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CX-Driven Marketing Playbook

In this playbook, we explore ways that any business can start
to create better customer experiences right away:.



Experience matters

CX-driven marketing is the only way forward

No matter your business, consumers increasingly demand that their
specific needs and wants are met — whether that's accelerated service,
relevant offers, easier connection among their devices, or more
personalized interactions. In fact, 81% of customers expect faster
service as technology advances and 73% expect better personalization.

Brands are expected to provide experiences that not only meet but also
exceed customer expectations. Yet, a whopping 887% of executives think
their customers are changing faster than their business can keep up.

In this playbook, we explore ways that any business can immediately
create better customer experiences. Let's start by highlighting the
importance of mobile to the customer experience.

81%

of customers expect faster
service as technology advances

73%

expect better personalization

887%

of executives think their
customers are changing faster
than their business can keep up
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https://www.salesforce.com/content/dam/web/en_us/www/documents/research/State-of-the-Connected-Customer.pdf
https://www.salesforce.com/content/dam/web/en_us/www/documents/research/State-of-the-Connected-Customer.pdf
https://www.accenture.com/us-en/insights/song/customer-experience-index
https://www.salesforce.com/content/dam/web/en_us/www/documents/research/State-of-the-Connected-Customer.pdf
https://www.salesforce.com/content/dam/web/en_us/www/documents/research/State-of-the-Connected-Customer.pdf
https://www.accenture.com/us-en/insights/song/customer-experience-index

Mobile is massive

Not only is mobile growing, but apps are also flourishing. 70% of digital time takes place on mobile —
of that, 88% of time is spent in apps. And app users are better in every way.

The Mobile Growth survey found that for every one dollar a non-app user spends, respondents reported
that, on average, app users spend $3.30 — more than 3 times as much. Superior mobile experiences
through deep linking and measurement are key to this success.



https://www.marketingcharts.com/digital/mobile-phone-111093
https://www.mobiloud.com/blog/mobile-apps-vs-mobile-websites#:~:text=According%20to%20eMarketer%2C%20smartphone%20users,tailored%20specifically%20for%20mobile%20devices.
https://www.branch.io/resources/white-paper/mobile-growth-handbook-industry-insights-and-best-practices/

Mobile apps are the main
source of customer growth
and retention.



What leaders are saying about business growth

Mobile apps are the main source of
customer growth and retention.

How important is your mobile app to customer
growth and retention?

92% of respondents to the Mobile Growth

survey said their mobile app was either a e —
very important or their most important 8.0%

platform when considering customer

acquisition and retention.

Most or very
92.0%

Source: Branch Mobile Growth Survey, 2022/23

Methodology: Respondents were selected based on their standing as a member of the broader mobile growth
community. Polling took place between July 2022 and January 2023. Responses included a diverse makeup of industry
professionals with 47% based in North America, 38% in APAC, 11% in EMEA, and 5% in LATAM. 57% of respondents were
active customers of Branch at the time of the survey.
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Retention is the new bar

In the past, getting users for your app was
pretty straightforward: Convince them to
download the app. Then, they'll keep
coming back because the app is right
there on the home screen. But today, it's
more important than ever to provide
experiences that keep users hooked and
coming back for more.

Truly profitable apps must develop
deeper relationships with their
customers. Engagement and retention,
which hinge on organic channels, are the
new bars for success. In a Branch
Benchmark study, we found that
channels like email, mobile web, and
referrals typically exhibit 2x or higher
retention rates than ads after four weeks.
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Retention rate for acquisition channel

B Email [ Mobile Web [ Referral [l Other Organic/Offline Paid Ads

Week 1 Week 2 Week 3 Week 4

Source: Branch Benchmark Study, 2022
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Understand the customer experience

Of course, you can't fix or optimize the
customer experience unless you
understand it. Where are your best
customers coming from? What channels
convert best? Where do users drop off?
What data can you use to make
experiences better? How can you test
theories?

Answer these questions and more with
mobile linking for your owned and earned
channels, coupled with mobile
measurement for all your paid channels.
True cross-channel, cross-platform
measurement and attribution is the only
way to understand what works and what
doesnt, where to increase or decrease
investments, and how to optimize
campaigns.

