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Introduction

Sitecore E-Commerce Services is a fully functional webshop product that allows you to
rapidly develop and deploy an end-to-end e-commerce solution.

This manual describes how marketers and webshop managers can utilize the Sitecore
Digital Marketing System (DMS) in combination with E-Commerce Services to analyze
the shopping behavior of customers and to assess the overall effectiveness of your e-
commerce website with the aim of increasing ROI (return on investment).

The topics covered include analyzing webshop traffic and visitor behavior using DMS
reports, visitor profiling, setting goals, managing campaigns and creating visitor
personalization.

In this manual, we use a very basic sample webshop that sells photographic equipment
to illustrate the functionality in Sitecore E-Commerce Services and Sitecore DMS. This
sample site consists of just a few simple pages.

This manual contains the following chapters:

e Chapter 1 — Introduction
This is a brief description of the manual, its aims, and its intended audience. It also
includes a list of other useful DMS documents.

e Chapter 2 — Profiling Visitors and Customers
Learn how to plan and implement a profiling strategy using profile cards, pattern cards,
and personas.

e Chapter 3— Goals and Campaigns
Learn how to create goals and campaigns. Understand how you can use goals and
engagement value points to make your e-commerce marketing efforts more effective.

e Chapter 4 — Creating MV Tests
How to create and configure MV tests in the Page Editor.

e Chapter 5 — Creating Personalization
Learn how to create and configure personalization in the Page Editor using rules and
pattern cards.

e Chapter 6 — Analyzing Visitor Behavior
This chapter explains how to use Sitecore DMS reports and web forms reports with
Sitecore E-Commerce Services.
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1.1 Sitecore E-Commerce Services and the DMS

Combining Sitecore E-Commerce Services with the Sitecore Digital Marketing System enables you to
harness the power of a visitor experience database with web analytics on your e-commerce website.

The DMS helps you gain a better understanding of your site visitors and customers enabling you to
optimize your website to increase conversions and maximize ROI.

When you use Sitecore E-Commerce Services in combination with DMS, you can:
e Profile your site visitors.
e Record conversions and goals.
e Create and optimize campaigns.
e Create and configure MV tests.
e Create and configure end user personalization.
To demonstrate some of these features we will use the sample pages monthly offer page. This page

displays a selection of products at special discount prices. We will return to this example as we describe
how to configure different features of the DMS combined with e-commerce functionality.

Monthy Offer
The Hunchbag is on special offer this month!
To take advantage of this offer remember to create a new customer account. The shopping cart is
Click here empty.
Accessory of the Week *  Special Half Price Offer
This awarding winning top-of-the-range back = For a limited period we are offering this battery at half

pack has just been added to our range ata its normal retail price
special introductory price! —

UsD499 e | UsD19,99

Description Price

Ever-ready Camera Case CF-D200
Ever-ready Camera Case CF-D200
UsD559 m

Infrared Remote Control ML-3

Infrared Remote Control ML-3
L usD19,99 m

For more information on how to implement DMS functionality, see the Marketing Operations Cookbook.
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1.2 DMS Documentation

The Sitecore Developer Network (SDN) contains several useful documents that provide more information
on the Digital Marketing System. You should familiarize yourself with these documents as you use this
cookbook.

User Guides:
e Marketing Operations Cookbook — DMS end user guide for Marketers.
e Report Designer Cookbook — DMS reports and Engagement Analytics.
o Executive Dashboard Cookbook — Executive Insight Dashboard charts and tables.

e Engagement Automation Cookbook - Marketers guide to creating and configuring customer
engagement plans.

e Web Forms for Marketers v 2.3 User Guide

Advanced Guides:
¢ Engagement Analytics APl Reference Guide

e Engagement Analytics Configuration Reference

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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Profiling Visitors and Customers

On an e-commerce website, profiling site visitors enables you to target content at specific
customer groups based on their interests, browsing behavior, and purchase history. For
example, targeted content could highlight specific products or special offers.
This chapter contains the following sections:

e Planning an E-Commerce Profiling Strategy

e Profiles and Profile Keys

e Assigning Profile Values to Items

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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2.1 Planning an E-Commerce Profiling Strategy

Profiling is often one of the first tasks when configuring the DMS. However, before you start creating
profiles and personas for your e-commerce website it is important to invest an appropriate amount of time
planning your profiling strategy.

To utilize the full power of the DMS you should plan the implementation of your profiling strategy carefully.
Appropriate time and attention spent on this stage of your planning pays off later when your site is up and
running, making the implementation of personalization and engagement automation more straightforward.

Tips for creating profiles and personas:

e Analyze your business or website - Gather information about your customers/visitors before
creating profiles and personas.

e Understand your customers and know your target groups.

e Run DMS and view the Visit Detail (Session) report — classify visitors to identify potential target
groups.

e Turn key target groups into personas.

e Think about what customer information you could have on your site that could help you win
business. This might help to indicate what profiles and profile keys you should have. For
example, the sample pages display different types of cameras products that could appeal to
different types of photographers.

2.1.1 Personas

The SES sample web shop sells cameras and accessories to a wide range of potential customers from
beginners to professional photographers. The personas that you create should reflect this. You could
create profiles for these target groups but your personas should overlap and reflect a broad range of
visitor interests.

Example personas for the SES sample pages:
e Dave - Novice
e Sue - Amateur
e Fred - Semi Pro

e Linda - Professional

These personas could reflect the skill level of different photographers visiting the site. When you create
personas you should also think about creating the details of each persona. In DMS persona profile cards

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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contain fields specifically for this purpose, such as age, occupation, family, interests, and psychographics.

= &) profiles
+ D skill Level
= [ Persona
D Practical Minded
&) Enthusiast
D skiled Enthusiast
59 Expert
= (s Profile Cards
“b- Dave
i Sue
o.i‘. Fred
°‘i‘a Linda

2.1.2  Profiles and Profile Keys

When you have planned your profile strategy, use the Marketing Center to create profiles and profile
definition items.

As part of profiling, you should:
e Create profiles.
e Create profile keys.
e Assign values to profile cards.
e Assign profile cards to content items.
Each profile can have several profile keys. When you create a profile you can decide how you want to

calculate profile scores, for example by percentage or sum. When you create profile keys you can decide
which type of control to use to set profile values. For example, you can choose sliders, smileys, or stars.

In the Content Editor, use profile cards to assign pre-defined values to individual content items. You can
create profile cards in the Page Editor or the Content Editor.

The DMS Marketing Center has the following default profiles and profile keys:

Profiles Profile Keys

Focus Background

Practical

Process

Scope

Function Building Trust
Call to Action

Create Desire

Define Concept

Persona Cecile
Chris
lan

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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Profiles Profile Keys
Sandra
Score Lead

These are only example profiles and not suitable for every website. You can use these profiles to try out
profiling functionality but you should create a new set that are appropriate for your website as soon as

possible. In this cookbook we use several different set of profiles and profiles as examples depending on
the topic.

For more information about creating profiles and profile keys, see the Marketing Operations Cookbook.
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2.2 Assigning Profile Values to Items

The examples in this section illustrate some possible approaches to profiling using the default profiles and
profile keys in the DMS. You can assign profile values to content items manually or using profile cards.
Profile cards enable you to assign a set of pre-defined profile values to content items.

On an e-commerce website you can add profile key values to:
e Content Items
e Product Categories

e Products

You cannot assign DMS profile values to forms, only to the pages that forms appear on.

Assigning profile keys is always a subjective process and is different for every website. The first time you
set these values you may find it time consuming and repetitive. Profile cards help you to speed up the
process.

You can re-visit these values later and fine-tune them. However, once you start to see how you can use
profile data in the DMS to segment site visitors and to create real-time personalization, you will start to
understand the benefits of creating an effective profile strategy.

Manually Assigning Profile Values

The Customer Details page is the first page in the checkout process and contains the Create Account
form. It is on the completion of this form that the visitor becomes a customer.

This page contains forms that the user must fill in if they want to place an order. This requires action from
the visitor so you should give the Call to Action function a high profile key value to reflect this.

To assign profile values manually to a page:
1. Inthe Content Editor, navigate to the Customer Details page.

2. With the Customer Details page selected, click on the Profile Card icon to open the Profile Cards

dialog box.
BBl
r@ _|_
O] |
Edit the Profile Cards associated with this item.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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3. Inthe Profile Cards dialog box, click Edit to edit the Function profile card.

taton  Security

View My Toolbar

e

5, Profile Cards

The profile cards that are assigned to the currentitem,
Click Ecit to a55gn  profile card or change the profile cards that are assigned.

=-Commerce Examples
2 Home Function Edit
7 @ Checkout
4 Process Line Persona Eat
5) Shopping Cart Score Edit

8] customer Details
5] Payment
5] confirmatin
5] payment Retum Page
) Payment Error Page
) Payment Cancel Page
3 [3 Layout Section
7 [ MyPage
1 @ Digital SR

4. Use the drop-downs to select appropriate values. As this Profile Card is on the Customer Details
form, assign a high value to Call to Action.

- v [ @@ v Page~v Safety~ Toolsv @+ & 2/ Sitecore - Webpage Dilog =]
. B , \

o Home  Navigate  Review Pubiish  Versil Ql Select Profile Card
H ,iﬂ 7] % B 2] select the profile card whose values you want to assign to the current page.
S Profile Cards Profile Card Details Customize
v rbut: v Tl | 2] Sitecore - Weby
T — Name
S T | @ http://ecomm Customize
&[] sitecore 5 Profile Ca — Assign the appropriate values to the profile.
= & content The profile o =
Click Edit to
) Home are assigne
= & E-Commerce Examples
5 & Home Function Building Trust: 2 -
= @ Checkout Call to Action: ;] -
B oo ine =i — 6 -
(] Shopping Cart
Define Concept: o -
2] Payment
8 confirmation Focus Profile Card Values
[£) Payment Return Page Persona .
5] Payment Error Page N
[£) Payment Cancel Page Score -
Layout Section N
@ [ My Page B
@ Digital SLR
® =9 Monthly Offer Jefine Concspt L Call ta Actior
(2 webshop Functions
£ wiebshop Site Settings
B webshop Business Settings
@ Product Repositories
B Layout
%) Media Library Creste Desie
B system
] Templates

You can see a visual overview of the Profile Card Values for this content item as a Radar
diagram.

5. Click OK to close the Select Profile Card dialog box and to save your changes.

Profile Cards

In DMS, you can use profile cards to create pre-defined profile values. Profile cards enable you to assign
profile values easily to content items. For example, on a site that contains a large number of content
items this helps to speed up the profiling process.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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An example of a profile card called Decision Maker (from the Marketing Operations cookbook):

[
2

Search
= 1,2) Marketing Center
P Goals
89 Campaigns
& Engagement Plans
18 Personalization
= ) profiles
B @ Focus
1) Background
1€ Practical
1) Process
£ Scope Background: |7 M
& (3 profile Cards

This media item has no details

Profile Card Value [<arec]:

‘ Practical 3 ~|
[« Decision Maker _— .
i Pattern Cards Process: e -]
@ Function Scope: [2 - Seope Peactical
& persona -
& score =

8 Testiab
# %7 Analytics Fiters

To add a profile card to a content item:
1. Select a content item. For example, Monthly Offer.
2. Click Edit the Profile Cards associated with this item.

e
Bl

[ Edit the Profile Cards associated with this item.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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3. Inthe Select Profile Cards dialog box, select a profile card, such as Office Manager and click

a Sitecore -- Webpage Dialog @
’@ Select Profile Cards
2| select the profile cards whose values you want to assign to the current page.
Profile Cards Profile Card Details Profile Card Values Customize
Name 0% -
Backg
Decision Maker Decision
Maker
Office Manager
40% - 3
20
Office .
Manager >
[iX: cal
Add >»
<< Remove Pratess
Ok Cancel

4. Click OK to save your changes.

In this example, the Office Manager Profile Card contains pre-set profile values classifying this page as
appealing office managers. You could classify visitors that score highly on this profile card as belonging to

the marketing segment that corresponds with office managers. The next step could then be to create
personalized content for this marketing segment.

