

[image: Cover]




The Teach Yourself series has been trusted around the world for over 75 years. This new series of ‘In a Week’ business books is designed to help people at all levels and around the world to further their careers. Learn in a week, what the experts learn in a lifetime.




Nick Smith runs Traxxon.​co.​uk, a digital marketing consultancy specializing in helping UK companies increase their sales and profits using a combination of search engine optimization, social media marketing and media buying.


Nick is also the author of other books in the series including: Social Media Marketing In A Week, SEO and Search Marketing In A Week, Digital Marketing In A Week and eCommerce In A Week.
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Mobile Marketing In A Week


Nick Smith




Introduction


The other day I was walking through my local shopping centre and I saw a mobile virtual reality headset for sale – the type that you put your mobile phone in and instantly get transported to another world.


I grew up in the generation where things like that were the stuff of the Jetsons or Thunderbirds (now that’s aged me). I grew up with Encyclopedia Britannica, the A to Z and MS-DOS.


I know what it means to have to go to a library for research, and how to properly cite something (but don’t ask me to do it now). I know what it is like to have dial-up internet.


Heck I can remember connecting to bulletin board systems via a 1200/75 modem just like in the War Games movie! Ask any kid on the street today and they will have no idea what you’re talking about.


Now I have all the world’s knowledge, whether from Wikipedia, from the online Encyclopedia Britannica or some other source, constantly updated every second of every day … in my pocket.


With my phone I can video chat with friends and family anywhere in the world and I can pop it into a headset and have virtual reality within seconds.


I can ask my phone to not only tell me how far away a specific location is, but also give me directions to it.


The phone I have right now blows away the laptop I used five years ago and could probably run 99.9 per cent of my daily business tasks (short of using Photoshop) on it.


Things are moving scarily fast. Like ‘blink and miss it’ fast. Especially when it comes to mobile. Right now more than two-thirds of all internet traffic in the USA is mobile (http:/​/​bit.​ly/​2NhKL1T).


On Black Friday in 2018, $2 billion in online sales (a third of all online sales in that 24-hour period) came from smartphones and other mobile devices, a 4.5% increase from 2017.


The following Cyber Monday was even bigger generating online revenues of $7.9 billion, with 54.3% of all visitors coming from mobile devices. Source: http:/​/​bit.​ly/​2R8wNFJ.


These trends are becoming a wave, and we businesspeople better learn to surf it or we’ll be crushed by companies that do. The world isn’t going to stop because of my age or experience and it won’t stop for yours.


If you’re reading this book you are most likely in the same boat most business owners are in: trying to figure out what the heck is going on, and then trying to figure out how to generate revenue with it.


While I am far from a ‘guru’ or ‘master’ in this domain (as if anyone can be since these trends started happening practically yesterday), I can help you apply solid online marketing principles to this new ‘mobile’ generation.


The key is not only knowing how things are changing, but more importantly how people’s minds are changing with them, because marketing is mostly a psychological game.


When you know that, you’ll be in a better position than your competitors.


Blessed are the flexible for they will not be broken.


So prepare to enter a whole new world.


Let me know how you get on: nick@traxxon.co.uk




Sunday


What’s the big deal with mobile?





It is inevitable.


Two reasons:


1  Technology: Mobile internet speeds are getting faster and data compression is constantly improving.


2  Cost: It’s never been cheaper to get online. You can buy a decent, no-contract Android smartphone for under $100 (at the time of writing).


I could also go into detail about the law of accelerating returns and direct you to an excellent but dryer-than-the-Sahara technical article, but the main reason it will happen is because people want it to.


The fact of the matter is, there are BILLIONS of people around the world who are happy to spend countless hours scrolling through their newsfeeds and watching cute kitten videos on their smartphone every day.


I’m not ashamed to say I love my smartphone. I was with a friend the other day listening to some music streaming in from a radio station on my phone and he wondered out loud who had just sung that song. I fired up my web browser on my phone, did a quick search for part of a lyric I managed to remember and within a few seconds I had the answer.





The future is mobile


I use my phone to connect with my project manager and staff when I am on the road. I can even work on my laptop at my desk at home while riding in a car using TeamViewer or LogMeIn apps.


If I wanted to I could probably write, edit and format this whole book on my mobile phone using Google Docs Voice Typing function. It doesn’t require any training to recognize my voice, is very accurate (minimal corrections) and is completely free! No matter where I am in the world, I can dictate a chapter into my phone, make any edits I want, and share the document in the cloud with my editor so he can see in real time what I am doing. (Err, not sure I should have mentioned that as it might give him ideas.) Do that and ‘BAM!, I have a chapter in maybe an hour or two of talk time, and then I can put my feet up, call it a day and relax.


Here’s a list of some other (not all) ways the world is going mobile and will continue to do so over the next few years:


Knowledge is mobile


People may not know where a business or organization is located or what the capital of Venezuela is, but they do know where to go to find that information. Instead of having to know everything, they can whip out their mobile phone and hit Google for the most current information.


