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Marketing is still customer focused, as far as | can tell . ..

Marketing is the activity, set of institutions, and processes for
creating, communicating, delivering, and exchanging offerings that
have value for customers, clients, partners, and society at large.

American Marketing Association. October, 2007




... But metrics in CPG are focused on the product

o
CPG Metrics CLV
Brand sales lifts Changes in customer
value
Category and Portfolio Long-term impacts
sales lifts
Aggregated purchase Patterns of individual
transactions purchase transactions

Historical Forward-looking |

MASB




Map Quest (or Agenda)
D

Two directions to CLV
Navigating metrics
Driving CLV processes

Arriving at the destination




Companies need to develop both customer metrics

and CLV processes
I

Auto Manufacturers Direct Mail
Kroger with Dunnhumby Credit Cards

CLV

Target
Marketing

Grocery Retailers Internet Retailers
CPG Manufacturers Airlines

ROMI

Processes

Mass Customer
Marketing Churn

Product Customer

Metrics
MASB /h\l_ll>




The frequently used metrics are helpful for tracking but not for

planning
I
Metric Planning Need
Share # Product Opportunity
Assessment
Price & PE HiE Pricing Strategies and
" Tacties

Lift # Promotion Planning
Distribution ~  Assortment Plans
ROMI # Brand Equity Building

MASB




Even ROMI Metrics used by CPG are limiting in CLV practices

o
Metric CLV Limitation

Product sales Descriptive, aggregated

Promotion Lifts Historical |

Advertising Response 30-50% coverage of full
Impact

ROI Short-term

Price Elasticity Synergies between price
and marketing are not yet
quantifiable




Metric Characteristics

T
« FSP data meet the criteria for CLV marketing

with
Marketing

Actionable




Collaboration between retailers and manufacturers is key

Some industries have end-user purchase
transaction data

These industries practice CLV

| Direct Mail, Financial, Membership Services I

CPG must rely on third-party sample data or
FSP data from a retailer




Parochial objectives get in the way

Though customer equity is shared

Marketing - Brand P&L

Sales - Brand Volume CUStO_mer
Equity

Retailers - Category Dollars




The measurement and insights must be delivered in time for
planning




Insights too late are too late

« Cannot wait 4 weeks for syndicated consumer purchase data
*12 weeks for modeling is too long




ROMI is rear-window driving




Judgment must be used with ROMI to provide the foresight for

marketing planning
T

« CLV is forward-looking




Retailers and manufacturers have collaborated many times as
the industry has evolved

Trade Deals

Mrﬂ@ate Category Mgt.
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Customer equity collaboration seems inevitable

Trade Deals

Category Mgt.



