CSE 403

Customers and Users (AARRR: A Pirate’s Approach)




Announcements

12/03 release!?

® SendTA and instructor information via email -- release notes, status
report
Final on 12/07

12/08 release:

Release notes, write up due on 12/08 at | |:59p

Okay if presentation deck isn’t in until 12/09 at |1:59p

Presentations on 12/10, 8:30a-10:20a in ARCH 160

See Wednesday’s lecture slides for details




Customers vs. Users/Visitors

® Users and visitors are people who user your product
® Customers pay you money

® In a world where things are “free,” we sometimes forget
the difference

® What is the cost of free!
® Free --> ad supported?! The customer is the advertiser

e [fit’s free, then you are the “product” not the customer




Why customers matter to

software engineering

If you aren’t getting paid, you probably won’t survive

Being a successful software engineer requires you to have some
understanding of the customer

Sales, marketing, and customer relationships are increasingly part of a
software product

Sales, marketing, customer relationships are increasingly becoming
engineering disciplines

If you don’t have customers, the greatest software might be (sadly) irrelevant




Customers and Users

(for consumer applications)




AARRR*

(A pirate’s approach to customers)

Acquisition: users come to site from various channels

" experience




Pirates? VWhat!

Approach started off as “non-traditional”’/renegade

The Internet was a new medium -- old rules don’t apply?
Old school marketing, PR, broadcast, passive: Still alive but impacted
...but pirate’s approach now coming into the mainstream

Merging with mainstream...but nonetheless, still uncharted territory







Acquisition

Getting new users to your site

Branding and messaging

Pirate (Scrappy): SEO, SEM (e.g. Google
adwords), social media (Facebook
marketing), affiliate marketing, email

Non-pirate: traditional marketing, PR,
advertising,...




SEO and SEM
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Search query About 247,000,000 results (0.18 seconds
Ad related to coca cola ®

Coca-Cola® - Who Knew A Few Sips Could Be So Fun?
www.mycokerewards.com/
Turn Your Caps Into Rewards.

Coca-Cola Global: Soft Drinks & Beverage Products

1 H www.coca-cola.com/
SearCh Engl ne Marketl ng A global leader in the beverage industry, the Coca-Cola company offers hundreds of
H brands, including soft drinks, fruit juices, sports drinks and other beverages ...
(SEM) via AdWO rds Coca-Cola - Lesotho - Rwanda - Swaziland
6,664 people +1'd this
S h E Coca-Cola
o nein www.coca-cola.com/en/index.html|
earc g ¢ 2011 The Coca-Cola Company, all rights reserved. Coca-Cola®, "Open Happiness",
Optl mization (S EO) and the Contour Bottle are registered trademarks of The Coca-Cola ...

Coca-Cola - Wikipedia, the free encyclopedia

en.wikipedia.org/wiki/Coca-Cola
Coca-Cola is a carbonated soft drink sold in stores, restaurants, and vending machines
in more than 200 countries. It is produced by The Coca-Cola Company of ...




Landing page
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Search Engine

Optimization (SEO)

® “Free” traffic from search engines, delivered through the “organic” search
results (as opposed to the paid search results)

® Get the search engines to crawl and index your pages and
deliver high (organic) “SERPs”

®  Write good content, good html, good urls

® Keyword planning

® Page Rank: Build links to your site to get authority and higher SERPs
® Internal link strategies(?)

® Synergistic tools (analytics, adsense, adwords, webmaster, plus)

o “White hat” vs.“Black hat” tactics




Search Engine

Marketing (SEM)

® Adbvertisers buy keywords “from” the search
engines -- words searchers use at search engines

® They write advertising creatives (words, graphics,
videos) to be displayed as a search result

® Advertisers pay when the ad is clicked on

® Also used for “display” advertising, using keywords
as a heuristic (less effective)




Online (display) adver

The Stranger - Seattle’s Only Newspaper
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Digression: online

advertising

® A content provider has advertising inventory to sell
® An advertiser buys that inventory to place an advertisement

® A creative is the content created for the advertiser to be filled in the
inventory (the “ad”)

® A content provider can sell inventory directly to advertisers but usually
does so through an ad network/broker

® Google brokers inventory between content providers and advertisers
through Adsense (and other networks)




Advertising inventory
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Ad examples
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Ad examples

