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arketing Master Class

Eugenio Ferrante — Director of Customer Satisfaction & Knowledge
Kim Johnston — VP Marketing

Michael Zung — SVP MD, Digital Asia Pacific — Bite Communications
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Building Reputation Through Demand

Social Media Partnerships

Support Packaging

Search Landing
Pages

. Banner
Website Ads Advocacy
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What We Are Going to Cover

« Some practical applications from the Parallels SMB
Cloud Insights ™

« Marketing techniques to leverage these practical
applications to:

1. Build customer knowledge and relationships
2. Retain customers and extending lifetime value

Profit from the Cloud™ 3 Parallels Summit 2011 A



Building Knowledge

Know Your Customers




The SMB Audience in Asia-Pacific

» Japan China
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The SMB Audience in Asia-Pacific

w Japan
w b

100% -~

Target SMBs
with no IT 75% -
staff with
business
benefits of the
cloud; hide
underlying 25% -
complexity

50% -

0% -

16%

# Employees 1-9

Australia

100% ~

Primary target
are Micro 759%
SMBs with
less than 5
employees; 50% -
largest single
SMB
audience 25% -

0% -
Size of SMB Micro

B No dedicated IT staff

Profit from the Cloud™
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The SMB Audience in Asia-Pacific

? Japan
' 100% -
Create a ‘
75% - ’
channel
partner
network to 50% -
reach SMBs
through their o |
IT consultants 25% .
# Employees 1-9 10-49 50-250
Australia

100% ~

Small SMBs
are the most  [EXCEE
likely to have
IT consultants o
— but still only 50%
1in 4 SMBs .
use o 23%
25% 79%
H =
0% - . .-
Size of SMB Micro Small Large
B No dedicated IT staff m [T consultants
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The SMB Audience in Asia-Pacific

, Japan China

00% -

100% -
Target
dedicated IT  [iL7am 46% ! 33%
staff with 75% -
marketing o
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differentiators 25% .
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¥,
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Know Your Customer

orogust 01__Proqy,. 20>

Buying behavior (optimize arou
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ation?
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- Dovthey.trymbefore they buy‘?q

Call them!

Doesn’t cost money to asks.:

a
Questions at checkout

Survey’s post purchase
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sy g GOuglC e S pderstanding the Customer at iinet

1y-wide customer data acquisition project

wrapped out the customer buying process —
“You do not go to the supermarket and say |
am going to buy milk and eggs from the door”
Created bundles and recommendations based
on customer profiles

< Integrated customer data collection as part of

With iNet's shopping cart...
yons oo st sl g Orirm ey
Mty — , *§ Everything Business Shopping Cart - All.In.One Ecommerce Solubon
L T ] — | R J-‘:'-SE”Y Sltr! A Locsl W"
"'*"-:_:""""- 0 wmages WAy et net nis ShoppingCart
o0 _— RIFTYEY
(5 —§ -
p] . CaE “ — o} sl Q) e ey Wi Ity
T3 oo’ P boihrwn d b wan I e h
sy r— NWM shopping cart
ooew Vyyeme = = — o0
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v =
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the experience (customer and prospects)
*  Now working on serving the right ads to the
right customer — based on product cross-sell

stomer segmentation based on crossing

TN Vit prtvinte serser offaning gets backing
from Muorssaft

Profit from the CloudTM 10

customer data against 3 party database
« Improved decision making ability
*  Provided ability to measure market share by
segments — “% of the small business in Perth”

Retargeting campaigns, once decided on the areas
of investments
« Launched a banner ad campaign
« Selected a list of 50 websites that are
consistent with the iinet brand
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Building Relationships

Educate Your Prospects
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China Has a Massive Hosted Infrastructure
Opportunity (50%+ Server Count Growth)

o

Server Penetration (China, 2011)

15% -

10% -

5% -

0,
0% 0% |

1-4 5-19 20-250
Employees  Employees  Employees

B Hosted Servers  ® Both Hosted and In-house

Profit from the Cloud™
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Hosted Servers (China)

