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Vice President 
Google Customer Solutions

Americas

Google Leadership



https://docs.google.com/file/d/1KZu0CppkyUZE-nKAojPAUd3ZZNRvHXTm/preview


http://www.youtube.com/watch?v=5jKPp26Ws_0
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Director 
Google Agency Team

Google Agency Leadership Team
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Head of International Growth 
Mid Market & Agency
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Head of International Growth 
Mid Market & Agency
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$614B $77B
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5%62%4.8B
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Mexico

Brazil

Nigeria

Egypt

India

Bangladesh

Pakistan

Those with internet

Country population, in millions

Source: Internet World Stats, World Internet Users Statistics and 2019 World Population Stats. Figures estimated as of July 20, 2020. 

https://www.internetworldstats.com/list2.htm
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Source:  CCinsight.org June 2020

https://ccinsight.org/trends-by-location/#countries-trends
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1. GWI “COVID-19 Survey” Wave 4 as of June 2, 2020.
2.Google commissioned Ipsos COVID-19 tracker, CA n=1000 online consumers 18+ per market. June 11-14

expect to shop online more 1

%

 want contactless shopping2 free delivery important1

%
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usage is increasing

1 - Comscore 2 - App Annie 
3 - Comscore 4 - Nielsen via Morning Brew

Consumers are spending 
more time online

+50% +48%

+44% +38%

+37%

36%

https://www.comscore.com/Insights/Blog/In-Home-Data-Usage-Increases-During-Coronavirus-Pandemic
https://www.appannie.com/en/insights/market-data/weekly-time-spent-in-apps-grows-20-year-over-year-as-people-hunker-down-at-home/
https://www.comscore.com/Insights/Blog/Coronavirus-pandemic-and-online-behavioural-shifts-March-30-update
https://www.morningbrew.com/daily/stories/2020/04/01/streaming-numbers-way-march
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of clicks for U.S. business 
advertising on Google 
came from places 
outside of the U.S.

35%
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Search queries 
from US

72%

Search queries 
outside of US

28%
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Google commissioned Forrester 

Google & Forrester: Research Findings
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1 Brands need strategic agency 
partners to engage elusive 
consumers as the pandemic 
amplifies anxiety for growth.
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2 Agency Value is scrutinized as 
brands seek enhanced capabilities 
that drive commercial outcomes.
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3 Agencies that embrace rapid 
transformation to help brands 
engage and acquire digital 
consumers will win.
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A discipline that requires skills and expertise

A growth driver that requires command of tools and data

A critical value-add and key differentiator that will enable 
agencies to retain clients and acquire new business

A growth engine amidst macroeconomic volatility 
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23

4 1

5
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Automated bidding gives CircleCI a 
347% boost to conversions

CASE STUDY

Google Ads is a digital advertising solution for businesses of all sizes. Whether you’re a small business owner or enterprise marketer, Google Ads 
delivers reach, relevance, and trusted results to help you grow your business. Learn more at ads.google.com/home.

© 2020 Google LLC. All rights reserved. Google and the Google logo are trademarks of Google LLC. All other company and product names may be trademarks of the 
respective companies with which they are associated.

CircleCi
San Francisco, CA, USA •  circleci.com 

decrease in 
cost per 
conversion

increase in 
international 
lead volume

increase in 
conversions

—Eric Ziegler, CircleCI CMO

http://www.circleci.com/
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Build an exclusive 
ecosystem of Google 

partner agencies to help 
businesses grow 

internationally 
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Exclusive Tools Operational
Skills Transfer

Strategy Trainings & 
Workshops

1:1 Support External Recognition Client and Prospective 
Client Events
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Build skills & Plan GrowEngageKick-off

Oct Oct-Nov Jan - Feb

Tools Trainings & Pitch Enablement

Aug - Sep Dec Mar - Apr

Online co-hosted events 
& Export Customer pitches

Operational Support

Building Case 
Studies

Agency JBP 
Alignment

Exam & 
Market Finder recognition 

GraduationProgram Kick Off &
Market Explorer Access



Tools & Resources
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Global Head
International Growth Agency Program

Google Agency International Growth Team



Pay Attention: 
Quiz Ahead. 
Prizes!
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Your agency will learn how to make the best use of several Google marketing tools. 
This will help you win new businesses and grow existing ones:

● Uncover incremental, international growth potential for your clients.

