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Introduction

What is
nurture
Mmarketing?

Nurture marketing. Lead nurturing. Drip marketing. You've heard
the buzzwords, but what exactly are nurture programs, and - more
importantly - how can they benefit your business?

In its simplest form, nurture or “drip” marketing is the process of
sending a series of communications (typically emails) to a prospect
over a period of time in order to drive sales or generate interest in
your product. However, by using marketing automation to produce
and execute your nurture campaigns, you can do so much more.
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Automated nurture programs include decision points and actions based on how the While the ideas and concepts are still helpful
recipient interacts with your message, allowing for a very customized experience. By even if you are not working with these
platforms, all of the examples in this eBook
were created using Microsoft Dynamics

CRM and ClickDimensions marketing
brand, save valuable sales resources, and convert a higher percentage of leads into paying automation solution. If after reading this

tailoring your nurtures to a specific audience and sending your messages at the right
time, a nurture program can build rapport with your customers, increase trust in your

customers. eBook, you would like more information about
marketing automation for CRM, please visit
www.clickdimensions.com or contact us at
marketing@clickdimensions.com.

Goals

According to the Aberdeen Group, it takes, on average, 10 marketing-driven “touches” to
convert a lead into a revenue-generating customer. That's a lot of work! Nurture programs
automate the process of contacting these prospects, saving time and money.

Nurture programs bring value to both the marketing and sales teams, and can help to
close the gap between marketing and sales. Marketing can construct a nurture campaign
that includes the exact messaging that they want presented to the prospect or customer,
and sales can determine the appropriate nurture in which to place a prospect based on
their level of buying readiness.

Successful nurture programs will:

+ Educate prospects about your product or service

* Build rapport with buyers

+ Establish trust and credibility with your brand

+ Keep your organization top-of-mind

* Help overcome objections during the buying process
+ Save valuable sales resources

+ Close a higher percentage of leads
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The key to nurture programs is repetition.
The more touches your company makes
with a buyer, the more mindshare it
captures. When a prospect is looking for a
product or service like yours, the credibility
and trust that you have established with
your brand by providing relevant, timely
information is what will attract the buyer to
your company.

$

557

Companies that excel at lead nurturing
generate 50% more sales-ready leads
at 33% lower cost. (Forrester Research)

Who should be nurtured?

Nurture programs can work at any level -
prospects, leads and customers - so the first
step when building a nurture campaign is to
evaluate who you wish to reach and how to best
reach them. Nurtures are not a one-size-fits-

all solution; messages must be tailored to the
target audience.

When creating a persona for your nurture
campaign, consider these questions:

*  Where is this person in the buying
cycle?

*  How aware are they of our products
and services?

«  What are their needs at this time?

For example, perhaps you want to target
prospects that are in an awareness phase.
They are either unaware of your company, or
they know very little about it. They need basic
information about your product or service and
Examples of specific
nurture programs
for each stage in
the buying cycle are

ready. detailed later
in this eBook.

how it can meet their needs. Messaging for this
audience will be very different than what would

be sent to a qualified lead that is purchase-
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Ways to nurture

Any “touch” a company makes with an individual could be part of a nurture program: Remember that a nurture
campaign should include

* Email information that prospects,

+ Direct Mail (postcard, letter, brochure) leads or customers want or need. Don't
+  Social Media just send prospects a series of “buy

. SMS/Text now” emails that don't provide any

value. Think about the type of content
that would help your prospect in making
However, the real power behind nurture campaigns is found by implementing a marketing a buying decision at that point in time.

*  Phone/ln Person

automation solution. Using marketing automation, a relevant stream of messages can be
sent and a variety of automated actions can be triggered as the prospects begin to respond.
A marketer can create a “path” for prospects to follow based on their interactions with the
messages. As buyers become more interested in the product, they receive more customized

information.
f&] save @ Run Pause Resume Cancel
NURTURE TASKS [-]- © start
™ send Emal 7 & Send Email: Nurture: What did you think of the eBook? £ %
Swat | (¢ Wait: 2 Days £ X
J"' Has prospect clicked link? |:—] ﬁ Has prospect opened email? )(
™ Has prospect opened email? [_j vf Yoa
[=}+ & Has prospect clicked link? X
&2 Assign Sy
-/ Yes
2p Notify user .
- B Send Email: Nurture CTA: Tour £ X

b Notify team

g End Branch
[ Add to list =} % No
Bk Remove from list ------- Zp Motify user: Owner £} %
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Lead scoring

Nurture campaigns are a great way to cultivate prospects into interested leads without @
committing valuable sales resources, but how do you know when a lead is ready to buy? @

Through marketing automation, lead scoring can help determine the level of interest a

prospect has taken in an organization by measuring their interactions. ‘

Using the lead score, a sales team can quickly and easily determine which leads to pursue. m ‘
As individual visitor activity is tracked through interaction with emails and web pages, each
visitor accumulates a score based on his or her email clicks, visits, page views and more. A

marketer can determine which actions are most important by assigning them a higher score
value. The higher the overall lead score, the more interested the prospect.

Lead scoring can work hand-in-hand with nurture programs. As the lead score is a good
indicator of the prospect’s stage in the buying cycle, salespeople can put prospects into
specific nurture campaigns based on their interest level.