By adding profile values to products, you can find out more about the interests and preferences of site
visitors, making it easier to segment visitors, and to know which products to keep in stock. Profiling also
makes it possible to implement personalization using rules or pattern cards.

For more information on how to create and assign profile cards, see the Marketing Operations Cookbook.

Pattern Cards

A pattern card is a predefined set of profile values that reflect the behavior and interests of a specific type
of visitor in terms of a particular profile key. Sitecore maps visitors to the pattern card that matches their

behavior the closest. You can then use pattern cards to define personalization rules and to implement
engagement automation plans.

Profile cards and pattern cards both use radar diagrams to represent visitor profile values.
Creating a pattern card:
1. Inthe Marketing Center, expand the Profiles node.

2. Choose a Profile category, for example Skill Level. Expand the profile node and select Pattern
Cards.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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3. On the ribbon, Insert group, click Pattern Card to create a new pattern card item.

T =g o Rename
pasie L3 Copy || I Display Name || % Down 8 Last
Clipboard Rename orting

;_ Pattern Card
1] tnsert from Template

veTo Delete -

[search @~ ||| DFoider @ content
', Marketing Center Options
¥ Goals .
[ campaigns
f Engagement Plans Pattern Card 2] Sitecore -- Webpage Dialog
ﬂ Personalization
Ttems in the Folde| Enter the name of the new item:
= &) Profies
" "
=8 skil Level ] Hapey Snapa)
) Beginner L)
$= o ] (Lo
&) Semi Pro
&) Professional

{3 Profile Cards
Pattern Cards

&] Happy Snapper
thusiast
lled Part Timer

& Persona
i stage in Buying Cyde
3 TestLab

Name the pattern card, Happy Shapper, and add a description and an image.

4. Inthe Pattern field, set profile values using the drop-downs that reflect the characteristics you
want to define in this pattern card. This example is very much a beginner photographer.

When a visitor makes a visit that matches the Happy Snapper pattern card, they see specific
personalized content such as ‘point and shoot’ cameras.

= %) Marketing Center
¥ coals
[ Campaigns

Engagement Plans

Name [shared]z

Happy Snapper

B f::: f.:::;.: SuggestFix * EditHiml
= B profles A family oriented person who wants to take photographs of family and friends quickly an
2 @ silLevel easily without needing a knowledge of photogaphic techniques.
1€ Beginner
B amateur This person wants an automatic, simple to use, point and shoot camera.
) SemiPro
&) professional
= { Profile Cards
¢ Amateur
&1 Beginner
I¥] Pro Take Screenshot - Browse * Open Media Library - EditImage * Clear - Refresh
EEl Semi pro Image [shared]:
= ) pattern Cards
|2 Happy Snapper

= Enthusiast

kiled Part Timer
2 ExpertPra

) Persona

&) Stage in Buying Cyde

& TestLab

¥ analytics Fiters This media item has no detais.

Pattern [shared):

Beginner: s - 8

Amateur: |2 - :
Semi Pro: o - o
Professional: 0 ~| otessiona oo Amateus

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.

Page 14 of 75



Sitecore E-Commerce Services 1.2.0 or later @ SI teco re

You can create as many pattern cards as you like. They do not need to match your profile cards
but they can represent different segments of the market that you want to target.

For more information on personalization, see the section the Marketing Operations Cookbook.
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Goals and Campaigns

Goals help you to measure the effectiveness of your campaigns and the overall success
of your website. Create campaigns to promote products and to encourage site visitors to
show commitment.
You can assign a goal to any event, such as signing up for a newsletter, adding a product
to the shopping cart, or confirming an order. Choose goals carefully so they measure the
important stages of commitment that lead to a customer purchase.
This chapter contains the following sections:

e Goals, Events and Conversions

e Creating and Managing Campaigns

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2013 Sitecore. All rights reserved.
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3.1 Goals, Events and Conversions

A goal is a specific activity (page event) on a website that displays commitment on the part of a visitor to
a course of action that is part of a marketing process. For example, filling in and submitting a webform
indicates a commitment on the part of the visitor to engage in a conversation with your organization.

In DMS, engagement value points are a numeric value that you assign to the goals or page events that
are associated with your marketing activities on your website, and that demand commitment from your
visitors.

Every time a visitor lands on a page that has a goal or page event associated with it, they accumulate
engagement value points which contribute to their overall score. After they have left the website, this
score becomes the engagement value for that visit.

On an e-commerce website this information can help you to track which events lead to the most visitor
conversions. This helps you to optimize your website, increase customer purchases, and improve ROI.

In Sitecore E-Commerce Services, you can view the Page — Goals and Events report for each content
item. This report gives you a breakdown of all the goals and events achieved. It also shows visits, value
and value per visit.

The following example from the sample pages shows goals and events achieved on a single product - the
D3 camera:

18] Order Detai Mail Gcmm\{ kel Reports
@ ) Authentication B o femReports

® Q) password
R i Local Searches Leading to #
[8) Create Account

5] Search Resut = Local searches on thisPage. 5 print I save M4 Peoe s1 b bl Q100% |2 WholeReport g MaReport
(&) Webshop Site Settings 4 page - Gosls andvents

= B Webshop Business Setiings 4 Top External Keywords Lea
= (@ Product Repositories
S (@ Master
% @ sccessones Page - Goals and Events
= @ Cameras
Report description
{iis cooLPrx Ps0
& cooLerx pao Page URL: /
i cootenx s200
i cooLerx ss20 Visits Value Value per Visit
& cooex s7o 4 186 46,00
@200
@oz00
[Bow
[@os0
® (0 Lenses

# Bl srands

November 08 - November 15, 2011 Fifter Desian

4 Top Traffic Sources Coming
Date Range: nov. 08, 2011 - nov. 15, 2011

ort Generated: nov. 15, 2011

jen/Digital SLRID3.a5pK

Bounce Rate New vs. Returning Avg. Time on Page searches from Page
0,00% 100.00% /7 0.00% 2hr. 21 min. 1 sec.
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An example of the Page - Goals and Events report from Sitecore.net:

Date Range: feb. 01, 2010 - maj. 13, 2011
Report Generated: maj. 13, 2011

Page - Goals and Events

Page URL: j~xaml/sitecore shell applications.analytics trackingfield profiles

Visits Value Value per Visit
24566 13000 0,00
Bounce Rate New vs. Returning Avg. Time on Page Searches from Page

3.83% 83.72% 7 16.28% 94 sec. 24

The following table lists the important activity of visitors who viewed this page. You may be able to accelerate the conversion of a
goal by placing that conversion opportunity or a link to that conversion opportunity on this page. Keep in mind, that often visitors
will not convert until they have developed trust in your website—but they will want the option to convert when they are ready.

Goal % Total Value Value Visits Value per Visit
1. Instant Demo 50.25% 2500 18 138,89
2. Register 2211% 1100 18 61.11
3 Pricing Quote Request 19.60% 975 7 139,29
4 Newsletter Signup 6.,63% 325 4 81,25
5 Login 1.51% 75 4 18.75

In the Executive Insight Dashboard, you can view the goals achieved as a result of visiting a campaign or
that originate from a specific traffic type. The dashboard displays value, visits and value per visit

generated on the site as a result of achieving specific goals.

This dashboard shows the engagement value of goal conversions that originated from the sample pages

Search Engine - Organic traffic type:

Search Engine - Organic - Goal Conversions

Order by Value

o
E
2

200 400 500 00 700 801

Agcount Created

Checkaut Completed

tem Added to Shopping Cart

Ivkarthly Dffer \isited

Phato Ghoice DFfer \isited
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When you achieve a goal it also appears in the session trail alongside other events recorded in the Visits
Detail (Session) report.

00:00:22 Jen aspx

00:00:26 fen/Products/Monthly Offer.asps
User added 1 'Ever-ready Camera Case CF-D200" at 559 to the shopping cart.
Triggered campaign da6095f5-34de-44f5-bae7-37a43f3ada6f

000031 jlavouts/ecommerce/Aiax.aspx/loadsublavout

D0:00:33 fen/Company/CreateNewfccount.aspx
User registered an User Account [Goal]
(Create New Account) Name:: Gerald

[Create New Account] Name:: Geraldine
(Create New Account) Address:: Gosgatan
(Create New Account) Zip Code:: 3456

You create goals in the Marketing Center and then assign them to content items.

3.1.1 Goals

On an e-commerce website, you can assign goals to:
e Content Items
e Product categories
e Products

e Webforms

To illustrate how to assign goals we will use the, Monthly Offer section.

In the Marketing Center, create a goal called Monthly Offer Visited. To make this goal appear in your
Sitecore reports, select the IsGoal check-box.

Creating a Goal
The Monthly Offer Visited goal has not been created yet.
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To create the Monthly Offer Visited goal:
1. Inthe Sitecore desktop, click Sitecore, Marketing Center.

Configure  Presentation  Security  View

My Toobar
. de G [T Rename = Firs
Paste L) Copy || I Display Name
Clipboard Rename Sorting

ard Q] ‘,LjFoIdErX‘Conbent
= %) Marketing Center Options
= B Goals

@ Brochures Request -i%

a Instant Dema Goal
W, Leave a message

Items in the Folder

5 Login
[ Newsletter Signup @) Brochures Request g Instant Demo % Leave a message
49 Register
&) Tell a Friend 7. i i
a Account Created 6"4‘? Login @ Newsletter Signup @ Register
x Account Creation Failed
') Forgot Passward Tell a Friend a Account Created x Account Creation Failed
% Product Reviewed i .
& Checkaut Completed \‘5_) Forgot Password % Product Reviewed ’g Checkout Completed
i@ campaigns
i personalization
&) Profies
8, TestLzb

¥ Analytics Filters

2. Inthe Marketing Center content tree, click Goals.

3. Inthe Home tab, Insert group, click Goal.

4. Inthe Goal dialog box, name the new goal Monthly Offer Visited.

5. Ensure that the IsGoal check box is selected.
Before a new goal is available to use in Sitecore, you first need to deploy it in the workflow.
To deploy a goal in the workflow:

1. Click the Sitecore button and then click the Workbox.

2. In the Workbox, you can see the new goal that you created.

i Analytics Workflow

,._J Draft - (1 item)

B _iﬁ Monthly Offer Visited - (English, version 1)

sst chanoe: admin changed from ? to Draft on Thursday, Movember 03, 2011, More

[Bpreview [Elopen ¥Y0iff &) Deploy

| @ Deploy (selected) @ Deploy (all)

3. Click Deploy and enter a message such as, ‘goal deployed’ in the dialog box provided.

4. Finally publish the goal to make it available on your website.

Assigning a Goal to a Content Item

The Monthly Offer page contains products that you want to promote. To trigger the Monthly Offer Visited
goal on this item, you must first assign this goal to the Monthly Offer item.
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step closer to buying a product.

@ sitecore

This means that each visitor viewing the Monthly Offer page will achieve a conversion, taking them one

Monthly Offer is also an online campaign, so visiting this page will trigger a campaign event. Capturing
this information helps you to measure the success of your campaigns and the overall success of your

website.

To assign the Monthly Offer Visited goal to the Monthly Offer page:

1. Inthe Content Editor, select the Monthly Offer product category.

2. Inthe Analyze tab, Attributes group, click Goals.

Home Navigate  Review [LRes

(o)
% P%s G_!fls At::rﬁbes ’E RE

&[] sitecore
= & content
) Home
= E-Commerce Examples
= ) Home
& Checkout
[ Layout Section
My Page
i Digital SLR

iiz

Sitecore - Mozilla Firefox @

| LI  http://cmsb4rev110720ec/sitecore/shell/~/xaml/Sitecore.Shell.s 77 |

iﬁ Goals

Select the goal that s achieved when a visiter accesses this page.
When a visitor completes a goal, this action is called & conversion.
[Clerochures Request

[Tl eheckout Completed

[T tnstant Deme

[CLeave a message

[FLogin

[ Monthly Offer Visited

[CINewsletter Signup

Monthly Offer [CIProduct Reviened
[Z1) wiebshop Functions [FRegister
53 Webshop Site Settings Elvel = Friend
a Webshop Business Settings
(9 Product Repositories
Bt 0
(&) Media Library Title
20 system R1
E] Templates 58-400
sae0
SB-800
5005 hikon P50
5006 hikon P80
5001 Nikon 5200
crne I ceon

3. Inthe Goals dialog box, select the Monthly Offer Visited goal and click OK.

4. In the ribbon, click Save.

Assigning a Goal to a Web Form

To associate an existing goal with a form on the webshop:

1. Inthe Content Editor, content tree navigate to the Web Forms for Marketers node:

/sitecore/system/Modules/Web Forms for
Marketers/Website/Ecommerce/Examples

2. Select the Create Account form. The Forms tab appears in the ribbon.
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3. Inthe Forms tab, Analytics group, click Properties.

