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1. Conversational commerce

• Voice

• Bot interfaces



The Battle for Voice

• Home speakers

• > 100 million Echo devices

• 1 billion devices – Google 
Assistant

• Smartphones

• Hardware





Voice activated internet





“Alexa, it’s too hot!”
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Universal SERP

• Organic SEO
• Rethink keywords
• Questions
• Schema markup
• Speakable schema

https://econsultancy.com/introduction-voice-schema/

https://econsultancy.com/introduction-voice-schema/


Operational considerations

• Universal SERP

• Content creation

• Customer service

• Brand management



Chatbots

• Type of interface

• Chat = frivolous conversation

• Bot = serves a function

• Mobile



Chatbots

https://www.messenger.com/t/tfltravelbot

• Opportunity for personalised 

interactions

• Customer service

• Enable transactions

• Receipts / returns / washing 

instructions / facilitate regular 

purchases



Source: A Marketer’s Guide to Chatbots

Rules-
based 
bot

AI-
powered 
bot

AI-powered bot:
• links on-site 
• & messaging app 

conversations 
• with option for 

human 
intervention

https://econsultancy.com/reports/a-marketers-guide-to-chatbots/




2. Contextual Commerce

• Influencers as sellers

• Visual search

• Moment marketing





Is the future of search visual? 

Source: Visual Search: A Guide for Marketers

• 600 visPinterest Lens

• ual searches per month

https://econsultancy.com/reports/visual-search-a-guide-for-marketers/


ASOS 

Style 

Match







Visual search implications

https://econsultancy.com/what-does-instagram-checkout-mean-for-ecommerce-experts/

• Intuitive search

• Upsell

• Monetise social commerce

• Natural shopping experiences

• Impulse buying

• Social channels as marketplaces?

https://econsultancy.com/what-does-instagram-checkout-mean-for-ecommerce-experts/


Moment marketing

• Social commerce & 
influencer marketing

• Moment based 
marketing

• Love Island TV Show & 
MissGuided

https://econsultancy.com/why-the-love-island-missguided-partnership-was-a-multichannel-triumph/

https://econsultancy.com/why-the-love-island-missguided-partnership-was-a-multichannel-triumph/






3. Contextualising 
Artificial Intelligence



How is AI being used?

9%

10%

5%

6%

9%

11%

15%

17%

19%

23%

26%

26%

27%

55%

Other

Video recognition and/or processing

Creative and design work

Automated offers (e.g. coupon codes)

Digital asset management

Content creation

Image recognition and/or processing

Email marketing

Automated campaigns

Optimisation and testing

On-site personalisation

Programmatic advertising

Analysis of data



Email marketing subject 
line optimisation

• Natural language generation

• Indistinguishable from humans

• Predict and optimise
performance

• Behavioural models

• 2% increase in open rates

• £17.3 million revenue

• Marketing Week Masters Award

https://econsultancy.com/how-virgin-holidays-is-using-ai-to-improve-email-marketing-roi/



Digitally native 
vertical brands

• Digitally enabled

• Younger audiences

• Focus on customer experience (CX)

• Vertical brands



D2C 

Playbook

https://www.forbes.com/sites/berenicemagistretti/2019/02/06/fembeat-pg-acquires-organic-period-care-startup-this-is-l/#694f0017bb67

https://www.forbes.com/sites/berenicemagistretti/2019/02/06/fembeat-pg-acquires-organic-period-care-startup-this-is-l/#694f0017bb67


D2C Playbook

Stage 1:

• Great product

• Niche audience

• Direct proposition / subscription

• Owned ecommerce offering

• Strong proposition

• Efficiency

• Personalisation



D2C Playbook

Stage 2:

• Physical retail

• Mass reach media

• New product areas

• Third party retail



New commerce







Recommendations



3. Strive for 

integrated 

customer 

experience, 

martech and 

adtech



2. Educate your 

organization 

about the 

potential of AI 

and machine 

learning
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1. Be like Chris
Spend 5 – 10% of your time with ‘what might be



Thank you
Email: sean.donnelly@econsultancy.com
Twitter: @Seanog1982
LinkedIn: https://www.linkedin.com/in/seanpdonnelly/