3,000K ~
2,500K -
2,000K -
1,500K -

1,000K -

-

500K

oK

2011 2014

Source: Parallels SMB Cloud Insights (China, 2011)
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Purchase Criteria: Educate SMBs About What Is
Important When Purchasing Hosted Infrastructure

Hosted Infrastructure Key Purchase Criteria

Very
Important
10 ~ 1st 2nd 4th 3rd
Negligible

8 differences

in scores on
6 top 8 key

purchase
4 criteria
2
Not
Important 0 . . . . . . . .
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Source: Parallels SMB Cloud Insights (China 2011, U.S. 2010)
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Serve and Frame the Right Content
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Build an Animation or a Video With Key Features...

vPs

Profit from the Cloud™ 16 Parallels Summit 2011 A



...or Get a Customer Video Testimonial

|| Parallels

Profit from the Cloud™ 17 Parallels Summit 2011 A



The Readyspace Experience
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The Readyspace Experience

Company Overview

« Singaporean Service Provider
Established in 2003

 Providing wide range of Cloud Services
to Enterprise Managed Hosting Services

« Approx. 100,000 users today across all
segments (individuals, Small, Medium,
Large Enterprise)

Wihe 12 AT
®uumsmu :

Profit from the Cloud™

Educating Customers and Prospects

with Videos in Singapore

Started experimenting with videos about 1 yr ago.
Now at 400 playbacks per week and growing 2-3pp
faster (approx. 10% in the last year)

* Faster sales process

+ Better expectation setting during pre-sales

Experimented both with short and long videos.
« Short: good for product introduction and new
customer acquisition
* Long: good for technical education or solutions

Content is crucial. Leverage partners for relevant
expertise (for example expert community if you have
one or partners — like online marketing companies).

The tool used to create the video matters; ease of use

and of sharing critical. The streaming tool/service needs
to be engaging.

19 Parallels Summit 2011 A
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Building Relationships

Tailor Your Offering to Overcame an Obstacle




Australia And Japan Have a Large Installed Base
of In-House Servers That Can Be Replaced
x

“ Server Penetration (Australia)

In-House Servers = 29%

100% -
80%
60%
40%
(o)
0o 8% 15% 13%
(o]
1-9 Employees 10-49 50-250
Employees Employees
H Hosted Servers B Both Hosted and In-house

B In-house Servers

Profit from the Cloud™

R Server Penetration (Japan)

100%

80%

60%

40%

20%

0%

22

1-9 Employees 10-49 50-250
Employees Employees

Source: Parallels SMB Cloud Insights (Australia 2011, Japan 2011)
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Australian SPs Need Promote Their Local
Presence; Japanese SPs To Launch VPS Offering

Why did you decide to keep these servers in-house

instead of moving them to a hosting service provider?

“Bandwidth/connectivity issues” “Price”
30% - 90% -
20% - 60% -
10% - 30% -
9%
0% 1 0%
_ Australia Germany t,.t Japan U.S.
“ Opportunity for local providers | 4) Opportunity for VPS offering
v g,

Source: Parallels SMB Cloud Insights (Australia 2011, Germany 2011, Japan 2011, U.S. 2010)
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Using Content to Tailor Your Offering

Create an Unbranded Site

Switch to Mac

s e st e Mas w P

E’i

Mow lnu» vl r\.. MIe luu

* Clear audience target

* Interesting content

« Keep the conversation alive
« Add value

Profit from the Cloud™ 24

Create New Enterprise Offering

Parallels OMiclal Survey for businesses. | Poatets
Win a MacBook Ailr for 1-minute of your time