€  Sitecore -- Webpage Dialog @
Analytics -
Choase which Analytics options you want to use with this form. ‘ &

Enable Marketing Analytics

Goal
Select an existing goal:
Account Created A
= }" Select existing goal
S Brochures Request
Dropout Tracking 2 mstant Demo

% Leave a message

Enable Form Droj @
%5 Login

B Monthly Offer

() Newsletter Signup

& Register

8] Tel 2 Friend

& Account Created

38 Account Creation Failed
' Forgot Password

R Product Reviewed

.Q Chedkout Completed

4. Inthe Analytics dialog box, in the Goal section, click the drop-down list and select an existing
goal, for example, Account Created.

5. Click Next in the Analytics wizard to review your changes and then click Finish.

For more information about creating and assigning goals, see the Marketing Operations Cookbook.
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3.2 Creating and Managing Campaigns

Create campaigns to encourage visitors to come to your website and perform desired actions. On an e-
commerce website, you want visitors to become customers and to buy products.

In DMS it is quick and easy to create campaigns, and to use Engagement Analytics reports and
dashboards to measure their effectiveness. You can fine tune and improve your campaigns over time.

In this cookbook we will focus on two types of campaigns:

e Online campaigns — for example, a Google AdWords campaign that links to a specific page or
section on a website.

o Offline campaigns — for example, a magazine promotion with an offline landing page that can
only be reached using an alias.

In the Marketing Center, if you create an online or offline campaign, when you trigger the campaign it
appears in the Visit Detail (Session) report.

You can view all campaign reports in the Executive Insight Dashboard. The dashboard gives you a quick
overview of all your campaigns and marketing channels. You can also drill down into individual
campaigns to get more detailed analytics data. For more information, see the Executive Dashboard
Cookbook.

An example campaign dashboard for Sitecore.net:

You can also create e-mail campaigns using the Sitecore E-mail Campaign Manager. For more
information about creating e-mail campaigns, see the ECM Marketer’s Guide.

3.2.1  Online E-Commerce Campaigns

To illustrate how to create and evaluate an e-commerce campaign, we will again use the, Monthly Offer
section. This section contains products that are on offer at special discount prices.

To promote your campaign, you can use tools such as Google AdWords to ensure that potential
customers reach your site from a Google search page. We will assume that most visitors first use a
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search engine such as Google to find the photographic equipment they want to buy and then click the link
that appears in their search results.

To configure and test an online campaign, you need to complete the following checklist of tasks:

Create a campaign category.

Create a campaign.

Associate the campaign with a web page or content item.
Visit the campaign page on your webshop.

View the Engagement Analytics Visit Detail (Session) report — to see which visitors trigger the
campaign.

View the campaign charts in the Executive Insight Dashboard — to see how well the campaign
performs alongside your other campaigns.

Creating an Online Campaign Item

To create an online campaign:

1. Click the Sitecore start menu and then click Marketing Center.

2.

In the Marketing Center, select the Campaigns node.

o Navigate Review
eveloper

D Insert from Template

= %) Marketing Center
E Gozls
+ jg8 Personalization
# 6 Profiles
H & Testlab
# Sy Analytics Filters

In the Insert group, click Campaign Category.
Name your campaign category Google AdWords Campaigns.

Select the Google AdWords Campaigns item and in the Insert group, click Campaign to create a
new campaign item.
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6. Name the campaign item Monthly Offer Online Campaign.

K ubish  Versions  Configure enfaion  Seawrity  View My Toobar
I I Q () tnsert from Template (1of [D (# Copy To x [T Rename Aup R Fist
save || Edit~ < || Duplicate (c2MoveTo pelete | N Display Mame || % Down ¥ Last
Search Q ‘ Content
S o R : "]
%) Marketing Center % Monthly Offer Online Campaign B —
¥ Goals i
& 5 Campaigns
ick Inf
B [2] Google Adwords Campaigns 9ch e
2 Monthly Offer Cnline Campaign Elpata =]
& Engagement Plans Title [shared]:
{5 personalizaton Monthly Offer Online Campaign
D Profiles
B TestLan Type [shared]:
=¥ Analytics Filters
Organic [shared):
Traffic Type [shared):
Edit
Enroll in Engagement Plan [<hared):
[£] puration )
[£] cost
[£] options
&

7. Complete the rest of the campaign fields or leave them blank. You can add this information later:

Field Details

Title Name of campaign

Type Type of campaign - Online, Offline, Email

Organic Change the traffic type if the campaign is triggered at any time

during the visit. Or you can leave this unchanged.

Traffic Type What type of marketing channel is this campaign? For
example, email, paid, referred or something else?

Enroll in Engagement Plan Select an existing engagement plan to use with this
campaign. For example, you might want to trigger an email
campaign when a visitor comes to this campaign.

For more information on completing campaign fields, see the Marketing Operations Cookbook.
8. In the ribbon, click Save.

Deploy the campaign in the Sitecore workflow and publish it, so that is becomes available in the
Marketing Center.

To associate a campaign landing page item with an online campaign:
1. Inthe sample page, select the Monthly Offer page.
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2. Onthe ribbon, Analyze tab, Attributes group, in the Campaigns tab select the check box next to
Monthly Offer Online Campaign.

= o
B E 9 e
Save || Goals | Attributes || Details || Reports
a Sitecore -- Webpage Dialog @
| ¢ ) Attributes -
i ) Select the analytics atiributes that are assodated with this page. —
= IJ sitecore Analytics attributes help build a more comprehensive picture of the
= 5 Content visitor’s behavior as they navigate through your Web site,
o
=) Home Campaigns | Evenis | Failure Actions | Settings
= ‘¢l E-Commerce Examples
= & Home ; Select the associated campaigns.
# i checkout —
el JJ Personalization [ i ]

= J,J Landing Pages Photography Choice Event
® = Photography Choice Offer

L) My Test

+ @ Layout Section

= [ My Page

4 (gl Digital SLR

Cl = e
# [ Monthly Offer
T TTEBEReE FUttons

# 53 webshop Site Settings
+ ﬂ Webshop Business Settings
+ f) Product Repositories

& %Lavnut
& (&) Media Library
= &9 System
b lJ Aliases
2 i

3. On the ribbon click Save.

After you have configured and deployed your online campaign, visitors coming to the Monthly Offer page
from a Google search will trigger the campaign in Engagement Analytics. You can then view the
campaign charts in the Executive Insight Dashboard to analyze the performance of this campaign in more
detail.

For more information on how to create campaigns, see the Marketing Operations Cookbook.
Note

You can use search forms to find the products you want to associate with a campaign or you can copy
each product manually so they appear under the appropriate product category.

3.2.2 Offline E-Commerce Campaigns

This section explains how to create an offline campaign for E-Commerce example pages. We will create
an example offline landing page to use with the sample pages.

The campaign offers readers of Photography Choice (a fictitious photography magazine) an exclusive
discount on selected high-end photography products. A special alias has been published in the latest
edition of the magazine that gives readers exclusive access to an offline landing page. The aim of this
campaign is to attract more professional and semi-professional photographers to the site and encourage
them to buy products.

To create an offline campaign, you need to complete the following tasks:
¢ Inthe content tree, create a stand-alone campaign landing page.
e Create an alias for the page.

e Create a campaign item.
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e Associate the landing page with the campaign.
e Test the landing page.
e View the Visit Detail (Session) report to see when visitors come to the campaign.

e View the campaign chart in the Executive Insight Dashboard to measure the effectiveness of the
campaign.

Creating a Landing Page for an Offline Campaign

1. Inthe Content Editor content tree, create a folder called Landing Pages to keep your landing
page and any other related items.

2. Create a new item based on the Product Search Group template. Name the item Photography
Choice Offer.

= |&] sitecore
=l aComam
) Home
= @d E-Commerce Examples
= #) Home
B @ Checkout
= ) Landing Pages
= [ Photography Choice Offer
= [@ Layout Section
[E4 Rich Text
& Two Column
& [@ Layout Section
E [ My Page
= Gl Digital SLR
® = Monthly Offer
& [ webshop Functions
=l 553 Webshap Site Settings
# @ webshop Business Settings
# (3 Product Repositories

3. Add a Layout section and add the following layouts:
o Rich Text
o Two Column
4. Add the following text to the Text field of the Rich Text layout:
Exclusive offer to readers of Photography Choice Magazine.
If you register now, get a 30% discount on either of the products below.
Click here to register.
5. Inthe Two Column layout item, select the following products:
o D200
o 14mm f/2.8D ED AF NIKKOR
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6. You must create an alias for your item so it is only available to readers of Photography Choice.
Select the Photography Choice Offer item and then click the Presentation tab and click Aliases.

O Home  Navigate Analyze  Publish
Sample Layout 1 Y
ple L S| Ed) N
~|| Desin Detais Reset
Presets (B

= [J] sitecore )
2 & content 2 Sitecore — Webpage Diclog

@) Home Aliases
Add or remove URL alisses for the current item.
= & E-Commerce Examples

= ) Home .
& Chedaut phato-choice] Add
& ) Landing Pages Remove
= Photography Choice Offer
& [ Layout Section
Rich Text
& Two Column
[ Layout Section
My Page
il Digital SLR
Monthly Offer
[ wiebshep Functions
53 Webshop Site Settings
B webshop Business Settings
(% Product Repositories

Configure [T hei | Security  View My Toobar

]
Write

Efresh

B
5] Media Library

[E] Templates

&9 system ‘ ‘ This media item has no details.

7. Inthe Aliases dialog box, add a new alias called photo-choice.
8. In the ribbon, click Save.

The offline campaign landing page should look something like this:

Photography Choice Offer

Exclusive offer to readers of Photography Choice Magazine.

The shopping cartis
empty.

If you register now, get a 30% discount on either of the products below.

Click here to register.
D200 14-24mm f/2.8G ED AF-S
The true workhorse! NIKKOR

14-24mm /2.8G ED AF-S NIKKOR

i om

UsD2.150 B - i

Creating an Offline Campaign Item

To create an offline campaign:
1. Click the Sitecore start menu and then click Marketing Center.
2. Inthe Marketing Center, select the Campaigns node.

3. Inthe Insert group, click Campaign.
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4. Name your campaign item Photography Choice Offer. Enter appropriate information in all the
relevant fields.

5. Create a campaign event item called Photography Choice Event.

ED (% Copy To x Lﬁ 4p Cut Rename. A Rers
Dupicate (22 MoveTo pejete || paste L Copy Display Name || % Donn ¥ Last
Operations Clipboard ename Sorting

[search @, ||| W content
= 1 Marketng Center /53 Photography Choice Event
¥ Goals Q
= 5 Campaigns © Quick Tnfo
& (2] Google Adwiords Campaign
B Monthly Offer Online Campaign Soata
= (2] Photography Choice Offer Title [shared]:
& Photography Choice Event Photography Choice Event
& Engagement Plans
& Personalization Type [shared]:
= &) Profiles Offline Campaign
D skill Level
& persona Organic [shared]:
£ stage in Buying Cyde Change traffic type if this campaign is triggered on the landing page
&) Function
B Testia Traffic Type [shared):
7 Analytcs Fiters Search Engine - Organic

Edit
Enroll in Engagement Plan [<h=r=d]:

E] puration

Now - Clear
StartDate [shared]:
11/11/2011 ¥ 4:02PM >

6. On the ribbon, click Save.
Remember to publish the new campaign item.
To associate the campaign with the Photo Choice landing page:
1. Select the Photography Choice Offer landing page you created.
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Photography Choice Event.