Best practices

The last thing a nurture program should do is drive prospects away with annoying emails.
When creating a nurture campaign be mindful of:

50% of qualified leads are not

ready to purchase immediately
ready leads could have a shorter timeline than a nurture for “cold” leads that touches the (Gleanster Research)

Content. Create campaigns that contain information that prospects, leads or customers
want to receive. Make sure that content is relevant to the audience.

Timing. Schedule messages appropriately based on the type of nurture. A nurture for sales-

prospect only a few times per year.
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Targeting and Personalization. One of the benefits of a nurture program is that messages
can be customized based on the interactions a prospect has with the emails. Use this
capability to its fullest extent with dynamic content and targeted messaging. Don't just
create a series of generic emails that are sent over and over again, create personalized
experiences.

Consistency. Nurture programs help to establish trust and credibility. Make sure that
messages are consistent with and reinforce the company’s brand.

Permission. Ensure that nurture emails don't violate spam rules. For example, the
CAN-SPAM Act in the U.S. and CASL in Canada include specific guidance for giving email
recipients the opportunity to opt-in or opt-out of receiving emails.

While consistency is important, every email should not be identical. Consider using
different types of emails in nurture campaigns - perhaps some HTML emails with
graphics that highlight an offer, and some plain text emails that look like personalized,
one-on-one emails from a salesperson.

Great tips for marketing with Microsoft Dynamics CRM Demo of ClickDimensions marketing automation for Microsoft CRM

John Gravely
Thursday, December 11, 2014 at 1:21 PM John Gravely
To: M Heather Wright Tuesday, December 9, 2014 at 1:41 PM

To: M Heather Wright

Click here if you are having trouble viewing this message.

Heather,

‘g CI ick Di me n S i o n S If you can spare 30 minutes, I'd love to schedule a2 personal demonstration of the ClickDimensions

marketing automation solution for you and your team.

As the only marketing automaticn vender that is 100% focused on Microsoft Dynamics CRM,
Great tips for Marketing with Microsoft Dynamics CRM! ClickDimensions can help your organization generate more leads and mare effectively prioritize and
manage your lead pipeline using CRM. If you'd like to see how, watch our 7-minute video or contact
me directly to arrange a convenient time for a demo.

Heather,
As always, if you have any questions, please reply and I will be ha to hel u.
1 you want great articles, tools and tips on better marketing WY g N ¥ i Biyes
with Microsoft Dynamics CRM, then sign up for our Microsoft
CRM Marketing newsletter. Delivered monthly, the
newsletters contain all original content written specifically for
marketers who are using Microsoft CRM.

Thank you,

John Gravely

ClickDimensions
Subscribe at www.clickdimensions.com/newsletter. We never foie y jons.com
share our data, and you can unsubscribe at any time.

www.clickdimensions.com
And please don't hesitate to reach out to me if I can answer SUBSCRIBENOW!
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Nurture marketing
at each stage of
the buying cycle

Through well-planned nurture campaigns, marketers are able to
reach potential customers during each stage of the buying cycle -
awareness, research, evaluation, purchase and retention. Let's take
a look at each stage and see how nurture programs can impact
sales.
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Awareness

In this first stage, customers are just
realizing that they have a business need.
They are unsure of which products

or services will help them solve their
problems. It is important in this phase to
make prospects aware of your brand and
stay top-of-mind so that when they decide
to move forward with a purchase, your
company is on their radar.

Evaluation

Use social media, online advertising, the
company website, or other marketing
channels to capture the attention of new
leads. Whether through a contact form,
newsletter sign-up, or eBook landing page,
provide a method for prospects to provide
their contact information and opt-in to
receiving emails.

Businesses that use marketing automation
to nurture prospects experience a

4517

increase in qualified leads.
(Annuitas Group)

Once a lead has been captured, the first
“awareness” nurture campaign should
contain messaging that provides an
introduction to the company and its
offerings. This is not the phase for high-
pressure sales tactics; merely begin a
dialog with the prospect. Introduce them to
products or services, provide links to blog
articles, or offer to send them a brochure
for more information.

Using the ClickDimensions
marketing automation
solution with Dynamics
CRM, lead records can be
created in CRM each time a new
visitor submits their information
through a web form.
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For more information about
creating compelling content,
download our ebook, Hooked on
Content: Developing a Successful
Content Marketing Strategy with
Microsoft Dynamics CRM.

@O

Forrester suggests that today's buyers are
anywhere from two-thirds to 90 percent

of the way through the buying process
before they reach out to a vendor. So what
are they doing during that time? Research.
This is the phase where customers are
shopping around. They are learning what is
necessary to solve their business problem
and investigating potential solutions.

Customers typically spend the greatest
amount of time in this phase, so a
“research” nurture may have a longer
timeline than others. In this nurture, send
email messages that feature content that
will educate customers about how the
product or service can solve their business
problem. Invite them to attend a webinar,
provide a link to download an eBook,

or direct them to an overview video. By
providing the information they need, your
organization becomes a trusted resource.

In this stage, the rubber meets the road.
Customers have narrowed down their
decision to a few options, and they are
evaluating possible vendors. At this point,
it is important to build credibility and trust
with the customer and overcome any
objections - why should they go with your
product or service over the competition?

