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The Traditional Mental Model of Marketing
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The New “Four Moments” Mental Model

Stimulus First Second
m T Moment of Moment of
Truth Truth
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We asked shoppers 4 key questions:

When? Purchase timeline

How far in advance do shoppers start thinking about their purchase?

What? Source usage

What traditional and new media sources did shoppers use to help them decide
ontheir purchases?

How? Influence

How influential were each of the sources in the ultimate decision
making?

Why? Information-seeking

Why did shoppers consult the internet? What information where they looking for?
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Methodology

A quantitative review of decision making behavior across shopping, services and
voting.

« Online shopper surveys with interactive game-

like construct
* Fielded in March 2011 in the US

« Connect as close to purchase decision as
possible
* N=5,000 Shoppers:
» 500 each in Auto, Tech, Travel, Voters, Restaurant,

OTC Health, CPG Grocery, CPG Beauty/Personal
Care

» 250 each in Credit Cards, Banking, Insurance,
Investments
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The purchase timeline varies by category
Average length of purchase cycle

Tech, Voters,
Automotive, Finance

OTC Health, CPGs
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Shoppers today are able to process an enormous amount of

Information
Shoppers today use twice as many sources to arrive at a decision

m Avg # Sources Used

/ |

10.4

5.27

2010 2011
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Shoppers use a range of sources, depending on type of
decision

From an average of 5.8 sources when choosing a Restaurant to a high of 18.2 sources
used by Automobile shoppers.

Average # of Sources Used by Category —
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Analyzed 50+ Drivers Across 11 Categories

Saw advertisements on television 37%
Received mail at home from a brand / manufacturer 31%
Saw an ad in a new spaper / new spaper insert 29%
Read new spaper articles / review s / information 28%
Read magazine articles/ review's /information 27% . |
Looked at / read magazine advertisements 24% Stl Mulus

Read information in an email received from a brand/manufacturer 23%
Noticed advertising w hile brow sing online

Received mail at home from a store / retailer

Talked with friends / family about the product
Comparison shopped products online
Soughtinformation from a product brand / manufacturer w ebsite
Read product review s or endorsements online ZMOT
Soughtinformation from a retailer / store w ebsite
Read comments following an article/opinion piece online 22%
Became a friend/follow er/’liked” a brand 18%
Looked at the product package in the store 41%
Read brochure / pamphlet about the product in the store 37%
Talked with asalesperson or associate in the store 33% F M OT
Looked at signage/display about the product in the store 30%
Talked with acustomer service representative on the phone 20%

Tried asample / experienced the product in a store 19%
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Across All categories, shoppers are using stimulus, ZMOT and
FMOT roughly equally

716% 84% 1 7T%

—

Stimulus ZMOT FMOT

thinkfinance

Google Google Confidg.mzl



Influence of Leading Sources

Net Influence — Top Sources Above Average

Looked at the product package in the store
Talked with a salesperson or associate in the store

Comparison shopped products online

58%
57%

54%

Talked with friends / family about the product

Searched online, used search engine

Sought information from a product brand / manufacturer website

51%

50%

Read brochure / pamphlet about the product in the store

Read product reviews or endorsements online

Looked at signage / display about the product in the store

Read newspaper articles / reviews / information
Read magazine articles/ reviews / information

Saw an ad in a newspaper / newspaper insert

Received mail at home from a brand / manufacturer (e.qg.,
catalogue, brochure)

Saw advertisements on television
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33%
32%

30%

Traditional media is high on usage,
but influence drops off strongly in
comparisonto retail, searchand

word-of-mouth.
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Top Influential Sources by Type 2011 v. 2010

2010 Macro Study

i i ¢ 55%
Offline Social 56% 0

(o) 0,
Retail 51% 60%

0,
Online General 31%

[0)
Online Social 19%

0,
Mobile 16%

= =

24%

14% ‘

21%

Direct/Event

TV/Radio

Print/Outdoor
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> 4

Finance Categories
Banking, Credit Cards, Insurance, Investments




Purchase Timelines

Finance Categories

25% 1
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|
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Top Sources Used
Finance Categories