Before

@

MMP Alone Branch
1
: UNKNOWN
e . " ORGANIC SEARCH
E | EMAIL
I 1
- 1
: i REFERRALS
i UNKNOWN !
: R | MOBILE WEB
1
: :
1
: :
] SOCIAL
ADS ADS
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https://www.branch.io/resources/blog/what-is-a-mobile-linking-platform-mlp-and-why-do-you-need-one/
https://www.branch.io/resources/blog/why-you-need-an-mmp-and-why-branch-is-the-best-fit/
https://www.branch.io/resources/blog/why-you-need-an-mmp-and-why-branch-is-the-best-fit/

Create great customer experiences

Mobile is essential for any great experience, and apps are the best way for brands to stay connected to
customers. Let's examine real-world examples of exceptional customer experiences that drive app
engagement across the user journey.

o AN
_____ Q (111
& <0
Deferred deep Personalized Offline Desktop Smart Email to
linking onboarding QR codes QR codes banners app
o
O
o
SMS + push Social media Deep linking In-app-only Referrals Content

notifications to app in campaigns experiences sharing



Deferred deep linking

Take new users to the right content after
they download

Meeting mobile user expectations is imperative. Enter deferred deep
links: a game-changer in ensuring seamless and satisfying app
experiences.

Deferred deep links route the user to the intended content through the
installation process. They match the user who clicked a link on a paid
or organic channel to the user who opened the app for the first time
after installing it. Then, they automatically show the content that was
clicked before the app install, thereby creating a seamless, convenient
user experience.

A deferred deep link might assist a new user in completing a purchase
or ensure a new shopper is enrolled in a loyalty program and receives
credit for their very first purchase. By providing a direct pathway,
deferred deep links empower customers to engage with a brand on
their terms.

2=

>

WATCH NEW EPISODE

GET
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DEFERRED DEEP LINKING

A&E example

Nightwatch
Watch full episodes of Nightwatch in the
i ASE App
1

Don't Miss The Latest A&E Premieres!

Get Updates

Custom Journeys banner
displayed on the mobile site

A&E - TV Shows &

.: Full Episodes
p‘ - T nN

3.9

* %Kk

What's New

Bug fixes and performance updates.

Preview

WATCH
FULL I
EPISODES 9
& SEASONS

Nightwatch

43 episodes

SEASON 1

P> E1 Retaliation
P E2 Those We Rely On
»  E3 Officer Down

P E4 The Darkest Shift on the Sc... ***

User is taken directly to the same page
in the app via deferred deep linking
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DEFERRED DEEP LINKING

Hotel Tonight example

@& hoteltonight.com

ONE MORE THING

Download the HotelTonight app to
find incredible deals and use that $25

USD on your next booking.

INSTALL THE APP

Deep linked CTA button

K Today

— HotelTonight

HotelTonight -

I Hotel Deals

4.8 % Kk k Kk #31 4+
What's New Version History

Version 12 4d ago

We update the app pretty regularly to keep
things running smoothly. Occasionally we'll
update with something really exciting. We  more

Preview

‘See each day's
best deals

@ @

Welcome to HT!

Credit is applied automatically

via deferred deep link

l— Hotel Tonight

Account Settings

(TA\ Tyler A.
\__/ HT Member since

Create a Business Profile

Separate work and personal expenses
Promotions

Give $25, Get $25 Invite Friends )

Promo Code Redeem )

We’ve Got Your Back
Customer Support
FAQ

About HotelTonight

Auto-login via
deferred deep link
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DEFERRED DEEP LINKING

Quick tips

v Serve exceptional experiences — no matter what
Implement deferred deep linking to seamlessly direct users to
relevant content, whether they already have the app installed
or are installing it for the first time. No matter who the user is,
they will get an exceptional experience. i oy
"

Store custom data parameters @ N
v Use customized or branded URLs and store custom data
parameters within the link data with deferred deep links.

Track LTV with deep links P 4

v Better track customer lifetime value and gain insights into the ’ P 4
channels that drive performance. &

Read the case study: Adobe Spark drove a 95% increase in &
conversions with deferred deep linking.
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https://www.branch.io/resources/case-study/deep-links-spark-a-better-mobile-experience-and-increased-conversions-for-adobe/

Provide a custom onboarding experience to increase
app retention

How do you take users to that golden moment of conversion?
Much rests on your onboarding process, which can determine
whether a user stays or leaves. Making a good first impression on
your user is critical; It takes just for a user to form
an opinion about a website — and an app isnt much different.

By carrying the context of wherever a person came from on the
web into your app, you can create a profoundly personal first
experience. Imagine someone shares an app with their friend via
text, and the friend opens the app to a message, “Amanda
recommended that you check out this song.” That personalized
greeting reduces the likelihood of dropoff and boosts the chances
that they convert in the app.

open.music.com
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https://www.sweor.com/firstimpressions#:~:text=It%20takes%20about%2050%20milliseconds,they'll%20stay%20or%20leave.