The emails in an “evaluation” nurture
should contain information that will help
solidify the product or service as the best
solution. Include links to case studies

or white papers, offer to schedule a live
demo, or provide testimonials from other
customers.

If it hasn't already happened, customers
should be introduced to a salesperson at
this stage. You may also wish to include
direct contacts (via phone calls or onsite
visits) into your nurture programs. In

the nurture, an action can trigger a CRM
workflow that creates a phone call activity
for the salesperson, letting them know it's
time to follow-up with the lead.
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During this stage, customers are making a final purchasing decision. Email messages in the
“purchase” nurture will have strong calls to action and could include buying incentives such
as free trials, coupons or limited-time offers.

And don't forget about service after the sale. A “post-purchase” nurture campaign could be
used for implementation and onboarding. Sending regular emails to new customers about
a product or service ensures that they have a successful transition.

You successfully manage customer accounts in CRM, but are you communicating with your
contacts on a consistent basis? Marketing automation is not just for marketing! Nurture
programs are a great way to keep current customers engaged with your company and
brand. Create a “retention” nurture to send subscription renewal reminders. Or use a
“loyalty” nurture to educate customers about new features, provide them with valuable
content, or invite them to webinars and events.

In the examples above, separate nurture programs were created for each stage in the
buying cycle. However, you could also transition from one stage to another within the
same nurture campaign. For example, start with messaging that raises awareness of
your brand, and then transition into providing educational content as time progresses
and the prospect enters the research phase.

Nurtured leads make 47% larger
purchases than non-nurtured leads.
(Annuitas Group)
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Awareness Nurture Campaign

example

f&] Save @ Run Pause Resume Cancel
NURTURE TASKS [=]- © start
™ sendEmal || 7 [F Add to list (Trade Show Lead Nurture) fo 2
SGwat | () wait: 2 Days £ %

& Has prospect clicked link?
ﬁ Has prospect opened email?
&2 Assign

2o Notify user

25 Notify team

[ Add to list

Bl Remove from list

% Run CRM Workflows

The nurture, could
continue with | addifi
emails at any| point
the tfree

[=} & Has prospect clicked link? %

DNl

5 Send Email (Thank you for stopping by our booth) £ X Th@ ﬁrgf QV\/\QH
e \

(5 Wait: 7Days £ X references the

frade show visit

£ V Yes

------- ™ Send Email (Download our 2015 catalog) £ X

....... (@ wait: 3Days £ X It the Ier§P601'

[=}+ & Has prospect clicked link? X 9|ﬂOW9 W\T@F@ST in
v the first 2 emalls,
%o tatbyuor B S B X e salesperson i

B x---l;o End Branch V\Oﬂ‘ﬁ@d

------- ™ Send Email (Subscribe to our newsletter) £F X

S End Branch
------- End Branch

------- (@ wait: 3 Days £ X
[=}+ & Has prospect clicked link? X
v s
------- ¥ Send Email (Download our 2015 catalog) £ X
[—] o Has prospect clicked link? 3
Bl v Yes
! ------- 20 Notify user: Bob Smith £ %

- End Branch

n

: ¥ no inferest is

O enaganeh  clown, the lead is
"""" N Branch removed from the
T nurfure marketing list

------- El Remove from list (Trade Show Lead Nurture) £ X

------- End Branch

This nurture program is used when a lead provides their
information at a trade show booth (via badge scan, business
card drop, etc.).

If the individual did not have an existing lead or contact
record in CRM, they are considered a new prospect. The
individual is added to the nurture, which sends a series of
emails introducing the prospect to the company's products
and services.

The nurture responds to the recipient’s interactions (clicking
links in the emails) by providing more detailed information
and alerting a salesperson as the prospect shows interest.

MESSAGE
| = | F Meeting ¢ : Junk * || |b'
X 3 = -5 E - e
Delete Reply Reply Forward @L‘ Attachment Move t‘_)) Rules Read/Unread Categorize Follow
Al Up

Thank you for stopping by our booth

Bob Smith
Thursday, December 11, 2014 at 1:19 PM
To: Carla Turner (cturner@acme.com)

eet you at the Motors and Widgets Trade Show last week. | hope that

you enjoyed theconference and found it worth your time.

If you have any questions about Wilson Widgets and how we can streamline your
production line, please give us a call at 800.555.1234 or visit our website at
www.widgetsdu.com.

Dynamic content from
CRM is used fo address
and sign the emall

Best regards,

Bob Smith
Sales Representative
Wilson Widgets




Research Nurture Campaign examp Ie

I save @ Run [ Pause () Resume () Cancel A lead or contact is placed on this nurture program
e $irst email once they have shown an interest in the company’s
NURTURE TASKS [} © start , S . . .
S | il (o el e whis e ekt b 3. 15 0 Invitation o pr.oducts or services. Ir? this exa.mple, the nurture is
S Dpne Emss o s wateh a video on triggered by downloading a white paper. The nurture
@ wat Wait: 2 Days \ ’ B . . .
i o A s S e same JFOPIC s sends a series of emails that provide the Prospect with
f Has prospect clicked link? iy m@ WVN*@ P&P@r tools to educate her about the prOdUCt (V|de0, eBook
b Has prospect opened email?