Received direct mail
Read an email

Saw TV adwertisements
Read newspaper articles
Read magazine articles
Noticed online advertising
Looked at magazine ads

Saw newspaper ads

Sought info from brand websites

Talked with friends & family

Comparison shopped products online

Read product reviews online

Chatted online with customer senvice rep

Read online articles / opinion pieces

Talked with a salesperson in the store

Talked with customer senvice rep on the phone
Read brochure / pamphlet in the store

Looked at signage / display in the store
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44%
35%
31%
29%
29%
29%
22%
21%
47%
38%
27%
25%
46%
40%
31%
23%
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Across all Finance categories, shoppers are relying on ZMOT
more heavily

1 7% 89% 66%

0 J O I

Stimulus ZMOT FMOT
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Net Influence of Top Sources

Finance Categories

Talked with a salesperson in person
Comparison shopped online
Talked to customer senvice rep on phone
Talked with friends & family
Searched online
Chatted online w/ customer senvice rep
Sought information from brand websites
Read product reviews online
Read magazine articles
Read online articles
Searched online, used a search engine
Read brochure / pamphlet at store
Received an email
Saw TV advertisements
Received direct mail

Read newspaper articles
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Searched online

CreditCards
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1 week before
2-6 days before

Time From Purchase

1-24 hours
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A fewmoments
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E Convenience/Customer Senice Preferences
B Online Access to Account Information

B Awards & Benefits of Different Cards

B Reputation of the Credit Card Company

i Rates/Costs
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Talked with friends & family
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Saw TV advertisements
CreditCards
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Heat Mapping Influence

Online Search
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Insurance
Fewest PeoEIe Most PeoEIe
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Investments
Fewest PeoEIe Most PeoEIe
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Banking
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Credit Cards
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Shopper-lead creative strategies

N REIOOL, FINANCE .. HIGHLIGHTED TOOLS
HOME HEWS | PERSOMAL FIMARCE | v PORTES| Fund Screener Top Performers
Search all the funds in the market Best-performing funds by sector, style, and
Mutual Funds Center strategy
[ roasures |
e . Prospectus Finder Onlineaccountaccess
= ERT’H'E“I:E‘E Download a prospectus for any U.S. | Connectwith your account24 / 7 from any PC or 3
Loer guoce | s fund tablet—even your smart phone
Finedd Fusnvdm hmll:"‘j B ——

Gist sfarisd now B00-416-3717

TOOLS
Fund Screener
Tep Parsormars HIGHLIGHTED TOOLS R
Frospecius Findar Fisa i b IOREIng 4 raliny
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- Hewen ancd insighis
Messags Boande Prospecius Finder Menasge Boards - In-dapth reseanch
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Mudusi Funda 5§ al I e
Ssaurching Funda } "

Maomnitnaing Yousr Fusds

Inssreciing Videns LEARH BIAE ARCAFT BRFTIAAL FRUMOS -

FIMICATION + Undoratanding invessng FANOH FIANCE RE SCURCE 5 n I n e a‘ ‘ eS S to
Ui ra i i fves-aTinag Tha Magic of Compaunding, Stock Pedormancs by Deceda » Exchangs-Traded Funds (ETF ) Cenlar

Mutual Funi Basios = Typen of Buhaal Funda ETFs are bulll Rkn mutual funde, but raded like

Typees of Mitial Fands Largs-Cap Shocks vs, Small-Cap Shocks, Growih and Valus Funds Explainesd shorkn - ]
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ZMOTAPPLIED

Google-
Search

Everything
Images
Maps
Videos
Mews
Shopping

More

Chicago, IL
Change location

Any time

Past hour

Past 24 hours
Past 2 days
Past week

Past month
Past year
Custom range...

