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Servo & Delineo

An introduction

About us

¢ Established 30 years
- 37 people
- 2 locations
¢ One of the largest in the region
- Crains: 8t largest agency in the region
- Business Link: in the top 8% of agencies in the North
West based on headcount and revenue
- NHS: top 10 social marketing agency for strategy and
implementation
¢ Roster agency for many public & private sector
organisations
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Roster clients
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Philosophy

Considerists Inspirationalists

Insight Engagement
Strategy Concepts
Implementation Creative
Measurement
Best Blend Results
4 i
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Working with Servo
A potted 12 month history
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The parts

e Servo marketing strategy - a pitch

¢ Managed Services client cross-sell campaign
¢ Managed Services client acquisition campaign
¢ Managed Hosting client cross-sell campaign
¢ Education client acquisition campaign

¢ Kcomm communication programme

delineo +

Servo
Marketing Strategy




The marketing process

Hot Topic
Campaign
Development

Sales Team Internal
Targets Launch
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Campaign examples

¢ No more liberating
7% experience than Servo
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Campaign examples
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Campaign examples
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Campaign examples
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Managed Services
Cross Sell Campaign

Launch DM & EDM

Servo R s
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Rating site

Development site>

Client click
through

Client rating

Client optional
questions

Client download

Workflow

1or2star

Recorded on DB
where known

Emailed toclient
service teamthen
account manager for
retention follow-up

Asabove

All outcomes recorded on database

3 or 4 star

Recorded on DB
where known

Emailed to marketing
then account manager
forupsell/crosssell
follow-up

Asabove

No response

Non-response list
produced forsales &

marketing follow-up.

Additional emails,
follow-up calls &
meeting mentions

Asabove

Asabove

'
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Phase 2 - DM & EDM

Seryo =

“Where are the flaming
toner cartridges?”
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Phase 3 - DM & EDM

Sevo 4

“Its about as useful as
a chocolate teapot”

Servo

=Tl the IT qk-F;rrm._-qr
the village want
their fdiof back. ™
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EDM 2 EDM3 EDM 4
100% email OTS= OTS= OTS=
addresses known 2,850 2,779 2,758

8% opened = 240 9% opened = 257 10% opened = 278 11% opened = 303
5% unsubscribe= 150 2.5% unsub = 71 1% unsub =28 1% unsubscribe = 28
1% click to site = 30 1% click to site = 29 1% click to site = 28 1% click to site = 28

50% captured =15 50% captured =15 50% captured =14 33% captured =14

v

278/14 303/14

2,000/50

A
DM1 A DM 2
OTS= OTSs=
Job functions 3,000 A 2,850 B
to be advised OTS=5,850
© be advise Opened=2,925
50% opened = 1,500 A 50% opened = 1,425 Goneaway=179
5% goneaway = 150 1% goneaway =29 Click through=161
2.5% click to site = 75 A 3% click to site = 86 Captured

50% captured =38 33% captured =43 prospects=81

2,500

Feedback:
targeted OTS=5,000
feedback OTS = 5,000 10% click through = 500 25% actionreq.= 125 g“d; thfzugh=500
apture
letter & prospects=125
EDM

delineo

Actual results

Feedback OTS |Opened |Click Captured
through
134 68

Forecast 8850 1997
Actual 3859 437plus 144 144 313 visits
DM
Factor 44% 107% 21%
Plus:

71 clients had not reviewed one or both of the key issue
58 clients downloaded an executive guide
35 dissatisfied clients identified

delineo +4
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Next steps

¢ See recommendation report

- Communicate results internally (see campaign
summary)

- Sales team follow-up non-responders
- Sales team to follow-up interactions

- Total universe (proven to be responsive) to be
targeted with Phase 2 & 3 to create ongoing dialogue

delineo +

Managed Services
Client Acquisition Campaign

4/16/2010
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Launch DM & EDM
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Putittothetest.net

Development site>
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PPC

e ad Campaign Ad group Status (7 % Clicks Impr. CTR Awg. CPC Cost  fvg.

Served 2 2] Pos.

