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Twenty-First Digital

MEET OUR TEAM:

MELISSA CHOWNING, Founder and CEO
Previously: D Magazine, Portland Monthly, Seattle Met 

ASHLEY MULDER, COO and Sr. Strategist
Previously: D Magazine, Hour Detroit

CHELSEY SHOCKLEY, Audience Strategist
Previously: Neuro-Insight, D Magazine

NATALIE PASCHALL, Audience Strategist
Previously: Calise Partners

LAUREN FRAPPIER, Chief of Staff
Previously: University of Oklahoma, D Magazine



AGENDA

We approach audience development as an ecosystem. Social media, email, search optimization, 
subscriptions, memberships and ticket saales

Attract

Search engine optimization
Social media (Organic and Paid)

Retargeting

Engage

Email capture
Welcome series 
Retargeting 
Paid Social

Delight aand Retain

Personalization and relevance
Event experiences
Content delivery

Consumer 
Experience



AGENDA

What your data is trying to tell you, and how to use it to 
create a better UX and be a better marketer.



WHAT IS YOUR DATA TRYING TO TELL YOU?



DIVING IN YOUR NUMBERS



METRICS THAT MATTER

- Local Traffic
- Landing Page Results
- Bounce Rates
- Cart Abandonment
- Search Traffic
- Returning visitors

 

- Open Rates
- Click Rates
- Growth
- Unsubscribes
- On-Site Email Capture

 



METRICS THAT MATTER

Bounce Rates

          < 70%             > 75%

 



METRICS THAT MATTER



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Evaluate site speed
- Improve page titles and descriptions
- Improve UX
- Increase readability
- Avoid pop-ups or obnoxious advertising
- Understand your traffic sources



METRICS THAT MATTER

Local Traffic

   > 65%+         < 50%

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Use more local search terms in content
- Paid search / retargeting to local visitors
- Backlinks from local businesses and 

business leaders



METRICS THAT MATTER

Top Search Pages and Keyword Rankings

      Known and Optimized      Unknown and/or 
   High Bounce Rates

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Research your top search keywords
- Update top content
- Optimize UX
- Link to similar or other popular content
- Exit-intent pop-ups



METRICS THAT MATTER

Cart Abandonment

          < 60%             > 70%

69% of online carts are abandoned by users*

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Mobile friendly purchase pages
- Don’t ask for more than you need
- Easy checkout process
- Versatile payment options 
- Utilize retargeting
- Send cart abandonment emails



METRICS THAT MATTER

 
Top Reasons People Abandon a Cart

- Being forced to create an account
- Complicated checkout processes
- Unexpected delivery costs
- Concerns over security

*Shopify 2018



METRICS THAT MATTER

Traffic from Search

          > 35%             < 35%

69% of online carts are abandoned by users*

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Mobile friendly website
- Increase your site speed
- Understand your rankings and top keywords
- Look for 404 pages
- Identify (and correct) dead-ends



METRICS THAT MATTER

Return Visitors

          > 50%             < 25%

69% of online carts are abandoned by users*

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Email newsletters an growth
- Building and engaging your social following
- Understand your audience - know what they 

want from you



METRICS THAT MATTER

Traffic from Social

         Diverse            Too reliant on
   one channel

 



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Embrace search
- Explore alternatives

- Apple News
- Google AMP
- Slack channels
- LinkedIn groups



METRICS THAT MATTER

Open Rates

          > 25%              < 20%

 



METRICS THAT MATTER

 
How can I fix it?

- Re-engage 
- Purge dead weight
- Increase on-site acquisition
- Test send times and subject lines 



METRICS THAT MATTER

Click Rates

          > 10%               < 5%

 



METRICS THAT MATTER

 
How can I fix it?

- Simplify
- Test and improve headlines
- Utilize personalization



METRICS THAT MATTER

Growth Rates

           Lists / Actives are      Lists / Actives are
  growing              in decline  



METRICS THAT MATTER



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Ask more often!
- State the benefits 
- Exit intent pop-ups
- In-line forms
- Utilize third party vendors/technology



METRICS THAT MATTER

Unsubscribe Rates

          < 0.5%        > 0.75%  



METRICS THAT MATTER

 
How can I fix it?

- Watch your sources
- Never, ever buy email lists
- Ask permission
- Be relevant
- Give options 



METRICS THAT MATTER

Email Capture Rates

           > 1%         < 0.5%  



METRICS THAT MATTER



METRICS THAT MATTER



METRICS THAT MATTER

 
How can I fix it?

- Optimize your CTA placements
- Know which content is likely to encourage a 

signup
- Offer incentives
- Ask at the right time



PUTTING IT INTO PRACTICE

 
As audience developers, we build audiences for:

- Events
- Nominations / Awards
- Subscriptions
- Shops/Products



LANDING PAGES - PUTTING IT INTO PRACTICE

 

“Send another email!”



USER JOURNEY - PUTTING IT INTO PRACTICE

Deploy event marketing email to to 20,000

Email 
Open 40%

8,000
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USER JOURNEY - PUTTING IT INTO PRACTICE

 

Deploy event marketing email to to 20,000

Email 
Open 40%

Email 
Clicks 8%

8,000

640

Landing 
Page
60%

384

Add to 
Cart
10%

38

Purchase
20%

8
300%



WRAPPING UP

 
- Set up Google Tag Manager
- Go digging into your data - be a detective!
- Put yourself in your consumer’s shoes
- Empower your audience development 

professionals



THANK YOU! 

Melissa Chowning
Founder/CEO
Twenty-First Digital
www.twentyfirstdigital.com
melissa@twentyfirstdigital.com

http://www.twentyfirstdigital.com