------- B Send Email (Free eBook: Human Resources for the Small Business) { % and webina r)'

&2 Assign

2 Notfyuser | O wait: 2Days £ %

i e AP If the prospect does not interact with the emails, the
[ Add to list E}---\(ves nurture will continue to send messages at a slow

h 5 Send Email (Have HR guestions? Attend our weekly webinar) {F X pace. HOWGVEI’, e the prospect A Wlth an ema”

E'l Remove from list

O wait: 2Days {3 X If e WOSV%T clicks a -- indicating interest -- the subsequent messages are
[t} & Hasprospectalckedin? X |10l Hae pext email s delivered more quickly.

% Run CRM Workflows

End Branch

sent affer only 2 days

E % No
o () wait 1 Month £ X r—
& Send Email (Have HR guestions? Attend our weekly webinar) £ % ~ . ¥ ~ ]
o M = Junk * - e
. 7( ¢ Cd B3 T2 Meeting | ] &g > Em |’b
f Has prospect clicked link? >< Delate Reply Reply Forward @Ll Attachment Move a Rules ~  Read/Unread Categorize Follow
: All Up
— End Eranch .
Free eBook: Human Resources for the Small Business
------- End Branch
Allison Johnson
D X No Thursday, December 11, 2014 at 1:19 PM
------- @ Wait: 2 Weeks  £% %X To: Rhonda Caswell (reas13@hrcompany.com)

------- & Send Email (Free eBook: Human Resources for the Small Business) £ X
------- O wait: 2Days £ %

|‘F ‘qu VVOSVGCT dOGB [=}- & Has prospect clicked link? 3 || | thought you might be interested in our latest eBook,

. . . “Human Resources for the Small Business.” The book
not click a link, the B ves

offers tips and tricks for managing HR topics in a small

Some M@gga@@ (9 gﬁyﬂ” 5 Send Email (Have HR questions? Attend our weekly webinar) £ 3 EBOO K business setting. If you have any questions about the

Rhonda,

book, or would like to discuss how HR Plus can help your
bu* a‘f a §|OV\]6}” Pa(_‘,@ (O Wait: 2Days £ X 2l LD business, please do not heslitate to contact me.
[#}- & Has prospect clicked link? 3 Best regards,
End Branoh Alison lohmson 1 FOVIdeS InfOrmation to
G HR Pls educate the prospect
o) Wait: 6 Weeks £ % 800.555.1234

i Send Email (Have HR questions? Attend our weekly webinar) £F X

& Has prospect clicked link? 3

e End Branch

------- End Branch




Evaluation Nurtu

re Campaign

example

f&l save @ Run Pause Resume
NURTURE TASKS (=}
¥ Send Email
¢ wait

f Has prospect clicked link?
- .
L. Has prospect opened email?
&2 Assign

Zp Notify user

&b Notify team

[ Add to list

Eol Remove from list

% Run CRM Workflows

The salesperson is

nofified at the end of
the nurture when the
lead has completed the

program \

Cancel

Q© start
- [ Send Emall (What our customers say about Graphix Pens) ¥ X
() Wait: 3Days 43 X
(=] £ Has prospectopenca omai? X
E v Yes
30 Notify user: Owner £ X

End Branch The nurture continues
to run regardiess of

: the lead's interaction

End Branch
- () wait: 5 Days % %

-~ 4 Send Email (Feel the Graphis difference - Request a sample pen) £} X

() wait: 3Days £ %
[} & Has prospect opened email? ¥
E v Yes

.lo Notify user: Owner % 3
End Branch

[ X No

End Branch
- (3 Wait: 1 Week £ X

- B Send Email (Case Study: Townsville schools use Graphix pens) £ %

- (3 wait: 3 Days  £% X

[_] i Has prospect opened email? ¥

E v Yes
- 89 Notity user: Owner fo 2 4
: End Branch

B X No

End Branch
- &gy Nofify user: Owner £

This program nurtures qualified leads that the salesperson is
actively working. The nurture saves the salesperson time and
effort by automatically sending a “touch” to the lead every
few days.

The nurture notifies the salesperson when a lead interacts
with an email; however, the program keeps running until the
salesperson actively removes the lead from the nurture. This
provides the salesperson with control over whether to stop
the nurture and contact the lead directly, or continue to send
the lead emails via the nurture program.

MESSAGE
| | F Meeting ; 8 Junk * [ |=] |"
x Ld Cd 5 = - AT :
Delete Reply Reply Forward @H Attachment Move t’) Rules ~ Read/Unread Categorize Follow
All Up

What our customers say about Graphix Pens

Sam Westinghouse
Thursday, December 11, 2014 at 1:19 PM
To: Frank Bell (frank_bell@organization.net)

A quality pen can make the business of writing more enjoyable... just ask our
customers! They have experienced the Graphix difference; | invite you to do the
same. Contact me today to try a sample pen or get a price quote.

Sam Westinghouse, Corporate Pen Sales
Graphix Pens
+1.888.555.4567

‘ ‘ Graphix pens feel like
you're writing on air.
The best pen I've owned!

