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Digital Breakthrough: How 
to Stay Ahead in 2021

Engage and Convert 

1. Challenges, opportunities, top trends, and Solutions
2. Align digital goals, strategies, tactics
3. Deliver effective message throughout customer journey
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Consumer Behavior – Evolving Needs and Channels 

Channels 

✓ Mobile is essential channel to reach 
customers

✓ Social-media users around the 
world increased by more than 
13% over the past 12 months to 
4.2 billion.

✓ 70% Purchase from brand after 
seeing a video on YouTube. 

✓ Buy Online and Pick/ Return in 
Store 



Customer Behavior  - We Crave Being Outside, Seeing Loved Ones, and Getting Hugs

are still changing the way 
they shop 

80% of 
Consumers



1. More Domestic & Local Travel 

2. Security & Safety

3. Inspiration & Discovery

4. Accessibility, Affordability

Consumer 
Behavior
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Connections
Channels
Convenience 



Relevant and Topical - Search Algorithm Sophistication Accelerating 

Keyword
Driven

2008 2021

KEYWORDS CONVERSATIONS

No duplicate 
content

No spammy 
content or links

Relevant & 
precise results

Understand Intent
Longtail (FAQ) 

Local

Mobile

SERP
Quality

Local
Results

Thin Content

Smith
(Entire Document) 

MUM

LaMDA

Page 
Experience



Relevant and Topical = Intent + Experience 

PopularitySEARCH ENGINE 
PRIORITIES

SEARCH RESULTS

MARKETING NEEDS

• Blue text links
• Spammy content

• Blue text links
• Quality content

ALGORITHMS • Links and 
keywords

• Combating spam 

• Universal results

• Semantic search
• Structured content

• 1,200 SERP Features
• In-search content
• Mobile & Voice

• Entities + intent
• Core Web Vitals
• Mobile only indexing

• Keyword density
• Link building

• Original quality 
content

• Earning links

• Topical coverage
• Schemas

• Schemas + content
• Share of visibility
• Conversational content
• CWV compliance

2008
Quality

2012
Intent

2016
Experience

2021



Relevant and Topical - Influencer Campaigns Helped Secure Coverage Worldwide 

Local Research Gets Picked Up in
150+ Online Publications

We trust community and value 
expert advice 



Relevant 
& Topical 

1. Intent + Experience
2. Strong influencer marketing programs
3. Community and partnerships are exceptionally valuable
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SMART Goals 
& Outcome

SMART Goals
Channels
Strategies & KPIs
Full-Funnel Analytics

80
20
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Experience – Brand Experience,  Onboarding Experience, Immersive Digital Experience, Page Experience

1440 Multiversity
Static to Dynamic

Offline and Online Events
Page Experience

Speed  +  Usability  +  Security



Experience
is Key

1. Brands must question everything they knew and understand shifts
2. New challenge - Delivering brand experience at distance
3. Culture & employee experience
4. Brand digital experience
5. Page experience
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5. Interaction & Integration – Microservices, Cloud, API First 

Data Platform

Website Site

Local Channels Schema

FAQ & Voice

Reporting

AMP Site



M U L T I P L E  A P I  I N T E G R A T I O N S

Integrations Help Stitch Dots Across All Channels & Touch Points

Relevancy Presence

Schema 

Personalization 

AB Testing 

Heatmaps 

Convenience & 
Confidence 

Engagement Insights Performance Ecommerce

Revenue recovery

Maps 

Ice Portals

SMS

PWA

ADA

Menta Meta

Call Tracking 

Natural language AI

+

Core Web Vitals

+ + + + +





Interaction &
Integration

1. Integration across all 
channels 

2. Centralize data - single 
source of truth

3. Focus both on Mechanics 
and Emotion – first-time and 
repeat user journey 

4. Seamless interactions - user 
roles, Notifications to build 
amazing experience 

Microservices, Cloud, 
API First
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Alignment & Prioritization – Outcome Roadmaps Based on Customer Needs  



Alignment & Prioritization - Milestone Solution-Focused Roadmap 

• Entity-First Content 

• Schema Markup

• Milestone Insights

• FAQ Manager 

Discovery and 
Experience 

Localized & 
Authoritative

Reach Visibility Conversion 

Relevant 
Content 

Measure Full 
Funnel

Empower 
Users 

ROI & 
Benchmark  

Scale 

• SEO-First CMS

• Advanced Error-Free 
Schema Markup

• FAQ Manager 

• Milestone Local

• Milestone Reviews 

• Milestone FAQs

• Milestone Insights

• Milestone Analytics 

• Platform 

• Consistent 

• Omnichannel

MILESTONE SOLUTION MILESTONE SOLUTION MILESTONE SOLUTION MILESTONE SOLUTION MILESTONE SOLUTION



Alignment & 
Prioritization 

1. Connect teams across globe
2. Constant Alignment / Prioritization Exercise
3. Strategic Roadmaps across all teams 
4. Establishing Clarity around Outcome and Impact 
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Culture, Grit & Mindset, Persistence and Perseverance 

Teams

Outcome/ 
Solution



Values and Mindset



Culture, Grit & 
Mindset

1. Empathy & Ownership  – We Rather than Me 
2. Agile and move fast 
3. Grit to make it happen 
4. Growth mindset helps in embracing new 

challenges
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Thank you


