC�SK@PCJJ?�MD�PCQC?PAF�QFMSJB�@C
MLEMGLE�PCOSGPCKCLRQ�MD�C.?PICRGLE�?ARGTGRGCQ�QSAF�?Q�AMLTCPQGML�RCQRGLE�?LB
MNRGKGXGLE�?LB�MLJGLC�PCNSR?RGML�K?L?ECKCLR��1MJJQ�?LB�QK?JJ�QSPTCWQ�A?L�?JQM�@C
AMLBSARCB�PCESJ?PJW�?LB�LMLGLRPSQGTCJW�?KMLE�TGQGRMPQ�RM�WMSP�8C@�QGRC�

Step 1: Establish the Goals of the ProjectÑWhat You Want to Learn

4CAMLB?PW�PCQC?PAF�A?L�@C�SQCB�RM�EGTC�@?AIEPMSLB�?LB�AMLRCVR�RM�RFC�@SQGLCQQ
NPM@JCK�?LB�RFC�AMLRCVR�GL�UFGAF�RFC�NPM@JCK�A?L�@C�QMJTCB��*R�QFMSJB�?JQM�@C�SQCB
RM�BCRCPKGLC�?JRCPL?RGTC�QRP?RCEGCQ�DMP�QMJTGLE�RFC�NPM@JCK�UFGAF�A?L�@C�CT?JS?RCB
RFPMSEF�PCQC?PAF��2S?JGR?RGTC�PCQC?PAF�N?PRGASJ?PJW�SQGLE�CQR?@JGQFCB�MLJGLC
PCQC?PAF�AMKKSLGRGCQ�A?L�?JQM�FCJN�GL�BCRCPKGLGLE�UF?R�RFC�@SQGLCQQ�NPM@JCKQ�?PC
RF?R�LCCB�RM�@C�QMJTCB��6JRGK?RCJW�BCRCPKGLC�UF?R�?PC�RFC�?ARGMLQ�WMS�UGJJ�@C
AMLQGBCPGLE�?DRCP�RFC�PCQC?PAF�GQ�AMKNJCRCB�?LB�UF?R�GLQGEFRQ�?PC�PCOSGPCB�RM�K?IC
?�BCAGQGML�ML�RFMQC�?ARGMLQ�

Step 2: Determine Your SampleÑWhom You Will Interview

:MS�BM�LMR�LCCB�RM�QSPTCW�RFC�CLRGPC�NMNSJ?RGML�MD�WMSP�R?PECR�K?PICR��*LQRC?B�?
PCNPCQCLR?RGTCsample�� A?L�@C�SQCB�RM�BCRCPKGLC�QR?RGQRGA?JJW�PCJCT?LR�PCQSJRQ��*L
QCJCARGLE�?�Q?KNJC�@C�A?PCDSJ�RM�RPW�RM�CJGKGL?RC�@G?Q�DPMK�RFC�Q?KNJC��)GEFJW
Q?RGQDGCB�ASQRMKCPQ�DMP�CV?KNJC�AMSJB�EGTC�TCPW�BGDDCPCLR�PCQSJRQ�AMKN?PCB�RM
FGEFJW�BGQQ?RGQDGCB�AMLQSKCPQ�

Step 3: Choose Research MethodologyÑHow You Will Gather Data

5FC�*LRCPLCR�NPMTGBCQ�?�KSJRGRSBC�MD�AF?LLCJQ�DMP�E?RFCPGLE�B?R?��4SPTCWQ�A?L�@C
AMLBSARCB�MLJGLC�MP�TG?�C�K?GJ��0LJGLC�PCQC?PAF�N?LCJQ�?LB�MLJGLC�PCQC?PAF
AMKKSLGRGCQ�A?L�?JJ�@C�SQCB�DMP�E?RFCPGLE�B?R?��8C@�?L?JWRGAQ�A?L�?JQM�@C�SQCB�RM
AMJJCAR�B?R?�@SR�RFGQ�GQ�?�N?QQGTC�DMPK�MD�B?R?�AMJJCARGML��%CRCPKGLC�UF?R�UGJJ
NPMTGBC�WMS�UGRF�RFC�GLDMPK?RGML�WMS�LCCB�RM�K?IC�BCAGQGMLQ��#C�QSPC�RM�RFGLI
?@MSR�UFCRFCP�WMSP�PCQC?PAF�A?JJQ�DMP�OS?JGR?RGTC�MP�OS?LRGR?RGTC�B?R?�?Q�RFGQ
BCRCPKGLCQ�RFC�KCRFMBMJMEW�?Q�UCJJ�

Step 4: Create Your QuestionnaireÑWhat You Will Ask

,CCN�RFC�QSPTCW�?LB�OSCQRGMLQ�QGKNJC�?LB�CLQSPC�RF?R�RFC�JCLERF�MD�RFC�QSPTCW�BMCQ
LMR�MTCPUFCJK�PCQNMLBCLRQ��"�T?PGCRW�MD�OSCQRGMLQ�A?L�@C�SQCB�RM�K?IC�QSPC�RF?R
RFC�QSPTCW�GQ�LMR�PCNCRGRGTC�

#C�QSPC�UFCL�APC?RGLE�RFC�OSCQRGMLQ�RF?R�WMS�ICCN�WMSP�EM?JQ�GL�KGLB��BMLfR�@C
RCKNRCB�RM�RPW�RM�AMJJCAR�RMM�KSAF�B?R?�MP�WMS�UGJJ�JGICJW�MTCPUFCJK�PCQNMLBCLRQ�

��� "�EPMSN�MD�NCMNJC�UFM�?PC
PCNPCQCLR?RGTC�MD�RFC
NMNSJ?RGML�PCDCPPCB�RM�GL�RFC
PCQC?PAF�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