-- M. Scheffield , ,

Regular communications
are sent to the lead,
without faking valuable
time from the salesperson



Purchase Nurture Campaign examp Ie

[ save @ Run —— — —_— This nurture program is used to entice buyers
to make a purchase by sending them a series of
NURTURE TASKS [} @ start discounts and offers. The emails stop when the
T . I Send Email (Save 25% on the Wexler Widget) £3 X recipient clicks a link in the email to complete the
sale.
awat () Wait: 5 Days % %
& Has prospect clicked link? (=} t‘f’ Has prospect clicked link? X ch oot " If the prospect does not interact with the emails,
Has prospect opened email? =) o e last step in the nurture is a workflow
W enedion 1 v ves rong call>-1o-action the last step in the nurt CRM workfl
Eaiaa P 20 Notify user: Owner £ X that creates a task for the salesperson to follow-
= H
2o Natliy T End Branch up with a phone call.
L#] user H
% Notytam | % Send Email (Now is the time fo buy! All Wexler Widgets on sale) £ %
Gl Addtolst 1 (5 Wait: 3 Days & X
Bk Remove from it [} & Has prospect clicked link? 3¢ E  rtormaton
% Run CRM Workflows E| i T e
R Zp Notify user: Owner £} e :m_m poces ‘ ol
. End Branch G S
"""" % Send Email {Last chance for this great deal - 25% off Widgets) £ X — e
"""" (5 Wait: 2 Days Fo i o o - ke o
Limited time | offer [=]- & Has prospect clicked link? 3% e ronecal
. ’ - o Ye ]
so0 there is |a short E :o
. . [ Motify user: Owner (B - Pzt | Dicin [
timeline (10 days total) X -
o End Branch
=} X Ne
"""" % Run CRM Workflows: Follow Up Phone Call £ % CEM workflow is
i e \ triggered by the
"""" End Branch nurture to create a
"""" SRS follow-up task




Retention Nurture Campaign examp Ie

This retention/loyalty nurture is used to

f&] save @ Run Pause Resume Cancel
encourage season ticket holders to renew their
NURTURE TASKS = © start seats for the upcoming season.
i Send Email - 2 Send Email (It's fime fo renew your Bears season tickets!) £ X
& wait - Wait: 1 Week  § X . There is a single call to action in the emails -- a
Folonnoaedieia E]- & Has prospect cicked bk? X TW@ ‘ sales team is link to a renewal landing page. After each email,
il - / notified when a buyer the nurture checks to see if the recipient has
H d email? : ‘ i . :
il Tas prospect opened eme! - LB Notity team (Renewal Team) £} XX clicks the renewal link clicked the link to the renewal page. If not, the
52 Assign e Branch nurture continues to send reminder emails.
2o Notify user E % No
% Notify team - [ Send Email (Don't miss a single game!) £k X
ﬁ:ﬂ Add to list (D Wait: 21 Days ﬁ X ;ssaasﬁ ~—— — B |>
& L il IL | L | [Hg Mesting + &g Junk |:] | - =

a Remaove from list |:_:|. t? Has prospect clicked link? x Delete p.p(; pm(\y- rnm:)m U Attachment ’ﬁ 13, Rules »  Read/Unread Caling.nnzs Fnun:w
@" SRR E| v Yes Th@ mvvulmders_ leﬂd Renew today and get a free Bears cap!

. i B Notify team (Renewal Team) £ X when the r@olpl@lﬂf BoomtownBews

End Branch C|l0k5 m@ ||ﬂl< 'i’o VISH’ To: Steve Cole (steve.cole@mail.com)

-

5 X No the renewal page

Renew your season tickets by August 1 and get a

free Bears cap!

- [ Send Email (Renew today and get a free Bears cap!) £ X

- () Wait: 10 Days {3 X

Incentives are offered [ " Fima pospeect i lnict ¢

and a sense of urgency =1V Yes
s added o the emails | o e ey 50/
as fhe nurture continues . O EndBranch Click here fo order

“}- % No
- ® Send Email {Last chance to secure your 2015 Bears tickets) &

The seat location is
stored in CRM. The
P emall s customized for
@ Eng each recipient using
dynamic content

End Eranch

End Eranch




Measuring Success

Iracking an
evaluating
nurtures

One of the most important steps in implementing a nurture
campaign is tracking the results and measuring its success.
Especially if you have never used nurture marketing campaigns,
it's critical to find out how they are affecting lead conversions and

4717

of B2B marketers say they either close
fewer than 4% of all marketing-generated
leads, or they don't even know this metric.

(Forrester Research)

overall sales.

== C&mm,q
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Reporting in CRM

Using ClickDimensions marketing
automation tools combined with CRM
makes reporting easy. All marketing
data - email deliveries, opens, clicks,
etc. - is stored within Dynamics CRM so
the information can be used to generate
dashboards and reports. For example,
here at ClickDimensions, we created a
dashboard that displays monthly email
statistics for each of our content marketing
nurtures. We are able to see at a glance
how each nurture is performing.

It is also important to find out what is
working and what is not working within
each nurture. Analyze the individual emails
being sent out as part of the nurture
program to see how successfully they
reach the audience. In the report to the
right, we are comparing emails sent from
our eBook nurture to see how prospects
are responding to each message.

