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• Marketing and Digital strategy 
Overview

• Core Purposes

• The External Environment
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• Resources and Competencies

• The Marketing and Digital 
Strategy

• Levels of Customer Engagement



Strategic  Issues in Digital Marketing- How it 
fits together



The Strategy Triangle- Core Purpose



Core Purpose

Our ultimate purpose is to inspire 
and develop children to think 
creatively, reason systematically 
and release their potential to 
shape their own future -
experiencing the endless human 
possibility



Core Purpose

Our mission: to inspire and 
nurture the human spirit – one 
person, one cup and one 
neighborhood at a time



Core Purpose

Inspire the World, Create the 
Future.



Core Purpose

Our vision is to be earth's most 
customer-centric company; to 
build a place where people can 
come to find and discover 
anything they might want to buy 
online.



The Strategy Triangle- The External Environment



The External Environment

• Fragmentation of media

• Emergence of virtual communities 
and networks

• Transparency of data and information

• Redress of power imbalance

• Ubiquitous technologies



The Strategy Triangle- Understanding 
Customers



The External Environment and Customer 
Behaviours
Fragmentation of media Emergence of virtual communities and 

networks



The External Environment and Customer 
Behaviours
Transparency of data and information Redress of power imbalance



The External Environment and Customer 
Behaviours

Ubiquitous technologies



Understanding Customers





Understanding Customers

Typologies of Users (e.g. SNS)

(Brandtzaeg, 2011)

• Sporadics

• Lurkers

• Socialisers

• Debators

• Actives



SporadicsSporadicsSporadicsSporadics

• Visit the community only from 
time to time, but not on a 
frequent basis. These users have 
a low level of participation



LurkersLurkersLurkersLurkers

• Low in participation and 
participate in activities that are 
more related to recreation. 
Involved in several activities, but 
only passively or to a small 
degree. 



SocialisersSocialisersSocialisersSocialisers

• Characterised by recreational in 
terms of ‘small talk’ with others, 
but the users’ participation level 
is high. They score high on 
‘writing messages’, ‘posting 
photos’ ‘contacting others’, and 
‘looking for a new friend’



DebatorsDebatorsDebatorsDebators

• Highly involved in discussions, 
reading, and writing 
contributions in general 



ActivistsActivistsActivistsActivists

• Engaged in almost all kinds of 
participation activities within the 
community, which includes 
being a member and publishing 
and sharing relevant content and 
picture





The Strategy Triangle- Resources and Capabilities



McKinsy’s Seven Ss



Skills, Staff and Style

Brook Lowry

• Influencing skills and 
stakeholder engagement

• Marketing strategy

• Project/product management

• Customer-centered design/UX 
design

• Digital marketing/knowledge of 
technologies

• You’re always thinking about the 
future

• You’re passionate about growth, 
innovation and development

• You think things can be done 
better

• You want to design better 
processes for people

• You like efficiency and 
productivity



Resources and Capabilities





The Marketing Strategy Process



Digital Strategy and Organisational Strategy



Digital Strategy



Level of Digital Customer Engagement

What do we mean by 
engagement?

• Learning

• Sharing 

• Advocating 

• Socialising

• Co-Producing



Learning



Sharing 



Advocating 



Socialising



Co-producing



Bringing it Together (Brandtzaeg, 2011)



Digital Considerations 

Objectives

Communal and social engagement 

versus

Instrumental (information sharing)



Digital Considerations 

The nature of the ‘scapes’

Rich, vivid sensory platforms

versus

Text heavy information bases 
platforms



Digital Considerations 

Extent of Overt 
Commerciality

Facebook  

versus

Online brand communities 

versus

e-commerce sites



Digital Considerations 

Extent of C2C Engagement

Low C2C Engagement

Versus

High C2C Engagement





And Finally.......

Any 
Questions?


