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EMD Digital' Conference 2017

‘Aligning_;Across the Customer J ourney.s ) '§
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Todays Playbook

Matt Tohill, General Manager Digital, EMD
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What helped uswin yésterday will not
helpus‘win tomorrow...
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Team Digital

Customer
Data — Jake
Cordtz

CEM Data - All brands
Data Cleansing

Data Quality Reports
Customer data updates

Campaign activation

‘| GM Digital — Matt

Tohill

Set the digital strategy

CRM & Marketing
Automation —
Debbie Schmidt

CRM Capability & support
Database Administration
CRM Development

Web Portal maintenance
and support

External Data support
(Agencies etc)

Solutions Architecture

Develop team and
capability

Group Digital
Leadership

Customer

McCallum

Multichannel comms
and the Voice of the

customer

Lead Qualification &

distribution
Lead Reporting

Inbound customer

Giltrap IT

IT Infrastructure installation support and
maintenance

IT Hardware procurement and support
User and network infrastructure

IT and network security

IT Helpdesk

Dealer incadea setups

Experience — Stef

Business
Systems— Min
Gan

Systems (incadea, JET)
Management

Bl & Integration
Business analysis

Systems capability &
support

Vendor management

Project Management



Customer Engagement - A passion for the customer
experience

"N Individually addressable,

personalised comms in a
multichannel experience

Activation
Understanding through
our Customers Marketing

Single owned and
accessible view of
customers and the

activity Custome
Voice and

Lead
Management

' Automation

mmunicate with
customers at the time and
in medium of their choice