T e [Tsupportcontract Senvo Managed Service level based (puttatest  Campaign 83.72% 213 32078 0.66% UKE£296 UKEE29.94 6.1
Compare your IT supplier Services URL) paused

using our free onling tool
wnne pulitiothetest net

™ @ Howdoes vourIT compare? Servo Managed Senice level based (pultotest  Campaign 964% 16 3605 0.43% UKEZS6 UKE410Z 64
Check your suppliet on price Senvices URLy paused

senvice & support for free
s pulifiothetest net

T & |Tsupportcontract Serva Managed Senice level based (Servo Campaign 0.95% 4 364 110%  UkE1 67 UKERED a
Try before you buy with the Services URLY paused
UK'E 0.1 corporate ressller
.S BV COUK

T e |syour(Tgoodvalue? Senvo Managed Service level based (puttatest  Campaion 3.92% 4 1,503 0.27%  UKE2ZEZ UKE10.91 7.1
Use ourfree online tool ta Serices URL naused
compare your IT contract
wnani putittothete st net

T & [Tsupportcantract Servo Managed Serice level based (Servo Campaion 0.69% 3 340 0.88% UKE1.58  UKE4T4 45
Unbeatable price, support & Senvices URLy paused
service from the UK's no.1
Win S0 couk

T e |[Tsupportcontract Serva Managed Senice level based (Sero Campaign 0.88% 3 336 089% UkE142 UKE427 51
See how we compare on price,  SeMICES URLY paused

senvice & support to your supplier
WY S B0 COLLK

Total - Search (2

t

43 38,316 0.63% UKE2BT UKEGDETT 6.2

delineo +

Phase2 & 3

¢ Choice of options
- Managed print or managed desktop, as existing
clients campaign
- Rating site results summary, driving prospects to
customer comments and rating results
- Will be mixed media as stage 1
* DM
e eDM
* PPC
e Online

delineo +%
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EDM3 EDM 4
62% email OTS= OTS=
addresses known 2,101 2,080

8% opened = 182 9% opened = 194 10% opened = 210 11% opened = 229

5% unsubscribe= 114 2.5% unsub = 54 1% unsub =21 1% unsubscribe = 21
0.5% click to site =1 0.5% click to site =11 0.5% click to site =11 0.5% click to site =10
33% captured =4 33% captured =4 33% captured =4 33% captured =3

v
210/4 229/3

2,000/50
Prospects

>

DM1 DM 2
OTS= OTS=
2% company director 3,669 3,485 DM:

OTS=7,154
Opened=2,360
Goneaway=218
Click through=125
Captured
prospects=41

12% senior IT
57% IT manager
24% operational/admin
4% unknown

33% opened = 1,210
5% goneaway = 183
1.5% click to site = 55
33% captured =18

200,000 B

Click
pesrel:r%?]m OTS = 50,000 4% click through = 2,000 2.5% capture =50 {rraugh=2,000

. Captured
universe prospects=50

delineo

33% opened = 1,150
1% goneaway = 35
2% click to site =70
33% captured =23

> > > > >

Actual results

Feedback |OTS Opened |Click Captured
through

Forecast 58093 3586 2077
Actual 48293* 654 plus 210 34 360
DM website
visits
Factor 83% 10% 45%
Plus:

DM/EDM restricted rather than open access reduced capture rates

Good recall of DM through telemarketing follow-up

Circa 70 visits from DM i i
Only 12% of PPC budget used delineo " &
Telemarketing identified inertia & low-level target contacts

4/16/2010
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Next steps

¢ See recommendation report
- Thisis a numbers game

Source additional databases

* Including more strategic, less operational contacts
Cost effective channel but data capture needs
improving
Servo proposition needs strengthening

e Cost per seat

¢ Managed print

* Freeworld
Follow-up capability required

delineo +

Managed Hosting
Cross Sell Campaign
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The brand
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Brand positioning

The IT industry keeps talking about the endless benefits of hosting computer
facilities outside your organisation. Even the facts and figures from respected
industry analysts such as Gartner, Forrester and IDC point to hosting as the
platform choice for business. But is it right for your business?

