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Rebecca Walsh
Program Manager

Rebecca Walsh is our International Growth Program
Manager for Customer Solutions.

During her 5+ years at Google, she has worked across
the Sales & Support organizations, where she previously
managed EMEA Customer Care vendor operations for
Google Ads. In 2017, Rebecca spent time in Lisbon
leading the launch of a new Google Ads vendor site,

supporting 6 major languages.
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Webinar title

In the GBS webinars we will cover the ‘Build’ phase

0 Plan
Prioritise where
opportunities lie

“Ildentify and enter new
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Prepare operations

“Global Business Solutions”
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Launch, measure
and build your brand

“Grow existing Markets”
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GBS Webinars Modules Overview

What is Global Business Solutions
Why this is important

Our service offering

An overview of the operational areas

How to identify an opportunity

The consultation process
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Agenda

What is Global Business Solutions
Why this is important

Our service offering

An overview of the operational areas

How to identify an opportunity

The consultation process
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How to get started?




Let’s begin

Global Business Solutions

by International Growth Team

|dentify the
opportunity

Connect with the
|G Agency Specialist

Give your clients
the support they need

Google Partners



How to identify the
right opportunity?




| ocalization

Connect @ every step




Are you noticing high bounce Does your client have a

Does your client have ambitious rates on your client's website? translation partner or do
international expansion plans they translate internally?
but limited budget? + Are you noticing high downloads +
but low engagement rates in Is your client happy with
your client's app? their translation partner or

would they want to find a
new one?



Travel booking company

H OW are they Wrong currency for ' Operating globally
localizing for their customers? ntemationalcountries

Zurick Wrong format for phone number

Zimmerdetails . .
Dati ospite

Hotel a&o Leipzig Hauptbahnhof

Zimmer 1

Zimmertyp Wird vom Hotel zugewiesen
Daten Fr, 8. Nov. - Sa., 9. Nov.
Is your customer’s website (or app) using sy =
the correct currency for international Steuern U. Gebolen o
countries and the correct format for Encanme 104 %

phone numbers and addresses?

WEITER ZU DEN
GASTEINFORMATIONEN

Does your client’s translated website

display a mix of English and translated , ,
Mix of English and translated text

text?
1 camera rimasta ’
Is your client’s translated website . SOLID
displaying holidays (e.g. Thanksgiving) or H10 Casa de la Plata

promotions (e.g. Black Friday) that aren't & | ‘ =Y , ie 100% | Siviglia
relevant or known in their target market? ’ [ = '

Inspired by Seville’s stately resid
features a mash-up of traditiong
ceramics and tiles.




Payments

Seamless Checkout




Are you able to identify the Are there areas to Are you considering adding
reasons for checkout + optimize your Payment + new forms of Payments in X
abandonment? page? market as it seems you are

missing ?



Site check: Understanding your
client's payments strategy.

Are you seeing high drop offs on the

‘ Payment page or throughout the
checkout?

Are you able to identify the reasons for

a checkout abandonment?

0.1% of all sessions converting

W sessions

Shopping Progression W pandonments

Alsessions
5,644,482

2,090,782 55,571
l e
4 \ 4 4
No Shopping Activity No Cart Addition Cart Abandonment
3,540,829 v 2042214 wer 39,107

Sessions with Product Views  Sessions vith Add to Cart

Sessions with Check Out

22,306

¥

Check-0ut Abandonment

v 16,586

Sessions with Transections
5,746

Example of a B2C retailer
Operating across Europe

Security logos to
enhance trust

DELIVERY COUNTRY:

() Ireland, Republic of M
MY BAG View
Titem €71.89

PROMO/STUDENT CODE OR S
VOUCHERS

EMAIL ADDRESS



e Priority Forms of Payment Overview
Pay and submit your order

Order Summary

Items (2): €37.43
Shipping & Handling: €7.06
Order Total €44.49

($49.80)

Please Note: For international orders, the customer is
responsible for all customs duties, taxes, and fees.
Have questions? Learn more here.

.7 Choose a payment method s
I l
- Bank Transfer 77% ' Q Ceicard === '
,,.3 ’!. .] - Pay later/offline 62% : = Jpard number MM/ YY Cve :
‘gb - Card Payments 50% i i
o ‘% * < ' (O Pay with Paypal P Paypal I
- Card Payments 84% y N e ' 1
-eWallet 21% - Card Payments 82% o D S e
Shipping Add chan
- Bank Transfer 15% -eWallet 23% t Tes;pr:: - .
- Bank Transfer 20% ' Barrow street 1
o~ -Paylater/offline 11% Dublin, Dublin 10245

Yo
N

($49.80)

< -

Priority forms of payments
to drive conversions at the
checkout



Logistics
Smooth & fast shipping




Is there a compelling Is the right product available Are your clients offering a
delivery proposition to + to be delivered at the right + high quality delivery
differentiate from cost and at the right time? experience?

competitors?



B2B supplier of workplace products

Site check: UnderStandmg your Operating across Europe
client’s delivery strategy.

