How to Bring Insights
& Experiments into
an Optimized
Customer Journey




Thanks for joining!

Julia Allen

Lifecycle Marketing,
Hipcamp
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Collecting User Insights

“When picking a campsite, | look for
privacy, the right accessibility & fit, and |
don’t want to go too far out of the way.”

Rhonda & Kevin Allen
My retired parents
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Survey Data:

5% bBx 90%

60+ years old more camping trips per require offline access
year than the average




Collecting User Insights

User
profiles:

1M:47 = wl LUTE &

Profile Account

Julia A.
Hipcamper since September 2019
20 27 4.6
Patches Nights outside Years

Camping style

Carl s
Edit
15 ft rig - 4x4 equipped a
Patches
s N
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& Tap to allow access to Apple Health data

LAST RIDE STATS

HIP HOP QUEENS
Dec 623 + 12:00 PM - 12:30 PM

254 30:00

CALORIES DURATION

o o

AVG HEART RATE MAX HEART RATE
%

05W 3 T5/124

POWER RANK AVE/MAX RPM

8 123 382

DISTANCE AVG WATTS MAXWATTS

TAUGHT BY
Ang at Bend

ATTENDANCE
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< Your Pets Hank

Hank

Labrador Retriever

Male, 57 Ibs, 1 yrs 8 mo

& About Hank

Spayed/Neutered?
Yes

Microchipped?
Yes

House trained?

Yes

Friendly with dogs?
Yes

Friendly with children?
Yes

Friendly with cats?

wl LTE @®)

Edit




Collecting User Insights Q

Profile Data:

60% 2x 72%

under 3 years old more walks per week are neutered




Collecting User Insights

ma7= wl UTE @8
IPSY THE BEAUTY QUIZ
< What col your h

Black Dark Brow

Light Brown Blond
Red Gray
White

NEXT

1M:47 =

2023
OUTDOOR
PARTICIPATION/
TRENDS REPORT

EXEf e e

A

Collection tactics:

Interviews

Surveys

Profile data

User onboarding

Product analytics

Industry reports

Search keywords

Other XP’s (product, marketing)
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[PROOF] Important information for
your upcoming RV trip. = mbox *

Hipcamp 8:28 AM & =
tome v

HIPCAMP

You’re going
Hipcamping.

Download the app for offline access to
directions, gate codes, and messages
from your host.

Get the app

| Trip details l

Life’s better
offline.

Get the app

HIPCAMP

ADDRESS .

q Nearby Monday, April 15

Add dates - Add guests

o
=

Get offline access to directions

Download app

Tent sites RV sites

544 places

Hey Julia .
A Update your app to get offline access to
campsite directions.

4 100% (113)
Ruthv'e Cahin
Q L 4 A /m 2
Explore Lists Trips Inbox Profile
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[PROOF] Important information for
your upcoming RV trip. 3 nbox

Hipcamp 9:07 AM “
Q.
HIPCAMP

You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

I Trip details l

ADDRESS T
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[PROOF] Important information for

your upcoming RV trip. Inbox w

Hipcamp 9:07 AM “
Q-
HIPCAMP

You’re going
Hipcamping.

< o
[PROOF] Important information for
your upcoming RV trip. 3 mbox *

Hipcamp 8:28 AM “
0
HIPCAMP

You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

l Trip details I

ADDRESS T

control

Download the app for offline access to
directions, gate codes, and messages
from your host.

Get the app

I Trip details |

ADDRESS

variable
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Your upcoming trip to Site 9 -
Heated Action Sports Glamping

Check in Check out
Wed, May 15th Fri, May 17th
03:00 PM Before 11:00 AM

Your trip is coming up. Let your group know how to
get there.

(v} Getting there
Directions and arrival instructions

A Your site
Site 9 - Heated Action Sports Glamping at >

Action Snarte Rnamer Sitas



Booked with RV

Searched for RV campsites
Engaged with RV content
Filled out profile

Al toolS
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Variable




Control

Timingis everthing.
Variable




Control

Variable

You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

You’re going
Hipcamping.

