Multicultural Email Marketing
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Email Marketing Trends

Highest ROI
Email 40%
« Email marketing earns
the highest ROI of all e il
online and traditional Direst Mail 156
marketing mediums — w
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Language Trends

 Increasing importance of
Hispanic marketing in the
US.

e Younger and more active
with more advanced
features of the Internet.

 Top languages used in
the web

— English leads the way
overall

— Japanese has highest
saturation

Hispanic / All Users

O All Users O Hispanic Users

Age 18 - 34
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Language Trends

« Latinos account for 14 percent of the adult U.S. population.

While 56 percent of this group go online, 71 percent of non-
Hispanic whites, and 60 percent of non-Hispanic blacks use the

Web.

» Of the Hispanic segment who do go online:
— 78 percent are English-dominant

— 76 percent are bilingual
— 32 percent are Spanish-dominant

 Take Away: you are fairly safe using English for U.S. Hispanics.
Design should reflect the culture though.

Clickz Mar 14th, 2007
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International Email Example: L.A. Airline

— Low bounce rates across the board.

— Latin America Spanish and North America English post the highest read rates
— proving that localization of content is important even though this airline is
rarely known outside of Latin America

— Great click rate for North America Spanish — those individuals may not
recognize the email, but once opened, has over 50% of readers clicking

through
Read Click Bounce
LA Spanish 36.1 6.7 2.7
LA English 26.5 4.1 1.4
NA Spanish 24.5 13.9 2.1
NA English 36.9 9.3 1.8
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International Email Example: L.A. Airline
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International Email Example: InFocus

— Communicates to multiple countries in Europe and Latin
America as the leading brand in digital projection

— Design provided consistent brand image universally

— In-country localization with native speakers for translation
— Email more likely to be filtered than blocked internationally

Read Click Bounce
U.S. 35.6% 5.4% 7.8%
U.K. 21.8% 0.6% 3.9%
France 28.7% 0.7% 3.6%
Germany 41.1% 2.4% 2.7%
Spain 47.8% 9.9% 1.8%
Latin America 18.4% 2.4% 2.5%




Mobile Usage Trends

Mobile content should be considered
22.6 percent find Mobile content important

Other countries exhibit higher demand:
— 30.4% Western Europe
— 53.9% Eastern Europe
— 56.4% in Asia
— 63.5% in Latin America

Internationally: Design email for the mobile world

ClickZ Mar 2nd, 2007



Mobile Usage Trends - Response



Localization of Emails

Compatibility with brand
Mapping to marketing objective
Relevance to target audience
Which language and dialect?
In country client review

If you see something has the
potential of going viral, ensure
your campaign is flexible



Not So Fast...Potato, Patata, Pata

English Mexico Puerto Rico Peru
Bug/Insect Bicho Bicho = E_Sug Bicho
or Penis
Bus Camion = Bus Guagua = Guagua =
Bus Baby
Pantalla =
Necklace Pendiente Pantalla lampshade or

screen



Definitions and Process

Market Research
— Audience, demographics, ethnic-oriented issues

Cultural Adaptation: Appropriate Usage

— Grammar, analogies, active or passive voice, symbolism, humor, etc.

Translation/Localization
— Converting the written text or spoken words into another language.

Internationalization
— Engineering product code for easy localization

Globalization

— Integrating localization throughout the company, from marketing,
customer support to accounting



Do Your Research

« Do ethnic or non-English-speaking groups represent an
underserved market for you, or comprise a significant
portion of your existing customer base?

 What is the market potential of these audiences for your
organization?

 What is the best way to communicate with these
audiences — and gain their trust and loyalty?



Why Waste Your Time?




Lay the Proper Foundation

« Remember, Language is Subjective
— Minimizing your work in the long run
— Set expectations for client review
— Formalize the review cycle
— Clearly lay out roles and responsibilities



| ocalization Tools

Three Important Tools:

e Translation Glossary

o Style Guide
Literacy level
eGrammar rules
*Abbreviations
*\Words left in English

* Translation Memory



The Risks of Machine Translation...
Just say NO

Original
Sentence

¢, Como se llama?

BabelFish

How is it called?

InTrans

How do you call
you?

FreeTranslation.com

How yourself call-up?

Estudio la leccion
después de la
cena.

Study the lesson
after the supper

| study it lesson
after it dines

Study the lesson after
the supper

Er importiert
Kunstgegenstande
und andere Dinge
aus Deutschland.

He imports art
articles and
other things from
Germany.

He [importiert ]
[Kunstgegenstande]
and the thing
outfield Germany.

It imports art objects
and other things from
Germany.




Thinking Ahead...Writing Ahead

The English version

— Write with an international audience in mind

— Avoid jargon, slang and idioms

— Limit synonyms

Languages using non-Latin character sets require
extra care

White space, white space, white space



Keep In Mind...

« Keep graphic libraries for substitute pictures
 Text can expand by up to 25%
 Avoid text embedded graphics

@ Add to cart

(_ Ajouler aw parier J

[volE pourez annuler par la suite)

@ Einkaufswagen



Doing it Wrong...

The Risks
Poor Relationships With Existing Customers

Missed Opportunities
Competitive Threats
Damage to the Brand
Compliance Issues



Cultural Faux Pas



Ford’s 2005 F150 Lobo Edition

e Great name

e Launched during
Cinco de Mayo

 Featured Pablo
Montero



Don’t Lose the Brand
Dakine
 Build brand elements across markets

* Localize for regional audiences



The Review Process

Professional translator who is also a native speaker
Proofreading by native speaker

Online review for formatting hyperlinks and QA of text
In-country review by you

And leave time for your agency to do all four
steps when there are revisions...



Global Broadband Adoptions



International Email Legislation

Spam is becoming more
International as well

International laws are
more strict



International Email Legislation

UK — OUT-LAW - business registration information
law — New in 2007

Canada — PIPEDA — Personal Information Privacy
China — Censorship is King

Australia — Australian eMarketing Code of Practice
SpamMATTERS - Integrating into Outlook-based reporting tool



International Email Legislation

 Implied Consent:
e US
e Japan
« Canada

 Expressed consent
e EU
o Australia
e Argentina



International Email Legislation

http://www.the-dma.org/antispam/spamlaws.shtml




Deliverability Tools



Review

Plan your campaign on a strategic level
Accurately lay out your content
Localize your content

Segment your lists - at Opt-in for new subscribers or
for existing subscribers based on activity/demographics

Test your emaill
Distribute and track

Refine your campaigns — individually and
as a whole



Q&A and Resources

www.clickz.com
www.emarketer.com
www.marketingsherpa.com
www.imediaconnection.com
www.dmnews.com
www.marketingvox.com
www.eROl.com
www.viaLanguage.com
www.theEmailWars.com
www.EmailDays.com
www.ReturnOnSubscriber.com



Thank You

viaLanguage eROI
allsales@vialanquage.com leff@erol.com
www.Vvialanguage.com WWW.eroi.com

800-737-8481 877-217-6952 Ext. 228