● Respond to RFPs more effectively than your competition.

● Create insightful proposals that demonstrate new opportunities.



Confidential + Proprietary

What do your Growth Plans look like?
(1-3 years horizon)

How does your decision 
process work?

What is potentially 
holding you back?

What does 
success look like?

Where is your 
competition?
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The market size 
and potential

Who the customers 
are and their needs

Strengths of 
the competition

1 2 3

The route 
to market

4
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Learn moreLearn moreLearn more Learn moreLearn more

Suite of tools & resources

https://trends.google.com/trends/?geo=US
https://trends.google.com/trends/?geo=US
https://shopping.thinkwithgoogle.com/
https://shopping.thinkwithgoogle.com/
https://ads.google.com/marketexplorer/external#!/?s=%3D
https://www.google.co.uk/alerts
https://www.thinkwithgoogle.com/feature/findmyaudience/
https://www.thinkwithgoogle.com/feature/findmyaudience/
https://marketfinder.thinkwithgoogle.com/intl/en/?utm_source=COVPDF&utm_medium=COVPDF&utm_campaign=COVPDF&utm_content=COVPDF
https://marketfinder.thinkwithgoogle.com/intl/en/?utm_source=COVPDF&utm_medium=COVPDF&utm_campaign=COVPDF&utm_content=COVPDF
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Germany

United Kingdom

Italy

Poland 

Spain

Let’s see them in use: Market Explorer
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Source:  The World Bank (2017); Google internal data (Google, last four closed quarters)
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Source: Google internal data (Universal app campaigns, last four closed quarters)
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Highlights to watch out for:

Low hanging fruits:

Growth: 

Seasonality:

1

2

2

3
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Consumers.
Demographics, Languages, 
Purchasing Channels etc.

Demand.
Category Interest

Trends.
Category Growth

Competition.
Category Cost, Coverage

Source:  The World Bank (2017); The World Bank (2018); Euromonitor Passport (Euromonitor, 2018); ; StatCounter Global Stats (Statcounter, 2018); Media Metrix, 
(comScore, Dec 2018); Google internal data (Google, last four closed quarters); Google internal data (Universal app campaigns, last four closed quarters)
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Luxury goods industryHighly competitive industry Branding focus
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Step 2 
Access to a customized report

Step 1
First market potential analysis

Enter your URL Signup to the login area.

Step 3
Access to a customizable dashboard and 
essential export resources
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1 2
3

In-depth report custom made 
to planning your operations

● Localization
● Global Payments
● Customer Care
● Logistics
● Recruitment
● Tax & Legal
●

Create a customised insights report 
to support your export plans.

*Google internal data from customer survey, 2016, Survey from 12 markets, 500 answers.

Overview of relevant market data 
tailored to the users export plans.

You can find articles, videos, tutorials 
and crucial insights relevant to creating 

an operational plan

Only accessible 
after login.

https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/localisation/
https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/payments/
https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/customer-care/
https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/logistics/
https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/recruitment/
https://marketfinder.thinkwithgoogle.com/intl/de_ch/topic/tax-and-legal/
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JAPAN’S ECONOMIC PROFILE

Let’s say your clients need to create a business case to expand into the East Asia.  

They need data specific to the Japanese economy and economic profile.

Your client needs highly diagnostic and valid data.

➔ Get started and type in your clients website.

