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Agenda

• Introducing 123-reg / .uk domains
• Can social media build customer engagement?
• What is social media?
• Ways to engage
• Learning the hard way
• How has social media influenced our customer base and how do we 

measure it?



123-reg

• The UKÊs biggest domain registrar  (2.8m UK and 4.1m as a group)
• Circa 19% of the market for domains in the UK
• Growing our base year on year at circa 11%, however we see this growth rate 

decelerating year on year
– Slight change in base / now more women who are our customers ( approx 80% male and 

audience slightly older than we envisaged)
– Most popular customer names are Dave and Sarah, and Smith is the most popular surname
– 63% of domain orders through our existing base / 37% new customers

• Strongest marketing channels for us are direct, PPC and organic search
• Also seeing growth and significant value in our Affiliate channels, funnel 

analytics / conversion management and of course social media



Specifically about .uk

• 65% of our domain portfolio are .uk domains
• Strong geographic split: London / Leeds/ 

Birmingham
• Loyalty to domains exists
• The older the domain the more likely a customer 

will renew it 
– Domains that are 10 years+ renew at the rate of 90%

or 4 years @ 71%
– The longer you have the domain the more likely you 

are to renew it



What is social media?

• A „new way‰ to bring contacts to your website and 
understand what your audiences need

• Wherever you can have a conversation in a public setting
• More than Facebook and Twitter

– Forums / reviews / tickets / blogs / support calls and dialogue
– Customer reviews (81% of people use consumer reviews in their 

purchase decisions) Nielsen Online
– Only 23% of companies offer customer support on Facebook

• But we canÊt ignore their power
– 1 in 5 divorces are blamed on Facebook
– Facebook tops Google traffic (Hitwise)
– 30 billion comments are shared on Facebook every month



Key benefits of social media to a business

• Helps you find brand advocates
• Helps you to understand what customers think / 

want / need
• Its fast 
• Relatively cost effective
• You can track sales through it
• Can aid other channels
• Gives smaller businesses a shout amongst the big 

boys



Our experience learning the hard way

• Trial and see approach
• Junior level employees managing it
• Clear goals and objectives

– Another way to get your support query answered

• Brand consistency and social media at the heart 
of what we do

• Using different channels appropriately
(role of Twitter v Facebook)

• Not thinking about the wider approach 
– Running a rugby related social media campaign that 

upset some of our Scottish customer base



Making social media work for you

• Consistent placement of social media buttons on 
your sites

• Making sure the experience is consistent
– Looking at a Multi channel approach
– ThereÊs no such thing as a single customer view

• Encouraging customer dialogue

• Incentivising engagement
• Measuring your successes



Customer dialogue

• Monitoring of forums and review sites
• Pro-active support
• Find ways to generate positive reviews share your 

experience with others
• Positive survey feedback
• Giving people the tools to do it for you
• Make it easy for them and they will do the job for you



Live examples - Twitter



Live Examples - Twitter



Live Examples forum monitoring



Live Examples asking for feedback

No of surveys sent Returns Return Rate % Average Score

13,839 934 6.75% 6.8

October survey results

• 24% increase in customer satisfaction from March through to 
October

• 38% increase in NPS since monitoring / launch began
• NPS shift from negative to positive 



Incentivising engagement

Fun Day’s, exclusives and give‐aways



Measurement

• Sales tracking using DCStorm
• Klout score @42 for 123-reg.co.uk

– True Reach (how many people you influence)
– Amplification (how much you influence them) 
– Network impact (the influence of your network) 
– Our Klout score has improved as we have specifically targeted 

some key segments
• Conversion ratios

% new visits Conversion Rate Per visit value

Facebook 62.76% 2.25% 0.30p

Twitter 34.86% 2.05% 0.28p

YouTube 68.87% 0.77% 0.08p



Summary

• We believe how we interact with our customers is 
what defines us as unique

• Social media gives people a voice 
• Its about doing well what you do
• If you give people the tools to speak to you they 

will do so
• It reflects the general feel about your business as 

a whole it can be used as a driver to better the 
business

• It wonÊt fix your reputation but it does act as a 
fast barometer of where you are getting it right 
and equally getting it wrong.



Thank you
Any questions?

Karen.Heaven@webfusion.com
Richard.Winslow@webfusion.com
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