Step 5: Pretest the Questionnaire, If PracticalÑWhether You Are Asking
the Right Questions

5CQR�?�OSCQRGMLL?GPC�RM�BCRCPKGLC�GD�OSCQRGMLQ�?PC�AJC?P�?LB�RF?R�GR�PCLBCPQ
AMPPCARJW�GL�T?PGMSQ�@PMUQCPQ�MP�C�K?GJ�AJGCLRQ��&LQSPC�RF?R�RCQR�PCQNMLBCLRQ
SLBCPQR?LB�RFC�OSCQRGMLQ�?LB�RF?R�RFCW�?PC�?@JC�RM�?LQUCP�RFCK�Q?RGQD?ARMPGJW�

Step 6: Conduct Interviews and Enter DataÑHow You Will Find Out
Information

3SL�RFC�QSPTCW��0LJGLC�QSPTCWQ�A?L�@C�AMKNJCRCB�@W�PCQNMLBCLRQ�UGRFMSR�WMSP
NPCQCLAC��WMS�HSQR�LCCB�RM�K?IC�QSPC�RF?R�WMS�ECR�RFCK�GL�DPMLR�MD�RFC�PGEFR�NCMNJC�
"�QSPTCW�A?L�@C�QCLR�RM�?L�C�K?GJ�B?R?@?QC�MP�A?L�@C�?BTCPRGQCB�MLJGLC�

Step 7: Analyze the DataÑWhat You Find Out

3CKCK@CP�RF?R�OS?LRGR?RGTC�B?R?�KSQR�@C�?L?JWXCB�DMP�QR?RGQRGA?J�QGELGDGA?LAC��5FC
PCNMPRQ�QFMSJB�?GB�GL�RFC�BCAGQGML�K?IGLE�NPMACQQ�?LB�NPMBSAC�?ARGML?@JC�GLQGEFRQ�

Room for Error

8GRF�?JJ�PCQC?PAF�RFCPC�GQ�?�EGTCL�?KMSLR�MD�CPPMP�RF?R�LCCBQ�RM�@C�BC?JR�UGRF�
&PPMPQ�K?W�PCQSJR�DPMK�RFC�GLRCPTGCUCPQ�?BKGLGQRCPGLE�?�OSCQRGMLL?GPC�	?LB
NMQQG@JW�JC?BGLE�RFC�PCQNMLBCLRQ
�RM�RFC�BCQGEL�?LB�UMPBGLE�MD�RFC�OSCQRGMLL?GPC
GRQCJD�Q?KNJC�CPPMPQ�?LB�PCQNMLBCLR�CPPMPQ��6QGLE�RFC�*LRCPLCR�RM�?BKGLGQRCP
QSPTCWQ�?LB�OSCQRGMLL?GPCQ�PCKMTCQ�RFC�@G?Q�RF?R�K?W�?PGQC�DPMK�?L�GLRCPTGCUCP�
)MUCTCP�UGRF�LM�GLRCPTGCUCP�RM�CVNJ?GL�OSCQRGMLQ�RFCPC�GQ�NMRCLRG?J�DMP�EPC?RCP
PCQNMLBCLR�CPPMP��5FGQ�GQ�UFW�QSPTCW�BCQGEL�GQ�QM�GKNMPR?LR�?LB�UFW�GR�GQ�APSAG?J�RM
RCQR�?LB�PSL�NGJMRQ�MD�RFC�QSPTCW�@CDMPC�EMGLE�JGTC�

Respondent error �� ?JQM�?PGQCQ�UFCL�PCQNMLBCLRQ�@CAMKC�RMM�SQCB�RM�RFC�QSPTCW
NPMACQQ��5FCPC�GQ�RFC�NMQQG@GJGRW�MD�PCQNMLBCLRQ�@CAMKGLE�BCQCLQGRGXCB��5FCPC�GQ
CTCL�?�EPMUGLE�RPCLB�MD�NPMDCQQGML?J�QSPTCW�R?ICPQ�CQNCAG?JJW�UFCPC�RFCPC�GQ�?L
GLACLRGTC�GLTMJTCB��5FC�ECLCP?J�GLBSQRPW�QR?LB?PB�GQ�RM�JGKGR�PCQNMLBCLRQ�RM�@CGLE
GLRCPTGCUCB�MLAC�CTCPW�QGV�KMLRFQ�

Sample error �� GQ�?�D?AR�MD�K?PICR�PCQC?PAF��4MKC�NCMNJC�?PC�HSQR�LMR�GLRCPCQRCB�GL
LMP�UGJJ�CTCP�@C�GLRCPCQRCB�GL�R?IGLE�N?PR�GL�QSPTCWQ��"PC�RFCQC�NCMNJC
DSLB?KCLR?JJW�BGDDCPCLR�UGRF�BGDDCPCLR�NSPAF?QGLE�@CF?TGMP�DPMK�RFMQC�UFM�BM �*Q
RFCPC�?�U?W�MD�DGLBGLE�MSR �5M�QMKC�CVRCLR�8C@�?L?JWRGAQ�UFGAF�RP?AIQ�RFC
@CF?TGMP�MD�?JJ�TGQGRMPQ�RM�WMSP�8C@�QGRC�A?L�@C�SQCDSJ�GL�BCRCPKGLGLE�RFC�?LQUCP�RM
RFGQ�OSCQRGML�

��� "L�CPPMP�RF?R�MAASPQ�UFCL
PCQNMLBCLRQ�@CAMKC
BCQCLQGRGXCB�RM�RFC�PCQC?PAF
NPMACQQ�

��� "L�GL?AASP?AW�GL�RFC�PCQSJRQ�MD
PCQC?PAF�RF?R�MAASPQ�UFCL�?
NMNSJ?RGML�Q?KNJC�GQ�SQCB�RM
CVNJ?GL�RFC�@CF?TGMP�MD�RFC
RMR?J�NMNSJ?RGML�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