http://images.google.com/imgres?imgurl=http://newsimg.bbc.co.uk/media/images/39791000/jpg/_39791225_kraf_body.jpg&imgrefurl=http://news.bbc.co.uk/nolpda/ukfs_news/hi/newsid_4169000/4169627.stm&h=152&w=203&sz=10&hl=en&start=3&tbnid=TtY1L6e8aYK0xM:&tbnh=79&tbnw=105&prev=/images%3Fq%3Dkraft%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://cache.viewimages.com/xc/2905937.jpg%3Fv%3D1%26c%3DViewImages%26k%3D2%26d%3D17A4AD9FDB9CF1934A2752006EF5F0ED71AC4C9A60D0C25A5A5397277B4DC33E&imgrefurl=http://www.viewimages.com/Search.aspx%3Fmid%3D2905937%26epmid%3D1%26partner%3DGoogle&h=397&w=594&sz=54&hl=en&start=1&tbnid=GdFUh5-pEwzA4M:&tbnh=90&tbnw=135&prev=/images%3Fq%3Dkraft%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://upload.wikimedia.org/wikipedia/commons/d/db/Cincinnati-procter-and-gamble-headquarters.jpg&imgrefurl=http://commons.wikimedia.org/wiki/Image:Cincinnati-procter-and-gamble-headquarters.jpg&h=2560&w=1920&sz=1382&hl=en&start=2&tbnid=JAOHlcWdOC1fJM:&tbnh=150&tbnw=113&prev=/images%3Fq%3DP%2526G%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://cache.boston.com/bonzai-fba/Original_Photo/2006/06/05/1149515726_9948.jpg&imgrefurl=http://www.boston.com/realestate/news/articles/2006/06/03/will_there_be_openings_at_the_top_of_the_pru/&h=300&w=400&sz=16&hl=en&start=12&tbnid=Cs9G4IwTSryLgM:&tbnh=93&tbnw=124&prev=/images%3Fq%3DP%2526G%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://media.collegepublisher.com/media/paper168/stills/0ufc8m2y.jpg&imgrefurl=http://www.dailytargum.com/news/2003/11/20/Metro/Jj.Plans.Reorganization.Job.Cuts.To.Fund.Rd-562969.shtml&h=366&w=276&sz=16&hl=en&start=4&tbnid=AdA82LBnhaAJzM:&tbnh=122&tbnw=92&prev=/images%3Fq%3DJ%2526J%2Bheadquarters%26gbv%3D2%26hl%3Den%26sa%3DG
http://images.google.com/imgres?imgurl=http://www.egr.msu.edu/saes/images/J%26J.jpg&imgrefurl=http://www.egr.msu.edu/saes/&h=47&w=173&sz=24&hl=en&start=2&tbnid=1uneoNFjMm_qRM:&tbnh=27&tbnw=100&prev=/images%3Fq%3DJ%2526J%2Blogo%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://www.marlerblog.com/14305417_240X180.jpg&imgrefurl=http://www.marlerblog.com/2007/10/&h=180&w=240&sz=8&hl=en&start=13&tbnid=NZmBnnAsa5yutM:&tbnh=83&tbnw=110&prev=/images%3Fq%3Dconagra%2Bfoods%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://images.publicradio.org/content/2006/12/12/20061212_bigg_2.jpg&imgrefurl=http://minnesota.publicradio.org/display/web/2007/09/24/genmillsceo/&h=225&w=300&sz=11&hl=en&start=14&tbnid=Nx4S9L-4rvg1qM:&tbnh=87&tbnw=116&prev=/images%3Fq%3Dgeneral%2Bmills%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://www.draperandkramer.com/images/interior/property/palmolive1.jpg&imgrefurl=http://www.draperandkramer.com/palmolive.php&h=325&w=250&sz=14&hl=en&start=4&tbnid=S65pv_1pxAcafM:&tbnh=118&tbnw=91&prev=/images%3Fq%3Dcolgate%2Bheadquarters%26gbv%3D2%26ndsp%3D18%26hl%3Den%26sa%3DN
http://images.google.com/imgres?imgurl=http://www.conference.co.nz/files/images/NZDA06Colgate%2520logo.jpg&imgrefurl=http://www.conference.co.nz/index.cfm/NZDA/Speakers/International_Speakers&h=87&w=425&sz=34&hl=en&start=1&tbnid=fc_EdSfXg5sc9M:&tbnh=26&tbnw=126&prev=/images%3Fq%3Dcolgate%2Blogo%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://www.labelsforeducation.com/images/coord_publicize_sm_cmlogo_clr.gif&imgrefurl=http://christumccol.org/templates/System/details.asp%3Fid%3D25784%26PID%3D330521&h=81&w=205&sz=3&hl=en&start=3&tbnid=3HxTfkUYGITTnM:&tbnh=41&tbnw=105&prev=/images%3Fq%3Dcampbell%2527s%2Blogo%26gbv%3D2%26ndsp%3D18%26hl%3Den%26sa%3DN
http://images.google.com/imgres?imgurl=http://upload.wikimedia.org/wikipedia/en/thumb/f/fb/Campbellsoupheadquarters.jpg/250px-Campbellsoupheadquarters.jpg&imgrefurl=http://www.top40-charts.info/%3Ftitle%3DCampbells&h=201&w=250&sz=14&hl=en&start=3&tbnid=py1IQvS9MA8q3M:&tbnh=89&tbnw=111&prev=/images%3Fq%3Dcampbell%2527s%2Bheadquarters%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://www.asbcm.com/images/braelinnKroger.jpg&imgrefurl=http://www.asbcm.com/investmentproducts/realestate/properties.htm&h=480&w=600&sz=155&hl=en&start=5&tbnid=62Hd04NBt0EDsM:&tbnh=108&tbnw=135&prev=/images%3Fq%3Dkroger%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://64.29.208.90/images/store_foodlion.jpg&imgrefurl=http://www.crimeincharlotte.com/2006_07_01_crimeincharlotte_archive.html&h=667&w=1000&sz=137&hl=en&start=1&tbnid=AI4vJC5b03vTiM:&tbnh=99&tbnw=149&prev=/images%3Fq%3Dfood%2Blion%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://www.trancewave.com/novalounge/blog/images/safeway.jpg&imgrefurl=http://www.trancewave.com/novalounge/blog/&h=213&w=250&sz=14&hl=en&start=1&tbnid=uwcm7gFmJr67MM:&tbnh=95&tbnw=111&prev=/images%3Fq%3Dsafeway%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://media.monster.com/xsupervalux/joblogo.gif&imgrefurl=http://company.monster.com/supervalu/&h=66&w=300&sz=11&hl=en&start=2&tbnid=dEYRcMo3L6-BrM:&tbnh=26&tbnw=116&prev=/images%3Fq%3Dsupervalu%26gbv%3D2%26hl%3Den%26sa%3DX
http://images.google.com/imgres?imgurl=http://www.lotexperts.com/products/publix%2520shopping.JPG&imgrefurl=http://www.lotexperts.com/products.htm&h=960&w=1280&sz=576&hl=en&start=2&tbnid=d_jd_ifHI-SvJM:&tbnh=113&tbnw=150&prev=/images%3Fq%3Dpublix%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://upload.wikimedia.org/wikipedia/commons/thumb/d/dd/Cvs.jpg/774px-Cvs.jpg&imgrefurl=http://commons.wikimedia.org/wiki/Image:Cvs.jpg&h=599&w=774&sz=75&hl=en&start=1&tbnid=ciJK52LLb4o0hM:&tbnh=110&tbnw=142&prev=/images%3Fq%3Dcvs%26gbv%3D2%26hl%3Den

Retailers and Manufacturers share customers
-

Retaliler Retailer Retailer

Brand A

Brand B
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Brand Equity is a sum of the equity across stores

Brand A

Brand B

Banner Banner

A

B 000

Banner
n

Brand A Equity




Equity for a retailer banner can also be assessed
I

Banner Banner Banner
A B 0 0O n

Brand A

Brand B




FSP data can assess customer equity for a Banner and a
Brand, one banner at a time

-
Banner Banner Banner
A B ©oo0 n

Brand A |
Brand B U

0o

0o

0o
Brand n

MASB



Summary
S

ROMI management helps short-term marketing
decisions

CLV is more consistent with the purpose of marketing

Metrics must be consumer focused vs product
metrics, controllable and predictable

Retailer and Manufacturers must collaborate with
data and analyses to manage the CE for each of their
organizations

MASB



Thank-you!

M Marketing Accountability Standards Board
of the Marketing Accountability Foundation
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