PERSONALIZED ONBOARDING

Ecobee example

My Home

Invite new members X

Living

Clear CTA on main
home screen to
invite members

Invite a member to My Home

Send a unique invite link to add new
members to your ecobee home. New
members can control your ecobee
products but can't delete them or add
new ones. After 48 hours, the invite link
will expire

Clear description of
benefits of inviting
members to join

<0

(4

Create an ecobee account to join
Alex's home.

Growth

Adviser

growthadviser@gmail.com

| accept the Terms & Conditions

N
S,

Join Alex’s ecobee home
Once you accept this invite and join
Alex’s home, you'll be able to control all
ecobee products and change settings

Personalized onboarding

ecobee

My Home v G
Invite new members X Enable push permissid

() Living Room More >

/1

@ Home

1Sensor v

User can now
control Ecobee
products
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PERSONALIZED ONBOARDING

Catch example

@ meatchcomau

Make great shopping, -
even greater.

Continue In App

Pantry Clearance: f—
EXTRA 10% Off
o ol 7, 17
b \
2 g%
30 x Kinder Bueno 3 x 6pk Uncle Toby's
Banded Chocolate Ba__ Roll-Ups Strawberry,

Third-page Journey banner
targets customers that have
visited the mweb 4 to 20 times
within 14 days and do not have
the app

£ Back
Catch - Online
f Shopping Deals
T b T
P 0]
4.8 % %k kK 6 12+

What's New version History

1. Displayed Zippay and Afterpay icons on the
product screen, 50 you know which products
hawa thasa paymant options available, more

Preview

Anything yc

” everything y
N t
> o

o

Welcome to Catch
Canch s Auswain's [beges memoees only aniine
sroprg remmuity that shecs Hma kmbeet a0
avants. Lnpy up 10 8% off usury beands yo. know snd
hrem!

Upon download, the user is
taken through the In-app
onboarding experience

[c

After the onboarding
experience, the user is taken
to same content in the app
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PERSONALIZED ONBOARDING

Insight Timer example

€ Search

Insight Timer -

p— ' Meditation App

i)

The largest |
of free well-

content on

What brings you here?

|

Upon download, the user is
taken through the onboarding
process to personalize their
experience

InsightTimer

Good Morning

#momingmeditations

#bestdayever
#goodmorning

. Music Meditation: Morning Dew

MR ooiee Oenntins

L]

After the onboarding flow,

the user is taken to the

content that was shared by

their friend

branch



PERSONALIZED ONBOARDING

Quick tips

v Keep users informed o -

Minimize required steps while maximizing up-front value. Ask
users more tailored preference questions and explain why and
how the information you collect during onboarding will enhance
their experience.

v Curate the journey
Only show the features that are most important for users to get
started. Gradually introduce additional features as users progress
through the app, revealing functionalities relevant to their
evolving needs at each stage of their journey

v Show value up front
Remind users why they signed up. Include your value proposition
during onboarding to reinforce why your app deserves their
attention.

Read the case study: User-curated music service 8tracks increased time
active in the app by 200% and next-day returns by 90% with enhanced
deep linking during onboarding.

branch


https://www.branch.io/resources/case-study/8tracks-personalizes-onboarding-flows-to-grow-in-app-time-and-retention/

Offline-to-app QR codes

Drive users into your app from the offline world

&

The explosion of QR codes shows no signs of slowing down. Their
ease of use from an end-user perspective, ability to measure
offline-to-online journeys, and effectiveness in converting existing
offline users into your app— whether they're incorporated into a
mailer, closing out an in-store brochure, printed on product
packaging, or even on display in a store window — make QR
codes a must in any marketer's growth strategy. Now is the perfect
time to start or expand your usage of QR codes to scale user
acquisition and engagement. By incorporating deep links into your
QR codes, you get proper attribution and measurement data that
drives better QR campaign performance and more personalized
experiences.
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https://www.branch.io/resources/blog/how-to-use-qr-codes-to-get-more-users-to-your-mobile-app/

OFFLINE-TO-APP QR CODES

New Look example

QR code backed
by a Branch link

< Today NEW LOOK oy

New Look
N Ew  Fashion Online B9 My Local Store N
LOOK  NewLook

Upon scan, the user is taken
to the App Store to Lok
download the app

NEW LOOK

branch



(2 noodles

& COMPANY

OFFLINE-TO-APP QR CODES

Noodles & Company example

REWARD YOUR
600D TASTE.