@ sitecore

2. Onthe ribbon, Analyze tab, Attributes group, in the Campaigns tab select the check box next to

-S% G_ti:ﬁs At:r‘llf:l)tes \.D\e};ﬁ Rtﬁs
| [ i J L j

= D sitecore
= a Content
i) Home
=] .J E-Commerce Examples
= € Home
@l Checkout
'-LJ Personalization
= '-LJ Landing Pages
2 M Test
Layout Section
[y Page
[y Digital SLR
gl Test
[ Monthly Offer
@ Webshop Functions
43 Webshop Site Settings
awebshop Business Settings
% Product Repositories
% Layout
(=] Media Library
= &9 system

a Sitecore -- Webpage Dialog

¢ 7 Attributes

(=l

.
> j Select the analytics attributes that are assodated with this page. Analytics

attributes help build a more comprehensive picture of the visitor's behavior

as they navigate through your Web site.

Campaigns | Events | Failure Actions

; Select the associated campaigns.

] Manthly Offer Online Campaign

Photography Choice Event

| Settings

|| Image

3. Click Save.

Your offline campaign is active and now every time a visitor comes to the Photography Choice Offer
landing page they will trigger this campaign. In the Visit Detail (Session) report you can see an entry in
the session trail for every visit to a campaign.

3.2.3

Campaign Reports

View Engagement Analytics reports and the Executive Insight Dashboard to evaluate the success of your

campaigns.

The Visit Detail (Session) Report

In Engagement Analytics, click Recent Activity, Latest Visits to view the most recent visitor sessions on
your web shop. If any visitors have triggered a campaign, it appears on the Visit Detail (Session) report.
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The following session report shows the campaign events that you trigger when a visitor comes to the
Monthly Offer and the Photo-Choice campaign pages.
Session started nov. 23, 2011 at 13:33
#  Duration Page
1. 5 sec.194 millisec. Jdefault_aspx
2. 12 sec.644 millisec.  /en/Monthly Offer.aspx

Triaaen I 7 QT4 410 7
Inggered campaign {4/ Cotb/-Y740-4101-07

3. 1 min. 19 sec 262 /photo-choice
millisec.

P crmmaine A TR TANER 1497 A5 B_BRAT7-NEG10ENQES A1
Tnggered campaign {17B70D68-0433-45CE-BB07-0E919E09E2A 1}

If you associate a campaign with a goal, it is also possible to see in the Visit Detail (Session) report, when
a visitor converts a goal.

Campaign Dashboard Charts

The Executive Insight Dashboard enables you to get an overview of all your marketing campaigns.
Campaign dashboards and charts not only provide information about which campaigns generate the most
visitors but also which campaigns generate the highest value and most relevant visitors to your website.

By calculating the total value accumulated during a visit (engagement value) it is possible to see which
visitors have shown the highest levels of commitment on your website.

This is an example campaign dashboard from Sitecore.net:

All campaigns - Campaigns

Order by WValue -

Visits . Value per Visits
2k 2.5k 3k 3.5k

=l
w
=}
=1
-
Ea
-
w
Ea

Value

Gartner MQ 2010 LP | &
Offer Gartner MQ
...t Campaign- Homepage '_
«..Mag - 300%250 static
...oduct Campaign- Demo E
wa@nt CMS Wire 160x160
wMS Wire -LP- 160x600
«.Cust Exp report link
... Test3 Old Prospects
...~ TachList Subject 1
...test 2 - CMS-centric
.nt Demo Ad With C2ps |

Visits

.wing event- nen booth

+.1 - Sitecore-centric
.0 UK Nurture Ongeing | =

] 2k 4k Ek gk 10k iz k 14 k 16 k 18k

Value

CMOs can use this information to identify underperforming or failing campaigns and to inform their
decisions on how to allocate valuable marketing funds and resources.
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Campaign marketers responsible for specific campaigns can use the dashboard to drill-down into charts
to examine the performance of individual campaigns so they can, if necessary adjust their campaign
strategies.

It is also easy to use the Content Editor to create landing pages and as you will see in the next chapter,
you can also create MV tests to experiment with different controls or layouts that could help you to
optimize your campaign landing pages.

For more information on campaign charts, see The Executive Dashboard Cookbook.
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Creating MV Tests

Multivariate testing is a powerful way to find the most effective controls to use on your
campaign landing pages or other pages on your website. For example, a web control
could be a campaign slogan and banner, a button to purchase an item or a simple web
form. MV Tests can help you to decide which combinations of images and text work best.
This chapter contains the following sections:

e Creating an MV Test

e Running an MV Test

e Evaluating MV Test Results
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4.1 Creating an MV Test

In the DMS it is quick and easy to create an MV test and to integrate it with your Sitecore E-Commerce
Services installation.

Once you have configured an MV Test in the Page Editor, you can view the percentage of visitors that
use each control and the number of conversions that result from each test. In the Page Editor, you can
also create combination tests which enable you test multiple combinations of controls on the same web

page.

On an e-commerce website optimizing your web controls can make your campaigns more effective and
result in increased sales and ROI.

To illustrate this in the web shop sample pages, we will create two very different marketing slogans to
encourage visitors to buy the products featured in the Monthly Offer campaign.

Use the following slogans or create some of your own:

Slogan 1 Slogan 2

Please buy the products on this page! | Two unique products on special offer this month!!
Get a 30% discount if you buy now!!

Checklist of tasks:
¢ Inthe content tree, create MV Test content items containing two different slogans.
e Use the Page Editor to create an MV test and some test variables.
e Preview the MV test in the Page Editor.
¢ Runthe MV test.
e View the results of the test in the Page Editor.

e Select the most effective test variable.

To create MV Test content items:

1. Inthe content tree, create a new folder called MV Test.

=l ¢! E-Commerce Examples
= ) Home
# i Checkout

# ) Personalization

4 gnding Pages
# My Test
+ | @ Layout Section

# [ My Page
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2. Duplicate the Monthly Offer content item and move it to the MV Test folder. Include the Product
Search Group item and all the sub items.

= D sitecore
= a Content
@) Home
= Q E-Commerce Examples
= ) Home
& checkout
L) Landing Pages
= My Test
=] Monthly Offer Test 1
=] Layout Section
[E4 settings
’ Two Column
=] Monthly Offer Test 2
=] Layout Section
a Campaign Slogan 2
0 Two Column
L& Layout Section
My Page
i Digital LR
=] Monthly Offer
= @ Layout Section
54 Rich Text
’ Two Column
Ija Webshop Functions
L'J Webshap Site Settings

You can also use the original Monthly Offer as a third test variable. This means that you can
easily revert back to your original slogan.

3. Edit the Rich Text layout items in each Monthly Offer item so that each offer contains a different
campaign slogan.

""""""" JSITeCore/CoNTENT/E-LOMMErce EXampies/Home/Mv 1 esyMoni
2 My Test
= [ Moty Offer Test 1 Template: fsitecore/templates/User Defined/Ecommerce /Examples/Layout
= @ Layout Section Created From:  [unknown]
B Settings Item Qwner:  sitzcore \admin
0Two Column -
1= B Monthly Offer Test 2 Elpata
= [ Layout Section Title:
|4 campaign Slogan 2 Monthly Offer
0Two Column
[ Layout secton Show Editor - Suggest Fix * Edit Hml
My Page Text:
il Digital SLR Two unique products on special offer this month!
= [ Monthly Offer
& [ Layout Section Get a 30% discount if you buy now!!
4 rich Text
’Twu Column
@ Webshaop Functions
43 Webshop Site Settings
B Webshop Business Settings

Now that you have created two test variables you can configure the test in the Page Editor.
To create an MV Test in the Page Editor:
1. Open the Page Editor.
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2. Select a component on your website to test. For example, the slogan on the Monthly Offer page.

[  Home Advanced Experience Testng  View > E-CommerceExamples * Home » Monthly Offer » =) Go |Edit

= =} Mode New = [ My Items  Edit [y Publish Close  Cose
d & 8 2 ® ]
Edic

Preview + Companent Inset Lock € Workbox Publish A Log OFF

My Page You are logged in as: admin Logout | = Danish 5 Engiish

Keywords Search

- Monthy Offer

The Hinchbag is on special offer this monthl ;
To take advantage of this offer remember to creale a new customer account
BIGITAL SIR lick here

The shopping cartis empty. |

o orfer [
Accessory of the Week © Sp
This awarding winning top-of-the-range back pack | _ For alimited period we are offering this battery at half |
as just been added to our range ataspecial | | | its normal retail price. ;
introductory price! i+
USD499.00 BUY UsD19.99 BUY

UsD549.00 TR

3. Select the Product Boxes and Catalog rendering.

4. Move the mouse over the floating toolbar until you see the tool tip Test the component.

Product Boxes and Catalog

H i 82 @ 6 * More~
Monthy ‘Testthe component. i
onth!

To take advantage of this offer remember to create a new customer account.
Click here.

Accessory of the Week +  Special Half
This awarding winning top-of-the-range back H For a limited period w
pack has just been added to our range ata half its normal retail p
special introductory price! -
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5. Click the Test @ button to open the Test the Component dialog box.

==

hell Applicati © - |

Sitecore - Mozilla Firefox

(D) o

Test the Compenent
Define the variations that you want to use in the multivariate test.

Enable variation of component desian.

To define a variation for this test, click New Variation.

A test must contain at least to Variations. When you have defined the variations, in the
ribbon, clck the Testing' tab and then start the test.

6. Inthe Test the Component dialog box, click New Variation to create a new test variation
variable.

==

Sitecore - Mosilla Firefox
ore.Shell Applicati | |

Test the Component
Define the variations that you want to use in the multivariate test.

Enable variation of component design.
Actions v a

Variation Name

Test Content Item:
(B ..ouehrron

Hide Component
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7. Browse the Sitecore content tree for test content items. Follow the same procedure for each of
the components that you want to add to the test.

2 Sitecore -- Webpage Dialog (=]
MyPage ‘Youareloggedin asiad| o Select the Associated Content
Select the content that you want to assodate nith the rendering and use as the
2 Sitecore -- Webpage Dialog data source,
g | e ,ﬁ Test the Component N Select an existing content item.
SRS EINEE L Define the variations that you want to use in the multivaria! o
n g . . & 3 ste
28,8 Q@ More e [2) sitecore
[C|Enable variation of component design. Content = & Content
Monthy Offer — A € tHome
The Hunchbag is on special offer this montt ROTETILER L 2 @ E-Commerce Examples
Ta take advantage of this offer remember to @ .
Click here & ) Home
~ Test Content Ttem: Clone Current
® L
Monthly Offer Test 1 Content »"I Checkaut E
Accessory of the Week ) Landing Pages
This awarding winning top-of-the-range b & O Test
pack has just been added to our range at Monthly Offer Test 1
special introductory price! [:22] Monthly Offer Test 2
Layout Section
My Page
i@ Digital SLR.
Monthly Offer
[ webshop Functions
53 Webshop Site Settings -
UsSD499.00
Description
Ever-ready Camera Case CF-D200
_‘ Ever-ready Camera Case CF-D200
L —

In this example, we use three test variables, each containing a different campaign slogan:

o The original campaign slogan

o Slogan 1 (Settings)

o Slogan 2

In the E-Commerce Sample Pages, select the Product Search Group item for each slogan.
8. Add each test variable that you want to use in your test and click OK.

Note

In the Page Editor, Sticky is the default test strategy. Sticky means that you keep the same test
variable for one session. When you create a new session you see the second test variable.
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4.2 Running an MV Test

To run a multivariate test in the Page Editor:
1. Onthe ribbon, click the Testing tab and then click Start Test.