One of the interesting things we learned
from this report is that our text-only emails
are getting a better click/open rate than

Ay Microsoft Dynamics CRM .  #t | SALES .  Dashboards | « ClickDimensions

EFSAVEAS S NEW [HEDIT [53 DELETE - SET ASDEFAULT [ SHARE DASHBOARD  [33 ASSIGN

Nurture Campaign Trends -

Email Stats - by Nurture - Month Email Stats - by Nurture - Month

Sent emails via SDR Murture Sent emails via New PAM Nurture

Heather Wright [Nl
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the more graphical, HTML-based emails. This leads us to believe

- at least for this nurture - that prospects respond better to more
personal emails that appear as if they are coming directly from the
salesperson.

Don't be afraid to make changes to your nurtures “mid-stream.”
If you find that a particular email is performing poorly, pause the
nurture and change your message. Small tweaks along the way
could result in large dividends.

Measuring Return

It's important to measure the effectiveness of nurture campaigns
to determine if they are having a positive effect on your marketing
efforts. In CRM, there are many ways to accomplish this task, but
for our eBook nurture, we decided to add a custom checkbox field
to track all contacts that had been nurtured. The field is checked
using CRM workflow when an individual is added to the nurture.

Q© start

------- @, Run CRM Workflows: Check eBook Nurture checkbox £} X

Now, using this field, we can run queries to see not only how
many leads or contacts have been nurtured during any given time
period, but also how many opportunities were created where a
lead had been nurtured, and how many new accounts include
nurtured contacts.

Look for: | Opportunities 3 Use Saved View: | [new]
W Status uals Won
v  Opportunity Type uals New Business
Select
|v Account

v Primary Contact Contains Data
Select
‘ v Contacts (Company Name)

~ eBook MNurture uals Yes

Comparing the results to a similar group of leads that had not been
nurtured, we can measure the effectiveness of the nurture program.

For example, during the same time period:

Prospects Qualified Leads Lead
Leads) (Opportunities) B G
( PP Rate
Without nurturing 312 19 6.1%
With nurturing 352 33 9.4%

This same comparison can be made with closed business:

Qualified Leads Won Close
(Opportunities) Opportunities Rate
Without nurturing 19 4 21%
With nurturing 33 11 33%

Adding a nurture program should require very little - if any -
additional spending on lead generation, so, for the nearly the same
budget, you are now converting more leads and closing more sales!
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Data-driven nurtures

Data stored in CRM can also be used when
creating nurture programs. Statistics such
as industry and company size for business-
to-business campaigns, or age, gender or
location for business-to-consumer, can
help tailor the message to a particular
audience.

Using ClickDimensions web tracking data,
you can gain even more knowledge about
prospects. What ads are people clicking
on to get to your website? On what pages
do they spend the most time? Knowing
which content your prospects are most
interested in can help to target the
message in nurture campaign emails.

Mine an existing CRM database to drive
sales. Consider creating a marketing list of
current customers that have not purchased
your latest product. Nurture this list with a
campaign that introduces and upsells them
on the new solution. Nurture programs

are a low cost, low effort approach that
could mean generating revenue that would
otherwise go untapped.

 ®®

Don't forget to look at

data from another angle -
reviewing lost opportunities
can provide good insight into the
needs of prospects. What were the
buyer hesitations or objections?
Overcome these objections in your
nurtures, especially during the
evaluation stage of the sales cycle.
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Case Studies

Nurture
Marketing at
ClickDimensions

The ClickDimensions marketing automation solution for Microsoft
Dynamics CRM includes a nurture builder that is embedded
directly inside CRM. This allows you to easily add existing CRM
leads and contacts into a nurture program, notify salespeople
when a lead or contact takes an action, and measure the results
of your nurture campaigns using CRM dashboards and reports.
The ClickDimensions drag-and-drop builder includes a variety of
nurture actions such as sending an email, checking email opens/
clicks, waiting a period of time before the next action begins,
adding/removing individuals from CRM marketing lists, and much
more.

F O®
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As a marketing automation company, Since the visitor has downloaded a oG

we are often asked how we use our own content item that relates to marketing
QCIickDimensions

tools to market our solution. Below are with Microsoft CRM, we assume that they

Marketing with

M Microsoft CRM

s Idea eBook

140 pages with 50+ ideas!

two examples of how we use nurture have at least some interest in the topic.

campaigns internally. However, we don't know the prospect’s

Case Study I:
Content Marketing

Situation:

At ClickDimensions, we use content
marketing to generate inbound leads.
We offer premium content items such
as eBooks and webinars in exchange for
visitors' contact information.

For each eBook, we create a landing

page that has a web form where a visitor
submits basic information - name,
company and email - and then receives

a link to download the eBook. As visitors
submit their information, ClickDimensions
creates a lead record in Dynamics CRM for
each new individual (lead records are not
created for existing contacts that download
the book).

knowledge of our solution or where they
are in the buying cycle.

With hundreds of content download leads
coming in every month, it would be very
expensive to hire enough sales people to
give each lead individual attention. And
since many of the leads are in the early
awareness or research phases, much

of the sales team'’s time would be spent
educating prospects that are a long way
from being ready to buy.

Solution:

To conserve sales costs and help educate
our prospects, we created nurture
campaigns for our eBooks. Each of our
eBook nurtures evaluates the prospect’s
level of interest and keeps them engaged
with our content and brand.