All results
Related searches

More search tools

mutual funds

T Rowe Price Mutual Funds | troweprice.com
www_troweprice.com
Choose Low Cost Funds With Mo Loads Or Commissions. Open An Account Now

Vanguard Mutual Funds | Vanguard.com

www vanguard com
Over 10 years, 75% of our funds outperformed their peer group.
Get a recommendation - Browse funds list - Open an account - Compare costs

Mutual Funds at Fidelity | fidelity.com
www fidelity com
Fidelity offers years of fund mar 1t experien

Mutual fund - Wikipedia, the free encyclopedia
en.wikipedia_org/wiki/Mutual_fund

A mutual fund is a professionally managed type of collective investment scheme that
pools money from many investors to buy stocks. bonds, short-term maney ...

Open-end fund - Mutual funds in India - 2003 mutual fund scandal

Mutual Funds - Understanding Mutual Funds, Mutual Fund Terms ...
mutualfunds.about.com/

Infarmation on everything you need to know about mutual funds - How to buy mutual
funds, understanding mutual fund types and key strategies for using mutual ...

5 Things to Know About Mutual Funds - Mutual Fund Basics - 3 Pros of Mutual Funds

Mutual Funds - Momingstar

www._morningstar.com » Topics

18 hours ago — complaint, the payments were made to reward the firms for past sales
and to encourage future sales of American Funds® 29 mutual funds . Then ...

Vanguard - Mutual funds, IRAs, ETFs, 401(k) plans, and more

www vanguard com/

VWWelcome to Vanguard, the client-owned investment management company built to put
wour interests first.

Mutual Fund Definition

www.investopedia.com » Dictionary

Mutual Fund - Definition of Mutual Fund on Investopedia - An investment vehicle that is
made up of a pool of funds collected from many investors for the purpose ...

Mutual Funds Center - Yahoo! Finance - Screen, Analyze and Invest ...
finance yahoo comffunds

Mutual Funds Center - Get investing strategies. data. and mutual fund news in the
Yahoo! Finance Mutual Fund Center. The Fund Screener surfaces low-cost ...

thinkfinance
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Mutual Funds - Morningstar

www_moarningstar.com » Topics

19 hours ago — complaint, the payments were made to reward the firms for past sales
and to encourage future sales of American Funds® 29 mutual funds . Then

Vanguard - Mutual funds., IRAs, ETFs. 401(K) plans. and more

www vanguard.com/

Ads - Why these ¢

Welcome to Vanguard, the client-owned investment management company built to put
wour interests first.

Mutual Funds
www.investments_prudential.com
Learn More About Prudential's
Investment Management Solutions!

Investing in Mutual Fund
www_betterinvesting.org

Beginners Guide To Mutual Funds._
Free Online Tools & Resources!

USAA® Mutual Funds
www.usaa.com/MutualFunds
Mo-load USAA Mutual Funds to
Help You Meet Your Financial Goals.

Invest in Invesco Funds
www_invesco.com/LargeCap

and explore Intentional Investing
Growth, core, value large-cap funds

The Best Mutual Funds
www_adviserinvestments_ com
Learn about some of the best mutual
funds out there in this report.

Top Rated Mutual Funds
www_jemstep.com/TopMutualFunds
The top funds based on your goals &
preferences. Free, easy & unbiased.

TD Ameritrade: Official

www tdameritrade com

Barron's Best Rated Online Broker
For Research & Portfolio Analysis!