\/,
3@' noodles

REWARDS

Earn freebies with
Noodles Rewards
Now it's easier to get the Noodles you
crave. Download the Noodles Rewards app

and join today to start earning rewards with
every bowl like freebies, discounts and
Joli halle

Get The App

AA #noodles.app.link e

0] m (=)

Branded QR code captures customers at their peak
intent to promote loyalty rewards

branch



OFFLINE-TO-APP QR CODES

The Sun example

T

| Scin]
e Ma
RWARD

SIGN UP AT DREAMTEAMFC.COM 3% DOWNLOAD THE APP 2

Our new Boosters can
put rocket up your team

DEFENDERS

3

ET 1/

AIRWAYSY,
£

MORE CHANCES TO WIN CASH

IN OUR FREE TO PLAY FANTASY FOOTBALL GAME

PICK YOUR TEAM NOW
SCAN THE OR CODE OR 3%
VISIT DREAMTEAMFC.COM

The Sun promotes its fantasy football Dream Team in
newspapers with a QR code that leads directly to the app

< Today

The Sun
Dream Team
Genius Sports Group...

[ cet ] &

41 7+ W

£ 3 2.2 243 Years Old Sports Genit

Fred Fred Fredemption

K.De Bruyne

WD M v BUR (4)
B. Fernandes

D [MON w5 WOL 04
B.Saka

WD ARS v 1FO (1)
M. 0degaard

D | ARS v 1FO (1)

& Q

Arcade Search

i

branch



OFFLINE-TO-APP QR CODES
Quick tips

v Always deep link
Prevent broken experiences and create cohesive user journeys with
direct and deferred deep linking.

v Have the option to update D D

Ensure your link and/or QR code generator can update link
destinations after deployment to keep up with evolving campaigns. D P

Brand your QR codes

v Customize and brand your QR codes to ensure that when users
encounter them in the physical world, they immediately recognize
them as originating from your brand, even out of context.

Get additional ROI

v QR codes can be great for paid campaigns — and incorporating
them into real estate you already pay for adds an additional layer of
return on investment.

Read the story: Planet Fitness saw a 36% increase in app MAUs with help
of QR codes in its fitness centers.

branch


https://www.branch.io/resources/white-paper/award-winning-mobile-campaigns-from-todays-leading-brands/

Desktop-to-app QR codes

Move desktop users into your mobile app

In our increasingly digital world, you need to seize opportunities
for brand affinity and connect with potential users across all
touchpoints. With users already visiting your website, capitalize on
this traffic by incorporating easy-to-create, cost-effective QR
codes directly on web pages.

In the past, bridging the gap between desktop engagement and
app downloads was challenging and often required multiple
steps. But now, you can add a QR code to your desktop
experience that eliminates unnecessary steps from the path to
download and allows you to add nuance to your onboarding
experience.

branch



DESKTOP-TO-APP QR CODES

Reddit example

Log in or sign up for the best experience X

(G Continue with Google

@  Continue with Apple

Continue with Email Log In Get the app

A QR code on a website landing page makes it easy for users to get the
app without interrupting the customer journey

branch



DESKTOP-TO-APP QR CODES

Hungry Jack’s example

MENY BETTER FOOD

DOWNLOAD THE HJ'S
APP

Maka ordering easier with the Hungry Jack's App - scan the QR code

1o download today!

» Goo(jle Play . Apb Sloré

After scanning a QR code,
the user is taken to the
App Store to download the

app

HUNGRY
JACK'S

{ Search
Hungry Jack's
@ Deals & Delivery
37k Kk kK 6 4+
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DESKTOP-TO-APP QR CODES eazy dine I'.>

EazyDiner example

. i Delhi
eaz(ydlner Q Chandni howk, old. ¥ W D Tl el

Get the EazyDiner App

Earn 500 EazyPoints on registration.

We will send you a link, open it on your phone to
download the app

(@® MobileNo. () Email

DOWNLOAD NOW

2 Downloa

nthe
« App Store

EazyDiner offers a QR code on its website for app download, along with text and email options for seamless
installation. New users also receive incentives upon registration.

branch



DESKTOP-TO-APP QR CODES
Quick tips

v Make it easy to update
Ensure you can effortlessly update the link data behind your
QR code as campaigns evolve.

v Use deferred deep linking
Be sure to use deferred deep links. This enables you to route
a user to the in-app content they expect, even after install,
and provides personalization opportunities that drive
conversions and retention.

v Optimize campaigns
With attribution data for QR codes, you can understand and
optimize the performance of your QR code campaigns by
tracking opens, installs, and other downstream app events.

Read the case study: 60% of QR code scans resulted in in-app
sessions for leading a quick-service restaurant.

I:I%EI
L]

branch


https://www.branch.io/resources/case-study/how-this-qsr-drove-app-growth-and-revenue-from-a-previously-untapped-channel/

mWeb-to-app smart banners

Convert web browsers into engaged app users

With 70% of digital time spent on mobile, it's evident that users are
engaging with your brand on the mobile web. These users are
prime targets for app conversion. Display a smart banner
prompting them to download the app, and offer various incentives
such as discounts on app purchases, loyalty rewards, or other
app-specific benefits.

