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How to create an effective content
strategy for your industry or solution.
Build, engage, and convert your audience.
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Part I: .

Why you need a content strategy. ‘



More content is NOT the answer to
more traffic, downloads, or leads—a
content strategy is.
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Content, no matter how great, is not
the Field of Dreams. You can't just
create it and expect people to find it.

‘ ‘ Allow me to explain...



Unless someone knows Talkdesk
exists, the only way they're going
to find our content is through
their social media network,
organic traffic, or paid ads.

But, even with paid and social,
we only tap into 28% of our
potential audience.

Everything else.

0
Social media 7%

4%

Organic traffic
38%

Direct traffic
27%

Paid ads
24%




Without organic search, we're missing
out on 38% of our potential traffic!

Creating content that ranks well in
search engines is the most effective,
cheapest, and sustainable way to get
traffic to our content and build an
engaged audience that will consume
(and share) our content—and convert.



In this guide, you will learn how to:




Part Il and Part lll:

The sales funnel as a guide for your
strategy and the best types of
content for each stage.

Plus bonus content: An example customer journey through a B2B content funnel.




The content marketing funnel.

Best types of content for this stage:

TOFU

« Blog posts. « Newsletters.

« Press releases. « 101" eBooks. . ' ) .

« Infographics. « Tip sheets and data sheets. Goal: Build brand awareness, get traffic, and newletter sign ups.
« Checklists. « Surveys and quizzes.

Explainer videos. « Events.

Best types of content for this stage: MOFU

« Webinars. » Product and spec sheets.
« eBooks and whitepapers. « Demo videos.
» Research reports. » Buyer guides.
» Case studies. » Reviews and testimonials.

Goal: Asset downloads, and lead
generation.

Best types of content for this stage: BO = U

» Product demos. Decision stage.
» Competitor comparison spec sheets.

« Pricing quotes. Goal: Lock in prospect as an MQL

Prospect is ready to say yes!
Looking to reinforce and valid
their decision.



The goal of our strategy: Publish
content that pushes prospects down
the funnel.

‘ ‘ Let's take a look at an example...



Meet Mary, CXO of an e-
commerce contact center.

She's been asked to report to the CEO on the
current state of the customer experience in
her contact center and a strategy to improve
it. But, she is unsure which contact center
metrics best represent the customer
experience. So, she turns to Google.

: |
how to measure customer experience Q
l

She clicks on the first result, "How to measure customer experience and
6 metrics to help you do it" by a company she's never heard of —
Talkdesk.com.

Inside, she learns everything she needs to about measuring the current
state of her contact center's customer experience.

Where Mary is at in the
content funnel:

Awareness stage.

Audience is seeking educational information to help
grow in their knowledge of solutions.




But before Mary closes out
the webpage...

Mary gets hit with a
pop-up asking her if
she'd like to subscribe to
receive email updates
and new content from
Talkdesk.

She found this article . — S Y §@§——A§O§O*=—O. .

really helpful, so she
subscribed.

Where Mary is at in the
content funnel:

Awareness stage.

Audience is seeking educational information to help
grow in their knowledge of solutions.




Two weeks later, Mary gets Where Mary is at in the
an email from Talkdesk... content funnel:

Awareness stage.

Hey Mary,
We just released our 2021 e-commerce customer
experience trends report. We think you may find
this resource valuable. Click below to download the
report.

Audience is seeking educational information to help
grow in their knowledge of solutions.

LEARN MORE

Mary eagerly completes the form to download the report....




CX has become a huge focus for
Mary's company, and she's been
tasked with improving it.

In the report, Mary learns that e-
commerce companies that offer
omnichannel customer service
report higher customer
experience AND sales revenue.

She sends the report over to the
CTO and asks what it would take
to implement an omnichannel
solution in their contact center.

She also sends the report over to the CEO because one
of the big initiatives for 2021 is improving CX.

In the meantime, Mary starts to dig deeper into Talkdesk
and its features.

Where Mary is at in the
content funnel:

MOFU

Goal: Asset downloads, and lead
generation.




With research, Mary learns that
Talkdesk has a lot of desired
features.

She discovers and downloads a
case study featuring one of their
competitors.

Impressed by their results, she
sends the case study to the CEO,
along with a link to a page about
business continuity solutions—
another big initiative for 2021.

In a meeting, the CTO and CEO agree that it's time to consider
new contact center solutions. They decide to start the RFP
process.

Where Mary is at in the
content funnel:

MOFU

Goal: Asset downloads, and lead
generation.




Mary requests a demo.

...and our job here is done.

Where Mary is at in the
content funnel:

BOFU

Decision stage.