➔ The Market Finder dashboard displays Japan's 
economic profile the dashboard is enriched with data 
from third party sources such as the World Bank, Ease 
of Doing Business Index and the World Economic 
Forum. 

➔ Set up your operations using country specific 
insights. 
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mailto:mattherrick@google.com
https://store.google.com/product/google_nest_hub?gclid=CjwKCAjw_NX7BRA1EiwA2dpg0htrOXXR6B6glzjL-oiAqL7KMvMrdYAJWTvt8nphDTU0fiY9dcK8zxoCDtsQAvD_BwE&gclsrc=aw.ds
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“Imagine you are a successful slipper start-up 
based in the US and you’re looking to expand 
your business in APAC. Which Asian country is 
the ideal market opportunity for you?

mailto:agency-export@google.com


Global Business 
Solutions
Removing Operational Hurdles



International Growth Consultant
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https://store.google.com/product/google_nest_hub?gclid=CjwKCAjw_NX7BRA1EiwA2dpg0htrOXXR6B6glzjL-oiAqL7KMvMrdYAJWTvt8nphDTU0fiY9dcK8zxoCDtsQAvD_BwE&gclsrc=aw.ds


Kahoot.it



Quiz

Which nation consumes the most 
tea per capita?

Turkey

United 
Kingdom China

Japan



Quiz

Which nation consumes the most 
tea per capita?

Turkey

Source: Euromonitor, 2016



Quiz

Which country has the highest % of internet 
using financial services from digital only banks?

France Korea

Nigeria United States



Quiz

Which country has the highest % of internet 
using financial services from digital only banks?

Nigeria



Quiz

What is the most preferred payment 
method in Germany?

Credit Card

eWallet Bank transfer

Debit Card



Quiz

What is the most preferred payment 
method in Germany?

Bank transfer



Quiz

How many official languages are 
there in India?

25

11 18

22



Quiz

22

How many official languages are 
there in India?



Quiz

What market has the highest returns rate 
in Europe, with an estimated 53% of 
customers sending their goods back?

Ireland

Italy Sweden

Germany



Quiz

What market has the highest returns rate 
in Europe, with an estimated 53% of 
customers sending their good back?

Germany

Source : External PwC research for google, 2018



When do Asian customers tend to 
contact customer support?

Before 
purchase

Post purchase They don’t 
contact

During 
purchase

Quiz



Quiz

When do Asian customers tend to 
contact customer support?

Before 
purchase

Source: Euromonitor International, 2019 (internal Google study)



United 
Kingdom

Germany France

Saudi Arabia

Quiz

Which EMEA market consumers typically 
require the most customer support after a 
purchase?



Quiz

Which EMEA market consumers typically 
require the most customer support after a 
purchase?

United 
Kingdom

Source: Euromonitor International, 2019 (internal Google study)







The challenges facing your 
clients

of exporting customers 
face at least one serious 

operational issue¹

Translation

Payments

Recruitment

Legal

Customer Service

Taxation

Logistics

44%

36%

34%

33%

27%

26%

20%

Source:  Global Consumer Pulse Research, Accenture, 2016
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of exporting customers 
face at least one serious 

operational issue¹

Translation

Payments

Recruitment

Legal

Customer Service

Taxation

Logistics

44%

36%

34%

33%

27%

26%

20%

83%



As your global footprint grows, the operational challenges increase

Pe
rf

or
m

an
ce

1. US-only 
2. US-> Canada 
3. US-> non-US English speaking countries (UK, Ireland, Australia)
4. US -> France & Germany

Image like sort of looks 
like this
<-
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1. US-only 
2. US-> Canada 
3. US-> non-US English speaking countries (UK, Ireland, Australia)
4. US -> France & Germany

Pe
rf

or
m

an
ce



Source:  Global Consumer Pulse Research, Accenture, 2016

Together, we can make customer experience even better, 
which will ultimately boost performance & conversions

