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Sharing is twice the fun

Collaboration between Support and Marketing

Natasja H.M. Paulssen

www.DutchRoseReflections.com



Feedback on the blog questions

• Do you work for  support / tech doc /marketing or other?

• How much new content do you publish / year?

• How often does your content change after publication?

• Who (re)uses your content?
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1.What could you possibly share with marketing?

(or what could you possibly share with support)

2.What is the bottleneck for sharing?
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Philips, the case
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460 
Product 

managers

80 
Catalog 

managers

40,000
Product 

descriptions

5,000 
New products / 

year

150
Reviewers

42
Languages

2.5 M
Source words

17.5M
Target words



Objectives of Consumer Care
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“Repair the product”

2005 2006 2008 2010

Brand & Value driver

- CRM integrated approach 

- Consumer insight platform

- Fully embedded loyalty approach

- On-line support / diagnostics

Competitive advantage in 

the front-end

- Competency upgrade & organization

- Touch point mgt & NPS improvement

- Channel strategy incl. trade relation

- Start marketing & loyalty programs

Operational excellence in 

service delivery

- CoNQ accountability allocation & mgt

- Cost per incident mgt

- Harmonization rules

- Integration with Quality / 6 Sigma

“Focus on consumer”

“Increase consumer loyalty”

E
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o

rt

Paradigm shift 
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Objectives Online Marketing
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Web goal

Create competitive advantage

Web objective A

Create brand preference

Made possible by

Action 1
Increase 

product 

information

Action 2
Increase 

brand 

awareness

Action 3
Increase 

sensoral

experience

Web objective B

Build consumer relationships

Made possible by

Action 1
Increase 

relevance

Action 2
Build 

dialogue

Action 3
Create 

engagement

Web objective C

Simplify the experience of 

buying the product

Made possible by

Action 1
Enable 

in-direct 

sales

Action 2
Enable 

direct 

sales

Action 3
Increase 

sensoral

experience

Requiring us to…

Increased sales

Higher Net Promoter Score

Higher Goal Completion Rate

Higher Registration Rate
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Share your content
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Share your people
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Product manager

Country internet 

manager
Service center

agent



Share your processes

11

Creation Enrichment Translation Localization Publication

Catalog Management

global

id
CA

id

US

id

global en-USfr-CAglobal en-USfr-CA en-USfr-CA



Share your tools
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MarketingEngineering

Sales

Supply & 
Demand

Product 
Planning

Product Control Room

Consumer 
Care

SPOT



Share your tools
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MarketingEngineering

Sales

Supply & 
Demand

Product 
Planning

Product Control Room

support

print

reuse

Translation

Tech Doc 

Creation

Tech Doc 

Creation

Tech Doc 

Creation

Consumer 
Care

SPOT call centers
Asset

Upload

reuse



Consumer 
Care

.com

.shop

3rd parties

leaflet

Mash-up

Translation

Marketing 

Content 

Creation

Share your tools
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MarketingEngineering

Business 
Intelligence

Supply & 
Demand

Product 
Creation

Consumer 
Care

MarketingEngineering

Business 
Intelligence

Supply & 
Demand

Product 
Creation

Product 

Planning

Sales Engineering

Supply & 

Demand

Marketing

Product Control Room

Consumer 

Care

SPOT

reuse

reuse

user gen. content

Machine



Essence
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Share people

Share processes

Share tools Share

Content



Essence
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1.What could you possibly share with marketing?

(or what could you possibly share with support)

2.What is the bottleneck for sharing?
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