See your ad here »

Source: Google/Shopper Sciences, Zero Moment of Truth Study — Investments, Apr2011
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of those in market for investment products
saythey consultsearch engines for:

nline Access to
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Conclusions

Online and Personal Sales Interactions
get high usage and high influence

* Younger, emerging target are highly

@
ZMOT enabled

« Searchkey to winning the shopper BeSt |n CIaSS
early, middle and late
« ZMOT plus traditional efforts (like direct yet to be

mail) have strongest opportunities for -
conversion deflﬂed
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How to Win at ZMOT: IM

1 Putsomeonein charge T

Find your Zero Moments

Answer the questions people are asking

Optimize for ZMOT

Be fast

O O &~ W DN

Don't forget video

[ Jumpin!
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1 Put Someone

In Charge T




Find Your
Zero Moments

Google

thinkfinance

Google

[Your Brand] Search
[Your Brand] Review Search
Best [Your Category] Search
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Answer the Questions
People are Asking

=]
GO ;81@ 3M office supplies Search

About 24,600,000 results (0.10 seconds) Advanced search
*3 Ewverything 3M™ Official Site ke s
i Videos Buy 3M™ Products Online. Adhesives, Tapes, Abrasives, Cleaners & More! HP® Business Supplies
i Home & Office - Bonding Adhesives - Safety Products - 3M Tapes 1in 3 Bargain Toners Leak, Streak
= Mews www.shop3m.com Or Fail. Shop HP Business Supplies!

: hp.com is rated s
Shopping 3M Tape Products - ULINE - Over 650 3M Tape Prcdacts in Stock www. hp.com/Business

Same Day Shipping.

¥ More www.uline.com/3M-Tape . Staples Advantage
Office Products You Want and Meed

Mew York, NY The Supply Room Companies - Low Price on §5, OO(fnlems We Make it Simple & Easy-Learn How
Change location Stock inventory and free delivery ~ www.staplesadvantage.com/Office

www. thesupplyroom.com

v ° Buy 3M Products

Show search tools 3M US: Office Supply Division o From The Binding Source, LLC

3M Authorized Distributor

3M Business Units. Office Supply Division. From taping to orgaﬂizing to communicating, and bindingsource.com

to helping provide a healthier and more comfortable office .

www.3m.com » ... » AZ Product Catalog » Business Units - Cach@ Similar Business Supplies Solutions
3M US : Office products for the workplace or your hon®e office Check printing. forms, Cﬂrbonlesls
3M has a range of office products and accessories to help you f@ake your ... paper and more. Rely on Relyco!
Post-it - Ergonomics & Workstation Accessories - Post-it® | CuVm Printed Products | www.relyco.com
y
™ i i Acs !
Buy 3M™ Products Oniline. Adhesives, Tapes, Abrasives, Cleaners & More!
Home & Office - Bonding Adhesives - Safety Products - 3M Tapes
www_shop3m.com
A\

[ SHoW ore results frorm 3m.com T allegromedical.com
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Answer the Questions

People are Asking

ords

Goc ngﬁ AdW

Englinh (Urited Stntan ] 2| | Bt g g | Holp | Ssgn &

Tools
Kamywnnd Tool
Traffec Exsbmator

i Starred [0} Snow

Include terms

Find keywords

Based on ong o bolls of T Bikowirsg
Word or phrass {orm per ko)
Buminass supping

| Oy Shivw idads Closaly ralabed i iy SeSfch s

Froduct survay

Advanced cptans  LooaBons: United Smees = Languoges: Englsh =
= Soarch
Ewnglide orms - —
- Bign in with your AdWords logen information bo soe the full sl of idess for this seaoh. Abou thin data
— - Chvericsad = = oo by G iotisl Aoy Saercras - Cootormim =
Categoriss o | F S
Al Cabegories :
Arkn & Erks rernmnt [ Hmyreoard A= i e tiTkn Al Binnchiy Saanches Liszal Mosvthiy Searcinsn
Baduly & Porsona Cans oficas dapsl 3,350,000 240000
Businces & Indusirial = oflcs produc 1,270,000 301,000
Computere & Coneumer
Emctronica ofoe furniwnes 1.000, 000 B60.0D0
R Sl sy 1,000,000 388 000
Hpalth
Hiobbhes i Laksrs mintinrary 1,000, 000 BROLON0
Heme & Garden OFOn U PEY 50,000 3EE 000
et & T s
\ Sfice producs 50,000 aovooo )
I °
4 V.
Heyword ideas
O Keyword Competition Giobal Monthly Searches Local Monthiy Searches
- ofMoas degoi [] 3,350 000 2240 00
= | office produa [] 1. 230,000 01 000
| oo furmituns [ | 1,000,000 560, 000
o EELLES Y | 1,000,000 368,000
= | stationary || 000,000 280 .00
' OfMoe supply [ | 550,000 368 DO
= office products - 550,000 301.000
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Optimize
4 for ZMOT