Enable search for products
by stock status and/or by
available shipping time frame

Are delivery & returns offering & costs
displayed clearly on the product page?

free method? clearly displayed

L8
é Fa
q ..
a s product availability calculated clearly | &
displayed? | l W
o R o — “
I - B san
1 v 2 ¢
W he e-mol uoa:?:‘x::‘o yl(:samvvw ecy : I—_ ——a P
L2 : : o
Are there multiple delivery methods? How : ! e
o : g e . [
e competitive is the delivery cost? Are there o | !
1
expedited options as well as at least one i e S v pi i | - ;
P P st syl st : Delivery methods and details
1
1
1
1
1
1

Create a visual returns =a
process



Customer Experience

Delightful customer experience




Is product/service Does your client have Are they happy with the
information clear, concise + issues managing high + reviews international

and easily accessible? support ticket volumes? customers are leaving?



‘ Contact Channel Example: L fashion brand
Site check: How are they ‘Operating globally

supporting their customers?

SHIP TO AN ADDRESS

Chat
support "TTTTTTTTTTTT T T T s ;": o
offline cuvs e 7 aur
Can you easily navigate to the FAQs and
SearCh fOF anSWGI’S? No 24/7 ———————— ! Our phone lines are open
su p po r : Monday to Friday 9am - 7pm
e = Saturday 9am — 4pm
08000488945 (Toll Free) or +44 02038085090
a How easy is it to find phone, chat and/or
. . CONTACT US
email support options? . . —
Sl http//service.luxottica.net/getsupport
‘MNW ‘ |suw- =
— —
Only form support .
e Any negative customer reviews available in Qatar - A
due to poor customer service? 8 s

H
]

P > | imotarobot c

reCAPTCHA



Remember!
Get started with
us today.

Global Business Solutions

by International Growth Team

|dentify the
opportunity

Connect with the
|G Agency Specialist

Give your clients
the support they need

Google Partners
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Plan

Prioritise where
opportunities lie

“Identify and enter new
Markets”
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How to identity the
right opportunity




GBS Webinars Modules Overview

What is Global Business Solutions
Why this is important

Our service offering

An overview of the operational areas

How to identify an opportunity

The consultation process

Google Partners
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How to get started?




How to get
started?



Interested?
Get started with
us today.

Global Business Solutions

by International Growth Team

1. Identify the
opportunity

v

2. Connect with the
|G Agency Specialist

O

3. Give your clients
the support they need

v

Google Partners



Interested?
Get started with
us today.

Global Business Solutions

by International Growth Team

|dentify the
opportunity

v

Connect with the
|G Agency Specialist

O

Give your clients
the support they need

v
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How to identify the right opportunity
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. H O\,N are th ey Travel boqking company
Su pportl ng thelr CUStOmerS? Wrong currency for international countries Operating globally

Wrong format for phone number

Zurick

Is your customer’s website (or a usin Zimmerdetails . .
Y . ( .pp) 9 Dati ospite
the correct currency for international Hote P ——
. Zimmer 1
countries and the correct format for

Zimmertyp Wird vom Hotel zugewiesen
phone numbers and addresses? e i

Zimmer (1 Nacht) 95%
Steuern U. Gebihren 9%

Endsumme 104 $

Nome E Cognome

Indirizzo Email

. E . Numero Di Cellulare
Does your client’s translated website

display a mix of English and translated WEITER 20 DEN

GASTEINFORMATIONEN
text?

Mix of English and translated text

1 camera rimasta

Is your client's translated website ‘ 20D
displaying holidays (e.g. Thanksgiving) or e b H10 Casa de la Plata
promotions (e.g. Black Friday) that aren't & == . ife 100% | Siviglia

relevant or known in their target market?

Inspired by Seville’s stately resig
features a mash-up of traditiona
ceramics and tiles.




Site check: Understanding your

Example of a B2C retailer

M ]
client’s payments Strategy. Operating across Europe
Security logos to
enhance trust
CHECKOUT 'T/":m-:
) ) o) i H ==
Are you seeing high drop offs on 0.1% of all sessions converting
the Payment page or throughout oy e
Ireland, Republic o v
the checkout? 5604482 20078 e vaa0s s |
MY BAG View
Are you able to identify the L
reasons for checkout l B B
abandonment? 2 4 T T P 1item €71.89
S0R o 202l o 0T [iesss
PROMO/STUDENT CODE OR
VOUCHERS >

EMAIL ADDRESS



Site check: Understanding your

client's payments strategy.

Are you seeing high drop offs on the

a Payment page or throughout the
checkout?

Are you able to identify the reasons for

a checkout abandonment?

0.1% of all sessions converting

Sessions with Product Views  Sessions vith Add to Cart

Example of a B2C retailer
Operating across Europe

Security logos to
enhance trust

asos CHECKOUT Vteren

DELIVERY COUNTRY:

Sessions with Transactions () ireland, Republic of
5,746

MY BAG View

i

1 item €71.89

PROMO/STUDENT CODE OR >
VOUCHERS

EMAIL ADDRESS