Personalize smart banners at scale based on user attributes to
boost conversion rates. Thanks to their high customizability,
precise targeting, and cost-effectiveness, smart banners can
seamlessly integrate into every acquisition campaign.

X
| | PICK UP

SKIP LINE WITH APP

www.takeout.com

branch


https://www.marketingcharts.com/digital/mobile-phone-111093

MWEB-TO-APP SMART BANNERS

Shake Shack example

x

WHITE
TRUFFLE

A

REGALIS

\ SKIP THE LINE

AA & shakeshack.com ¢
< d m O

Eye-catching creatives
and CTAs

< Today
Shake Shack
Order ahead and cut
the line
@ t
48 a+ #69 A
Kok kkk YearsOld  Food & Drink  Shake
What's New Version History
Version 4.18.0 3wago
Enhanced Shackability and Bug Fixes
Preview
v x
=~ SKIP APP-O
THE LINE TREA
Order wherever, Eorly access, lim
pick-up whenever. offers + e

Takes the user directly to
the App Store

@ History

(1

White Truffle .

Bite into decadence with our most

elevated and indulgent menu ye!

Z=== Sign up or sign in to get started
=

Choose An Order Type

: - ™
[% Pick-Up. [ 7% pelivery
/. - Wi

Opens to the corresponding
page inside the app

N

-
SHAKE == SHACK
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MWEB-TO-APP SMART BANNERS

QVC example

MENy WATCH MEMSONAR  CART
What can we help you discover? Q

Deals YourPicks New Trending

New to QVC®? $15 Off Your First Order
with Code OFFER | See Details >

M » Beauty » Giftwith Purchase Offers »
Bumble and bumble. Offer

e

¥ 2

Gift with Purchase

Get MORE with the App!
App-Only Sneak Peeks in The Drop Spo. special
x offers & More!
(342,097)

AA @ gvc.com 4

< M m

Small banner showcases the
benefits of downloading the app

< Today
QVC Mobile Shopping

Ql =

GET 0]

4.9 12+ fa @

Kokkkk ars Old ¢

Explore
new finds

&browse

beloved

brands.

Today

Open button takes the user
directly to the App Store

62 results / Filter & Sort

Gift with Purchase

Receive a 30-ml Hairdresser's Invisible Oil Mask
with your credit card purchase of select Bumble
and bumble. items thru 9/30/22 at 11:59pm ET
One per customer, while supplies last.

Bumble and bumble. The
Hydration Collection
Available for 4 Easy Payments

& u $29.00
|
Rated
Bumble and bumble Surf Spray

=Q

Q

Opens to the corresponding
offer page inside the app

QVC

branch



MWEB-TO-APP SMART BANNERS

Quick tips

v  Customize based on intent
Customize banners to account for the context of where users
come from and their previous behavior. Users who find your
website through SEO are in a different mindframe than those
referred by friends.

v  Create smart CTAs
Create calls to action that convey how the app is the next logical
step, like “track your purchase in the app” or “download the app
to get the most out of your subscription.” This provides continuity
and outsized results in getting users to understand the value in
downloading in the moment.

v  Be mindful of the customer journey
Reserve larger banners for users acquired from email or social
media, while opting for smaller banners or just a button for
organic searches on your mobile website.

Read the case study: Payoneer drove 204K installs with Journeys smart
banners.
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https://www.branch.io/resources/case-study/payoneer-unlocks-mobile-app-growth-by-leveraging-branch-smart-banners/

Provide a pathway to download your app from email

Did you know that about of emails are opened on
mobile? That's a huge opportunity to turn already
highly-qualified email subscribers into app users and gain a
deeper understanding of post-click user behavior. But there is
a disconnect between email and mobile apps that impacts
the user experience and your ability to track clicks, especially
on iOS.

To counter this, most successful email campaigns with high
conversion rates use deep links throughout their emails,
including in the copy, images, and CTAs. This approach is
particularly as it allows for quick redirection to your app —
without losing user interest, the curiosity of your offer, or the
intent to purchase.
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https://www.campaignmonitor.com/blog/email-marketing/7-stats-that-will-make-you-rethink-mobile-email/#:~:text=More%20than%2070%25%20of%20people,look%20good%20on%20multiple%20screens.

EMAIL TO APP spirit
Spirit example

< Select Your Bags

LAS - ORD

ﬁ 1Personal Item FREE
=

A purse, small backpack, INCLUDED WiTH

Confirmation # S8Q43L
VOUR TICKET

briefcase, etc. @
Las Vegas, NV (LAS) [EY Chicago, IL (ORD)
D2l20cc0sEM S R © BUYNOW, BAG PRICES INCREASE AT THE AIRPORT

Carry-On Bag

Limit 1 per traveler @

Hi There,

You booked a Spirit flight through one
of our travel partners. Your fare FABIANNA DAVIS $45 0 °
comes with a seat and one personal
item. Want to add a few extras? It's
up to you.