Download the app for offline access to

directions, gate codes, and messages
from your host.

Get the app

You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

You’re going
Hipcamping.

Download the app for offline access to
directions, gate codes, and messages
from your host.

Get the app
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Multivariate Experiments
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Control
You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

\'A|
You’re going
Hipcamping.

Download the app for offline access to

Get the app

V2
You’re going
Hipcamping.

Download the app before you hit the road
this weekend.

Get the app

V3 ¢
You’re going
Hipcamping.

directions, gate codes, and messages
from your host.

Get the app

- Old copy, old timing | New copy, old timing | New timing, old copy | New copy, new timing

Metric Control V3 ¢
Sends 1,000,000 1,000,000 1,000,000 1,000,000

Clicks 76,000 90,500 79,800 88,800
Installs 11,879 16,516 16,750 20,468
CTR 7.60% 9.05% 7.98% 8.88%
Click to o o o o

Install CVR 15.63% 18.25% 20.99% 23.05%

*mock data for privacy.



Hipcamp 8:28 AM
tome v
Get the app before your trip!

HIPCAMP

s - &

You're going + 7 2 o/
Hipcamping. o

Download the app for offline access to |_| FT | N RV DOWN LOADS

directions, gate codes, and messages
from your host.

Get the app

| Trip details l

ADDRESS 1.

*mock data for privacy.



72% lift in
downloads
using offline
messaging
Examples:
e Paid acquisition creative test

e Value props for tent & glampers

Optimize Turn ;
user insight info e Test download nudge in product
journey e Survey non downloaders “why”

| &

XP
e (et past purchasers to download
e Understand LTV of RV app-holders

Multi- J

variate

testing

*mock data for privacy.



INPUTS

— ACQUISITION
— ENGAGEMENT
— PRODUCT

— EXPERIENCE
— FEEDBACK

— RETENTION

OUTPUTS
ACQUISITION
ENGAGEMENT
PRODUCT «
EXPERIENCE
FEEDBACK

RETENTION —

*mock data for privacy.



INPUTS

— ACQUISITION
— ENGAGEMENT
— PRODUCT

— EXPERIENCE
— FEEDBACK

— RETENTION

OUTPUTS

ACQUISITION

ENGAGEMENT

PRODUCT

EXPERIENCE

FEEDBACK

RETENTION —

*mock data for privacy.



Case Study

Collecting user insights Turning insights into experiments

Nearby
T —

Book your next camping trip 4

Let us help you find the perfect
spot. Tap to explore top
campsites nearby

98% (497)
Action Sports Roamer Sites
15 sites - Lodging, Tent, RV
28 acres - Sandy, OR (99mi)

from $40 / night m

A4 A o

Lists Trips Inbox Prafile

Bring your BFF camping 43
Your furry friend wants to come
too. Tap to explore top pet-
friendly spots.

Optimized customer journey

9%

HIGHER CTR%

HIGHER BOOK CVR%



Case Study

Abandoned checkout content Timing delay test

Multivariate test results

HIPCAMP ' Take another look,

sunom | & o
Ca P Julia. - 1 2 /
4 HEY, JULIA! . .n»' v o
Take another e % -

look.

HIGHER CTR%

Good spots like Site 15 at Naked
Falls don't last for long. Don't miss

= Good spots like Site 15 at Naked
an unforgettable trip! Falls don't last for long. Don't miss
an unforgettable trip!

lllustration (c) vs. image
+ 1% higher CTR%

3 hour (c) vs. 1 hour
+ 12% higher CTR% o
+ 10% higher CVR% + 34% higher CVR% /O

HIGHER BOOK CVR%
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+142%

Y/oY GROWTH IN BOOKINGS
ATTRIBUTED TO LIFECYCLE



Thank you!

Join the Hipcamp community.