Tesﬁng View

nfigured variations: 1 E ® Product Boxes and Catzlog =
per day: 1 ™
& ‘Start Test', Start Test | Stop Test =
atus Actions Components and Combinations
[ Monthy Offer
m The Hunchbag is on special offer this month!
To take advantage of this offer remember to create a new ci
DIGITAL SLR Click here.
MONTHLY OFFER
Accessory of the Week

This awarding winning top-of-the-range back
pack has just been added to ourrange ata

] »

m

2. When you click Start Test, you must also enter a name for the test.

a Sitecore -- Webpage Dialog
Start the Test

Do you want to start the test for this page? When the test is running, you
cannot edit the components that are used in the test.

Test title:
Monthly Offer test

Start the Test ] [ Cancel

3. Click Start the Test.

4. Inthe Page Editor, you can preview each of your test variables before you run the test. Use the
drop-down arrow to preview each test control.

Testing®  view

=mber 09 . ® product Boxes and Catzlog
:1
0. StartTest Stop Test

AllA |

Actions Components and Combinations

Product Boxes and Catalog

REd @~ voer

n B Slogan 1 -

Monthy Offer
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You can also use the gallery on the ribbon to select variations and get an overview of all the
components in your test,

Tesh'ng View

.arlnher 09 B ! By Component L By Combination |
Start Test Stop Test
- P A, Original it
A
B. Slogan 1
Product Boxes and -
Catalog C. Slogan 2 »

} Edit variations

EEZE Vonthy Offer
m Please buy the products on this page!

5. Run the test in a new browser window. After running the test for the required amount of time, on
the ribbon, click Stop Test.

6. Inthe Stop the Test window, you can view all the components in your test and each possible
combination. Decide which component or combination is the most successful and select a winner.

Note
You can add more than one component to a multivariate test so that you can decide which
combination of controls works best on a page.

7. In Engagement Analytics, achieving goals enable site visitors to accumulate value. You can
decide which variation of test variables is the most successful by the value it has generated
during the test. The variation with the highest engagement value is the winner.

8. Inthe Stop the Test window, choose a winning test variation variable and click Select.

a Sitecore -- Webpage Dizlog @
;_.f'\ Stop the Test

Q__,‘j After you stop the test, each component will only display one of the configured
variations. Select the desired variation or combination.

By Component |_ By Combination

A, Original g -
B. Slogan 1 &0
Product Boxes and o _I
Catalog C. Slogan 2 _I 0 -

Stop test and revert to original design.
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4.3 Evaluating MV Test Results
In the Page Editor, the Stop the Test dialog box displays all MV Test data in a simple report.

If you create a simple test, you could use one slogan for one week, switch to another slogan for the
second week, and then compare results. Sitecore allows you to use a more dynamic approach. Select a
sticky test strategy to display Slogan 1 to some visitors and Slogan 2 to others. Then compare conversion
rates between the two sets of visitors. When one slogan shows better results, discard the other one.

On an e-commerce website, if you have configured your goals correctly to measure how many customers
are buying your products, this can be a very effective way of optimizing your campaigns.

In the example we created the report shows that Slogan 1 generated more responses and was therefore
the most effective at bringing customers to this campaign.

In the Page Editor, you can also create combination tests that enable you to test more than one control
on the same page.

For more information on MV Tests such as creating combination tests or cloning items to use as test
variables, see the Marketing Operations Cookbook.
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Creating Personalization

Personalization is one of the most effective ways of increasing customer engagement on
an e-commerce website. In Sitecore DMS, you can use rules and pattern cards to display
different kinds of web content to different visitor target groups.

e Personalization and E-Commerce
e Personalization using Conditions and Rules

e Personalization using Pattern Cards
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51 Personalization and E-Commerce
In the DMS use the Page Editor to create and configure personalization.

For example, you might want to promote high-end products to professional photographers and display a
different set of products to beginners or amateurs.

To do this you could create a set of conditions and rules that only displays content if visitors meet certain
criteria.

If you have a set of profiles and profile keys on your site that reflect different photography skill levels, then
you could create rules based on profile key scores. For example, when a visitor accumulates a score that
matches the rule for a professional photographer, then they only see top of the range SLR cameras and
related products.

This is just one example and there are many other types of personalization rules that you can create.
Some examples of personalization rules:

o Display specific content to certain traffic types.

e Display content to a visitor that is in a specific state of an engagement plan.

e Display content when the accumulated profile value for a certain profile type is equal to a specific
number.

o Display content when the engagement value points accumulated for a visitor is equal to a specific
number.

e Trigger a special offer email campaign for customers that have successfully completed the
checkout process.

Before you can implement personalization on your e-commerce site, you need the following pre-
requisites:

e A well thought through profiling strategy, a set of profiles and profile keys.

e A set of content items to use as the data sources for personalization.

On an e-commerce website personalization can help to increase conversions, ROI, and also to ensure
that valuable sales opportunities are not lost.
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52 Personalization using Conditions and Rules

To illustrate how to personalize content on the E-Commerce web shop, we will use the Monthly Offer
sample page as an example.

Before personalization this page displays two default products to all visitors.

After personalization the page changes dynamically to display a special offer and two products of interest
to the visitor, depending on what products the visitor has viewed on the website and their skill level.

You will create personalization rules for each skill level of visitor.
Checklist of tasks:
e Create content items to use as a data source.
e Choose a page on your website to personalize.
e |n the Page Editor, create personalization rules.
e Use the Page Editor to preview your personalization rules.
Create some rules that determine the products the visitor will see. You can base these rules on pattern

cards or the profile scores that the visitor accumulates when they visit the site. These scores reflect the
photography skill level of the visitor.

Personalization plan:

Skill Level Rule Product Displayed
Beginner Beginner profile key e Coolpix P60
value greater than 20. e Coolpix S200
Amateur Amateur profile key e Coolpix S200
value greater than 20. e D200
Semi Pro Semi Pro profile key e D3
value greater than 20. e SB600
Professional Professional profile key e D3
value greater than 20. e 14mmf2 8D
ED AF
NIKKOR

In the content tree, create four new content items for each photography special offer you want to display.
To create content for personalization:

1. Inthe Content Editor, content tree, create a folder called Personalization.

2. Select the campaign landing page, Monthly Offer.

3. Right click the Monthly Offer page and click Duplicate.

4

Rename this duplicate item to Beginner Offer and move it to the Personalization folder.
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5. Repeat this process until you have four new content items in the Personalization folder.

i) Home
- -a E-Commerce Examples

= il Home

£ é Chedkout
= LJ Personalization
= [ Beginner Offer
= @ Layout Section
4 Rich Text
O Two Column
= [ Amateur Offer
= @ Layout Section
A Rich Text
0 Two Column
= = Semi Pro Offer
= @ Layout Section
4 Rich Text
O Two Column
= [ Pro offer
= @ Layout Section
A Rich Text
\ 0 Two Column )
= Landing Pages
| Fhotography Choice Offer

6. Add the following text and products to each content item:

Name Text (Rich Text Layout) Products (Two Column Layout)
Beginner Offer Looking for a compact and e Coolpix P60
easy to use camera? e Coolpix S200
Amateur Offer Are you a serious amateur? e Coolpix S200
e D200
Semi Pro Offer Take your passion for e D3
photography to the next e SB600
level!
Pro Offer The professional choice! e D3
e 14mmf 28D ED AF
NIKKOR

7. On the ribbon, click Save.
Now create a condition and a rule for each special offer.
To create personalization rules in the Page Editor:

1. Open the Page Editor.

2. Navigate to the page that you want to personalize. In this example, we will use the Monthly Offer
page.
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3. Select the area of the page that you want to personalize. For example, Product Boxes and
Catalog rendering.

uct Boxes and Catalog
ﬂ ] 0 - Maore * Key
0 New N Create/edit the persenalization optionsforthis]
T The HuncH_Sompenent.
T

To take advantage of this offer remember to create a new customer account.

Accessory of the Week
This awarding winning top-ofthe-range back
pack has just been added to our range ata

Special Half Price Offer
For a limited period we are offering this battery at
halfits normal retail price

@

1 fame] »

special introductory price!

USD499.00 BUY UsD19.99 BUY

Monthly Offer

1 2 3 4 PagerNextLink ©

4. In the floating toolbar, click on the Create/edit personalization options for this component.
Product Boxes and Catalog
A ﬂ a G * More~
Month Create/edit the personalization options for this
component.

The Hunchbragrorspecrarorer o

To take advantage of this offer remember to create a new cus
5. Inthe Personalize the Component dialog box, create four new conditions. Click New Condition.

==

a Sitecore -- Webpage Dialog
P lize the Comp
Manage the personalization conditions, content, and design of the component. The list of conditions is
prioritized. The first true condition determines which personalization content is displayed.

[ Enable personalization of component design.
: Condition Name Actions * &
Condition [T] Hide Component
This rule has no conditions. Personalize Content:
\../Monthiy Offer
: Condition Name Actions * &
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Name the first condition Beginner Offer. In the Personalize Content field, browse the content
tree for the Beginner Offer content item you created earlier:

D a @ @ Sitecore -- Webpage Dialog E
Sitecore -- Webpage Dialog — -
- = - Select the Associated Content
= Personalize the Component Select the content that you want to assodiate with the rendering and use as the
Manage the personalization conditions, content, and design of the component, The list of conditions is data source.
M prioritized. The first true condition determines which personalization content is displayed.
I Select an existing content item.
! || Enable personalization of companent design. ] o
S\&E"ﬁ B[] sitecore @l
- elect Exis
| Beginner Offer I Actions ¥ Ccnbe,.,tng = & Content
" Home
Contton S— 7 H
] ide Componen /| @ = 3 E-Commerce Examples
This rule has no conditions. Por i e O I T ‘ = ) Home
Clone Current = E
../ Monthily Offer e & Checkout
— =] Personalization
Condition Name Actions v &
Condition [7] Hide Component Semi Pro Offe
emi Pro r L

This rule has no conditions. Personalize Content: Pro Offer

../ Monthly Offer ) Landing Pages
) My Test
Layout Section

Condition ] Hide Component ] vy Page
i@ Digital SLR -

Condition Name Actions ¥ &

This rule has no conditions. Personalize Content:

..., Manthly OFfer

e e - | o o ][ omm |

‘Condition [7] Hide Component

This rule has no conditions.

Personalize Content:
..., Manthly OFfer

6. Click OK.

7. Click Edit to create a personalization rule for this condition.

@ Sitecore -- Webpage Dialog @
g a Sitecore -- Webpage Dialog @ === Rule Set Editor
= Personalize the Component E Select the conditions and actions first. Then spedify the values in the
Manage the personalization conditions, content, and design of the component. The list of conditions is description.
M prioritized. The first true condition determines which personalization content is displayed.
i Select the conditions for the rule:
#% [ |Enable personalization of compenent design. New Condition Filter
Beginner Actions Y where the business name compares to specific value 1

where the postal code compares to specific value

Condition [ Hide Component where the region compares to spedific value

"4 Profiles and Patterns
where the current visit matches the specific pattern card in the specific profile
where the value of speafic profile key compares to spedfic value

This rule has no conditions. Personalize Content:

+../Beginner Offer

: Amateur Actions ¥ & ELc
where the search keywords string compares to specific value
Condition [7] Hide Component where the traffic type compares to specific value

Thiz rule has ne conditions, 4 Visitor Tags i

Personalize Content:
... [Amateur Offer

Rule description (dick an underlined value to editit):

: Semi Pro Actions -3 Beginner
Condition [~ Hide Component Dhere the value of specific profile key compares to specific value J

This rule has no conditions. Personalize Content:

...fSemi Pro Offer

Pro Actions *

[ Hide Component
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The Beginner personalization rule:

|| Enable personalization of component design. Mew Condition
* Beginner Actions «
Condition [7] Hide Component
where the value of Beginner profile key is greater than or
equal to 20 Personalize Content:

= . fBeginner Offer

8. Use the following table to create the rest of the conditions:
Condition Name Rule Content

Pro Where the value of the Display Pro Offer
Professional profile key is
greater than or equal to 20

Semi Pro Where the value of the Semi | Display Semi Pro Offer
Pro profile key is greater
than or equal to 20

Amateur Where the value of the Display Amateur Offer
Amateur profile key is
greater than or equal to 20

Beginner Where the value of the Display Beginner Offer
Beginner profile key is
greater than or equal to 20

Note
You need to assign appropriate profile cards to each product or other content items as a pre-
requisite of personalization.
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Monthly Offer personalization rules:

a Sitecore -- Webpage Dialog @
g Personalize the Component

Manage the personalization conditions, content, and design of the component. The list of conditions is
prioritized. The first true condition determines which personalization content is displayed.