Are you svaluvatng Parailels Desktopt

Tor Mo for your Businens? R

Winner will be notified on October 31™, 2011

CMa s Sures Cortma® Mama

* Business page survey
triggered from visit

- Data gathered passed to
Sales

« Call down campaign

Parallels Summit 2011 A



The Net Logistics Experience

Company Overview Overcoming the Bandwidth

Obstacle in Australia

« Australian Service Provider focused
on hosted infrastructure

 Situation:
+ 5,000+ customers e Cost of bandwidth in Australia 2X U.S.,
impossible to compete with U.S. offerings
— on price alone
D fei kbt « However, connectivity from U.S. service
e e L providers usually not up to local
Empowering Your : standards
On-Line Presence
i et 1P s st o = - Net Logistics created a premium offering:
¢ SoriolAfochad S04 o aHmR = - - Local, “generous” bandwidth
—_— « Premium infrastructure
MR —— « Highly responsive customer support
e (ongoing)
R R ek S s e » Offering launched in 2005; exponential
P g — growth from small startup business with O
, paying customers to current 5,000 happy
— R customers

Profit from the Cloud™ 25 Parallels Summit 2011 A



The Tsukaeru Experience

Company Overview Overcoming the Price Obstacle in Japan:

Marketing VPS

. Japanese Service Provider
focused on hosted infrastructure

» Started selling VPS in 2004; entered
*  Approx. $6M in revenues, from at ¥2,980/month (vs. ¥9,800/month
20,000 subscribers; growing at dedicated)
30% year over year

« Faced VPS resistance to adoption
1. Educating SMBs
2. Shifting the conversation from
technology to business solutions
3. Focusing on value proposition

 Starter offering solutions for FX traders

1. Expert community influence
',;:,:.",xr;;._lg;{..:._i. oml 5= Sl 2. Partner enriched offering — with
vy brand recognition

* Now looking at other solutions for SMBs

Profit from the Cloud™ 26 Parallels Summit 2011 A
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Building Relationships

Create Magic Moments

81 Tlin
T=m

Profit from the Cloud™
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Building Relationships

Manage Your Online Image




SPs Need To Focus on their Online Perception
to Win Some of the 24% SMBs Likely to Purchase
Web Presence in China in the Next 3 Years

SMB Plans to Purchase Web Hosting Key Purchase Criteria (China, 2011)
Web Presence (China, 2011) Ver
Y10 1 94 9.4 9.3 9.3
Important 8.9
80% -
60% 6.4
5.2
40% -
20% -
Not
0% - Important . . .
& SN &
O i <
m Yes B Maybe N
R ((\0(\ oer (\Q&e
& 9 N
N 2 oo

Note: Likelihood to purchase among SMBs without a third party hosted website
Source: Parallels SMB Cloud Insights (China, 2011)
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Social Media Myth #2

What people say positive or negative
doesn’t really matter or show up anywhere. Wrong.

Profit from the Cloud™ 32 Parallels Summit 2011 A



In APAC, Each Country is a Bit Different...

Top Social Networks
(Active Support)

g’;J Phi %
5

Preferred Social Media Channels

Based on the top 5 social media channels per country

Australia:  IEE——

China:  —
India: I
Hong Kong! IS |
Indonesia:  INEEG—_<—
Japan: B v

Malasia: I
Philippines;  IEG———————

. M Social networks
Singapore:  [—_—|

Micro-blogs

S.Korea; w1 "Blog platforms
Taiwan, Video sharing
Thailand; | BReference
Vietnam, MProfessional networks
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Australian Example: Platforms

:Facebook . Twitter . News . Blog Posts : Discussions  :

Sources © 39 (430 { 118 | 1025 i 991

TOTAL CONVERSATIONS | 2603

News
5%

Facebook ¢+

1%

Twitter
17%

18t February 2011 to 18th March 2011
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Australian Example: Online Influencers

« Social Media Intelligence:
Virtualisation & automation
software — AU

v

computerworld.com.au

* Media Type — Other is the top the
source of conversation. It follows
that the list of top domains is
dominated by online news sources
and industry magazine sites.

forums.whirlpool.net.au
cio.com.au

cio.idg.com.au

* Message Board/Forum is the
second most popular channel.
The list is topped by Australia’s

| forums.whirlpool.net.au.

www.techworld.com.au 1037
|

linuxworld.com.au 1024

zdnet.com. .
www-zanet.com.ad happen and be present where it
techworld.com.au matters to boost brand'’s visibility.

