In the last 20 years I've
B2B2B2C2C2B2U
10 ecom platforms

5 ERPs
All the major clouds
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You’re a B2B If...

It can take a year to convert a client

Average client tenure is more than 5 years

You have 12 contacts for a client and none of them work
Your delivery team know your customers inside and out
“How many customers do you have?”... It’'s complicated
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Who is The Fruit Box Group

National supplier of Milk/Fruit/Coffee/Pantry for tea rooms
and offices

Customers range from small office to multinational
enterprises

Delivery to almost every major CBD office tower

1,000,000 Australians touch our product each week
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Adobe
Commerce

Until 2022
* Fragmented, underused online “portals” "
* Abandoned projects

Now celigo

e L aunched “Fruit Box Connect”

* 70% of customers engaged
* Upliftin internal sales and spend



The B2B Question

If we build an ecom / self service
website, will anyone use It, and
will it Increase sales?
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* Users become customers before using your platform

* You have different users with different goals

* Your platform i
*You want to ca

Ncreases your value to your customers

oture more your customers spend



Marketing Self Service
Online Sale Fal ol
Checkout Online Sale
P77 Checkout



The B2B questions:
Who Is the right person to sell to
When are they ready to buy
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The Wrong Tools

Segmentation / Personas
* Too many hats, focussed on the past

Journey Funnels
* |t’s always the wrong time
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The Right Tools

CDP (Rudderstack, Segment, Adobe etc)
* Unlocks reactive selling

Event Triggered Campaigns
e Teach, Invite, Sell
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You might break the model

Typically plans are based on high volume low
value

B2B is high value low volume

B2B CRM market use revenue as a metric, but
the App and Saas market haven’t caught on
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1. Self Service

5. Using New
Service (\. 2. Explore
4. Shop With 3. Reactive Event
Intent

Based Journey



* “Hey, do you want to login?” Best performing email
In company history.

e Start with your most common customer service
Interaction, offer it online, work down the list.

* EXxpect some surprises



Reactive is Good Sales
Listen first, then respond.

Never bought Category B and looked at it
Abandoned configuration or setup
Multiple views of information pages

Used the invoice section for the 15ttime
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Pros Only... Did you know you can
send Operational Events

New return/credit created in ERP
New Invoice created
Late/Failed delivery

Substitutions or amendments
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Questions?
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