In freeworld, Servo has one of the most sophisticated, well established and
resilient hosting environments of its kind; with a client base to match. But we
also support over 3,000 traditional IT environments across the length and
breadth of the country. This means we we’re not biased in favour of either
approach - just committed to providing the best advice for each individual client
situation.

In our work to date, we’ve taken a careful look at over 60 Servo clients that
have migratedto the freeworld service; establishing 40 primary issuesin 7
categories that are evident in organisations that benefit from hosting. These
issues provide an initial indication, drawn from the real world, asto the
appropriateness of hosting to your organisation.

Take a few minutes to consider the facts and you’ll confirm
whether hosting is something for your inbox, pending file
or waste paper bin.

delineo +%
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Launch DM & EDM
Freew [!E
delineo +%

Sales support materials

4/16/2010
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Banner advertising OTS=50,000

3,000

clients Web presence OTS=TBA

Events OTS=TBA

~

Launch “Mthd™

Mth3 e
4xsales Issue2 Si“e
meetings 4x X
updates
managers + sales updates %ase
packs Video 2 Sy
50% engagement 65% engagement 75% engagement 80% engagement
20 sales people 26 sales people 30 sales people 32 sales people
15 nominated 15 nominated 15 nominated 15 nominated
clients each clients each clients each clients each

390
clients
onDB Letter & Guid
Letter & Guide Email x 2
Email x 2 Casestudy
Meeting mentions Meeting mentions Meeting mentions
(5/sales person) (10/sales person) (10/sales person)
Follow-up calls Follow-up callg Follow-up call
(5/sales person) (5/sales perg (5/sales p

etter & Guide
Email x 2

Issues sheet DBx1%=3 DBx2%=8 DBx3%=14
Meeting request Issuesx50%=1.5 Issuesx50%=4 Issuesx50%=7
Roadshow attendance DBx3%=14

delineo

Actual results

Feedback |OTS |Interaction |Issues Meeting |Event
sheet
3 1.5 0]

Forecast 1,100

Actual 1,267 21% Unknown Unknown Unknown
opened
15%
clickthro
Factor 115% 10% 45%
Webstats:
Videos popular within the pages (virtually all view Exec Summary, 70% the
brand video)

60% download pocket guide, 70% the issues sheet, a few the executive guide
3-4 times more visitors to pages when outbound activity is live

4/16/2010
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Next steps

¢ See recommendation report

- Source batch 2 of names
Follow-up action plan meeting with sales
Implement shared spreadsheet
Webstats analysis & tracking
Commission phase 2 of campaign

delineo +3

Education
Client Acquisition

4/16/2010
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Strategy overview
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Kcom
Comms Programme

21



spatoh date
29 January 10

m
Introductory mail pack
HTML Email

Contents

Personalised covering letter with
integrated business cards

Pocket guide to Servo comms capabilities
booklet

Services framework booklet

Recommended programme

Notes

Slightly amended  versions for largest
clients. Directs contacts to FAQ
resource on the web. Provide
business cards of Colin, Stuart & Tony

Dedicated web pages

Online feedback mechanism

All content from comms programme

19 February 10 Follow-up mail pack Personalised covering letter Provides desk-based services
HTML email Pocket guide to Servo booklet framework summary and contact
Double-sided mini mousemat details for the team
12 March 10 Feedback request & case Personalised covering letter Directs contacts to amended version
study mail pack Servo customer case study booklet of the *Rate Servo’ online application.
HTML email Canjust take the form of an HTML
email if the previous 2 show a high %
openrate
26 March 10 Freeworld intro mail pack Personalised covering letter Directs contacts to Freeworld online
HTML email Pocket guide to Freeworld resources. Can just take the form of
an HTML email (see above)
Supporting reecuroes  FAQ Frequently asked questions - content Hosted online - contacts to have the
required from Servo ability to post a question & Servo to
post aresponse
Feedback

Adapted from Rate Servo

Will need full Google Analytics for

tracking

Sample materials
Servp &

==

aeryo

wirig

4/16/2010
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Next Steps

23