For example, each year we release an
eBook called the Marketing with Microsoft

kL ¢ e

For more information about
creating nurtures with
ClickDimensions, visit help.
clickdimensions.com/category/
nurturemarketing/
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l&] save Run [} Pause Resume € Cancel

NURTURE TASKS (=} © star
® send Emal @ Run CRM Workflows: Check eBook Murture checkbox £ %
Swat | [ Add to list: eBook Nurture %

....... () Wait: 3 Days £} %

------- ¥ Send Email: Murture: What did you think of the eBook?  £f X

------- (3 Wait: 1 Week £ X

E} & Has prospect clicked link?

J" Has prospect clicked link?
. i
b Has prospect opened email?

ﬁi Assign

2o Motify user

What did you think of the eBook?

John Gravely
Thursday, December 11, 2014 at 1:19 PM
To: M Heather Wright

Action ltems Manage Apps...

Heather,

Thank you for downloading our "Marketing with Microsoft CRM Idea eBook.” Hopefully yvou've had a chance to read the
eBook... and gotten some great marketing ideas from it! If you have any guestions about marketing with Microsoft Dynamics
CRM or ClickDimensions, please let me know.

Also, I'd like to invite you to take a moment and watch our 7-minute demo video at www.clickdimensions.com/video/demao,.
If you’'re not already familiar with how ClickDimensions embeds marketing automation tools directly into Microsoft Dynamics
CRM, this video will give you a good overview of our solution. And if you would like to take a closer look, contact me directly
or complete a request form online at www.clickdimensions.com/demo to schedule a convenient time for a live demo.

Kind Regards,

John Gravely
ClickDimensions
john.gravely@clickdimensions.com
www.clickdimensions.com

CRM Idea eBook. When someone enters

his or her information to download the
book, that person is immediately put on a
nurture campaign. The nurture program
will wait a few days, and then send the
prospect an email with the subject line,
“What did you think of the eBook?” This
email casually “checks in” with the prospect
and invites them to contact us if they are
interested in receiving more information
about marketing with CRM and/or
ClickDimensions. The email is personalized
and addressed from a salesperson within
our company.

This first email helps to gauge the
prospect’s level of interest. If they take
action by clicking a link within the email,
the nurture program will notify the
salesperson. The salesperson can then
decide whether to contact the prospect
immediately, or let them continue on this
or another nurture. Often, the salesperson
will make this decision based on the
prospect’s lead score.

If the prospect does not interact with our
first message, he or she will continue

through the nurture program where, over
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the course of about 6 weeks, they receive
a series of emails with a variety of calls to
action:
« Download another content item/
eBook
+ Attend our weekly webinar

*  Subscribe to our monthly
newsletter

* Schedule a demo of
ClickDimensions

In each of these emails, we offer something
(webinar, eBook, newsletter, demo)
that educates the prospect about how
ClickDimensions can help their marketing
efforts using Microsoft Dynamics CRM. We
are consistent with our message, and we
send the emails over a timeframe that is
frequent enough to keep ClickDimensions
top-of-mind with the prospect, but not so
frequent that our emails are considered
spam.

After each email is sent, the nurture
program checks to see if a link has been
clicked, and notifies the salesperson
when there is interaction by the prospect.
Should the prospect reach the end of the
nurture without taking any action, he or

@O

she is added to a marketing list of non-
responsive leads. These cold leads are
often placed on another nurture with a
longer timeframe that helps to maintain
awareness of our brand even if they are
not currently interested in our solution.

Result:

We have been publishing an annual
Marketing with Microsoft CRM Idea eBook
for several years; however, 2014 was the
first year that we implemented the eBook-
specific nurture campaign. Looking at
won opportunities, we experienced a 44%
growth in revenue from eBook leads after
implementing the nurture campaign. Our
prospects are becoming more engaged,
and our leads are better qualified by the
time they reach a salesperson.

Actual Revenue by Year - Colume

Wan Dpportunitees bom ALL ¢Bock Leads

449,
Increase!

jear (Actal Close Dabe;
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Case Study 2:
Customer Onboarding

Situation:

ClickDimensions account managers are responsible for managing our current customers,
including ensuring that they are satisfied with our solution and renew our service each
year. After the initial sale, account managers take over from the salesperson and introduce
new customers to ClickDimensions - everything from how to get help, what services are
available to them, and where they can find training.

The account management team had a series of touch points that they made while
onboarding a new customer, from sending a welcome email to checking in with the
customer after 30 days. While it was a good process, it required a lot of effort on the part of
the account managers. And since the process was completed manually, account managers
often fell behind in communicating with their customers, not sending emails as frequently
as planned.

Solution:

At ClickDimensions, we believe that marketing automation tools - thoughtfully implemented
- can improve many business functions, even beyond the marketing department. With this
approach in mind, our account management team decided to use nurture campaigns to
automate the customer onboarding process.

The nurture program is triggered when an opportunity is closed in CRM - indicating that a
sale has been completed and a new customer needs to be brought onboard. The nurture
immediately sends a welcome email to the customer and begins a series of workflows that
create follow-up tasks and phone calls for the account manager to complete.