Introducing the new = Ban ner ad
& BI_I Rfm : V\./indowsthone l

rizon 4G LTE Learn More

alldis  favoritedjs | me find djs « invie friends  blog - sessions 84, 59 151 ‘

Gynecologc Cancer

vy Station + Playlist - Favorite DJs - Listeners + Replies + Props Learn the signs. Get free information
from the CDC.
W 2 P i / Vi J
- jeff wwnw.cdc.govicancer/gynecologic/ T d
7 @s Seattle Cancer Treatment eXt a s
A Jitwitter.com/jeffyasuda — Search Cancer Specialists at the
- hitp gacova fauocia it Swedish Cancer Institute in Seattle

www.swedish.org/Cancer/Seattle/

Page 1 New Cancer Treatment

o A A Free Ground Breaking DVD Reveals
Everytning. Ennance Cancer Recovery
www.freecancerdvd.com/

jeff Saw these guys at the Fillmore a few weeks ago... simply awesome

and just really funny doods! Dizgnosed with Cancer?
Effective noninvasive treatments that

The Stone Foxes — Stomp | play rebuild the immune system!
Y 1 PM VIA YOUTUBE | AMAZON | ITUNES www.newhopemedicalcenter.com/

MAY 10, 2012 AT 3:2

jeff Been really digging Gary Clark Jr. lately... incredible blues man. | L EO1Esoe NG

spent an hour trying to nail that opening guitar riff and | still don't have it

Gary Clark Jr. — Don't Owe You A Thing | play
APR 23, 2012 AT 11:28 AM | AMAZON | ITUNES

[

Linkedin Premium [J

Get the

jeff The late and GREAT Levon Helm of The Band. May you rest in competitive edge

peace... with a Job Seeker
Premium Account
The Band — The Weight | play k d
APR 19, 2012 AT 7:33 PM VIA YOUTUBE | AMAZON | ITUNES e Ok rea O ysc rape ra

a Job Seeker Badge

+Stand out as a
“Featured Applicant

jeff Please support Sonic Youth's @steveshelley in his project with
Disappears http://www.disappearsmusic.com/tour.html - Tour starts
TODAY!

Disappears — "Superstition” | play
R A AM VIA YOUTUBE | AMAZON | ITUNES

« Directly contact hiring
managers with InMail

jeff Holy Jeez - these guys are good...

Electric Guest — "This Head | Hold": SXSW 2012 Showcasing Artist | play
M | AMAZON | ITUNES

MAR 13, 2012 AT 9

jeff @TollFreelll@paulab42@DeliciousD@ @i carmen1943@jeff We are
looking into this... thanks in advance for your patience

The Hold Steady — Two Handed Handshake | play
JAN 24, 2012 AT 11:50 AM VIA YOUTUBE | AMAZON | ITUNES 1
Q » = {

jeff Just felt like hearing this...

Explosions in the sky — Your Hand in Mine | play
JAN 24 12 AT 1057 AMVIA YOUTURE | AMAZON LITUINFS




Online advertising

mechanics

® Form factors
® Text ads vs. Display ads (images, videos)
® Sizes and shapes (banners, skyscrapers, 300X250)
®  When you pay (advertisers)/get paid (content providers)
® Cost per click (CPC)
® Cost per thousand of impressions (CPM) --“M” == | thousand
® Cost per action (CPA) -- not so common
® How ads are priced -- fixed vs. auction

® Click through rate -- # times ad is clicked / # times ad is displayed




Online advertising

basics

® Unlike previous media, online advertising is highly measurable

® Demographic, psychographic, intent-based, temporal targeting possible
® Analytical tools available to reason about ad effectiveness

® Ad buyers (advertisers): Ad planning, creation, analytics, optimization

® Ad inventory sellers (content providers): Create inventory, find advertisers,
analytics

® Ad brokers: Match up advertisers and ad inventory in the most effective way
possible (effective for advertisers, content providers, and self)

® Rapidly changing! Facebook will probably be a large (the largest) advertising
broker on the web/in the world(!?)




How expensive is

advertising!?