Payments Customer 
Experience

LogisticsLocalization



Why it matters

Win New Customers Increase Customer 
Lifetime Value

Improve Marketing 
Performance
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Win New Customers Increase Customer 
Lifetime Value

Improve Marketing 
Performance



Source:  Global Consumer Pulse Research, Accenture, 2016

79%

are more likely to buy if the 
product information is in 
German, over a product 
without information in 

German

78% 

Source: Can’t Read, Won’t Buy. CSA Research, 2020

❏ 43% of users in The Netherlands 
responded that they would abandon cart 
if their preferred payment method is not 
available

51%
of Indian business 
decision- makers said live 
demos helped them make 
a purchase

Source: GWI/Google, “B2B Path 
to Purchase,” 2020

Why it matters
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79%

1 Source: Can’t Read, Won’t Buy. CSA Research, 2020
2 Source: Global Consumer Pulse Research, Accenture, 2016
3 Source: GWI/Google, “B2B Path to Purchase,” 2020
4 Euromonitor International 2019

43% 51%

live demos

78%



Source:  Global Consumer Pulse Research, Accenture, 2016

Opportunity 
identification 

Upskill your teams to 
diagnose key operational 

challenges impacting 
market performance

Access to our partner 
ecosystem 

Direct access to Google 
preferred partners for 
payments, logistics, 

localization and customer 
experience 

How will we support?

Knowledge transfer

Dedicated Google 
consultant session to 

support clients and build 
up in-house capabilities 
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Opportunity identification Access to our partner ecosystem Knowledge transfer



GBS GO: Your Vehicle to Operational Insights

(image)
LOGISTICS

(image)
Payments

(image)
Localization

(image)
CX (Customer Experience)
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Logistics Payments

Localization CX (Customer Experience)



GBS GO Consult - The Customer Journey 

4. Conversion 
Funnel
- Localised payment 
methods
- Seamless Checkout 
Experience 

2. Product Page
- Engagement & Drivers
- Support effectiveness: 
FAQs, Channels of 
Support, Tech 

 

1. Homepage     
Experience
- Landing Page 
effectiveness 
& placements  

3. Add to Cart
- Logistics: Delivery 
Options, Timelines, 
Fulfillment & Returns 

Makes PurchaseStarts 
Search 

Stage 1.
Stage 2.

Stage 3.
Stage 4.

What to expect : ✓ Market Insights ✓ Competitor 
Examples 

✓ Best in class industry 
examples 

✓ Action Plan ✓ Partner 
Referrals 
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Conversion Funnel
●  payment 

methods
●  Checkout 

Product Page
●

● Support 
effectiveness: 

Homepage Experience
● Landing Page 

Add to Cart
● Logistics: 

Starts Search 

Market Insights 

Competitor Examples 

Best in class industry examples 

Action Plan

Partner Referrals 

Makes Purchase 

1 2 3 4





Next Steps

Build skills & Plan GrowEngageKick-off

Oct Oct - Nov Jan - Feb

Tools Trainings & Pitch Enablement

Aug - Sep Dec Mar - Apr

Online co-hosted events, Operational Assistance 
& Export Customer pitches

Building Case 
Studies

Agency JBP 
Alignment

Exam & 
Market Finder recognition 

GraduationProgram Kick Off &
Market Explorer Access



● Online training invites will be sent tomorrow
● Market Explorer access will be granted ASAP
●
●

● ADMs will work with agencies to ID top 
end-client opportunities

●

● 1:1 Exclusive Consultation for your clients
●

●

●
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Thank You
Danke

Merci
ありがとう

Obrigado
Спасибо

Grazie
شكرا
Takk



Get to know your 
clients 

Involve Export into 
your day-to-day 

conversations with 
clients

Export Online 
Course

Receive study 
material in April

Selling Export 
Workshop

Stay tuned for the 
next training to 

come!
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●
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●

Richie

Roch intro

Rochita

Richie 

Rochita