["|Enable personalization of component design. MNew Condition

. Beginner Actions v = &
Condition [C] Hide Component
where the value of Beginner profile key is greater than or
equal to 20 Personalize Content:

.../Beginner Offer

. Amateur Actions * &
Condition [T Hide Component
where the value of Amateur profile key is greater than or -
equal to 20 P G

|. .../Amateur Offer | |

. Semi Pro Actions * &%
Condition [C] Hide Component
where the value of Semi Pro profile key is greater than or
equal to 20 Personalize Content:

.../Semi Pro Offer

: Pro Actions + &%
Condition [T Hide Component
where the value of Professional profile key is greater than or
equal to 20 Personalize Content:
.../Pro Offer
Default &

[ Hide Component

If none of the other conditions are true, the default
condition is used. Personalize Content:

9. Remember to keep the Default condition, then click OK to save your changes.

Note
If none of the other conditions are in use, then the default condition is displayed.
To preview personalization in the Page Editor:
1. Open the Page Editor.

2. In the floating toolbar for the Product Boxes and Catalog rendering, you can see select each of
the personalization conditions that you created.
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Preview of the Beginner Offer:

Product Boxes and Catalog

% ﬂ 6 v Morew

Keywor
Beginner hd
Current Condition:
1. Beginner
where the value of Beginner profile key is
DIGITAL SLR areater than or e... The s
emp
Available Conditions:
MONTHLY GFFER | either of the products below.
1. Beginner it
2. Amateur =
3. Semi Pro -
P60| o - S200
8.1 me Bdit Concitions Iil A highly sophisticated camera, that packs a range of
ergonomics for secure grip and reliable, superior advanced features into a stunningly sleek body.
performance. Features a Sx Zoom-NIKKOR lens, -~
e I ]
UsD168.00 BUY UsSD119.00 BUY

Preview of the Pro Offer:

Product Boxes and Catalog
Mare «
Keywor:
Pro —
Mont Current Condition:
The profd 4. Pro
. where the value of Professional profile key The
DIGITAL SLR Exclusive is areater than ... emp
If you reg| ; S the products below.
MONTHLY OFFER Available Conditions:
Click hen 3. Semi Pro -
4. Pro IE
D3 5. Default - 14mm f/2.8D ED AF NIKKOR
The prd &% Edit Conditions 14mm fi2.80 ED AF NIKKOR.
photogh=g
UsD1,750.00 BUY UsD24.50 BUY

In the Page Editor, it is possible to view all the conditions that you created but you can also continue to
make changes to each condition if required.
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Personalization using Pattern Cards

In the DMS, you can also use pattern cards to create personalization. Pattern cards enable you to create
a set of pre-defined profile values for select target groups. When a visitor comes to your website, Sitecore
uses pattern matching technology to map visitors to the pattern card that most closely matches the
browsing behavior and interests of the visitor. For example, you could create a set of pattern cards for
photography skill levels.

Example of a pattern card called Happy Snapper (beginner skill level):

= "4) Marketing Center Name :
® B Goals Happy Snapper
# P Campaigns

fEngagementP\ans
# i Personalization
= ) Profiles

= &9 Skill Level

Show Editor * Suggest Fix * Edit Html
Description:
A family oriented person who wants to take photographs of family and friends quickly an

easily without needing a knowledge of photogaphic techniques.
) Beginner

) Amateur
&3 Semi Pro
&3 professional
= (o Profile Cards
&l Amateur

This person wants an automatic, simple to use, point and shoot camera.

& Beginner

| P
" Take Screenshot - Browse * Open Media Library * EditImage - Clear * Refresh

+| Semipro Image

= () Pattern Cards
Happy Snapper
- Enthusiast
2 Skilled Part Timer
ExpertPro
# &Y persona
# ) Stage in Buying Cyde
& TestLab
7 Analytics Fiters This media item has no detals.

Pattern

Beginner:

Amateur:

Semi Pro:

o|[a||r|[w

Professional:

In the Page Editor, you could add a condition that displays specific content to any visitors that match this
pattern card. For example, only display compact point and shoot cameras. Select this pattern card when
you create the rule for the condition and then create a set of conditions that use pattern cards to match
different visitors to different skill levels.

Create the following conditions:

Condition Name Rule Content to Display

Expert Pro Where the current visitor Display Pro Offer
matches the Expert Pro pattern
card in the Skill Level profile.

Skilled Part Timer Where the current visitor Display Semi Pro Offer
matches the Skilled Part Timer
pattern card in the Skill Level
profile.
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Condition Name Rule Content to Display

Enthusiast Where the current visitor Display Amateur Offer
matches the Enthusiast pattern
card in the Skill Level profile.

Happy Snapper Where the current visitor Display Beginner Offer
matches the Happy Snapper
pattern card in the Skill Level
profile.

The pattern card conditions in the Personalize the Component dialog box:

a Sitecore -- Webpage Dialog @
B Personalize the Component

Manage the personalization conditions, content, and design of the compaonent. The list of conditions is
pricritized. The first true condition determines which personalization content is displayed.

["|Enable personalization of component design, New Condition
. Expert Pro Actions * i
Condition [] Hide Component
where the current visit matches the Expert Pro pattern
card in the Skill Level profile Personalize Content:
[ ...fPro Offer
: Skilled Part Timer Actions ¥
Condition [T] Hide Component
where the current visit matches the Skiled Part Timer
pattern card in the Skil Level profie Personalize Content:

= .../Semi Pro Offer

. Enthusiast Actions ¥
Condition [C] Hide Component e
where the current visit matches the Enthusiast pattern
card in the Skill Level profile Personalize Content:

) . fAmateur Offer

. Happy Snapper Actions ¥
Condition [] Hide Component
where the current visit matches the Happy Snapper
pattern card in the Skil Level profile Personalize Content:

= .../Beginner Offer
Default

[] Hide Component

If none of the other conditions are true, the default
condition is used. Personalize Content:

= .Monthly Offer

Ok ] [ Cancel

Pattern cards enable you to personalize content so that you can target specific market segments.

Personalization is a very powerful e-commerce marketing tool. If you use it correctly, it can be a very
effective way of increasing your website conversion rate and ROI.
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Analyzing Visitor Behavior

This chapter explains how to use Sitecore DMS reports with Sitecore E-Commerce
Services.

DMS reports enable you to analyze the effectiveness of your e-commerce website and
track the shopping behavior of your customers.

This chapter contains the following sections:
o DMS Reports

e Web Forms Reports
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6.1 DMS Reports

In Sitecore E-Commerce Services, you can use standard Engagement Analytics reports to track visitor
and customer behavior.

The DMS lets you track customers and the actions they take as they make their way through the
shopping process. The Latest Visits report displays a list of all visitor sessions and all pages visited. This
includes products added to the shopping cart, form data, and all purchases made by each customer. The
session trail displays the visitor's IP address and organization name, but individual customer names are
not included in the standard DMS reports.

6.1.1  Visit Detail (Session) Report

In Engagement Analytics, under Recent Activity, the Latest Visits report gives you detailed visitor
information, a breakdown of the pages visited (the session trail), along with any information entered on
forms in your webshop.
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The Visit Detail (Session) Report

@ sitecore

A typical session report for SES sample pages showing visitor information and the URLs of pages

accessed during a session:

Visit Detail (Session)

Visitor Location Business Company

e

am
Acme Corp USOMA, Ayer WA NA

Referred From: Google.com
Search Term:  Auto SLR cameras
15P: Jung

VisitValue Visit#  VisitPages

Total
105 atl 58

Conversions Goals Value

Go to Checkout 3 45
‘Add to Shopping Cart 3 30
amalgyr
Skill Level 3
20
10.0
&0
profe:
Session started nov. 12, 2011at22:19
# Duration Page

21 sec 1 idefault aspx
milisec.

~

53 sec.704 len/Digital SLR.aspx.
millizec.

w

12secB05  /en/Digital SLR/Cameras aspx
milisec.

-

S secdss fen/Digital SLR/Cameras/D200.aspx
millizec.

5. 2sec.3s lenicheckout/shoppingcart. aspx
millizec.

Visit
Duration
10 hr. 28
min. 28
sec.887
millsec.

The standard visitor information displayed on the Visit Detail report includes:

e Visitor — the name of the company or organization.
e Location — visitor country and city of origin (based on IP address).
e Business Name — business name of website address.

e Company — the name of the company or organization.

o Referred From — website where the search originated, for example Google.com.

e Search Term — search engine, search term used to find the website.

e |SP — the name of the visitor’s Internet Service Provider.

e Visit Value — total engagement value accumulated during a visit
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e Visit # of Total — the number of the visit in relation to the total number of visits.

e Visit Pages — the number of pages viewed on the site during a visit.

e Visit Duration — the length of time that the visit lasted.

e Conversions — name of the goal conversion.

e Goals — number of times a goal has been converted during a visit.

e Value — total engagement value accumulated during a visit.

o Profile values — radar diagrams displaying the accumulated visitor profile scores for each profile

key.

When you use SES with DMS, the Visit Detail (session) report also includes useful additional information
about the customer’s shopping activities such as:

e Products viewed.

e Products added to the shopping cart.

e Stages completed in the checkout process.

e Forms accessed.

¢ Information entered into form fields (even if incomplete).

e Changes made before submitting a form.

e Form validation error messages.

For example, when a customer adds a product to the shopping cart, this appears in the session trail. If a
customer adds a product to the shopping cart, this triggers a Sitecore page event. You can configure your
e-commerce installation to show all the page events in the session trail or decide which ones you want to
show.

Note
If you decide to display all Page Events on the Latest Visits report, this can affect the performance of your
e-commerce website.

Analyzing E-Commerce Web Forms

When a customer completes a form on your webshop, all the form values that the visitor enters appear in
the session report. This includes any changes made and any validation error messages displayed during
the session.

In the following example, a visitor has selected some products and proceeded through the checkout
process. You can see the products added to the shopping cart and all pages accessed during the
checkout process. All the values entered by the visitor in the various forms also appear in the session
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report, including a small change that the visitor made to the Address field.

D000

D0:00-0d

000021

000123

000131

000144

00:01-45

00:01:51

00:01:52

00:01:53

000238

000420

00:05:41

{
User cicked bogin Enk.

n/functions Suthenticstion loginas)
User chicked "Login®
User clicked "Login®
Userreg@registerit login succeded.
[Creste & Customer Account or Log In) Form Submit

Jen zspw
isitecorsfcontent/ExamplesHome/mypaszeforderhistory

fenfmypageforderhistory/orderdetails aspn

iy rdarhistoryfordardetails o

fan oy
User added 1 Ever-ready Camers Case CFD200" &t 349 to the shopping cart.

o COMmImer am)| Bianas; cadsublayout
User sdded 1 Ever-ready Camers Cese CFD200" st 549 to the shopping cart.

o1 COMmImer am B as oadSublayout
User sdded 1 Ever-ready Camera Case CFD200" ot 549 to the shopping cart.

o COMmimen SIm) B s oadSublayout
User clicked "Checkout”
User viewed the shopping cart.
User viewed the shopping cart.

fenfcheckout/rustomerdetsils aspx

User clicked "Next™.