L ENE e
e WP
3
3
91M 222
L BN
Mobile Int t
uselc')s :r:a tr?eeLrJrTg. . ”* ”*
...only21%

of our top advertisers have
a mobile-optimized website




Optimize IM

for ZMOT T

GO ( )gle ' where to stay in madrid Search |

About 66,600,000 results (0.24 seconds) Advanced search
8 Everything » Madrid Hotels - Guide to Hotels and Where to Stay in Madrid - New ...
Feb 23, 2011 ... Where to stay in Madrid, featuring hotel reviews and ratings from The New
=3 Images York Times. Y N ?
i Videos travel.nytimes.com » europe » spain » madrid - Similar
= News Madrid hotels. Find & compare 465 hotels in Madrid with Hotels.com
. Looking for Madrid hotels? Compare from 465 cheap hotels in Madrid & last minute deals.
Shopping Read Madrid hotel reviews with descriptions and photos.
‘ Booka www_hotels.com/ded57987/hotels-madrid-spain/ - Cached - Similar

Where to stay in Madrid - a travel guide to Madrid's neighbourhoods

Dec 2, 2009 ... Choose where to stay in Madrid with this neighbourhood guide ...
www_hotels.com/.. /where-to stay-in-madrid-a-travel-guide-to-madrid-s-neighbourhoods/ -
Mountain View, CA - Brian Walker shared this ) . .

Change location

¥ More

; . .. °

CNTraveller.com's guide to where to stay in Madrid, Page 1 of O ... .

Any time Read Condé Nast Traveller's guide to the best places to see in Madrid. °
Latest www.cntraveller.com/guides/europe/.../madrid - United Kingdom - Cached - Similar Y

Where to stay in Madrid - a travel guide to Madrid's neighbourhoods
Dec 2, 2009 ... Choose where to stay in Madrid with this neighbourhood guide ...
www._ hotels. coml...Iwhere-to—stay-ln-madrid-a-travel—gunde—to—madrld-s—nelghbourhoods/ -

] Brian Walker shared this
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WE'RE NOT FOR'
EVERYONE

ARE YOU MIRACLE WHIP?

. 7?5l YOU'RE HERE.

i NOW WHAT?

o ARE YOU
MIRACLE

® WHIP?

8 HERENST

WHY DO YOU HAVE A SWELT SPOT FOR

Don't Be So Mayo

Colbert can't handle Miracle Whip's
great taste. Which side are you on?

SearchAd
thinkfinance
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Don’t Forget ZM
Video T

You T“ha [ commercial jet engines | Search } Bro

Search resulis for commercial jet engines

[ About 837 results ]

) v

Filter — ©
[ ]

\4

About 837 results

| commercial jet engines Search

The next-generation GEnx uses composite fan blades and a breakthrough composite fan case that
increases peak efficiency and lowers operating costs

by GEreports 2 years ago 6,959 views

How a jet engine works
This is an animation of a duel spool, high bypass turbofan commercial jet engine

by sfopete1113 2 years ago 476,726 views

Setting the Record for Jet Engine Performance: the GESO Engine

The GESO-115B is recognized by the Guinness Worki Book of Records as the most powerful
commercial jet engine in the world, with an amazing 123000 ...
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