®  Widely varying depending on the value, quality of the inventory, quality of
the audience, specificity of the audience

® Cheap ads -- .40 CPM
® Targeted search ads -- 100 CPM
® Targeted nonprofit display ad -- $3-5/click

® Depends on the value of what you are converting for -- “mesothelioma
lawyer new york” are expensive

® Prime time TV ads: ~20CPM: 30 second commercial reaching |0MM views
costs $200,000 (e.g. Two and a Half Men, CSI)

® Question: If a Superbowl ad costs $2 million and reaches 100 million
people, what’s the CPM? Is this a good deal?




Channel

Viral / Referral

Email

Blogs |/
Bloggers

SEOQ

SEM

Contest

Widget

domains

Acquisition

Volume

depends on CTA; size of accessible
social networks | # users

depends on CTA, size of your house
lists, email signups

Depends on # blogs in your segment,
competitive scenario

depends on your keywords

depends on your keywords

small un'ess big prize $
{don’t, keep it under $5K)

Depends on CTA; size of accessible
sites, level of adoption + bloggers

depends on keywords, domain costs

depends on your business & audience
& news

depends on partner, size of customer
base, conversion

depends on economics

depends on geography

depends on target demographics

Potentially large (if you spend)

Costjuser

low/zero

low/med

low/med

Low/zero

Depends

ow/med

ow/med

depends
Med/hi

Time to implement Mktg Effort

Low for FB social networks; low
med/hi for normal sites

Low low/med
Low (if just you blogging); low/med
med (if you're setting up big CMS |

evangelizing to other bloggers)

Medium
(depends on your search geeks)

low/zero

Low/med Low/med

{depends on your marketing)

low/med Med
{depends on contest, site, campaign)

Low/med med

low

medium (develop story, build contacts)
medhi (capture metrics, generate
reports)

med/hi (need to build affiliate program,
capture metrics, generated reports)

medium

med-high

Med-high

Prod Effort

low/med

low/med
(med = create templates)

low/zero
(med = CMS, prof design)

med/hi

low/med

{landing pages = med)
low/zero

{med = prof contest site)

med/hi {(depends on
complexity)

Low (redirects/co-brand?)

low/zero

med/hi
(reports, co-branding)

med/hi {depends on rqd
tracking & reporting)

low/zero

low/zero if no system;
Med/hi if integrated SFA
Med/hi (production cost)




Channel

Viral / Referral

Email

Blogs |/
Bloggers

SEO

SEM

Contest

Widget

domains

Acquisition

Example

Volume

depends on CTA,; size of accessible
socizl networks | # users

depends on CTA, size of your house
lists, email signups

Depends on # blogs in your segment,
competitive scenario

depends on your keywords
depends on your keywords

small un'ess big prize $
{don’t, keep it under $5K)

Depends on CTA; size of accessible
sites, level of adoption + bloggers

depends on keywords, domain costs

depends on your business & audience
& news

depends on partner, size of customer
base, conversion

depends on economics

depends on geography

depends on target demographics

Potentially large (if you spend)

High

Med-high

Channel

Viral / Referral

Email

Blogs |
Bloggers

SEO

SEM

Contest

Widget

depends on CTA; size of accessible
social networks | # users

depends on CTA, size of your house
lists, email signups

Depends on # blogs in your segment,
competitive scenario

depends on your keywords

depends on your keywords

small uniess big prize $
(don’t, keep It under $5K)

Depends on CTA; size of accessible
sites, level of adoption + bloggers

depends on keywords, domain costs
depends on your business & audience
& news

depends on partner, size of customer
base, conversion

depends on

R e G

High Med/hi (production cost)

Costjuses

low/zero

low/med

low/med







Activation

® Once users are on your site (Acquisition), what do you want them to do?
® Get first time users to do something
® Create an awesome first time experience

® Click on a link, register, give an email address, make a donation, leave a
comment, buy something

® Create channel specific landing pages

® Be clear about who you are, what you do, what’s in it for the visitor




Ad -> Landing Page ->

Conversion

800 auto insurance seattle - Google Search
(<> ] !J @J [EJ | ) www.google.com
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8 006 Welcome to GEICO!

Welcome to GEICO!
GO /8[6 Welcome to GEICO: Online Rate Quote
geico.com
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Welcome to GEICO: Online Rate Quote

GEICO.

’ CUSTOMER VEHICLES DRIVERS DISCOUNTS QUOTE

Customer Information 1-800-861-8380

We need to ask you for some personal information to provide you with an
accurate quote. This information is kept private and secure, and will not be sold.