8FCL�AMLBSARGLE�?LW�QSPTCW�GR�GQ�APSAG?J�RM�SLBCPQR?LB�UFM�GQ�GL�RFC�R?PECR
SLGTCPQC�?LB�UF?R�RFC�@CQR�U?W�RM�PC?AF�RF?R�R?PECR�SLGTCPQC�GQ��8C@�QSPTCWQ
CVAJSBC�CJCKCLRQ�MD�RFC�NMNSJ?RGML�BSC�RM�?AACQQ�MP�?@GJGRW��*R�GQ�TGR?J�RM�BCRCPKGLC
GD�RFGQ�GQ�?AACNR?@JC�RM�RFC�QSPTCW�?LB�RM�SQC�MRFCP�KC?LQ�MD�A?NRSPGLE�B?R?�GD�GR�GQ
LMR�

Conducting Research: WhoÕs Going to Pay?

3CESJ?P�PCQC?PAF�GQ�?L�GKNMPR?LR�?QNCAR�MD�RFC�EPMURF�QRP?RCEW�MD�?LW�@SQGLCQQ�@SR
GR�A?L�@C�RMSEF�RM�HSQRGDW�RFC�@SBECR�LCACQQ?PW�DMP�PCQC?PAF�UGRFMSR�ILMUGLE�RFC
@CLCDGR�RM�RFC�@SQGLCQQ��$MLBSARGLE�PCQC?PAF�A?L�AMQR�JGRRJC�KMPC�RF?L�RFC�RGKC�MD
QMKCMLC�UFM�UMPIQ�DMP�?�AMKN?LW�BCNCLBGLE�ML�RFC�QIGJJQ�@?QC�MD�CKNJMWCCQ�MP�GR
A?L�@C�?L�CVNCLQGTC�CVCPAGQC�GLTMJTGLE�CVRCPL?J�CVNCPRQ��%CAGBGLE�UFCPC�WMSP
@SQGLCQQ�LCCBQ�?PC�ML�RFC�GLTCQRKCLR�QA?JC�BCNCLBQ�ML�RFC�BCNRF�MD�RFC�PCQC?PAF
PCOSGPCB�?LB�UF?R�RFC�CVNCARCB�EPMURF�UGJJ�@C�DMP�RFC�@SQGLCQQ��8FCL�CK@?PIGLE
ML�?�PCQC?PAF�GLGRG?RGTC�RFC�AMQR�RM�@CLCDGR�P?RGM�QFMSJB�@C�BCRCPKGLCB�

5CQRGLE�QFMSJB�@C�?L�MLEMGLE�DC?RSPC�MD�?LW�C.?PICRGLE�?ARGTGRW��5P?AIGLE�GQ�?
AF?P?ARCPGQRGA�MD�KMQR�C.?PICRGLE�RF?R�?JJMUQ�DMP�AMLQR?LR�RCQRGLE�MD�RFC�KMQR�@?QGA
FWNMRFCQGQ��GQ�RFGQ�A?KN?GEL�QSAACQQDSJ�GL�PC?AFGLE�RFC�EM?JQ�MD�RFC�@SQGLCQQ 

$F?NRCP����.?PICR�3CQC?PAF
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KEY TAKEAWAYS

^ $MLBSARGLE�QSPTCWQ�MLJGLC�?JJMUQ�DMP�B?R?�RM�@C�A?NRSPCB�GKKCBG?RCJW�
^ %CTCJMNGLE�RCAFLMJMEW�?JJMUQ�DMP�QMNFGQRGA?RCB�?LB�SQCP�DPGCLBJW

QSPTCWQ�RM�@C�AMKNGJCB�
^ 5FC�QSAACQQ�MD�?�QSPTCW�A?L�@C�BCRCPKGLCB�@W�FMU�RFC�QSPTCW�GQ

BCQGELCB�
^ 2SCQRGMLQ�QFMSJB�@C�UMPBCB�GL�?�U?W�RF?R�?JJMUQ�DMP�?L�FMLCQR�?LQUCP

DPMK�RFC�SQCP��"JJ�OSCQRGMLQ�QFMSJB�@C�C?QW�RM�SLBCPQR?LB�?LB�?LQUCP�

^ 5FCPC�?PC�DMSP�K?GL�RWNCQ�MD�QSPTCW�OSCQRGMLQ�

�� 0NCL�CLBCB
�� $JMQCB�CLBCB
�� 3?LICB�MP�MPBGL?J
�� .?RPGV�?LB�P?RGLE

^ 4SPTCW�PCQNMLBCLRQ�QFMSJB�ECR�QMKCRFGLE�GL�PCRSPL�DMP�RFC�B?R?�RFCW
NPMTGBC�WMS�

^ 3CQNMLQC�P?RCQ�GKNPMTC�EPC?RJW�UFCL�RFCPC�GQ�?L�GLACLRGTC�DMP�RFC
PCQNMLBCLRQ��)MUCTCP�QMKC�NCMNJC�BM�LMR�@CJGCTC�RFGQ�GQ�EMMB�RM�BM�?Q
PCQNMLQCQ�K?W�@C�@G?QCB��4SPTCW�R?ICPQ�K?W�@C�GL�GR�HSQR�DMP�RFC
GLACLRGTC�

^ $?PCDSJ�NJ?LLGLE�GQ�CQQCLRG?J�RM�?LW�K?PICR�PCQC?PAF�GLGRG?RGTC�

^ 5FC�QRCNQ�RM�CVCASRGLE�K?PICR�PCQC?PAF�NPMNCPJW�?PC�?Q�DMJJMUQ�

�� &QR?@JGQF�RFC�EM?JQ�MD�RFC�NPMHCAR�
�� %CRCPKGLC�WMSP�Q?KNJC�
�� $FMMQC�PCQC?PAF�KCRFMBMJMEW�
�� $PC?RC�WMSP�OSCQRGMLL?GPC�
�� 1PCRCQR�RFC�OSCQRGMLL?GPC�GD�NP?ARGA?J�
�� $MLBSAR�GLRCPTGCUQ�?LB�CLRCP�B?R?�
�� "L?JWXC�RFC�B?R?�

^ #C�?U?PC�RF?R�RFCPC�GQ�PMMK�DMP�CPPMP�
^ $MQRQ�DMP�?�PCQC?PAF�GLGRG?RGTC�A?L�T?PW�BCNCLBGLE�ML�RFC�QAMNC�MD�RFC

NPMHCAR��*R�K?W�@C�?NNPMNPG?RC�RM�BM�RFC�QRSBW�DPMK�UGRFGL�RFC�AMKN?LW
MP�GR�K?W�@C�LCACQQ?PW�RM�FGPC�CVRCPL?J�CVNCPRQ�

$F?NRCP����.?PICR�3CQC?PAF

�����0LJGLC�4SPTCWQ��(?RFCPGLE�%?R? ���



EXERCISES

�� %CTCJMN�QSPTCW�OSCQRGML�CV?KNJCQ�DMP�C?AF�MD�RFC�RWNCQ�MD�QSPTCW
OSCQRGMLQ�MSRJGLCB�GL�RFGQ�QCARGML�

�� &T?JS?RC�RFC�QCTCL�QRCNQ�RM�AMLBSARGLE�PCQC?PAF��8F?R�BM�WMS�RFGLI
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18.5 Case Study: BrandsEye
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Figure 18.10The Logo from BrandsEye.com
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19.1 Introduction
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Figure 19.1Four Types of
Markets

How the Internet Has Changed the World We Market In
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19.2 The Internet and the Marketing Mix
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Figure 19.2

Converse allows customers to create their own shoes.
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Placement or Distribution
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GLBSQRPW�RP?TCJ�?ECLRQ�QRMNNCB�GQQSGLE�N?NCP�RGAICRQ�?Q�MD�.?W���������c5FC�&LB�MD
RFC�1?NCP�"GPJGLC�5GAICRdUSA Today�+SLC������� FRRN���UUU�SQ?RMB?W�AMK�
RP?TCJ�AMJSKLGQR�EPMQQK?L�������������N?NCP�RGAICRQ>/�FRK	?AACQQCB�+SLC���
����
��c'?AR�4FCCR��&JCARPMLGA�5GAICRGLE�	&5
d�*LRCPL?RGML?J�"GP�5P?LQNMPR
"QQMAG?RGML�+SLC�����FRRN���UUU�G?R?�MPE�NPCQQPMMK�D?ARQ>DGESPCQ�D?AR>QFCCRQ�
1?ECQ�CR�?QNV	?AACQQCB�+SLC��������
�/C?PJW�?JJ�?GPNJ?LC�RGAICRQ�?PC�LMU�C�RGAICRQ�

Note

"L�"1*�GQ�?L�?NNJGA?RGML�NPMEP?KKGLE�GLRCPD?AC��&QQCLRG?JJW�?L�"1*�EGTCQ
GLQRPSARGMLQ�?LB�PSJCQ�DMP�AMKKSLGA?RGLE�UGRF�?LMRFCP�NPMEP?K�MP�B?R?@?QC�
5FGQ�?JJMUQ�DMP�CV?KNJC�BGDDCPCLR�AMKN?LGCQ�?LB�BCTCJMNCPQ�RM�@SGJB�BGDDCPCLR
DPMLR�CLB�QWQRCKQ�RF?R�?JJ�AMKKSLGA?RC�UGRF�RFC�Q?KC�B?R?@?QC�

5CAFLMJMEW�QSAF�?Q�"1*Q�	?NNJGA?RGML�NPMEP?KKGLE�GLRCPD?ACQ
�40"1�	QGKNJC�M@HCAR
?AACQQ�NPMRMAMJ
�QCPTGACQ�344�	PC?JJW�QGKNJC�QWLBGA?RGML
�?LB�9.-�	CVRCLQG@JC
K?PISN�J?LES?EC
�?JJMU�GLDMPK?RGML�?LB�QCPTGACQ�RM�@C�BGQRPG@SRCB�RFPMSEFMSR�RFC
UMPJB��'MP�CV?KNJC�RFC�"1*�DMP�?�FMRCJ�PCQCPT?RGMLQ�B?R?@?QC�4R?PDGQF�-SVSPW
5P?TCJ�%GQRPG@SRGML�	FRRN���QR?PDGQFGLRCP?ARGTC�AMK
�?JJMUQ�?�BGTCPQC�P?LEC�MD�8C@
QGRCQ�RM�MDDCP�GLQR?LR�MLJGLC�@MMIGLEQ�DMP�FMRCJQ�GL�RFC�GLTCLRMPW��1?PRLCPQ�UGRF
@MMIGLE�CLEGLCQ�GLAJSBCFRRN���QR?PDGQFGLRCP?ARGTC�AMK FRRN���UUU�QN?UMPJB�RT
?LBFRRN���UUU�RGKCQMLJGLC�AM�SI�

5FGQ�GQ�@MRF�?�FSEC�MNNMPRSLGRW�?LB�?�FSEC�AF?JJCLEC�DMP�@SQGLCQQCQ��0L�RFC�MLC
F?LB�GR�A?L�?JJMU�LGAFC�NPMBSARQ�?LB�K?PICRQ�RM�DJMSPGQF�GL�?�EJM@?J�QN?AC��0L�RFC
MRFCP�F?LB�GR�A?L�@C�RCKNRGLE�DMP�?�K?PICRCP�RM�RPW�RM�PC?AF�RMM�K?LW�K?PICRQ�?R
MLAC��"�EJM@?J�K?PICRNJ?AC�GQ�?JQM�LMR�WCR�DSJJW�QSNNMPRCB�@W�L?RGML?J�@?LIGLE�?LB
R?V�JCEGQJ?RGML�

$F?NRCP����C.?PICRGLE�4RP?RCEW

�����5FC�*LRCPLCR�?LB�RFC�.?PICRGLE�.GV ���

http://www.usatoday.com/travel/columnist/grossman/2008-05-30-paper-tickets_N.htm
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Promotion

5FC�*LRCPLCR�?Q�?L�GLDMPK?RGML�?LB�CLRCPR?GLKCLR�KCBGSK�L?RSP?JJW�JCLBQ�GRQCJD�RM
@C�SQCB�RM�NPMKMRC�NPMBSARQ��5FC�MLJGLC�NPMKMRGML?J�KGV�GQ�?L�CVRCLQGML�MD�RFC
MDDJGLC�@SR�UGRF�QMKC�QGELGDGA?LR�BGDDCPCLACQ��MLJGLC�NPMKMRGML�A?L�@C�RP?AICB
KC?QSPCB�?LB�R?PECRCB�D?P�KMPC�QMNFGQRGA?JJW�RF?L�MDDJGLC��"BTCPRGQGLE�NCPQML?J
Q?JCQ�NPMKMRGMLQ�@?QCB�K?PICRGLE�?LB�NS@JGA�PCJ?RGMLQ�?PCtactics � RF?R�A?L�?JJ�@C
AMLBSARCB�RFPMSEF�RFC�MLJGLC�KCBGSK�

New Ps and New Marketing

8CJJ�ILMUL�K?PICRGLE�ESPS�4CRF�(MBGL�Q?WQ�RF?R�K?PICRGLE�GQ�?ARS?JJW�?@MSR�DGTC
CJCKCLRQ�

^ Data��5F?R�UFGAF�UC�M@QCPTC�	?LB�K?BC�C?QGCP�RM�E?RFCP�?LB�KGLC
RFPMSEF�RFC�SQC�MD�RFC�*LRCPLCR
�

^ Stories��&TCPWRFGLE�WMS�BM�?LB�Q?W�
^ Products (services)��5FC�NFWQGA?J�K?LGDCQR?RGML�MD�RFC�QRMPW�
^ Interactions ��"JJ�RFC�R?ARGAQ�?�K?PICRCP�A?L�SQC�RM�cRMSAFd�RFC

NPMQNCAR�MP�ASQRMKCP�
^ Connection��5FC�CLB�EM?J��APC?RGLE�?�PCJ?RGMLQFGN�4CRF�(MBGL�c'GTC

&?QW�1GCACQd�4CRF�(MBGLfQ�#JME�+SLC��������
FRRN���QCRFEMBGL�RWNCN?B�AMK�QCRFQ>@JME���������DGTC�C?QW�
NGCAC�FRKJ	?AACQQCB�.?W��������
�

#SR�4CRF�(MBGL�GQ�LMR�RFC�MLJW�QK?PR�K?PICRCP�AF?JJCLEGLE�RFC�DMSP�1Q��*BPGQ�.MMRCC
NSR�DMPU?PB�DMSP�LCU�1Q�DMP�K?PICRGLE�GL�RFC�AMLLCARCB�CLTGPMLKCLR�

^ 1CPQML?JGX?RGML
^ 1?PRGAGN?RGML
^ 1CCP�RM�NCCP�AMKKSLGRGCQ
^ 1PCBGARGTC�KMBCJGLE*BPGQ�.MMRCC�c8C@�����?LB�RFC�.?PICRGLE�/CU

�1Qd�'SRSPCJ?@�'C@PS?PW�������FRRN���@JME�DSRSPCJ?@�LCR���������
UC@>��>?LB>RFC>K?PICRGLE>LCU>��FRKJ	?AACQQCB�.?W��������
�

Personalization

%?R?@?QCQ�?LB�RFC�SQC�MD�AMMIGCQ�RM�PCKCK@CP�8C@�TGQGRMPQ�?JJMU�DMP�MLJGLC
CVNCPGCLACQ�RM�@C�R?GJMPCB�RM�N?PRGASJ?P�8C@�TGQGRMPQ��"K?XML�K?ICQ�SQC�MD
NCPQML?JGX?RGML�RM�PCAMKKCLB�@MMIQ�RM�ASQRMKCPQ�@?QCB�ML�RFCGP�N?QR�NSPAF?QCQ��� 4NCAGDGA�BCR?GJQ�MP�N?PRQ�MD�?

QRP?RCEW�RF?R�UGJJ�AMLRPG@SRC�RM
?AAMKNJGQFGLE�?�EM?J��$?L�@C
KCRFMBQ�MP�?ARGMLQ�

$F?NRCP����C.?PICRGLE�4RP?RCEW
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Participation

8GRF�RFC�EPMURF�GL�QMAG?J�KCBG?�?LB�AMLQSKCP�ECLCP?RCB�AMLRCLR�ASQRMKCPQ�?PC
BCK?LBGLE�?LB�R?IGLE�?�QR?IC�GL�RFCbrands � RF?R�RFCW�SQC��4?TTW�AMKN?LGCQ�A?L
CLAMSP?EC�N?PRGAGN?RGML�RFPMSEF�MLQGRC�PCTGCUQ�?LB�?JJMUGLE�ASQRMKCPQ�RM�SNJM?B
GK?ECQ�?LB�TGBCM�?LB�?JJ�AMKN?LGCQ�QFMSJB�@C�?U?PC�MD�RFC�K?LW�U?WQ�RF?R
AMLQSKCPQ�?PC�N?PRGAGN?RGLE�

Peer-to-Peer Communities

1CCP�RM�NCCP�AMKKSLGRGCQ�A?L�@C�QCCL�RM�UMPI�UGRF�ASQRMKCP�N?PRGAGN?RGML�
5FPMSEF�QMAG?J�KCBG?�CVGQRGLE�ASQRMKCPQ�A?L�@C�?�AMKN?LWfQ�EPC?RCQR�?QQCR�MP
EPC?RCQR�BCRP?ARMP��&OSGNNGLE�?L�CLE?ECB�?LB�?ARGTC�ASQRMKCP�@?QC�UGRF�RFC�RMMJQ�RM
QNPC?B�?�KCQQ?EC�QFMSJB�@C�?L�GLRCEP?J�N?PR�MD�?�JMLE�RCPK�C.?PICRGLE�QRP?RCEW�

Predictive Modeling

5FC�AMLLCARCB�L?RSPC�MD�RFC�*LRCPLCR�?JJMUQ�DMP�CTCPW�?ARGML�MLJGLC�RM�@C�RP?AICB
KC?QSPCB�?LB�QRMPCB��)SEC�?KMSLRQ�MD�B?R?�@MRF�?LMLWKMSQ�?LB�GBCLRGDG?@JC�?PC
@CGLE�QRMPCB�B?GJW��"L?JWQGQ�MD�RFCQC�B?R?�A?L�NPMTGBC�GLQGEFR�GLRM�QMJTGLE�K?PICRGLE
NPM@JCKQ��'MP�CV?KNJC�GL�11$�	N?W�NCP�AJGAI
�?BTCPRGQGLE�B?R?�?PC�E?RFCPCB�RF?R
MTCP�RGKC�UGJJ�GLBGA?RC�RFC�MNRGK?J�ICWUMPBQ�?LB�K?VGKSK�$1$�	AMQR�NCP�AJGAI

@GBQ�DMP�CDDCARGTC�@GBBGLE�

(MBGLfQ�DGTC�K?PICRGLE�CJCKCLRQ�?PC�PCKGLGQACLR�MDThe Cluetrain Manifesto � fQ
NPCKGQC�RF?R�cK?PICRQ�?PC�AMLTCPQ?RGMLQd�?LB�@MRF�FGEFJGEFR�RFC�GKNMPR?LAC�MD
K?PICRGLE�?Q�NCMNJC�R?JIGLE�RM�NCMNJC��5FGQ�GQ�LMR�?�LCU�NFCLMKCLML�@PMSEFR�ML�@W
RFC�8MPJB�8GBC�8C@��*LQRC?B�RFC�8C@�F?Q�QCPTCB�RM�?AR�?Q�?�EJM@?J�DMASQ�EPMSN
UGRF�N?PRGAGN?LRQ�C?ECP�RM�QF?PC�RFCGP�RFMSEFRQ�BGQAMTCPGCQ�JGICQ�BGQJGICQ�?LB�?LW
MRFCP�QCLRGKCLR�

.MMRCCfQ�DMSP�1Q�DMASQ�ML�UF?R�RCAFLMJMEW�@PGLEQ�RM�RFC�MPGEGL?J�K?PICRGLE�KGV�
5CAFLMJMEW�F?Q�?JJMUCB�DMP�K?QQ�ASQRMKGX?RGML�LMR�HSQR�GL�K?PICRGLE�KCQQ?ECQ�@SR
?JQM�GL�AMLRCLR�?LB�NPMBSAR�APC?RGML��*R�F?Q�QCCL�@P?LBQ�RF?R�?JJMU�ASQRMKCP
N?PRGAGN?RGML�GL�QNPC?BGLE�?LB�CTCL�APC?RGLE�RFCGP�KCQQ?ECQ�?LB�NPMBSARQ�QSAACCB�
5FC�EPMURF�MD�QMAG?J�LCRUMPIQ�MLJGLC�?LB�RFC�PCAMELGXCB�GKNMPR?LAC�MD�NPMBSAR
PCTGCUQ�GL�RFC�@SWGLE�AWAJC�?PC�PCDJCARCB�GL�NCCP�RM�NCCP�AMKKSLGRGCQ��-?QRJW�RFC
*LRCPLCR�GQ�SQCDSJ�GL�RP?AIGLE�?LB�E?RFCPGLE�B?R?�UFGAF�A?L�@C�KGLCB�?LB�?L?JWXCB
DMP�MNNMPRSLGRGCQ�DMP�EPMURF�

8F?R�PCACLR�?NNPM?AFCQ�RM�K?PICRGLE�QRP?RCEW�F?TC�GL�AMKKML�GQ�MLC�EPMUGLE
RFCKC��ASQRMKCP�ACLRPGA�K?PICRGLE�

�� "�BGQRGLARGTC�L?KC�MP
RP?BCK?PI�RF?R�GBCLRGDGCQ�?
NPMBSAR�MP�K?LSD?ARSPCP�

�� "�QCR�MD�LGLCRW�DGTC�RFCQCQ
MPE?LGXCB�?Q�?�A?JJ�RM�?ARGML�DMP
@SQGLCQQCQ�MNCP?RGLE�UGRFGL�?
LCUJW�AMLLCARCB�K?PICRNJ?AC�

$F?NRCP����C.?PICRGLE�4RP?RCEW

�����5FC�*LRCPLCR�?LB�RFC�.?PICRGLE�.GV ���



5FC�QRPCLERF�MD�RFC�*LRCPLCR�GQ�BCKMLQRP?RCB�GL�RFC�U?W�GR�SLBCPJGLCQ�AMLLCARGMLQ�
5FC�TCPW�D?@PGA�MD�RFC�*LRCPLCR�GQ�@?QCB�ML�FWNCPJGLIQb@CGLE�?@JC�RM�JGLI�DPMK�MLC
BMASKCLR�RM�?LMRFCP��5FCQC�RCAFLGA?J�AMLLCARGMLQ�?PC�KGPPMPCB�GL�RFC�LCCB�DMP
K?PICRGLE�RM�?NNC?J�RM�ASQRMKCPfQ�DCCJGLE�MD�AMLLCARGML�GL�RFC�QMAG?J�QCLQC�

Customer-centric Marketing

$SQRMKCP�ACLRPGA�K?PICRGLE�GLDCPQ�RF?R�@W�SLBCPQR?LBGLE�RFC�LCCBQ�MD�RFC
ASQRMKCP�DGPQR�?LB�DMPCKMQR�@SQGLCQQ�MSRAMKCQ�UGJJ�@C�?AFGCTCB��-MMIGLE�?R�RFC
K?PICRGLE�KGV�DPMK�?�ASQRMKCP�ACLRPGA�NCPQNCARGTC�QFMSJB�PCQSJR�GL�NPMBSARQ�?LB
QRP?RCEGCQ�RF?R�?PC�KCCRGLE�RFC�LCCBQ�MD�NMRCLRG?J�ASQRMKCPQ�?Q�MNNMQCB�RM�?�LCCB
RM�GLTCQR�GL�CVNCLQGTC�GLRCPPSNRGTC�?BTCPRGQGLE�RM�AMLTGLAC�ASQRMKCPQ�MD�?�LCCB
RF?R�RFCW�BM�LMR�F?TC�

Products

1PMBSARQ�?LB�QCPTGACQ�QFMSJB�@C�BCQGELCB�DPMK�?�ASQRMKCP�NCPQNCARGTC�@?QCB�ML
RFCGP�LCCBQ�

Price

8FCL�AMLQGBCPGLE�NPGAGLE�DPMK�?�ASQRMKCP�NCPQNCARGTC�GR�GQ�RCKNRGLE�RM�@CJGCTC
RF?R�RFC�JMUCQR�NPGAC�GQ�@CQR��8FGJC�RF?R�A?L�?RRP?AR�ASQRMKCPQ�GL�RFC�QFMPR�RCPK
DMASQGLE�ML�RFC�T?JSC�MD�RFC�NPMBSAR�?LB�RFC�QCPTGACQ�MDDCPCB�UGRF�GR�GQ�?�@CRRCP
QRP?RCEW�DMP�JMLE�RCPK�EPMURF��5FC�ASQRMKCP�?NNPM?AF�RM�NPGAGLE�AMLQGBCPQ�T?JSC�
5FC�ICW�GQ�RM�@SGJB�?�JMLE�RCPK�AMQR�?BT?LR?EC�

Placement

5FC�ASQRMKCP�ACLRPGA�?NNPM?AF�RM�NJ?ACKCLR�PCAMELGXCQ�RF?R�WMS�A?LLMR�BGAR?RC�RFC
K?LLCP�GL�UFGAF�ASQRMKCPQ�DGLB�WMS�MLJGLC��DPMK�RFC�QC?PAF�CLEGLC�?LB�ICWUMPBQ
RFCW�AMSJB�SQC�RM�DGLB�WMSP�QCPTGAC�RM�RFC�@PMUQCP�?LB�BCTGAC�RFCW�?PC�SQGLE�UFCL
?AACQQGLE�WMSP�8C@�QGRC�

Promotion

5FC�*LRCPLCR�U?Q�LMR�APC?RCB�?Q�?�K?PICRGLE�RMMJ��GR�U?Q�APC?RCB�RM�QF?PC
GLDMPK?RGML��5FC�LSK@CP�MD�NCMNJC�?AACQQGLE�RFC�*LRCPLCR�RFC�?KMSLR�MD�RGKC
QNCLR�MLJGLC�?LB�RFC�AMKKCPAC�RF?R�R?ICQ�NJ?AC�MLJGLC�K?IC�GR�?L�?RRP?ARGTC
K?PICRGLE�CLTGPMLKCLR�

$F?NRCP����C.?PICRGLE�4RP?RCEW

�����5FC�*LRCPLCR�?LB�RFC�.?PICRGLE�.GV ���



KEY TAKEAWAYS

^ 5FC�DMJJMUGLE�?PC�RFC�RP?BGRGML?J�DMSP�1Q�MD�K?PICRGLE�

�� 1PMBSARQ�?LB�QCPTGACQ
�� 1PGAC
�� 1J?ACKCLR�MP�BGQRPG@SRGML
�� 1PMKMRGML

^ 5FC�DMJJMUGLE�?PC�RFC�LCU�DMSP�1Q�MD�K?PICRGLE�?AAMPBGLE�RM
*BPGQ�.MMRCC�

�� 1CPQML?JGX?RGML
�� 1?PRGAGN?RGML
�� 1CCP�RM�NCCP�AMKKSLGRGCQ
�� 1PCBGARGTC�KMBCJGLE

^ 4CRF�(MBGL�?PESCQ�RF?R�K?PICRGLE�GQ�?@MSR�DGTC�CJCKCLRQ�

�� %?R?
�� 4RMPGCQ
�� 1PMBSARQ�	QCPTGACQ

�� *LRCP?ARGMLQ
�� $MLLCARGMLQ

^ 5FC�EPMUGLE�RFCKC�GQ�ASQRMKCP�ACLRPGA�K?PICRGLE�
^ $SQRMKCP�ACLRPGA�K?PICRGLE�GLDCPQ�RF?R�SLBCPQR?LBGLE�RFC�LCCBQ�MD�RFC