www.arnnet.com.au

www.computerworld.com.au

Identify where relevant conversations

0 1000 2000 3000 4000 5000

1 August 2010 — 15 March 2011

Profit from the Cloud™ 22 Parallels Summit 2011 A
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http://forums.whirlpool.net.au/

Improve Organic Search
Results with a Simple Site Audit

1. Examine Files Indexed in Search Engines 2. Compare Number of Pages Indexed

+ A Site Search Listing in Google (or Bing) * A) Too few files indexed
» "Repeat search with omitted results” link adds search results that often
point to issues.

* HTML Page Titles & Meta Description Tag handling

* B) Too many files indexed
» Entrance Keywords for Landing Pages Reported in Google
Analytics

» Search Queries: Top Landing Pages in Google's Webmaster
Tools

Examine files indexed in search engines Too many files indexed

GO \ lgle site:zincbistroaz.com This page was viewed 1,355 times
ASout 13 resuls (D 15 saconss 2 Visitthis page 131y Content Detail ¥ 0 sports/skiing_snowboardi... ¥ None ¥
*3 Everything gle Webmaster Tools : e adt @
@ Images W google comivebmastors’ Do you own zincbistroaz.com? Gat indexing and ranking data fr e 2 1,355 Pageviews Navigation Analysis
v o 124 Navigation Summary
i e o At e, e = Wi _.a 1,265 Unique Views How isitors found your content
v or 6 Zinc Bistro, Az | phates by Canssa Vinto § site dasign bleepencil ultd
DAz C 3 7 Entrance Paths
00:03:30 Time on Page Paths visitors used to getto your conte
Branford, CT 06405 Zinc Bistro Chet ald 1k g
¥/ Change focation Biography Matt Carter Executive Chaf/Propnator Phoenix-bom Matt Canter had lintle siterest in 0 . S ad
ctiing & chief Whia he Wea Sroatt U in the elley okt M ME" 91.93% Bounce Rate Landing Page Optimization
o i ioae . " Entrance Sources
T CRON ShOH IR o ™ " 90.63% % Exit Top SOUrces per page
Recpes . £ 1o =
Val mysgl_connect() [function my e *| Entrance Keywords’
db9138 15 186 184 20 (using p \ $0.00 $ Index Top keywords per page

A site search listing in Google or Bing

In order to show you the most refevant results. we have omitted some entries very similar to the
267 aiready displayed
If you like, you can repeat the search with the omitted resuits included

1GA\/-\u,:uuuux_u)u’ glc
; 1222324 2526 27

Previous 7 25 26 2

34



Improve Organic Search:
Basic Rules for Baidu in China

Get Your License
A legal ICP license is crucial. Without a certificate, site may be omitted from search results.

Host Your Site in China

Baidu's crawler is “impatient” and will skip sites experiencing even minor latency issues eliminating the chance to
appear in organic search results.

Buy a Baidu Brandzone

Brandzones drive results. Brands report up to 30% of their traffic originating from a Brandzone and have seen
click through rates up to 75%.

Reap What You Sow

Baidu content is prioritized in the search results. Curating brand content platforms Tieba (a la forums), Bake
(a la Wikipedia), and Zhidao (a la Yahoo Questions) is “free” and can improve search results 10-20% if done right.

Cut the Code

Baidu’s crawler is not very sophisticated and requires aggressive spoon-feeding. Streamlining code and
adding alternative text improves visibility. As with Google, flash- heavy sites encumber the crawler.

Backlinks Boost

Targeted efforts to acquire backlinks can significantly improve ROI and search visibility.