First name { |

Last name

1-800-720-2198
Address Apt

ZIP Code

Date of birth MM J[DD /YYYY

Are you unmarried, with one

vehicle, and the only driver . @)

to be insured? y ©Yes INo What if I?am in the process of
moving?

I e ) I == \What if my address is FPO?

Am | eligible for a multi-policy
discount for homeowners,




Is it worth it!?

(“Funnel Analysis™)

Ad costs 10 CPM

Click through rate is 1%

Conversion to insurance policy is .1% of clicks
Value of a policy is $500 (guestimate)
1,000,000 page views costs $10,000

1,000,000 page views == 10,000 clicks == 10 policies == $10,000/10 policies
== $1000/policy

If cost is $1000 for a policy worth $500, it’s probably not worth it




s it worth it What are you

converting for?
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s it worth it What are you

converting for?

)/ G Maui Travel Deals: Cheap i1l %\ |

€ 9 C M [) www.hawaiianairlines.com/hawaii-travel-deals/cheap-flights-maui P,

HELP | CONTACT US | OPTIONAL FEES | HAWAIIANMILES | QUICK LINKS -

_SEARCH SITE »

HawaiianMiles &l €LLil

= | Cheap Flights To Maui
Find Flights |
_ Adopting the mantra “timing, timing, timing™ may score cheap flights » Cheap Flights to Hawaii
Roundtrip to Maui and put you on the road to Hana for less than expected » Cheap Flights to Honolulu
The biggest variables to be found in price of airline tickets have » Cheap Flights to Maui |
1 Traveler everything to do with timing, so plan in advance and prepare 1o be » Cheap Flights to Kauai
flexible » Cheap Flights to Hilo

Departing From » Cheap Flights to Kona

As hard to believe that paradise has an “of-season", there may be
a time of the year when a vacation destination’s tourism rates go
down. Finding a Maui travel deal during one of these off-peak
periods is the first, and perhaps most crucial component to getting a
bargain on airfare. When choosing when to depart for your trip, be
flexible with the exact departure date, and instead give yourselfa
week window in which you will be leaving. The difference between
B pricesofflights on a Saturday versus a Wednesday may be
Refundable Fares Only ﬂ ‘1 substantial enough to make a difference in finding the perfect
r] budget flight When scheduling your vacation time at work, provide

Going To

Departing Date

Returning Date

FIND FLIGHTS

Makena Beach, Maui

your employer the tentative departure dates, offering to secure a

more defi m n K I @ e oA xt) - - ~ -
VIEW ROUTES & SCHEDULES ore definite time as soon as the fare is booked. (s = % FF- = 3 : =

Once you've decided when to leave, book the flight way in
advance. Additionally, look for those flights which leave “after
sunset or before sunrise™. In other words, schlepping to the airport
to catch a midnight “red-eye” can equal great savings and give you
a bigger budget to work with during your vacation.

Finding travel deals to Maui can be done by exercising patience,
being flexible with your timing and changing the combination of
these variables, while checking back for price fluctuations. This
effort and frugality in pre-planning can get you to Hawaii's second
largest island in style and comfort while still adhering to your
budget.

Are You a Fan of Hawaiian?

= Get Our Low Fares Emails enter email address

Sinn 1in tn re o ruie lnunet farae Anale L




s it worth it What are you

converting for!

/' [E)Mesothelioma Lawyers help x|
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C f [5 www.yourmesotheliomalawfirm.com/new-york-mesothelioma/?mm_campaign=e5¢361253c0016184a3210dba5076624&utm_term=mesothelioma%20lawyer¥%20new%20york&utm_source=Go

(=) SHRADER &ASSOCIATES ol

NATIONAL TRIAL ATTORNEYS New York Mesothelioma Claims

Home Lawsuit Eligibility Meet the Team Past Success Contact us

New York Mesothelioma Claims

Who will pay for their greed when your family is hurting?
Let us fight for what you and your family deserve.