Do you remember the last time you looked at an encyclopedia? Nope, me neither. They don’t even make the physical Britannica encyclopedias anymore. They went the way of the dodo thanks to Wikipedia.


Photographs and images are mobile


Instagram, Facebook, Flickr and more all cater to a market that uploads photos on the go. Almost every smartphone now has a camera in it that can take photos almost as well as a dedicated digital camera. In fact, digital cameras themselves are becoming more of a professional product than a consumer product, as shipments of all digital cameras have dramatically fallen over the past eight years from a peak of 121.5 million sales to just 25 million in 2017 (source: https:/​/​read.​bi/​2Neg1iw).


Video is mobile


The sheer size of statistics covering online video is mind-boggling.


•  More than a BILLION hours of videos are watched on YouTube every day.


•  According to Cisco, by 2021 a million minutes of video content will cross global IP networks every second.


•  Over half a BILLION people are watching videos on Facebook every day.


•  72 hours of video are being uploaded to YouTube every 60 seconds.


Not so very long ago, if you wanted to film something, you used your camcorder. Not anymore. The latest generation of smartphones can shoot in 4K (four times higher definition than Blu-ray discs) and if you need an even more professional result, you can purchase all manner of semi-pro add-ons like high-quality lenses, stabilizers and drones to get those sweet aerial shots.


So-called ‘action cameras’ like GoPros let you attach your tiny video camera to your bike or your helmet strap and record your activities. And with a click or a tap, you can upload the finished results to Facebook, Instagram, YouTube etc. and share your creations with the world.


If you don’t want to mess about with editing your footage, you can always livestream to millions of people from your phone or GoPro and becoming your own TV channel.


If that’s not your bag and you just want to stick to watching TV and movies, no problem. Most TV companies have sections on their website or dedicated apps that will let you catch up with your favourite show you missed a couple of nights ago, which you can watch on your phone. There are plenty of dedicated movie apps like Netflix, Amazon Prime Video and Sky Cinema, where you can get your movie fix (not to mention exclusive award-winning and highly-regarded TV shows they produce themselves), all available on the go through your smartphone.


Books are mobile


During 2017 (the most up-to-date figures at the time of writing) 55% of online book purchases were e-books (source: authorearnings.​com). You may have seen stories in the news talking about the ‘death of e-books’ and the resurgence of print. This isn’t telling the whole story.


It’s true that e-book sales from major publishers have been declining mainly due to them increasing their prices but when you include e-books that are self-published, independently published or published directly by Amazon total US e-book sales rose by 4% (source: https:/​/​ab.​co/​2P59Z5n).


As nice as it is to snuggle up with a book, people find it just too much to cart around hardcover books. It is much easier to buy it online and download it on whatever e-book reading device they own.


Navigation is mobile


Just as stand-alone, digital cameras are dying, so are stand-alone GPS sat-nav systems like TomTom and Garmin. Thanks to most smartphones today having built-in maps and sat-nav systems and a plethora of third-party apps and services, all designed to help you get around with minimal disruption, sales of dedicated sat-nav fell from a peak of 48 million units in 2011 to just 3.2 million units in 2015 (the most current figures available; source: http:/​/​bit.​ly/​2xU8mRK).


Notebooks/cabinet files are mobile


Not only are the obvious things going mobile, but even note-taking via Evernote, Dropbox, Microsoft’s OneNote and other services are making documents and notes you have made accessible with just a few taps of your finger.


Wonder if that invoice has been paid? Check your Dropbox…


Did you write something down on a piece of paper but are worried about losing it? Break out your smartphone, snap a picture of it and have it instantly uploaded to your Evernote account, which will automatically use writing recognition software so you can search for the note later by typing in a few keywords.


Magazines/newspapers are mobile


Print is dying a slow and painful death as pretty much every publication is going digital, and by extension also going online and mobile. No more inky fingers or having to queue to get your morning paper while you wait for your train.


Why wait till tomorrow morning to find out what is happening in the news today, when you can find out instantly on Twitter from news organizations or the papers who print it?


You can get up-to-the-minute info simply by grabbing your phone, heading over to BBC News, CNN or Reddit.​com to find out all the info the papers won’t have for another 24 hours.


All via mobile technology.


Thinking like the mobile generation


I have gone to great lengths here to show that everything which can go mobile is going mobile. So what does this mean for your business? It means you need to start thinking about going mobile as soon as possible if your market is heading that way. Position yourself early or you will find yourself playing catch up, and I’m talking about much more than just having a mobile-enabled website (which of course you should have).


Studies have shown that our brains literally change shape and pathways depending on the technology we use (source: http:/​/​bit.​ly/​2R2bUMs) and in time this will also change our psychology.


Most people do not buy rationally but through their emotions, then justify their purchase with logic, and as such you need to make sure your mobile visitors feel right when they visit you.