Goal: Lock in prospect as an MQL

~ Prospect is ready to say yes!
Looking to reinforce and valid
their decision.



Part IV:
How much content you need for
each part of the funnel.




Top-of-funnel content
should make up the
majority of the content

you create.

On average, 5% of website visitors
convert to MQLs at some point.

So, if you want 100 MQLs a month,
your TOFU content needs to
generate at least 2000 unique
visitors a month.

Give yourself the best shot at
reaching your goals by loading up
the top of that funnel.

Percentage of total content B2B

marketers created for content

marketing purposes in the last 12

months.*

Other

0,
Post-sale o

11%

BOFU
14%

MOFU
22%

*Source: B2B Content Marketing 2020

TOFU
50%


https://www.kalungi.com/blog/b2b-saas-marketing-funnel-conversion-rate-benchmarks
https://contentmarketinginstitute.com/wp-content/uploads/2019/10/2020_B2B_Research_Final.pdf

The success of ALL your content
depends on your TOFU content.



Part V:
Why keyword research is key to
TOFU success.




Did you know...

40% 91%

The blog accounts for 40% of our website traffic? And 91% of our blog traffic comes from organic search?



This means that organic
search is the best channel to
attract the largest audience.

‘ ‘ Making keyword research crucial to TOFU success.



Types of keywords prospects search at each stage of the funnel.

Prospect is searching for:
Broad keywords, generic phrases, and FAQs.

TOFU

We want to target high-volume,

low-competition keywords. Goal: Build brand awareness, get traffic, and newletter sign ups.

"how to measure customer experience"
"what is omnichannel customer service?"

Prospect is searching for:

Specific keyword intent and detailed search phrases. M O F U
By nature, these are low-volume, high-competition keywords.
They will be much more difficult to rank for but convert at a

higher percentage. Goal: Asset downloads, and lead

0 " generation.
contact center software for e-commerce

"best omnichannel contact center solution"

Prospect is searching for:
Exact keyword intent, precise solution phrases. BO F U

These are very low-volume, low-competition keywords. They are easier to Decision stage.
rank for, but traffic from them will be minimal. They convert at a much higher
rate.
Goal: Lock in prospect as an MQL
Prospect is ready to say yes!
Looking to reinforce and valid
their decision.

"talkdesk case studies" "Talkdesk reviews"
"Talkdesk cost" "Talkdesk vs Genesys"



|HELP€!


https://form.asana.com?k=LyH7pxkDXZAHsKOBilyjIQ&d=11488223164962
https://form.asana.com?k=LyH7pxkDXZAHsKOBilyjIQ&d=11488223164962
https://form.asana.com?k=LyH7pxkDXZAHsKOBilyjIQ&d=11488223164962

Part VI: .

How to map your content journey. ‘

Plus bonus content: A blank content journey map.



Step 1: Identify your pillar topic.

This is going to be a very broad topic with high
search volume that relates to your industry or

; : : N —
solutloh that speaks to a common pain point a ——
potential prospect may have. [ —

For this example, we are going to use the topic
of 'customer experience.’



Step 2: Build out your pillar blog post by looking at well ranking
posts for that topic.

-
§e)

GO gle customer experience X

https://www.holjar.com » customer-experience

Google your plllor toplc Gnd IOOk at the top ﬂve OrgOniC What is Customer Experience: Strategy, Examples, Tips | Hotjar

Feb 11, 2021 — Customer experience, also known as CX, is your customers’ holistic perception
. . . of their experience with your business or brand. CX is the result of every interaction a customer
results. Use them as a guide for creating your piece. i s b oo e il kg b et vt UG
the product/service they bought from you
Improve your CX strategy - CX survey questions - Analyze and measure CX

Consider: People also ask :
What is meant by customer experience? v
. 5 What is a good customer experience? v
What questions do they answer about the topic? , ,
What is the role of customer experience? v

Wth SU thpICS dO they COVGI’7 How do you identify customer experience? v
How long are they? What's the word count? “
HOW mOny Gnd WhOt types Of |mGgeS dO they have7 7 Ways to Creat::éi:o:t;)mer Exp;rience:strategy

5 days ago — Customer experience (also known as CX) is defined by the interactions and

experiences your customer has with your business throughout the
Customer Journey - Customer Chum - A 360-degree view of a customer - Statistics

Do not reinvent the wheel. If these 5 posts rank well for your
keyword, their formula works (don't copy word-for-word, SRS Do Ep o

Customer experience is the internal and subjective response customers have to any direct or

indirect contact with a company. Direct contact generally occurs in the

https://blog.hubspot.com » service » what-is-customer-e.