Checked Bag

Limit 5 per traveler (includes

Bringing A Bag? " surfboards and bicycles) @

If you're going to bring a bag larger
than 18” x 14" x 8", it's better to FABIANNA DAVIS $44 0 °

pay now. See how much you could
save by adding your bag today.

o |

+ADD A PET, BIKE, OR SURFBOARD

Edias orD NO ITEMS SELECTED CONT

COST AT
BAG TYPE COSTNOW  on or

spirit

CTA button within the body Seamlessly opens to the

of the email is deep linked correct page inside the
app to add bags branc‘ﬁ



EMAIL TO APP

Hibbett | City Gear example

& hbbetecom
< B @8 - _ HIBBETT < search
=2 oy cean B Q Hibbett | City Gear
LAUNCHING THIS WEEK
Q acgy — Sneakers
A ﬁo\‘ CITY GEAR
/i\ Free Shipping __Free Package Insurance __COVID-19 GET
\ - Launch Calendar
B0 s | e | .
-
SEARES WED

Jordan 5 Retro "Grape Ice/New Emerald"

—
2 a e
== T e D) Taaw'ing e M
/ N P e
e (0P & t 4 S 20 Q
™M @ A

Email from Hibbett | City
Gear directs that to the

Upon clicking on the Journey banner, the user is
website

redirected to the App Store where they can download
the app

t

@

Julog
Explore member deals and Earn Points and $1
‘exclusive promotions. every $200
New Bi
Men's Shoe Basket
e0c0c0c00e "
A A A

UPLOMING

Grid View

OROPPEDTODAY WD

JuLos

A

JORDAN 5 RETRO *GRAPE ICE/NEW EMERALD" MEN'S SHOE

THH

e

HIBBETT
CITY GEAR

The click is preserved
through install, creating
a seamless experience

for the end user

HIBBETT | CI

Swipe Up N
" To Enter |
Raffle!

s
©

Post acquisition: Hibbett | City
Gear uses the same links to
keep users updated
across social, SMS, and email

TY GEAR

branch



EMAIL TO APP

Quick tips

v Use deferred deep links
Prompt users to download your app via email using banners,
footers, dedicated welcome emails, etc. Then, route them to
related content in the app via a deferred deep link.

v Personalize the experience
Tailor calls to action in emails based on whether the user has
your app already. For users without the app, present a CTA
such as "Get the app." For existing users, deep link them
directly to an in-app onboarding experience that explains
the value of your app.

v Try in-app-only offers
Promote in-app-only offers, discounts, or loyalty rewards in
emails to entice users back into the app.

Read the case study: Ancestry® achieved a nearly 3x increase in
engagement with the app features highlighted in its deep-linked
email campaigns.
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https://www.branch.io/resources/case-study/ancestry-increases-app-engagement-by-3x-using-branchs-universal-email/

SMS and push notifications
to app

Reengage users with tailored and timely messages

Perhaps more than any other customer experience, SMS and
push notifications allow brands to communicate directly with
users and provide extremely personalized, contextually
relevant messages. Because these users have already
downloaded your app, and you know how often they interact
with it, brands have deep insights into how to best use this
method of engagement.

Be careful not to overwhelm your users with texts and
notifications. The average U.S. smartphone user gets 46 push
notifications per day, and just one weekly push notification
leads 10% of users to disable notifications and 6% to uninstall
the app entirely. The good news, though, is that it's relatively
easy to ensure this method works — and it's personalization.
Push notification personalization improves reaction rates by
4007%.

beauty.app.link

BEAUTY APP

branch


https://www.businessofapps.com/marketplace/push-notifications/research/push-notifications-statistics/
https://www.businessofapps.com/marketplace/push-notifications/research/push-notifications-statistics/
https://www.businessofapps.com/marketplace/push-notifications/research/push-notifications-statistics/

SMS AND PUSH NOTIFICATIONS TO APP rewag rd Style
RewardStyle example

< Messages asatart

@ AA Itk.app.link e { Today < App Store.
LIKEtoKNOW.it
\ \D U] ‘;\
ot
-, 4.9 %k kkk M 12+ LIKERNOW.it
Weicom
‘ ’ What's New Version History
LIKETOKNOW.IT We are constantly updating the B mada@branchio
LIKEtoKNOW.it app to make searching, |
finding, and buying seamless. This vi more _
Preview ? Passwords