Get helpnow |

The help you need

A Family’s Guide to
Dealing with Mesothelioma

Two of our mesothelioma attomey
partners have been elected to the Million
Dollar Advocates Forum, one of the most

24 hours a day
prestigious groups of trial lawyers in the

United States.
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ome page is a landing page: What do

you want a visitor to do, feel, think?

e 00 ¥ Plane Tickets, Flights And A %

]

€« C & [ virginamerica.com/?cid=GoogleSearchBrandSEA&utm_source=google&utm_medium=ppc&utm_campaign=SEA_Brand&utm_content=Virgin_America_Top_Term

A\ Web Alert: SFO Travel Advisory

HOME BOOK TRAVEL MANAGE TRAVEL ELEVATE FLYING WITH US DEALS SHOP FAQS FEES % amef[ca

elevate?

> BookFlights a IS X @ Cancel @ Flight Status v

O Round Trip @ One Way @ Multi-City Our Frequent Flyer Program

Where are you flying from? Where are you flying to? What's Elevate? Earn Points
Flying To

T \ See al»
¥ EH RS D

FARES TO FLY BY Seecall»

*Restriction

From San Francisco

Las Vegas From $90

3 % Portiand From $99
- ! D.C. (Dulles) From $164

WEEKEND IN'LAS EGAS rrom os s
San Francisco From $77
Enter for the chance to ring in the new year at The Cosmopolitan of La Portland From $109
Vegas with exclusive performances by The Killers or Red Hot Chili Pcopcrs. Philadelphia From $149
LITAN = WHERE WE FLY

2 WiFi ONBOARD
TRAVEL ADVISORY = o ‘SWEETTEALS

Learn More »

NEWS & UPDATES More)»

Check It Out »

Virgin America & Gilt City Offer
Charter Flight

.
2 5,000 bonus reward x Elevate Inc. Travel with returns.

wsg Apply Now » Register Now » Learn More »

New Elevate Partner:
Hawalian Airlines

rﬁ DOUBLE E%JSR @@ﬁ

Alr China Interline Agreement
Fee Changes
Get Deals, Sign up to receive special fares, promotional Emall Address:

nd ne
Confirm Email Submit

offe
Offers, and more. (vigin Ane




Home page is a landing page:VWhat are

you converting for?

)/ [ Full House - Welcome x N )

& C f [ fullhousemanager.com/welcome}
W‘o: <> ) (8] (8] (B3] (2] [B www.bultetinapp.net
(<i>] (8] (D] [2] [© dry-peak-6840.herokuapp.com

<> || (D) [ 2] [TH tiletothetop.herokuapp.com

(8 CSE 403 Autumn 2012 - 5ec % EventHub. x

= cCHN theeventhub.herokuapp.com

Change My Mood B *

4 iz i
€« Cc f changemymood.herokuapp.com

Cmm Android App




What are you converting for?

Operation Nightwatch, Seattle, WA
d | www.charityblossom.org 8 I Iake a.

-Guide.pdf The Free No...M) Program Google Maps Yahoo! Wikipedia News ¥ Popular ¥ contemporar...ogle Search haloop-vidb2012.pdf http://www.i...actices.pdf

Operation Nightwatch, Seattle, WA d O n ati 0 n
Click on an ad ) charityblossom ' Signin Join

Top - Washington - Seattle - 98111

Is this your nonprofi*”
Claim this r.ge

Free Fundraising Kit

Run an Online Fundraiser. Create.
Promote. Raise More Money!
www.biddingforgood.com

For Non-Profit Managers

Learn to build stronger communitie:
a 100% Online & Accredited MBa
onlinempa.usfca.edu

Seattle Hotels

SUPPO rt by Smart Hotels in Seattle. Fre

Hot Breakfast Bar!

putting a badge s
on your web site

81, Seattle, WA 98111 Sign UP

* Easy, Efficient, and Effective
e Donate faster with [payrari

nal€ NOW

Is this your nonprofit? See the donors we have for you. RLILEe ET TR GERT)]

Support Operation Nightwatch

Show your support for the Operation . .
Nightwatch by placing this badge on your Our Mission
website:

+ Edit Mission Statel

1 support Operation Nightwatch is an interdenominational Christian ministry serving the poor and

Operation Nightwatch homeless. In order to help people to attain their highest level of self-reliance we provide:
&%/ on Charity Blossom

e spiritual care and hope for the community at night

Add content




Less is more.

A FEATURE

Something . Find It.

 Find the ONE THING that users LOVE.

* How to figure out? :
e When they , you’ve FOUND it. %
» Then E it Back.. a

* Tip: a Feature Every Week.







Retention

® Will a first time visitor come back?
® Why? What’s compelling?