What Is Customer Experience? (And Why It's So Important)
Nov 18, 2020 — Customer experience is the impression your customers have of your brand as a
whole throughout all aspects of the buyer's journey. It results in

If done right, this post should generate the majority S —

What is customer experience? Why does it matter? - Zendesk

Of unique Visitors you need .to hit your MQL gool. R Apr 17, 2020 — Customer experience (CX) is everything related to a business that affects a




Step 3: Identify additional content topics that fall under our pillar topic.

Two to four topics is sufficient.

Customer
experience

We are building out our TOFU
content for the awareness stage,
so these topics should be simple,
high-level, and educational

. digital first
topics.

We are also gathering ideas for
potential topics to deep dive into customer omnichannel

satisfaction customer service
for MOFU content. survey




Step 4: Create 5-8 pieces of TOFU content.

Remember—we want to keep these pieces very high-level. Think "101-type' content.

The goal of this content is to: Types of TOFU content:
« Drive traffic. « Blog posts.
 Provide basic, high-level 1N - Y e Press releases.

information on a topic. « Infographics.
Think of it as a Wikipedia - - . Checklists.
article or asset. « Explainer videos.
« Brand awareness—get « Newsletters.
the Talkdesk brand and « 107 eBooks.
name in front of as many « Tip sheets.
people as possible. . Surveys and quizzes.

« Events.



Example of how to plan your TOFU content.

Remember—we want to keep these pieces very high-level. Think 101-type' content.

Pillar topic: customer experience

Blog post or asset? Content type? Targeted keyword(s)? Title?

Blog post Pillar post customer experience Customer experience: What it is, how to measure it,
How 1R RS cus%nmeerr efgélr?ggge and how to improve it.
Blog post Blog post customer experience trends Top 5 customer experience trends for 2021
Blog post Blog post diaital first Why a digital-first strategy is crucial to the customer
9 experience
Asset Infographic Al customer experience The future of Al in the contact center and how it will

transform the customer experience

Asset Templates customer satisfaction survey 5 customer satisfaction survey templates for your
contact center

Blog post Blog post omnichannel customer service Why every organization should adopt an omnichannel
customer service strategy




Remember—the point of this content
is to move prospects from the
to the

Therefore—this content should be used as a CTA on
every piece of TOFU content.

TOFU BLOG POST

Glad you liked this TOFU blog
post. Learn more about this
topic in our MOFU content.




Step 5: Create 2-3 pieces of MOFU content.

This is more in-depth, high-value, (usually) gated content that will show our expertise on the topic.

The goal of this content is to: Types of content:

« Provide valuable enough content « Webinars.
that a prospect wants to provide « eBooks and whitepapers.
their information in exchange for « Research reports.
the content. « Case studies.

« Demonstrate that Talkdesk is an « Product and spec sheets.
expert on the topic. « Demo videos.

« Demonstrate that Talkdesk is a ( ) « Buyer guides.

solution that helps organizations » Reviews and testimonials.
become experts, too.



Step 6: Mapping the content journey from TOFU to MOFU.

Blog Post
Why every organization should adopt an
omnichannel customer service strategy

o Blog Post .
Why a digital-first strategy is crucial to
the customer experience

CTA
Learn how Talkdesk client Trivago
adopted omnichannel and
improved CSAT 120%
REGISTER FOR WEBINAR

CTA
Learn how Talkdesk client Trivago
went digital-first and improved

CSAT 120%
REGISTER FOR WEBINAR

Webinar
How Talkdesk client Trivago improved
CSAT 120% in 6 months

Note: All content is fictional, and not representative of actual content
produced by Talkdesk or our clients.

Blog Post
Customer experience: What it is, how to
measure it, and how to improve it

Blog Post
Top 5 customer ez%%ei:‘rience trends for

CTA
In 2021, 70% of companies
reported their lowest NPS score
ever. Learn more.
DOWNLOAD REPORT

CTA
How does your customer
experience stack up?
DOWNLOAD REPORT

Report
2021 Talkdesk customer experience
benchmarking report

Infographic
ure of Al in the contact center
and how it will transform CX

Template
5 customer satisfaction survey
templates for your contact center

CTA
The future is now. See how 3
contact centers are using Al now
to improve customer experience.
DOWNLOAD REPORT

CTA
You have the feedback, now
what? Learn how Al can automate
improvements in your contact

center.
DOWNLOAD THE REPORT

Report .
The customer experience revolution in
contact centers




Remember—the point of this content
is to move prospects from the Cee eILEeIins, Uelrl

webinar. Learn how Talkdesk
can help your contact center.
to the P

B

Therefore—this content should be used as a CTA in
every piece of MOFU content.




Where should the CTA go in a MOFU piece of content?