[Customer Details) Use a different shipping address - 1
[Customer Detsils) Name= birthday girl
[Customer Details) Address: birthdey road 4
[Customer Detsils) Tip-: 4321

[Customer Details) Cowntry= Antarctica
[Customer Details) City= guano ity
[Customer Details) Address: birthdey road 41
[Customer Details) Form Submit

[Customer Details) Feld Not Completed
[Customer Details) Field Not Completed
[Customer Detsils) State— Mississippi
[Customer Details) Form Submit

[Customer Detailc) Field Not Completed
[Customer Details) City= Springfield
[Customer Detsils) Form Submit

fenfcheckout payment aspu
User selected the "Checking Aocount” payment method.
User dicked "Confirm’ and confirmed the order.

fengcheckoutioonfirmation sepx

@ sitecore

Furthermore, if a visitor completes a form incorrectly, their errors also appear in the session trail.
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In the next example, a site visitor has attempted to complete the Create Account form. The visitor has not
completed two required fields and has also not created a password for their new user account.

00:00:00

00:00:04

00:00:06

00:02:47

00:02:48

fen/Company.aspx

/en/Company/CresteNewAccount aspx

User registered an User Account [Goal]

(Create New Account) Name:: Henning

(Create New Account) Address:: Plangatan 23

(Create New Account) Country:: Denmark

(Create New Account) Email:: hen@

(Create New Account) Email:: hen@hotmail.com

(Create New Account) Form Submit

(Create New Account) Field Not Completed: You must enter a value in the Zip Code: field.
(Create New Account) Field Not Completed: You must enter a value in the City field.
(Create New Account) Field Not Completed: You must enter a value in the Username: field.
(Create New Account) Field Out of Boundary: The Confirm Password: must have at least 6 and no
more than 256 characters.

(Create New Account) Field Not Completed: Confirm Password: must be filled in.

(Create New Account) Field Not Completed: You must enter a value in the Password: field.
(Create New Account) Field Out of Boundary: The field 'Password:" contains forbidden count of
chars.

(Create New Account) Zip Code:: 2345

(Create New Account) City: Copenhagen

(Create New Account) Form Submit

(Create New Account) Field Not Completed: You must enter a value in the Username: field.

(Create New Account) Field Out of Boundary: The Confirm Password: must have at least 6 and no
more than 256 characters.

(Create New Account] Field Not Completed: Confirm Password: must be filled in.

(Create New Account] Field Not Completed: You must enter a value in the Password: field.
(Create New Account) Field Out of Boundary: The field ‘Password:" contains forbidden count of
chars.

(Create New Account) Username:: Henning

(Create New Account) Password: : Password:

(Create New Account) Password: : Confirmation:

(Create New Account) Form Submit

(Create New Account) Invalid Field Syntax: The Password: and Confirm Password: fields must be the
same.

(Create New Account) Password: : Password:

(Create New Account) Password: : Confirmation:

(Create New Account) News Letter:: 1

(Create New Account) Form Submit

fen/Products.aspx

All the form validation error messages the visitor receives after attempting to submit the form also appear
in the session report.

(Create New Account) Form Submit

(Create New Account) Field Not Completed: You must enter a value in the Zip Code: field.
(Create New Account) Field Not Completed: You must enter a value in the City field.
(Create New Account) Field Not Completed: You must enter a value in the Username: field.

If you use the DMS Marketing Center to create goals, campaigns, or visitor personalization on your e-
commerce website, when a visitor triggers a DMS event it is automatically recorded in the Session report.

In the earlier example, the Create Account form has a goal associated with it which is triggered when a
visitor creates a new user account and submits the form. You can also see this event displayed in the
Session report.

00:01:00

Jen/Company/CreateMewdccount.asps

User registered an User Account [Goal]
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Analyzing Customer Behavior

If you combine the information provided in standard Sitecore DMS reports with web forms, you have a
powerful tool to analyze the behavior of all the visitors and customers that come to your e-commerce
website.

In a typical E-Commerce and DMS session report, you can see:
e Name of visitor organization.
e Country of origin.
e Duration of the visit.
e Products viewed on the webshop.
e Products purchased.
e Forms completed.
e Goals completed.
e Campaigns.
e Update the Shopping Cart
e Empty the Shopping Cart
e Change Delivery option.
e Complete the Delivery page.

e Complete the Payment page.
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The following session trail contains more detailed information about the shopping behavior of a customer
during a single visitor session:

00:00:00 !
User added 1 'D200" at 2150 to the shopping cart.

00:00:06 Jlayouts/ecommerce/Ajax.aspr/loadsublayout

oo0:00:08 JenfFunctions/ShoppingCart.aspx
User emptied the shopping cart and removed a total of 0 items.

00:00:10 Jenaspy
User added 1 '5200" at 129 to the shopping cart.

00:00:16 flayouts/ecommerce/Ajax.aspx/loadSublayout
00:00:17 leniProducts.aspx
00:00:19 !

User added 1 '105mm f/2.8G AF-5 VR Micro NIKKOR ' at 23 to the shopping cart.

00:00:21 flayouts/ecommerce/Aiax.aspr/loadsublayout
User added 1 'Ever-ready Camera Case CF-D200' at 559 to the shopping cart.

00:00:22 flayouts/ecommerce/Ajax.aspriloadsublayout

00:00:25 JenfFunctions/ShoppingCart.aspx
User updated the shopping cart.
User added 2 'Ever-ready Camera Case CF-D200' at 559 to the shopping cart.
User clicked 'Continue Shopping'.

00:00:33 Jenaspy
00:00:36 Jen/Functions/CheckOutProcess/NameAndAddress aspx

{Login) UserName: Oscar
{Login) Password:
{Login) Form Submit

00:00:47 Jen/Functions/CheckOutProcess/NameAndAddress.aspx
User clicked 'Next'.
User selected delivery alternative: 'Post Denmark'.
User clicked 'Next'. The user selected delivery option: 'Post DK, and notification option: 'Email"
‘red@ghshgs.com’.
User clicked ‘Confirm’ and confirmed the order.
User selected the 'Amazon’ payment method.
User selected the "Amazon’ payment method.
User selected the "Amazon’ payment method.
User selected the "Amazon’ payment method.
{Name and Address) Form Submit

00:01:03 JenfFunctions/CheckOutProcess/Payment.aspy
00:01:07 JenfFunctions/CheckOutProcess/Payment.aspx
00:02:35 JenfFunctions/CheckOutProcess/Confirmation aspsx
00:05:26 Jen/Products.aspx

00:03:27 /

User logged out.

00:03:30 Jen/Products.aspx

This report gives a complete breakdown of a single customer’s actions during one visit to the webshop.
During this session the visitor:

e Added a product to the shopping cart.

e Emptied the shopping cart.

e Added another product to the shopping cart.

e Changed the quantity of products.

e Updated the shopping cart.

e Continued shopping.

e Began the checkout process.

e Logged in as a returning customer.

e Selected a delivery, notification, and payment option.
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e Clicked confirm and submitted the order.

e Logged out and then navigated to the Products page.

These events all appear as standard in the Recent Activity reports.
If you use all the information available in the Latest Visits report, it can help you to:
e Optimize your product range.
e Adjust goals.
e Optimize campaigns.
e Improve the checkout process.
o Make your e-commerce website more successful.
Note

Some of the screenshots used in this section are from Sitecore OMS. In Sitecore DMS, the overall look
and styling of some of the reports may be slightly different.
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6.2 Web Forms Reports

Every web form has its own set of analytics reports in addition to the standard Engagement Analytics

reports.

Important Note

Sitecore E-Commerce Services uses Web Forms for Marketers version 2.3.0.

Some of the reports covered in this section may have changed.

For more information on Web Forms for Marketers version 2.3.0., see Web Forms for Marketers 2.3 for

Sitecore CMS 6.5 — User Guide

To view web forms reports:
1. Inthe Content Editor, content tree, navigate to:

/sitecore/system/Modules/Web Forms for
Marketers/Website/Ecommerce/Examples

=[] sitecore
= & content
il Home
= g} E-Commerce Examples
2 ) Home
£] fj Product Repositories
£ ) Layout
i (] Media Library
= &) System
) Aliases
@ Dictionary
= @ Languages
.5 Marketing Center
= (L) Modules
¥ ¢l E-Commerce
= ) web Forms for Marketers
@ {ZJ Attack Protection
£ \D Sample forms
= [ website
= {2 Ecommerce
= \D Examples
# [£] change Password
reate Account

dit Customer Account

ogIn
lew Password
® =) Reset Password
= [ check out Process
® [E] customer Detals
E3 EI Existing Customer
([ Local Forms
® ) settings

2. Select a form, for example, Customer Details and the Forms tab appears in the ribbon.

3. Inthe Forms tab, Form group, click Form Reports.
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4. The Form Reports window displays the following default reports for the current form.

[*/ Form Reports

T

g | ] customer Details

a Existing Customer ' Delete  Archive || ToExcel  To Xmi || Archive Form Designer
] | e SR | meam e | s st

T

Engagement Analytics ' DropoutReport | Usability Report | Save Failure Report

bvit

State: Zip: City:  Country: E-mail: Use a different shipping address.

Report Description
Data Displays all the data entered on a form. The data is
displayed in columns that can be filtered and sorted.
Summary The values entered in each field on a form.
The number of responses for each field.
The percentage of visitors who made each response.
Engagement Displays the Executive Insight Dashboard, Goals and
Analytics Conversion chart.

Drop-out Report

Displays the values entered by visitors that failed to complete
or submit a form. This report shows all the values entered by
a visitor before they left a form.

Usability Report

Displays statistics for all form sessions and the form usage
behavior for all the site visitors.

Save Failure Report

Displays statistics for every failed form submission.

@ sitecore
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5. Select a tab, to view a report. For example, to find out more about the usability of your web forms,

click Usability Report.

" Form Reports

@ ] name And Address
Refresh ] change Password
View Open m1

Data | Summary | DropoutReport | Usability Repart

Save Failure Repart

Jan 05 - Jan 12, 2010 Filter Save Filter

& Print | Save M4 pege| 2oz b Bl Q100%

Design

| &, Whale Repart A Mail Report

Form Usability Report

01.05.2010-01.12.2010

MName And Address

1avisits

29 form submission attempts
Gerrors and failures

0 successful submissions

14 dropouts

0.21 average errors in all attempts
0 average errors in success cases
0.43 average errors in dropouts

Overall Errars
& Field Qut of Boundary

Errors in Dropouts:
& Field Qut of Boundary

Last Error Before Dropout
2 Field Out of Boundary

Crvepview per Form $ession

IP_NOT_FOUND
N/A, NA, NFA - (N/A)

1/12/2010 1:47:28 PM
1 Form Submission Attempt
Final Submission Result: Dropout

Note

You must have the appropriate access rights and permissions to view web form reports.

6.2.1 Form Reports

This section contains more detailed information about each of the standard web form reports and explains
how they can help you to analyze the behavior of customers on your e-commerce website.

Note

The example reports in this section come from a different version of Sitecore E-Commerce.

Data Report

The Data report displays all the data that has been entered on the current form. This functionality only
applies to forms that have been submitted successfully and have had the Save to Database save action
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assigned to them.

Summary Cropout Report. Usability Repart. Sawve Failure Repart.
byit.
MName2:  Address: Address2: Zip Code: City  Country: Phone: Fax: Email: Usernam: Password: Mews Letter:

1/14/2010 11:57:46 AM  Henrik Osbygatan 46 1234 Malmo Sweden hen@hotmail.com  Henrik value hidden 1
1/14/2010 1:02:46PM  Stephan Blingatsn 1234 Malma  Sweden cvb@edfg.com  Stephan  vale Aidkden 1

For example, this could be useful if you want to find all the contact details for registered customers. You
can also sort or group information to make it easier to find specific details such as a customer’s e-mail
address.

The Form Reports ribbon also allows you to export form data as an Excel spreadsheet.
To add the Save to Database save action to a report:

1. Inthe Content Editor, navigate to the form.

o Home  Mavigate  Review  Publish o

;—i U % Form verification @
Form Designer  Form Reports P Save Actions Properties  Profiles

& (2] sitecore
& content
B Layout
5] Media Library
B 9 system
) Aliases
& Dictionary
@ Languages
%) Marketing Center
2 (2 Modules
& ECommerce
= Web Forms for Marketers
() attack Protection
([0 sample forms
= [ website
= [ ecommerce
& [ Examples
[E] change Password
E] create Account
[E] Edit Customer Account
Eltogin
[E] new Password
[E] reset Password
= [ check outProcess
[E] customer petails
] Existing Customer
[ Local Forms
() settings
(J Prosies
G Publishing targets
Settings
) Tasks
(B Toobox
T Workflows
[E] Templates
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2. Select the form and then in the Forms tab, in the Form group click Save Actions.
€  Sitecore -- Webpage Dialog @
Save Actions
Select the Save Actions to perform when a form is submitted.
If a Save Action fails, the form is submitted successfully and the visitor is shown an error
message.