Let’s look at this in more detail:


The mobile customer wants things fast


Everywhere and in every way speed is becoming more of an issue. In many places around the world, truly unlimited 4G mobile data is becoming a reality.


Your customer is now carrying around something that can (to all intents and purposes) tell them anything they want to know, and they are now learning that it can get them anything they want – fast.


Customers want instant gratification and their smartphone allows them to get it! Same-day delivery is already available from some companies on items as large as refrigerators if you order before a certain time, and Amazon is experimenting with same-day delivery using a fleet of drones to carry packages, so they can get purchases to their customers as quickly as possible.


If ecommerce companies are looking into using drones to transport items, you can bet your bottom dollar couriers like FedEx, UPS and DHL and even postal companies like the UK Royal Mail will also be looking into it to stay competitive.


As bonkers as thousands of unmanned drones criss-crossing the sky sounds, these companies are continually looking to the future and you should do the same.


I’m not suggesting you must invest in a fleet of drones but you need to take it very seriously that your customer wants things as fast as is physically possible. If you’re not able to deliver fast and your competitor is, you’re in for a painful time.


The mobile customer wants a simple user experience


When you start attracting mobile traffic to your business, you need to make sure the process for the customer to complete the order or gather more information is as ridiculously easy as possible.


It’s better for both parties if the user creates an account for your website so they can repeat order quickly and so you can follow up with additional related offers. But if the customer has to create an account to purchase that teddy bear for little Angelina, and has to type on their smartphone while they’re rushing to catch the next train home from work, it is going to be a nightmare for them if they have to manually enter all their information by hand and are suffering from constant FFEs (Fat Finger Errors). As one of the twenty-first century’s greatest thinkers once said, ‘Ain’t nobody got time for that!’


Your customer will likely give up and find someone else selling that teddy bear who’s a darn sight easier to order from. You need to remove as many reasons for them to type whenever possible.


For instance, instead of forcing users to manually enter their data, give them the option to create an account using their Facebook, Twitter, Google or Instagram accounts. Or if you’re using an ecommerce platform like Shopify or Magento you can use plugins and extensions to automatically copy over customer information into a mailing list provider like Mailchimp for you to send follow-up offers.


And don’t stop with account creation and the ordering process. Make sure your customer support options are also dead simple. Put your contact phone number front and centre on your website in the mobile browser. Make it so they can call with one touch.


Give them options to email you, text you, Facebook message you, Tweet you etc. Think about the networks and services your customers use every day and make sure you’re there and contactable.


Just being quickly reachable is such a ridiculously simple step towards giving amazing customer service that I’m surprised it’s still not the norm. It doesn’t have to be super technical or convoluted. A simple statement on your website like:


‘Any problems? Text, Instagram, FB Message or email us your order number and the problem and we’ll get back to you ASAP!’


And lastly, make sure you have a much-simplified version of your website showing when someone visits on a mobile device with everything laid out as clearly as possible.


Make it fast to load and cut out anything that doesn’t absolutely need to be there: 53% of visitors to a mobile website abandon it if it takes longer than three seconds to load. For every second delay it takes to load the website, conversions fall by 12% (Google, 2018).


If you don’t have a ton of money to invest in a mobile version of your website with all the ordering functionality, just have people call you to place their order.


(IMPORTANT: Speak with your credit card processor first to make sure you’re allowed to manually enter your customer’s credit card information.)


Ideally this shouldn’t be the only purchase option you offer as not everyone will be comfortable giving their credit card information over the phone, but it is a quick and simple way for some people to order without you having to spend a ton of money having something coded.


Think of it this way: if someone has never been to your mobile website before, will they be able to figure out where they need to go in as few clicks or taps as possible? Ask friends and family for honest feedback on your mobile website. Once you’ve ironed out all the issues then you may have a winner on your hands, so make it live and see what happens. Ask your customers what they think – offer them a discount for any help they can give.
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Any time you offer a discount to someone for their help, if your discount system is computerized, make sure the voucher/discount code can only be used once per customer. That way they can’t take advantage of you or share it around the internet. If it’s not computerized, just keep a simple Excel spreadsheet of all the people you’ve given a discount to and how much and check all orders against it. When they’ve ordered, delete them from the spreadsheet.
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The mobile customer wants it the way they want it


Not only do your customers want something fast, they want it fast and ideally customized to them. If you sell ties and people want a 24-inch, green and yellow polka-dot, waterproof tie, you better make sure a) the ordering process is super-easy and b) you give them customizing options (HINT: people pay more for custom stuff).


Technology has made it possible for users to customize their day-to-day mobile experience. They can see the posts that they want from friends/pages that they want. A few taps and they can see the latest weather reports for their area, which movies starring their favourite actor are on at their local cinema or on TV tonight and so on.


This means you need to offer flexibility. Where can they change their order? Can they have it in a different colour? Different size? Do they want it gift-wrapped? With a personalized note? What can you offer to make a purchase more special for the customer before their order goes out the door?
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