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Instant feedback

Koullas adds that Facebook allowed her to target her audience
very specifically, based on traditional demographic models such
as age, gender and sex. In other words, if you only want to target
prospective customers that are 18 to 35 males who live in
Melbourne with an interest in movies, you can ensure that your
Facebook ads only to appear to this group of users.

Therefore, you're getting feedback exactly from the demographic
you want to appeal to. "It also allowed us to get real honest
feedback instantly,” says Koullas.

"We achieved higher 'likes' when we used images relating to our
niche, what makes us different to other dentists.

"For example we are a dental spa, and appeal to those who
desire a relaxing and comfortable dental experience. When using
brand images such as candles we achieved higher connections
in comparison to traditional images of toothbrushes and so on.

"Furthermore, when playing with different business names
options, we found our target audience were aligned to the name
'Freedom Dental' compared to a more traditional business name
that focused on location, that is, "Albert Square Dental'.

Koullas spent a total of $2000, split evenly on both Facebook
advertising and Google AdWords over the months of July and
August in order to test what would appeal to Freedom Dental's
prospective customers.

"The ROI was well worth the spend,” she says. "It allowed us to
self-manage our market research with the click of a button.
Rebranding is an expensive exercise and we needed to ensure
we were going to inspire our target audience.

"lt's a great confidence booster to discover your target audience
is giving you the virtual thumbs up. Similarly, our research
discovered some advertising did not do as well, for example,
using certain images - like dental instruments - did not sit well
with our target audience "

Refine your marketing

While split testing worked well in Freedom Dental's rebranding
strategy, businesses also use it to refine the words used in
specific marketing campaigns.

Jo Ucukalo is CEO of Handle My Complaint, an Australian
company specialising in resolving consumer complaints.
Established 19 months ago, Ucukalo used Google AdWords to
determine which keywords repelled customers. These are called
"risk reducers”, that is, the words used that reduce the likelihood
that users will NOT convert to customers.

"Our testing revealed that statements informing that we charge
on a success basis are our greatest risk reducers,” says
Ucukalo. "The statement 'If we don't win, we don't charge' had
the highest conversion rate of all assertions tested, hence we've
incorporated that statement within our website and marketing
material."

Ucukalo also discovered that ads using the phrase "we'll resolve
your complaint” had a whopping 60 per cent higher conversion
rate compared with the phrase "we'll sort your complaint”. She
spent $4200 on split testing over a four month period this year.
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Naming new preducts and services

This methad is also useful when determining the likely uptake of
new products and services. YWebjet has long been known as a
portal for consumers to book airline flights. However, before it
launched another site specifically for booking hotels, managing
director John Guscic says that a decision had to be made on
what to call the site.

"We wanted to ensure we had the most compelling offer in the
marketplace,” he says. "We had two choices: whether to build on
the existing brand strength of Webjet or whether we build an
alternative brand."

The two choices were "Webjet Hotels" or "LotsOfHotels". As
"Webijet" is already an established brand in the Australian
marketplace, it didn't take a rocket scientist or too much split
testing to find out that an advertisement featuring the brand
"Webjet" was going to get more clickthroughs that an
advertisement with the unknown brand of "LotsOfHotels".

However, Guscic points out that once users clicked through, the
respective sites were identical in everything - colour, look, feel,
fonts, image and so on - with the exception of the name.

"Nevertheless, there was a 38 per cent higher conversion rate on
Webjet Hotels than LotsOfHotels," he says.

"We also discovered that the average booking value on Webjet
Hotels was one third higher than LotsOfHotels. So, not only were
people buying more stuff, they were buying more expensive stuff.
Ultimately, we sold four times as much in value on Webjet Hotels
than LotsofHotels "

Guscic says the tests were done using Google AdWords over a
one week period in May, then again in July. He says that each
metric was consistent across both testing periods.

"We used AdWords because it's the largest source of
transactional conclusions you're likely to get in the Australian
marketplace,” says Guscic.

The test is particularly powerful because it's measured on the
success or failure of a consumer's purchase. In other words,
consumers don't just "click through” or "like" a Facebook page,
they actually buy, which is the truest indication of whether the
advertisement is going to convert to sales.

It's an approach that Guscic and his team apply religiously on
any changes to the website or brand.

"AB testing is just a core part of our DNA," he says. "Nothing gets
released on the main site until it gets tested.” He is referring to
anything from colours, buttons, fonts and marketing messages.

Unlike the first two businesses, Webjet invested more in the
testing process, spending "tens of thousands of dollars”.
Compared to the company's reported turnover in excess of $600
million, this is small change.

However, it's not about the amount you spend that's important.
It's ensuring that you get a statistically significant sample.

The right way to test

According Philip Shaw, it's a matter of timing. Shaw is director
of Clever Clicks, an online marketing and Google AdWords
agency.

"Make sure your ads run for long enough to be statistical
significant,” says Shaw. "Otherwise you may draw your
conclusions too early. You could use excel or a tool like

www _splittester.com. A simple rule of thumb is for the ads to get
at least 30 clicks.



"You can set up two ads to compete with each other, or many
mare competing ads if you like, but then you will have to wait
longer to reach statistical significance”

Shaw warns against changing too many variables in your ads.

"It's very important to only change one variable in the ad so you
know what has caused the increase or decrease," he says.

"If you are not measuring a specific action on the landing page
then the click through rate is a good measure of success.
However, if you measuring signups or downloads, then the
conversion rate is more important then clickthrough rate. So an
ad with a higher click through rate may be getting a lower
conversion rate. So get clear on your metrics before you start.”

He also points out that if you are running multiple tests over
different time periods, this could skew results. "Different days of
the week for example could get different results,” he says.

Ultimately, a crystal ball may still seem like an appealing option.
But the reality is that split testing probably offers more valuable
insight into the behaviour and preferences of your customers.



