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Create & keep  
a customer

In marketing...the object is to get and keep a  

customer, and also to get existing buyers to prefer to  

do business with you rather than your competitors.

- Theodore Levitt -
Levitt, T. (1986). The Marketing Imagination. New, Expanded Edition. New York: Free Press; Image Attribute: Theodore Levitt Prof. Dr. Jan Kirenz
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Companies are too 
focused on producing 
goods or services and 
don’t spend enough 
time understanding 
what customers want 
or need. 

T. Levitt

Source: Levitt (1960); Picture credit: Harvard Business School

1960
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Marketing Ebenen 
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Kunden auf den 
richtigen Kanälen zum 

richtigen  Zeitpunkt mit den 
richtigen Inhalten erreichen…
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E-Commerce Umsätze in Deutschland (in Mrd. Euro)

Einzelhandel in D (2021)
587 Mrd. Euro Umsatz

B2C-E-Commerce
Quelle: Statista (2019): Umsatz durch E-Commerce (B2C) in Deutschland in den Jahren 1999 bis 2018 sowie eine  
Prognose für 2019 (in Milliarden Euro)
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Beispiel
Booking.com
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Data Driven 
Marketing & 

Business 
Model 

Canvas
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Search engine 
optimization 

(SEO)

Paid 
search in 
Google

Display ads

Local ads 
in Google 

Maps

YouTube ads 
& videos Spotify ads

Content on  
website

Facebook ads & 
content

Point of sales (PoS)

Instagram ads & 
content

Twitter ads & 
tweets

TikTok ads & 
content

Snapchat ads & 
content

ChannelsCustomer 
journey

Convert

Attract Convince

Customer interaction

Email campaign

1

2 3

4

Content & ads in App
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Key 
Activities

Value
Proposition

Customer 
Relationships
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Segments

Key 
Resources

Channels

Cost 
Structure

Revenue 
Streams

Business Model Canvas
Key 
Partners
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Spotify (detailed explanation); More Examples: Business Model Canvas

https://www.strategyzer.com/business-model-examples/spotify-business-model
https://www.strategyzer.com/business-model-examples
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Value Proposition Canvas

Quelle: Strategyzer

https://www.strategyzer.com/canvas/value-proposition-canvas
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Key 
Activities

Value
Proposition

Customer 
Relationships

Customer 
Segments

Key 
Resources

Channels

Cost 
Structure

Revenue 
Streams

Key 
Partners

Customer insights 

- Data exploration

- Clustering

Customer satisfaction and 
loyalty
- Text Mining

Products & Services
- Concept testing and  
  usability testing  
  A/B-testing

Brand
- Text Mining Customer Experience & 

Behavior
- Web Analytics
- Social Media Analytics
- Clustering
- Text Mining

How to unlock new 
market potential?

How to build innovative 
and strong customer 

relationships?
How to optimize our 
value proposition? 

Data driven examples
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Digital Customer Journey Optimierung
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Backup



Prof. Dr. Jan Kirenz



Prof. Dr. Jan Kirenz



Prof. Dr. Jan Kirenz



Prof. Dr. Jan Kirenz



Prof. Dr. Jan Kirenz



Prof. Dr. Jan Kirenz



Backup



Datengrundlage 
(Architektur)



Toolkit

Quelle: Salesforce (2021): State of Marketing, n=8200



Store data in raw 
format (using their 
own schemas)  in a 

data lake

Load

Data Architecture

Raw data

Structured, 
semi-structured, 
unstructured and 
streaming data

Extract

Access raw data 
(ETL-Tool, data 
services, data 

virtualization, API) 

Transform

Select, clean and 
transform data as 

needed

Decide

Optimize customer 
interactions (NBA, 

recommender, 
campaign, …)

Analyze

Analyze data

Web scraping
Web APIs
Web data

Data 
wrangling

Databases Clustering
Text Mining

Deep Learning

AnalysisData Insight + Report

Dashboards

1: drawing useful 
conclusions

2: from large and 
diverse data sets 

3: through exploration, 
prediction, and inference



Source: Osterwalder & Pigneur (2010)
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Marketing is the activity, set of institutions, and 
processes of

1. creating,
2. communicating,
3. delivering, and
4. exchanging 

offerings that have value for customers, clients, 
partners, and society  at large
Source: American Marke0ng Associa0on (2013): Marke0ng 
Defini0on.