Resources



Resources – reports available to Econsultancy subscribers

Digital Trends Survey 2019

Implementing a CX Strategy Best Practice Guide

User Experience and Interaction Design for Mobile 

and Web

SEO Best Practice Guide

Ecommerce Best Practice Guide

Social Media Best Practice Guide

Mobile Marketing Best Practice Guide

Achieving Omnichannel Excellence

Content Strategy Best Practice Guide

Storytelling for Marketers

Experiential Marketing Best Practice 

Harnessing the Power of Personalisation

Understanding Customer Lifetime Value

Maximising the ROI of Digital Marketing

Trust, Transparency & Brand Safety

A Marketer’s Guide to Chatbots

Visual Search: A Guide for Marketers

A Marketer’s Guide to Internet of Things

A Marketer’s Guide to AI and Machine Learning

https://econsultancy.com/reports/2019-digital-trends/
https://econsultancy.com/reports/implementing-a-customer-experience-cx-strategy-best-practice-guide
https://econsultancy.com/reports/user-experience-and-interaction-design-for-mobile-and-web/
https://econsultancy.com/reports/seo-best-practice-guide/
https://www.econsultancy.com/reports/ecommerce-best-practice-guide
https://econsultancy.com/reports/social-media-bundle/
https://econsultancy.com/reports/mobile-marketing-best-practice-guide/
https://econsultancy.com/reports/achieving-omnichannel-excellence/
https://econsultancy.com/reports/content-strategy-best-practice-guide
https://econsultancy.com/reports/storytelling-for-marketers/
https://econsultancy.com/reports/experiential-marketing-best-practice-guide/
https://econsultancy.com/reports/harnessing-the-power-of-personalisation/
https://econsultancy.com/reports/understanding-customer-lifetime-value/
https://econsultancy.com/reports/maximising-the-roi-of-digital-marketing/
https://www.econsultancy.com/reports/trust-transparency-brand-safety
https://econsultancy.com/reports/a-marketers-guide-to-chatbots/
https://econsultancy.com/reports/visual-search-a-guide-for-marketers/
https://www.econsultancy.com/reports/a-marketer-s-guide-to-the-internet-of-things-2018
https://www.econsultancy.com/reports/a-marketer-s-guide-to-ai-and-machine-learning


Every month 600k marketing/digital/ecommerce 

professionals rely on our thought leadership 

Econsultancy is one of the 
world’s leading sources of 
independent and original 

advice & insight on modern 
marketing, with over 

340,000 registered users

We have unrivalled depth of 
online content. 

Econsultancy.com is a 
trusted resource for over 

600,000 unique marketing, 
digital and ecommerce 

professionals each month

Thousands of leading 
marketers enjoy our 

customised and public 
training workshops 

each year 

Through our team of 
analysts and researchers we 

publish 75+ reports each 
year. Covering key trends, 
marketing research, case 

studies and modern 
marketing thought 

leadership



How we can help you: a rich online resource 

for all marketing and ecommerce professionals

• Econsultancy.com is designed to keep brands ahead of the latest trends, develop digital 
talent and ultimately drive best practice execution to ensure maximum performance across all 
marketing and comms channels

• Includes case studies, best practice guides and research, tools & templates, research reports 
and trends, along with award winning online learning classrooms to complement the face-to-
face workshops and consultancy that we deliver for our clients

Data and Insight

Facts, figures, trends, survey 

results and insight to stay 

informed and equipped

Case Study Database

Verified real life examples of 

digital best practice in action  

Microlearning & Online 

Classrooms 

Interactive training on the 

digital fundamentals for each 

channel

Best Practice Reports

Advice and best practice from 

our analysts and experts, with 

lots of examples

Daily News Updates

Regular insight delivered 

direct to your inbox

Monthly Trend Webinars

Updates on the latest 

technology, processes and 

innovations

Toolkits and Templates

‘How to’ guides for practical 

execution

Access to Experts and 

Account Management

Key stakeholders to ensure 

you get the answer you need

Roundtables and Events

Learn from peers, grow your 

network, and share common 

challenges

https://econsultancy.com/home-emea/
https://econsultancy.com/home-emea/


Econsultancy is at the heart of

• We advise, inform and connect the modern 

marketer to accelerated performance

• Trusted partner of over 1.5 million marketing, 

digital and ecommerce professionals

• Delivering 7m+ digital customer engagements 

and 1m+ physical customer engagements 

every month 

• Market leaders in business intelligence and 

expertise, consultancy and training, lead 

generation and events



TikTok Advertising