Discover ready-to-shop B
pics from @amberfillerup qgiwlejrjtivjuljijolp

itk.app.link

Delivered alsjdiflglh]ilk]!

https://Itk.app.link/
(o A o 123 space @ . | next
O O0DO ¢ G m O B 4 = & Q -

-

Influencer shares link User is taken to the Simple banner converts
on SMS App Deepview web visitors to loyal
app users
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SMS AND PUSH NOTIFICATIONS TO APP

Rakuten + Boohoo example

Rakuten

User receives a push
from Ebates (Rakuten)

Rakuten YawiIN

simpact @

FPARTNERIZE TUNE

W

Online.

el - T

User checks the
latest Boohoo offers
on Ebates app

Attributed
In-App /
Install Data

User is shown a
Boohoo premium
offer with 3% cash

back

P

Branch SDK

User is deep linked
straight into Boohoo
premium collection in
app

branch



SMS AND PUSH NOTIFICATIONS TO APP

Sephora example

<6

Sephora: Today only! Get NEW
beauty 24 hours before anyone
else, only on the app.

Shop now: sephora.app.link/
a21 HELP4Help Text STOP to
opt out

Sephora: Happy Birthday!!
Choose a FREE mini gift set or
get 250 bonus points,* our
treat. Let's celebrate:
Sephora.app.link/usbday Text
STOP to opt out

(o' &) g
+r OO0 O

Personalized, targeted text messages based on user behavior and shared demographic data deep link directly to
relevant content within the app

<o o

36681

Mond:

Sephora: Our Long Weekend
Sale ends today! Don't miss
your last chance to save. In
store and online.

Shop now: sephora.app.link/
bbe Text STOP to opt out

Sephora: Today only! Get NEW
beauty 24 hours before anyone
else, only on the app.

Shop now: sephora.app.link/
221 HELP4Help Text STOP to
opt out

(O 2)

+ OO0+« O

@ (o)

36681

Sephora: You've signed up for
recurring mktg txts. Terms:
seph.me/3IHCGgH. Use code
S9MES38 for 10% off!*
Msg&DataRatesMayApply. Txt
STOP to end. HELP for Help.

Sephora

Sephora: Welcome! Add
Sephora to your contacts +
stay up to date on launches +
offers. Happy shopping!
https://www.sephora.com Text
STOP to opt out

Sephora: Great call on the
beauty in your cart! It's
*almost* yours. Make things
official: Sephora.app.link/usasc
HELP4Help Text STOP to opt
out

6 o
OO0 28

SEPHORA
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SMS AND PUSH NOTIFICATIONS TO APP

Quick tips

v  Don't overload users
It might be tempting to connect with users as often as
possible, but texts and push notifications annoy users
when sent too often. Be mindful of what and when you
send, and make sure they always offer some type of
personalized value or education.

« Employ A/B testing
One size never fits all, so experiment with different
messages, times of day, creative, and content — and be
sure to measure results so you know what works best.

Provide an easy way to opt out

Privacy matters to consumers, and they expect the ability
v todictate their digital experiences. Make sure users have

an easy way to opt out of messages.

branch



Social media to app

Bring users into your app from organic social

Social users have already shown an affinity for your brand, but
many of them get stuck in walled gardens like Facebook,
Instagram, Snapchat, and LinkedIn. These platforms have
in-app internet browsers that are designed to keep users in
their apps longer, which means you miss opportunities to
acquire and engage high-value users in your app.

With deep links, you can bypass the walled gardens and direct
users directly to your app. Deep links not only ensure seamless
user experiences, they also provide full attribution and analytics
across every channel, so you can measure how each social
media campaign really performed.

7\

SWIPE UP

S

bl

ADD TO CART
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https://share.vidyard.com/watch/8beLGTXn6AbNxgXxYr7Wpt?

SOCIAL MEDIATO APP

Strava example

Strava
@Strava

@Nike is now on Strava.

Get access to content directly from
Nike’s world-class coaches and

athletes in the new Strava Nike club.

Hit the link below to join now; this
partnership is just getting warmed
up, with more to come this summer!

strava.app.link/Strava-Nike-So...

STRAVA &

Post your reply

X

Strava uses a deep
link in atweet on X

A - 2

B, 3
STRAVA X
§ Entd & &

Strava: Run,
Bike, Hike
Track & share with fri..

GET M
4.8 § 4+
*kkkk Apps Years Old He
Track your Sync with
active life in thousands o
one place. and devices.

B 4 = &

Today

()
Q

v

The deep link directs to
the App Store to
download the app

STRAVA

Nike

® Multisport & 27940 Members @ Public

Q Beaverton, Oregon
Powered by community, fueled by minutes & miles, this club

brings you the best of Nike so that you can bring out the best
in yourself. Come run with us and strengthen your body and.