B F ]

Webinars eBooks Reports Case studies Product sheets Videos Buyer guide Testimonials

Small CTA boxes

Final slide of CTA panel at the

ttered th hout with
webinar and in — .ere S .ou - end of the product
follow Lt oraal the final page being a full St
P : page CTA

EBOOK

QO

Small CTA boxes
scattered throughout with
the final page being a full

page CTA

Small CTA boxes
scattered throughout with
the final page being a full

page CTA

CTA panel at the
Very final frame of bottom of the

CTA panel at the
end of the case

the video. i i ]
study. testimonial page




Step 7: Identify your BOFU content.

This is a final step that will indicate that categorizes the prospect as an MQL.

The goal of this content is to: Types of content:
« Lock in the prospect as an MQL. « Product demo.
« Provide enough information to % « Competitor comparison
reinforce and validate Talkdesk as spec sheets.
a solution. » Pricing quotes.

« Overcome objections and

hesitation the prospect may have
before being contacted by sales.



Your final content funnel.

Blog Post
Why every organization should adopt an
omnichannel customer service strategy

Blog Post
hy a digital-first strategy is crucial to
the customer experience

CTA
Learn how Talkdesk client Trivago
went digital-first and improved
CSAT 120%
REGISTER FOR WEBINAR

Webinar
How Talkdesk client Trivago improved
SAT 120% in 6 months

CTA
Learn how Talkdesk can help
you achieve similar results.
REQUEST DEMO

Note: All content is fictional, and not representative of actual content
produced by Talkdesk or our clients.

Blog Post
Customer experience: What it is, how to
measure it, and how to improve it

Blog Post
Top 5 customer experience trends for
2(;)21

CTA
In 2021, 70% of companies
reported their lowest NPS score
ever. Learn more.
DOWNLOAD REPORT

CTA
How does your customer
e)gerience stack up?
DOWNLOAD REPORT

Report
2021 Talkdesk customer experience
benchmarking report

CTA
Learn how Talkdesk can help.
you level up your CX.
REQUEST DEMO

Infographic
The future of Al in the contact center
and how it will transform CX

Template
5 customer satisfaction survey
templates for your contact center
CTA
The future is now. See how 3
contact centers are using Al now

to improve customer experience.
DOWNLOAD REPORT

CTA
You have the feedback, now
what? Learn how Al can automate
improvements in your contact

center.
DOWNLOAD THE REPORT

Report e
The customer experience revolution in
contact centers

CTA
Learn how Talkdesk can
revolution your contact center.
REQUEST DEMO




Get a blank copy of this content I | I
funnel to begin planning your , ﬁ ‘ * ‘ ﬁ
content strategy. i\ #

£

B


https://docs.google.com/presentation/u/0/d/1Y6zRb2Hi3uPdbFaE-fJXPosK6JslgOrYnEUXnJ5mqz0/edit

Part VII:
KPIs to measure success at each
stage of the funnel.




Measuring the performance of your content strategy.

Measuring the performance of your content is
key to success. The data will help you:

« Quickly establish benchmarks for content. 6 u n n

« Help you identify weak points in your content
funnel.

« Determine which topics and what types of
content work best for your audience.

« Zero in on a strategy that you know works
and can be replicated for every campaign.



KPlIs to measure the performance of each funnel stage.

Metrics Goals

A AR Goal: Build brand awareness, get traffic, and newletter sign ups.

Traffic

MOFU

‘
ﬁ Goal: Asset downloads, and lead

generation.

Social shares Time on page Downloads Newsletter sign-ups

BOFU

Decision stage.

Goal: Lock in prospect as an MQL



Resources:
Helpful eBooks and reports on
content marketing.




Resources

« Content mapping toolkit by Kayak.

Mapping B2B content to each stage in the sales funnel by BrightTALK.

B2B sales funnel conversion rate benchmarks by kalungi.

Betach's guide to content strategy.

CMl's B2B content marketing 2020: Benchmarks, budgets, and trends
report.


https://cdn2.hubspot.net/hubfs/123680/docs/KAYAK-Content-Optimization-Worksheet.pdf?t=1460435942993
https://business.brighttalk.com/wp-content/uploads/2019/02/mapping_b2b_content_to_each_stage_of_the_funnel.pdf
https://www.kalungi.com/blog/b2b-saas-marketing-funnel-conversion-rate-benchmarks
https://static1.squarespace.com/static/58078d9a579fb3aad487d3cc/t/5e4337bbf0d10522284daf5c/1581463508400/Content+Strategy+Guide.pdf
https://contentmarketinginstitute.com/wp-content/uploads/2019/10/2020_B2B_Research_Final.pdf