35
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Improve Organic Search
Results with a Simple Site Audit

2. Compare Number
of Pages Indexed

Ensure Site
Navigation Links
Can Be Followed

4. Check a Sample
of Important
Pages on the Site

View the Text

Only Version of
Google’s Cache
for a Web Page

6. Check Google’s
Webmaster Tools

+ Entrance Keywords for
Landing Pages
Reported in Google

* Many pages not
indexed?
» Check Google’s cache

Check for duplicate
paths

Check for duplicate
content

* Duplicate Page Titles &
Description Tags

» Check the Robots.txt file

* Check internal linking

Analytics of pages
» Search Queries: Top

Landing Pages in

Google’s Webmaster

Tools

Entrance Keywords for Landing Pages Reported in Google Analytics Too few files indexed

Search queries

site:zincbistroaz.com O
Top pages / : ; D

A [rm Pt i W, N Zinc Bistro
._._.,o—u 0= 12, 390 l--\.,v—. °

Check Google’s cache of pages

Pages M impressions Clicks
13 14,800 720+
Page impressions Change Clicks C This is Google's cache of http /fwww zincbistroaz com/. It is @ snapshot of the page as it
5 Jsportsisking_snowboarding/RossignollliniSaowboard htm 3600 + 170 4 appeared on Dec 8, 2010 00:02:32 GMT. The current page could have changed in the
» 1,600 28 meantime. Learn more
\b Text-only version
Profit from the Cloud™ 36 Parallels Summit 2011 A
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Building Relationships

Build Your Own Community




More Than % of Japanese SMBs that Host a Site
Design It In-House; A Large Number of SMBs Has
More Online Properties than Just a Web Site

p

L
¥ SMB % (Japan, 2011) Online Presence (Japan, 2011)
100% - . ‘
'.'. 30% | lh®.
'_i Designed 27%
75% - \ H
20% -
50% - g

Self- ; In-House 14%
Hosted .’." Designed 11%

25% - [ 10% - 9% 9% _ I
3rd Party 7% s ﬁ

Hosted >% 4%
l =

Website Website Designers 0% -
witter Fac bkpg L I You bpg Mktpl E-commerce Rtgt LkdI
Penetraton = directories capabilittes ~ compan
ie

0% -

Opportunity for Web Presence Builder Offering

Source: Parallels SMB Cloud Insights (Japan, 2011)
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Build Your Own Community

Start with your supporters

* They actual want to engage
with you

Talk with them!

* They will share insight about
how to grow your business

Provide them benefits
 They will talk on your behalf

It’s not that hard

» Doesn’t cost any money!

Profit from the Cloud™

42
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For example, in China there are multiple platforms
where you can build communities...

Average # of Followers
W - o0 CHINESE PLATFORMS VS. FACEBOOK
{1 2010 (August 2011)
= 588,002*
57%
101,130 198215
25,986 5° 601 I
Smn Kaxin  Facebook
*June 2011

Youku
490% 16% No Data -29% 5% 12% g% T
200 231 233 116 50 191 124 ol
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...and Parallels has build a community of 112K

using Welbo

Re @ SunnyCpen | Litletime Version of the pad version In? If something was 10 pay 1o
Introduction
enjoy the unlimited verdion can de upgraded withoul surcharge. . /7€ SurnyOpen
Paraitels Ching (Fintinum La Reo @ PARALLELS China : Chinese vergion of the 4.0
LA} al ’ »
O PARALLELS Chira W % Pasalints Dastop for Maa ® 7 1,00 shalvm
Bulletin Board
Syl come rww paa et com B xw X »
v Pucelnis Ow 0 oot
Lean it \ Lioe
194 » ol "x Lol =
Links
You definitely road night price! This is ¥ 7 1or Mac Paraliels DesMop # LION-lixe
Misting LT | Lo Taobs M
ol WINDO'WS % hitp 1t cn'and)
AL ENGE LR | "X am R

bl
Sull taithful 16 your price. # Parallels Dosdop for Mac ® 7 SR hiltp M. crvanQxl

wAes #gc M nx cm o4
Cuickly to upgrade an! /17 8 Wong Mo HEATHERN ' an, 7 are out !
@ PAAALLI re Y % Pasaliahs Dastiop hor Mac® 7 1001 shetvm!
Sulcdy some v pacadoS com Bxm »
Invier ago =0 "nx on »