ASQRMKCP�GQ�DGPQR�?LB�DMPCKMQR�

EXERCISE

�� 5FGLI�MD�?�QGRS?RGML�UFCPC�RFC�RP?BGRGML?J�DMSP�1Q�K?W�LMR�UMPI�GL
RMB?WfQ�K?PICRGLE�J?LBQA?NC�

$F?NRCP����C.?PICRGLE�4RP?RCEW

�����5FC�*LRCPLCR�?LB�RFC�.?PICRGLE�.GV ���



Figure 19.3Steps to
Creating a Strategy

19.3 Developing a Marketing Plan

LEARNING OBJECTIVE

�� -C?PL�RFC�QRCNQ�GL�BCTCJMNGLE�?�K?PICRGLE�NJ?L�

"L�C.?PICRGLE�QRP?RCEW�QFMSJB�LMR�@C�APC?RCB�GL
GQMJ?RGML�DPMK�?L�MDDJGLC�QRP?RCEW��*LQRC?B�K?PICRCPQ
LCCB�RM�R?IC�?�FMJGQRGA�TGCU�MD�?JJ�@SQGLCQQ�M@HCARGTCQ�?LB
K?PICRGLE�MNNMPRSLGRGCQ��0DDJGLC�?LB�MLJGLC�?ARGTGRGCQ
QFMSJB�AMKNJCKCLR�C?AF�MRFCP�@MRF�F?TGLE�RFC
NMRCLRG?J�RM�PC?AF�BGDDCPCLR�?SBGCLACQ�GL�BGDDCPCLR�U?WQ�
)MUCTCP�RFC�*LRCPLCR�GQ�CVACNRGML?JJW�SQCDSJ�?Q�?
PCQC?PAF�?LB�GLDMPK?RGML�RMMJ�GL�RFC�QRP?RCEW�NPMACQQ�

Step 1: Know Yourself and Know Your
Market

5FC�QR?PRGLE�NMGLR�DMP�?LW�@SQGLCQQ�?LB�K?PICRGLE
QRP?RCEW�GQ�RM�ILMU�UFM�WMS�?PC��c:MSd�PCDCPQ�RM�RFC
MPE?LGX?RGML�?Q�?�UFMJC�	?JRFMSEF�MD�AMSPQC�?�JGRRJC�@GR
MD�QCJD�BGQAMTCPW�GQ�?JU?WQ�?BTGQCB
��8FGJC�RFGQ�A?L�?LB
QFMSJB�@C�PC?BBPCQQCB�NCPGMBGA?JJW�QR?PR�@W�JMMIGLE�?R
UF?R�RFC�@SQGLCQQ�NPM@JCKQ�?PC�PGEFR�LMU�QM�RF?R�?
QRP?RCEW�A?L�@C�BCTCJMNCB�RF?R�QMJTCQ�RFCQC�NPM@JCKQ�

^ 8F?R�GQ�RFC�L?RSPC�MD�RFC�MPE?LGX?RGML�LMU 
^ 8FM�?PC�RFC�ASQRMKCPQ�?LB�UF?R�?PC�RFCGP�LCCBQ �)MU�A?L�RFC

MPE?LGX?RGML�DSJDGJJ�RFC�LCCBQ�MD�RFC�ASQRMKCP 
^ 8F?R�GQ�RFC�QMAG?J�AMLRCVR�RF?R�RFC�MPE?LGX?RGML�MNCP?RCQ�GL 

Step 2: Perform Strategic Analysis

8GRF�?�QMJGB�SLBCPQR?LBGLE�MD�UFCPC�RFC�MPE?LGX?RGML�GQ�PGEFR�LMU�DSPRFCP�?L?JWQGQ
QWQRCK?RGA?JJW�CT?JS?RCQ�RFC�MPE?LGX?RGMLfQ�CLTGPMLKCLR?J�?LB�QMAG?J�AMLRCVR
M@HCARGTCQ�?LB�QRP?RCEGCQ�QM�?Q�RM�GBCLRGDW�UC?ILCQQCQ�?LB�MNNMPRSLGRGCQ�

$F?NRCP����C.?PICRGLE�4RP?RCEW

���



PorterÕs Five Forces Analysis

1MPRCPfQ�DGTC�DMPACQ�?L?JWQGQ�GQ�SQCDSJ�GL�SLBCPQR?LBGLE�RFC�?RRP?ARGTCLCQQ�MD�RFC
K?PICR�GL�UFGAF�?L�MPE?LGX?RGML�GQ�RP?LQ?ARGLE��)MUCTCP�RFGQ�DP?KCUMPI�DMP
?L?JWQGQ�U?Q�BCTCJMNCB�@CDMPC�RFC�*LRCPLCR�UFGAF�F?Q�BGQPSNRCB�RFC�K?PICRQ�GL
UFGAF�UC�MNCP?RC�

1PMBSARGML�?LB�BGQRPG@SRGML�AMQRQ�GL�K?LW�GLBSQRPGCQ�F?TC�@CCL�BP?QRGA?JJW�JMUCPCB�
RFC�@?PPGCPQ�RM�CLRPW�?LB�AMQRQ�MD�QUGRAFGLE�?PC�PCBSACB��5FGQ�KC?LQ�RF?R�RFCPC�?PC
KMPC�AMKNCRGRMPQ�GL�RFC�K?PICR�?Q�RFC�@?PPGCPQ�RM�CLRPW�DMP�LCU�MPE?LGX?RGMLQ�?PC
PCBSACB�?LB�RF?R�AMQR�GQ�JCQQ�JGICJW�RM�GLFG@GR�ASQRMKCPQ�DPMK�QUGRAFGLE�RM�?
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Figure 19.4PorterÕs Five Forces
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Figure 19.5SWOT Analysis
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19.4 eMarketing and Marketing
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Figure 19.6eMarketing Tactics and Their Outcomes
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^ BrandsEye� FRRN���UUU�@P?LBQCWC�AMK
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Trends and Market Research
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19.5 Case Study: Barack ObamaÕs Strategic Use of the Internet
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