Save Actions

Save Actions/Save to Database

g
Added Save Actions:

3. Inthe Save Actions dialog box, in the Save Actions field, select the Save to Database and then
click Add.
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Summary Report

The Summary report tab displays the values entered into each field on the current form. You can see all
the values entered and the percentage of site visitors that made each response.

| summary | DropoutRepart .| Usabilty Report .| Save Failure Renart
L Create New Account
Detailed summary:
Field Name Responses PYReset Il

(@) Name! 3 RReset

Henrk

33.33%
33.33%
33.33%

Stephan
cedla

FReset
RReset

() Namez:

() Address:
Csbygatan 46
Blingatan
Gsbygatan 56

() Address2:

33.33%
33.33%
33.33%
Freset
(@ Zip Code: Reset
1234
@ city
Maimo
oslo

100%

yReset
66.67%
33.33%
(@) Country: Reset
Nederland 0%
Denmark
33.33%
66.67%

Norway
Sweden
yReset
aReset
FReset

(@) Email:
hen@hotmal,com
cvh@sdfg.com

cec@gmei.com

33.33%
33.33%
33.33%
(@) Username RReset
Henrk 33.33%
33.33%

33.33%

Stephan
Celia

FReset

() password:

valie Fidden 100%

FReset

(@) News Letter:

1
0

66.67%
333 —

On an e-commerce website with multiple forms, this might help you to get an overview of the responses
made by visitors who used this form.

In this example, the City and Country fields give you a breakdown of where your site visitors originated
from. This could help when you start visitor segmentation.

(E} City 3 fYReset
Malmo Z 65.57' I
Csla 1 33.33'

() Country: 3 YReset
Mederland a 0% |
Denmark [u} 0% |
Morway 1 33.33' I
Sweden 2 66,67 I

The Newsletter field shows you the percentage of visitors that selected the Subscribe to Newsletter
check box. This may be useful to the marketing department when analyzing their e-mail campaign
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strategy.
(=) News Letter: 3 reset
1 2 60.67' I
a 1 33,33 m—

Engagement Analytics Report

The Engagement Analytics report tab displays the Executive Insight Dashboard, Goals and Conversions
chart. This chart gives you an overview of goals converted on the website and related to the selected web
form.

S Executive Insight Dashboard

Campaign * Al campaigns

All campaigns - Goal Conversions

Grder by Value -

Tl a Friznd Form Complat=:

e Q42010-Q12011 (Friday

For more information on the Engagement Analytics report tab, see Web Forms for Marketers 2.3 for
Sitecore CMS 6.5 — User Guide

Dropout Report

The Dropout report shows all sessions where a visitor navigated away from a form without submitting it.
You can see all the information entered in each field before the visitor left the form. This can be very
useful in helping you to find out why a visitor decided to leave a form. It may also provide sales people
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with useful customer contact information that might otherwise be lost.

Dropout Report h Usahility Repart | Save Falure Repart -

J10 Filter Save Filter Design

ave 4 4 Page I:l-:-fl Bkl G 100% [ &, Whole

Form Dropouts

View All Forms Dropout report

1 Total Form Dropouts

IP_NOT_FOUND
N/A, N/A, N/A - (N/A)

1/14/2010 3:56:46 PM

Mame: : lohn

MName2: : Brown
Address: : Lopettgatan 56
Zip Code:: 1234

Fax:: 47457

Email:: 7448

The Dropout report shows dropouts for the current report. If you click the timestamp link you can view the
details of the session report for this visit which shows all the pages visited and all the form fields

completed by the visitor during this session.

Click View All Forms dropout report to see the dropouts for all forms.

All Form Dropouts

Log In
1 Total Form Dropouts

Create New Account
1 Total Form Dropouts

Name And Address
11 Total Form Dropouts

Name And Address Login
7 Total Form Dropouts

Draopouts per Company:

IP_NOT_FOUND
N/A, NJA, N/A - (N/A)

Log In
1 Form Dropouts

1/12/2010 10:25:30 PM

UserName: sk

Create New Account
1 Form Dropouts

1/14/2010 2:56:46 PM
Name:: : John
Name2:: : Brown
Address:: Lopettzatan 36
Zip Coden: 1234
Fax:: 47457

aili: 7446

Em,
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On an e-commerce website, having accurate form drop out data captured during the check out process
could help you to find out why some customers decided not to purchase products on your webshop. This
information could enable you to optimize your check out process, increase your conversion rate, and
improve your ROI. Drop out reports are available on all the forms created with Web Forms for Marketers.

Usability Report

The Usability report gives you an overview of all the data entered on the current form. In the following
example, the Create New Account form has had 5 visits and 7 form submission attempts. You can also
see all the errors and dropouts on this form as well as all the successful submissions.

Usabiity Report | Save Failure Repart _—_
Form Usability Report 04072020 - 01463010

Create New Account

3 Visits

7 form submission attempts

14 errors and failures

4 successful submissions

1 dropout

2.00 average errors in all attempts
1.86 average errors in SUCCESS CasEs
1.00 average errors in dropouts

Overall Errors:

8 Field Not Completed
4 Field Out of Boundary
2 Invalid Field Syntax

Errars in Dropouts:
1 Invalid Field Syntax
Last Error Before Dropout:
1 Invalid Field Syntax
Overview per Form Session

IP_NOT_FOUND

/A, A, NAA - (NFA)

1/14/3010 3:56:46 PM

OF Submission Attempts

Final Submission Result: Dropout

Last Error Before Dropout: Invalid Field Syntax: The field 'Email:’ contains an invalid address

1/14/2010 1:01:16 BM
1 Form Submission Attempt
Final Submission Result: Success

sion Attempt
Final Submission Result: Success

1/14/2010 10:18:15 AM
4 Form Submission Attempts
Final Submission Result: Success

1/14/2010 9:24:12 AM
1 Form Submission Attempt
Final Submission Result: Success

On an e-commerce website this report could provide you with useful information about the behavior of
your site visitors and customers. In the previous example, it might help you to improve the Create New
Account form which might in turn lead to more visitors successfully registering as customers and therefore
buying more products.
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Save Failure Report
The Save Failure report displays all the forms that contain save actions that have failed.
Save actions include:
e Send Mall
e Register a Goal
e Register as a Conversion
If aform has a save action associated with it, the Save Failure Report records if and when this save
action failed.
The Save Failure report for a Name and Address login form:

Save Failure Report

Name And Address Login

9 Visits
11 form submission attempts
3 Form Save Action Failures

Sawe Actions Failed
3 Login
Owerview per Form Session

IP_NOT_FOUND

NJA, NFA, N/A- (NJA)

2/1 1011:12:15 AM
2 Form Submission Attempts
Final Submission Result: Success

Submission Attempt
Final Submission Result: Success
1 Form Save Action Failure

Login: Username or password was wrong. Please try again

6.2.2 Enabling Engagement Analytics

In Web Forms for Marketers, you have the option to enable several analytics options on each form. You
can switch on Engagement Analytics functionality, associate a goal with a form, or enable dropout
tracking.

Enabling Web Forms Reports

You need to enable the following reports in the form properties dialog box before you can view them in
the Form Reports window:

e Dropout, Form report
e Usability report

e Save Failure report
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For example, to enable Form Dropout Tracking in web forms:
1. Open the Content Editor.
2. Navigate to the Web Forms for Marketers node.
/sitecore/system/Modules/Web Forms for Marketers

3. Select a web form, for example, Create Account.

o Home  Navigate  Review  Publsh

Configure  Presentation  Security  View My Toobar

EA =) & Form Verification
Form Designer  Form Reparts & 5ave Actions Properties |Profiles
Search @, ~ | ][ @content
@ Bl stecore Create Account
= & content
) Home
= & E-Commerce Examples @ Quick Info
26 ’j""‘E Ttem ID: {7C4ED551-1DC7-40E6-BEA2-5DAD 19CDBEC 1}
Chedkaut Item Name: Create Account
[ Layout Section
My Page ItemPath: fsitecore/system/Modules/Web Forms for Marketers,
i Digial SR Template: /sitecore/templates/Web Forms for Marketers Form
Monthly Offer Created From: [unknow]
Viebshop Functions Item Onner:  sitecore'admin
Wiebshop Site Settings _
B Wiebshop Business Settings e
(@ Product Repositories Title:
B Layout Customer Details
&) Media Library L
E ) system 0 Show Title [shared]:
) Alisses
@ Dictionary
@ Languages Show Editor * Suggest Fix + Edit Himl
%) Marketing Center Introduction:
B (1) Modules Please enter your personal details.
& ECommerce
& ] Web Forms for Marketers
) Attack Pratecton
() sample forms
& [ website
& [ Ecommerce
= [ Examples
=] change Password
1= ] Edit Customer Account )
Eltogin E
[E] ew password Show Editor + SuggestFix * Edit Html
[E] Reset Password Footer:
) check outprocess Use this property to display a short descripti¢
DiocalForms content of the form.
) settings
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4,

A Sitecore -- Webpage Dialog
&€ | htitp:f/scem100112.sktest.sc-demo. dk/sitecore fshell/default. aspx?xmlcontro

Analytics
Choose which Analytics options you want to use with this form.

- Goal

Select an existing goal:
Account Created

celect an existing oal that is achieved wh
Select an existing geal that is achieved when

- Dropout Tracking

[ Enable Form Dropout Tracking]

< Back Mext = Cancel

http: jjscem 100112, sktest.sc-demo. dk sitecore fshell default. aspx 0 Internet

5.
Next.

In the Forms tab, in the Analytics group, click Properties and the Analytics dialog box appears.

In the Analytics dialog box, select the option Enable Form Dropout Tracking, and then click
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6. In the second page of the wizard you can see all the analytics options that you have enabled.
Click Finish to save your changes and close the Analytics dialog box.

& Sitecore - Webpage Dialog
e sc-demo.dk

Confirmation
Confirm the configuration of the form.

Analytics

Marketing Analytics : Enabled
Assodated Goal : Account Created
Form Dropout Tracking : Enabled

Further information
To configure the goal, open the Form Designer and in the Analytics Group dick "Profiles”.

The form reports are available in the Form Reports application.

< Back

http:/fscem 100112 sktest, sc-demo. dk/sitecore fshell /default. aspx® e Internet

For more information on form reports, see the Web Forms for Marketers 2.3 for Sitecore CMS 6.5 — User
Guide.

Enabling Analytics Form Tags

In DMS, you can tag individual fields on a form to track all the form data that a visitor adds during a visit.
This includes partially completed fields and forms. You can view this information in the Engagement
Analytics, Visit Detail (Session) report.

When you create a new form in Web Forms for Marketers, by default the Analytics tag check box is
unchecked.

To enable Analytics form tagging:

1. Inthe Sitecore content tree select modules, Web Forms for Marketers, and then select a form.
For example, Customer Details.

2. Open the Form Designer and select a suitable field, such as the Name field. In the left hand
panel, open the Analytics group.
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3. To activate Analytics tagging select the Tag check box.

B customer Details New - Form Designer

[Z) Appearance

[ validation
o Name
1 Analytics

Title
Select this checkbox to add the value of the selected field to the Tag Address
information in the Engagement Analytics session report,
Tag: Title
— Email
) Rules

Title

City

@ add Field

4. Inthe Form designer ribbon, click Save.

— — = = = = =
0 I T I REEE EES  = = 23]
Save Save/Close || Tile Introduction Footer || English ~ || To ascx % Down ' Last (| properties  Profiles
Write Layout Language || Export Sorting Analytics

@ sitecore

When a visitor enters information in this field it will appear in the Engagement Analytics, Visit Detail

(Session) report.
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