® How can you prod them? (email, social
media, advertising)

® VWhat should they do if they do come back?

® Create an awesome experience




Retention

facebook

584,000,000 (of ~1 billion) users login every day

More than 40% of users logged in 6 past 7 days




Retention: Your projects

® Bulletin

® |nstafeed

® Change My Mood
® Full House

® Tile to the Top

® Event Hub







Referral

® Get users to tell others about your
product

® Key to viral growth

® Mechanisms: Email, social media, widgets,
affiliates

® Works only if you have delighted user?




Viral growth

Holy grail of social media marketing

If you can acquire one new user, can he/she
convince more than one new user to sign
up?

If so, you have viral, exponential, cost-free
growth

Sort of like a Ponzi (pyramid) scheme but




Viral, exponential growth

® Given an new user

®  What’s the percentage of users that will invite others? (X)
® On average, how many will they invite? (Y)

®  What percentage likelihood these people will join? (Z)

o [f X*¥Y*Z > |, you’ve gone viral!

e “MBA math!”




Viral equation

4 N\
average
% of new 8
" humber "
users that .
. that will
will invite ..
be invited
\_ J
X Y Z

olff X *Y * Zis > |, you’ve gone viral
o[f t is the number of days to complete the cycle,
o (X*Y *Z)N(365/t) = annual multiplier




Viral growth example

Joe joins

There’s a 10% chance he’ll invite (X)
...on average 100 friends to join (Y)
There’s a 15% chance they will join (Z)

10% X 100 X 15% = [.5 --> we’ve gone viral!

The “cycle time” (time between the time Joe joins and his invitees join)
matters too -- sort of like compound interest

If cycle time is 90 days, Joe generates 1.524 ~= 5 new users a year




Revenue




Revenue

® Advertising

® Commerce (including playing the
“middleman™)

® Subscriptions (subset of commerce?)




[/ €3 e stranger - Seattle’s Onl.

|8

Advertising

= C f

) www.thestranger.com

J & The New York Times - Breal x \{_

= Cc f

www.nytimes.com

HOME PAGE | TODAY'S PAPER | VIDEO | MOST POPULAR | U.S. Edition Subscribe: Digital / Home Delivery | Log In | Register Now

v o~ b4 o
Cartée Che New Hork Eimes Cartier
Winter Tale Winter Tale
Friday, November 30, 2012 5:30 AMET
Orange Savi v
Search ‘9 Savings w i? » Subscribe to Home Delivery | Personalize Your Weather
WORLD
oo U.N. Assembly,
POLITICS in Blow to U.S., ( ('[/‘/{-()/
Newvork  Elevates Status
DEALBOOK Of Palmtlnv g \’Vl nter ’Tﬂl (=
TECHNOLOGY e
> ENTER THE MAGICAL JOURNEY
i'::; More than 130 countries voted J
AL to recognize Palestine asa
s nonmember observer state, a
e stinging defeat for Israel and
oo the United States and a boost
for President Mahmoud Abbas
Avios of the Palestinian Authority.
Bloge - Afier Vote, Palestinians and
Israel Search for the Next Step
Books  Israel's Antimissile System
Cartoons Attracts Potential Buyers ABOUT NEW YORK
Classifieds ® posta Comment | Read (1118) !Jn(‘ier_Wraps: When the Camels Go Out
Crosswords By JIM DWVER
Ohing & ¥ Egyptian Islamists  Three camels performing in a Christmas Nativity scene take a
Eoveaton Approve Draft break every morning in Midtown Manhattan, but the routine is
M;l Gutde Constitution a dosely guarded secret.

e 1D D. KIRKPATRICK
ashion & Style e
Y® ' Pacing dissolution by

Home & Garden For Secretary of State, The Opinion Pages
o Mubarak-appointed judges, G0, p. pushes Old Hand

and ignoring secular By JENFER STENHAUER EDITORIAL
Magazine opponents’ protests, delegates  guo o0 Rules for Targeted
Moves /] ot enator n i

who had not walked out Keery appears Killing
Music approved their charter on tohve toore ‘The Obama administration
Obituaries Friday. unqualified needs to write antiterror
Public Editor o ' t from guidelines, and the world
Real Estate U.S. Moves Towar,d kc';t‘llﬁmns should see them.

nda w Recognizing Syria’s :

Sunday Review Opposition yr than his own partymates, OP-ED | MATTHEW DESMOND
T Magazine oy e o many of whom believe Susan  Tipping the Scales in
Television Y N E. Rice has been treated Housing Court .
Theater The shift is the most unfairly. Appointing lawyers ZTTf
Travel & 2 o % in eviction cases

immediate decision facing the __ . -
Weddngs / Obama administrationasit  unacr One Roof, Bulding - could help reduce ].
Celedratons weighs how to end the Homes ende homelessness.




