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Over the next 12 months, which of the following will be the greatest challenges for your firm as they relate to 

achieving your marketing priorities?
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Poor quality, inconsistent, or inaccessible data

Poorly integrated technology systems

Lack the capability to measure results

Lack of defined metrics to measure success

Inability to turn insights into action

Managing coordination with our channel partners

Limited budget

Inability to respond to market changes quickly

Employee recruiting and retention

Competing priorities

Base: N= 1,968 Marketing decision-makers / Source: Forrester's Global Business Technographics Marketing Survey, 2019

CMOs face many challenges
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Context is changing marketing

BEFORE CONTEXT: AFTER CONTEXT: 

• Campaigns

• Targeting

• Customer segmentation

• Media schedules

• Messages

• Transactions

• GRPs and CPMs

• Interactions

• Engaging

• Customer recognition

• Customer moments

• Utility

• Value exchanges

• Minutes of engagement
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Moment marketing requires you to reduce 
consumers’ cognitive load 
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Marketers’ objectives are to leverage mobile to 
improve customer experience and engagement…

Source: 2018 Mobile And New Tech Priorities For Marketers, Forrester Report
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0% 20% 40% 60% 80% 100%

Reach new geographies

None of the above

Learn more about our customer's needs

Test and learn

Reduce marketing costs

Influence offline sales

Increase brand awareness

Create a new source of revenue

Reach particular consumer segments

Reduce operating costs

Build loyalty

Drive traffic/sales online

Improve customer satisfaction

Increase customer engagement

Improve our customer experience

“What are your company's top three priorities for engaging customers on mobile devices? 
(Please select up to three)”
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…but few use the right KPIs and metrics to 
measure success

Source: 2018 Mobile And New Tech Priorities For Marketers, Forrester Report
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Cost per app install CPA/CPI
None of the above

Deposits/asset base of mobile phone users
Average order value of transactions

Traffic to our physical locations
Size of our database of opt-ins for messaging

Lifetime value of customers
Brand awareness or preference

Leads generated (e.g., click to call)
Time spent on the site or in apps

Mobile-influenced revenue
Revenue transacted directly via mobile phones

Conversion rate
Traffic or unique visitors to our web site or apps

Customer satisfaction
Number of active users

“What are the TOP 3 metrics you use to measure the success of mobile? (Please select up 
to three)”
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Moments require different MarTech investments 
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AdTech and MarTech convergence: focus on 
customer understanding via an open data platform
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Acoustic is a leader in 
the Forrester cross-
channel campaign 
management Wave 

Source: The Forrester Wave™: Cross-Channel Campaign Management (EMSS Modules), Q3 2019
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Cloud and open APIs to power faster, scalable and  
more flexible customer experiences

Source: The Sorry State Of Digital Transformation In 2018./ Base: 1,559 Business And Technology Decision Makers
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The CMOs technology spend is projected to 
outpace services

9.3%

9.6%

10.9%

4.0%

2.4%
3.8%

Source: Forrester Report, The US Marketing Technology And Services Outlook, 2017 to 2022

Taux de croissance 

moyen annualisé
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AI will scale data driven marketing approaches

Source: Forrester report “AI Must Learn The Basics Before It Can Transform Marketing”

Marketing planning

https://www.forrester.com/report/AI+Must+Learn+The+Basics+Before+It+Can+Transform+Marketing/-/E-RES137223
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Contextualize the dialogue: personalize the 
experience per channel
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Fill gaps in customer understanding and create a 
cross-functional team to ensure accountability
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HFDC Bank: Towards Hyperpersonalized Experiences
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CMOs to finally champion data privacy and trust
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Summary: as marketing & CX align, Martech must 
shift from campaigns to moments
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