Or after the purchase of life in 2011/8/1 version of the user will receive a free #
Parallels Desklop 7 fof Mac ® upgrade package! Piease nole. . How 507 Taobao to
buy from our official usar will automatically receive the uparade pacxace durchased

PARALLELS China ¥ vt 55 akiee i
htp 'weibo.convparalielschina

o

All micro-Bo

AN dginal | Pictures | Vide Musi ’ Basron Atvanced Sase

APPLE

virtualiasion

avtomated
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Cloud Computing IT

Internet
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The Uber Experience

Company Overview Jumba Customer Community

» Third largest Australian Service

Provider _ _
_ _ « Focused on technical aspects of Webhosting
* Domains, Hosting, and Cloud 1. Visible customer service delivery — “Show
Services them what it is like to host with us”
« BRW Fast100 2009, 10, and 11 2. Content development — look for reactions to

content and use reactions as new content

«  Brand equity building rather than ROI
«  But also Empire Avenue stock price

« Advices for someone starting a community today

1. Creating a narrative

2. You are the host — “if you spend most of the
time in the kitchen most of the conversations
are going to be about the cooking”

3. Be authentic and direct the conversation at
the same time

4. Schedule tweets, but make sure they go out
when you are awake

Profit from the Cloud™ 45 Parallels Summit 2011 A
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Do You Remember This?
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Brand Advocates Are Active Recommenders
Advocates #1 Motivation? Help Others.
3X

50% more likely 3

250/ kel to share
A) more like x
to influen%:e 5 great more

roduct .
of customers | purchases more gxperiences active
are than other trusted than other content
advocates customers than ads __customers creators

Followers

Loyal Customers Engaged Customers Fans

The Advocate Influence
Provided by Zuberance
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Social Media Amplifies Advocates

Thanks, Jen.
Brand Advocates’ Bought it!

Reach Now Rivals Ads

6 O Million
Trusted WOM Impressions

X600 prospects /

(150 people x 4 recommendations)

" 100.000

" Energized Advocates

Source for Social Media Reach: Forrester; Provided by Zuberance
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Intuit Turns Advocates into Marketing Force

“Energizing our
Advocates is

game-changing for

Intuit sales & B s
marketing.” e

— Laura Messerschmitt, Marketing T !

Intuit building “Advocate Army” 500 Brand Advocates

Advocates creating & publishing
online reviews

Ave. rating = 4.8 of 5 stars

Source for

50% Advocates 230% in-bound click rate Socia Veda

sharing offers w/ social networks from offers from Advocates provided by
Zuberance
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VoIP Provider Ooma Cuts Acquisition Costs 49%

“By energizing our
Advocates, we're
amplifying positive WOM
and cutting customer
acquisition costs.

- Jim Gustke, VP Marketing

Cut customer acquisition cost Down from $154 to $78

Generated 4000+ online reviews 4.7 star rating

Energizing Advocates to share Generating sales
offers w/ social networks for enhanced calling features provided by

Zuberance
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Email Reaches Advocates
|| Paraliels °

we're
pulling back

new

.. and giving

Compelling Subject Line |
PERRS >E) the curtain ... : you an all-

access pass! -

v

Establish Authority & Credibility

Get the upcoming release of Parallels Desktop 7 for Mac a week
. before it is available in stores!
Provide Assurances

Be the first to experience the new features of Desktop 7 for Mac—including immersive
OS X Lion integration and feature suppori! Upgrade today for £34.99 and experience
the most tested, trusted and talked about way to run Windows on your Mac.

TESTED, TRUSTED % ﬁ PC ADVISOR B
AND TALKED ABOUT' > RECOMMENDED S 440
cited may be Tof previous versions of Parallels Desctop

Clear Call to Action s

Reviews and swargs e for Mac

ed for %%T0 EMAIL%% J were added to the sysiem %%DATEADDED %% e

ons, click here Use this link to Unsubscribe.

Respect Social Norms

License Agreement ' Terms of Use | Privacy Policy
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Questions? Let’s Chat!
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