¥ Plane Tickets, Flights And A

«

C f

virginamerica.com

@ Electronics Gift List for Ho

& c#
amazon

Shop by
Department v
Al Electronics  Brand

Share This: (A}

Electronics Gift List
Hot Links
Holiday Deals in Electrof
Kindle
Shop by Category
Camera & Photo Fan
Camera Pro
Car Electronics & GPS
Cell Phones & Accessor]
Computers
Computer Accessories
Gift Cards
Headphones
Home Audio & Theater
Kindle
MP3 Players & Accesso
Musical Instruments
Software & Office
TV &Video
Video Games
Shop by
Best for Mom
Best for Dad
Best for Students
Bestfor Travelers
Bestfor Gadget Fans
More to Explore

Trade Your Electronics fd
Amazon.com Gift Card

Amazon Appstore for An|
Green Electronics
AmazonWireless

€ cH o

@ Vacation rentals, private ro

ommerce

www.amazon.com/b/ref=nav_swm_CElist_2012?_encoding=UTF8&_encoding=UTF8&node=5815559011&pf_rd_m=ATVPDKIKXODER&pf_rd_s=nav-sitewide-msg&pf_rd

x \

tps://www.airbnb.com

BROWSE

Watch the
2 Videb

Rent unique spaces from people all around the world.

1TDRDKOM6E6PKQB.

LIST YOUR SPACE

SAN FRANCISCO

LONDON
BERLIN
PARIS




)/ INetfiix - Watch TV Shows 0 x \{_

&«

Subscription

C M & htps://signup.netflix.com

€«

Men's Razors, Buy Razor l: x ()

<, Questions? Call 1-866-579-7172 24 hours a day

CcCH www.dollarshaveclub.com

FREE BLADES
DOLLAR SHAVE CLUB FOR LIFE
NEY ET STARTED ORKS BLOG

Register  Log

A GREAT
SHAVE FOR

A FEW BUCKS A MONTH

Share video: I} You, Kirsten Green and $8,192 others like this.
W Tweet 433K W Follow @DollarShaveCiub 21 3K folowers.

Foowus: )2 © ConactUs Pross Carears Tomsofsenice Prvacy Stamap  $




Aside: Delighting

customers

~ W3 || (D] [ 2] @ vww.youtube.com

YD[I Tul]e Q  Browse Movies = Upload yamamoto@uwcsed03...

Dollar Shave Club

Featured Browse videos

About Dollar Shave Club

Dollar Shave Club couldnt be simpler. Select
one of our great razors, pay one low monthly fee,
and we send 'em right to your door. No more
over-paying for fancy brand name shave tech

No more forgetting o buy your blades.

I Buying Razors Sucks

by DollarShaveClub ~

Latest Activity Mar 6, 2012
Date Joined Mar 1,2011
Country United States

OYOTA-LIFT

DollarShaveClub.com - Our Blades Are F***ing Great
by DolarShaveClub 8 months ago

Featured Playlists

ppiosdsdidees w “
. .

view all >

ttp://www.youtube.com/watch?v=ZUG9qY T|Msl




AARRR!

(A pirate’s approach to customers)

Acquisition: users come to site from various channels

" experience




What’s this have to do with

software engineering!?

® Being a successful software engineer requires you
to have some understanding of the customer

® Sales, marketing, customer relationships are
becoming intrinsically part of the software product

® Sales, marketing, customer relationships are
increasingly becoming software engineering
disciplines

“Software is eating the worid.”




Take aways

® Customers are important

® AARRR! The pirate approach (Acquisition,
Activation, Retention, Referral, Revenue)

® Sales, marketing, and customer support are
increasingly part of the software and increasingly

driven by engineers
- &3
. ,

http.//www.slideshare.net/dmc500hats/startup-"~42=
metrics-for-pirates-sept-2012 ’