»®
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g save Run [ Pause Resume () Cancel The onboarding nurture sends out a
dozen emails over the course of the first

NURTURE TASKS [~} @ Start 30 days after the new customer signs
® send Email 7 & Send Email: Onboarding Template: 1 Welcome  £F X up. Emails are timed to be relevant as
S Wt % Run CRM Workflows: Set Account OnBoarding Status to £ 3 the customer continues to learn and

....... it use ClickDimensions, and the emails are
& Has prospect clicked link? O wait: 1Day £ X

structured so that the customer will see a

& Has prospectopened emall? | & Send Email: Onboarding Template: 2 Training £ X )

_ progression as they move through each

&8 Assign % Run CRM Workflows: Set Account OnBoarding Status to Fo I 4 step of the process.

2o Notify ugser | ¢y Wait: 1 Day to 3y

& Notifyteam || i & Send Email: Onboarding Template: 3 Help  {k X Result:

[ Addtolist | b % Run CRM Workflows: Set Account OnBoarding Status to £ Now that customer onboarding is
completely automated, the account
managers are able to maximize their time
and focus on customer satisfaction instead

b .o v N nabliodi of sending countless emails. They are also
H gﬁ%?ﬂ%?ﬁ%;h‘;”‘“‘"32”” gﬁiﬂm%@ e confident that all customers are receiving

the same onboarding information; no one
Q ClickDimensions QCIiCkDimenSionS S|ip5 through the cracks.

Web
Content

Email
Marketing
Basics Basics

Training s L More

More
Resources

Training

&Help BN Morketng | Content | o rves Not only is the onboarding process now

Basics Basics
ko Dear Heather, oimersons Do Hoather, automated, but also the account managers
Standard We are very pleased to welcome you and ClickDimensions to o eme e a4
Renewal Date: ClickDimensions. Thanks for choosing us for your world-class S We want to invite you and your team to take advantage of all the H
S marketing automation solution. If you have questions or need help, 1R;;|:(;-4135\ Date: great training that ClickDimensiens has to offer: area b | e to eva | u ate Its pe rfo rmance.
How to Get Hel, 8 thalks an e 1 _ ClickDimensions Academy
low to Get Help H H H H
) Walch this short video to see what you need to do to get started: How to Get Help As a ClickDimensions subscriber, you have unlimited access to Th ey monitor customer interaction Wlth
estions ClickDimensions Academy, with courses delivered live via
instructor-led, web-based training classes, or on-demand as . . .
recorded videos. The Academy also includes weekly open Question th e nurture emali | S - d e | veries, o p ens
Are we earning your 5- & Answer i To gain access to the Academy, register here. !
riehiaflie Are we ea:n?ing your 5- b & Teiing S d | H k h ff i
3 q star revie lelp and Training Site -
ikt S Don't forget that you have free, unlimited access to our training site and clicks - to measure the efrectiveness
5 0 at hitp://help.clickdimensions.com where you can access articles on
- how to use the ClickDimensions marketing solution. You'll also find i
g ey e of each email. The nurture program also

ClickDimensions.

allows account managers to view an
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individual customer’s progress through the
nurture, giving them helpful insight when
speaking with the contact.

Most importantly, the onboarding process
is now scalable; it does not require any
additional account management resources
when new customers are added. This
process can also be replicated in a variety
of ways across the organization. A similar
nurture could be created, for example,
when onboarding vendors or partners,
saving valuable time and money in multiple

departments.

Nurture Instance History

Presented by ClickDimensions Timeline.

Murture Started

September 30, 2014 at 02:33 PM

Send Email
B September 30, 2014 at 02:33 PM

From Name: ClickDimensions

From Address: success@cdlickdimensions.com
Send from Owner: False

Template: m Onboarding Template: 1 Welcome

@-0—-0

Run CRM Workflows
{3:, September 30, 2014 at 02:34 PM

Workflows:

¢%, Set Account OnBoarding Status to "Onboarding Started"

Send Email
B October 01, 2014 at 02:35 PM

From Name: ClickDimensions

From Address: success@cdlickdimensions.com
Send from Owner: False

Template: m Cnboarding Template: 2 Training

0e

Waited 1 day
ﬂj September 30, 2014 at 02:34 PM

@

Run CRM Workflows

Q;, October 01, 2014 at 02:35 PM
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Conclusion

(5row your
NUSINESS wWith
Nurture marketing

Nurture marketing through marketing automation allows
organizations to inform and educate prospects, effectively qualify
leads, and develop trusting relationships with their customers.
Nurture programs can provide a uniquely customized experience
for the buyer, without requiring time and attention from the sales
team.

The success of any nurture campaign is relevance. The timing,
messaging, email frequency, and calls to action must vary based
on the needs and readiness of the audience. Through specific,
targeted nurture campaigns, marketers can improve conversion
rates and produce better-qualified leads, ultimately resulting in
increased sales and revenue.
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About ClickDimensions

ClickDimensions is the top-rated, award-winning, Microsoft-
certified email marketing and marketing automation solution
for Microsoft Dynamics CRM. ClickDimensions can streamline
your marketing program by gaining insights about your

leads and contacts, resulting in reduced costs and increased
revenue. Providing email marketing, web tracking, lead
scoring, nurture marketing, social discovery, campaign
tracking and web forms and surveys, ClickDimensions allows
organizations to discover who is interested in their products,

quantify their level of interest and take the appropriate
actions.

For more information about ClickDimensions, visit
www.clickdimensions.com, read our blog at
blog.clickdimensions.com or follow us on Twitter at
@ClickDimensions.
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