&8 ® dh

Join Overview  Activities Stats s

Nike
Today at 7:36 AM

Lace Up & Go!

Attention all athletes (if you have a body, you're an athlete)!

The Nike Lace Up & Go challenge begins TODAY. The aim is t.

Read more.

AR D SO
W & ® ®
o o focod  Group ¥

After install, the
corresponding content
automatically opens
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SOCIAL MEDIATO APP

Bukalapak example

Bayar Makin Nyaman
Dengan Kredit Instan

Diskon s.d.

+150®

voucher kreditinstan150

Setiap Mari

/—

> v

Bukalapak uses a deep The deep link goes directly to After install, the original
link in an Instagram the Play Store to download the offer from Instagram
story app automatically opens

9 bukalapak

branch



SOCIAL MEDIATO APP

Quick tips

v Free users with deep links
Create and deploy deep links in organic social campaigns.

v  Increase revenue with better experiences
Bring users from a walled garden to the exact content they
desire in your app with deep links. A superior experience
like this increases revenue, loyalty, and LTV.

v  Plan the user journey
Wireframe your user journey ahead of time to ensure no
visual snags appear while users engage with
your links.

Read the story: Jersey Mike's saw a 43% increase in app installs
during the Month of Giving when using deep links to break out of
walled gardens.

branch


https://www.branch.io/resources/white-paper/award-winning-mobile-campaigns-from-todays-leading-brands/

Deep linking in mobile
ad campaigns

Route existing users to app content from paid campaigns

Many brands rely on paid ads to reengage their audiences
because paid media reliably broadens a brand's reach at every
stage in the funnel, from awareness to conversion to winback.

Retargeting is another way to engage users who have already
downloaded your app. Many networks support showing
retargeting ads to custom user segments based on time since
last engagement. To optimize your CPA, make sure that ad
placements take users with the app directly to advertised
products and content. Deep linking users will optimize
reengagement spend and keep your existing users coming back.

INSTALL APP

branch



DEEP LINKING IN MOBILE AD CAMPAIGNS

KFC example KFC

=+l KFC US - Ordering App
x IRLS | Feed the whole famiy faster when you [EEIAIEEE]

order on the KFC app.

= KFC Q @ 0

Start an Order for Pickup or Delivery >

NEW 8PC HOT & SPICY
WINGS. ONLY $4.99:

Get fired up with KFC's new Hot & Spicy Wings.
Get 8 pieces of our hand-breaded, spicy

marinated wings for only $4.99!

Order Now —

Score Free Delivery. P
Every Thursday
on the KFC App

& kfc.com ¢
< > TR [

TV ad with QR code display to
download the app
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DEEP LINKING IN MOBILE AD CAMPAIGNS

TBS TNT example

< The Last 0.G.
May16- Q@

DO IT TO YOURSELF. Watch Tracy Morgan on
#TheLastOG on the TBS App

WATCH DN THE T2 A7
e .1
Watch TBS Install Now

o) Like () comment @ Share
0=09

4 shares

(O) | Write acomment GES®)

A o &#® o =

Facebook ad is deep linked
to the show page

{ Back

B

Yy ¢ [

4.7 % ok 7 12+

Watch TBS

What's New Version History

* Bug fixes

Preview

After install, the show
page automatically

opens
branch

The link opens the TBS app
page in the App Store



DEEP LINKING IN MOBILE AD CAMPAIGNS

Quick tips

v  Better understand user behavior
Capture attribution data to help you understand the user's
path to conversion, even when it's long and complex.

Retarget lapsed users
v Test retargeting ads specifically with lapsed user segments.

Deep link to compelling content

v Reengage users with ads that link directly to compelling
content in the app instead of sending users who already have
the app to an app store.

Read the case study: Leading rebate app Checkout 51 drove a 10%
increase in conversion rates and a 93% click-to-open rate by deep
linking their ads.

branch


https://www.branch.io/resources/case-study/checkout-51-drives-a-93-click-to-open-rate-with-deep-linking-in-ads/

Drive users to app for enhanced functionality

Offering in-app-only experiences can entice users to try out
new features or take advantage of exclusive app-only coupons
or rewards. Enhanced functionality not only raises curiosity, it
also makes the app experience worth coming back for.

Be thoughtful about how users will learn about enhancements
and access the app to experience them. Deep links ensure that
promotions have accurate attribution and guide users directly
to the intended experience within the app. They are
instrumental in driving cross-platform user engagement and
create a better overall user experience for your app users.

Saved

branch



IN-APP-ONLY EXPERIENCES

Instacart example

tavAtin

Shopping List

+ il

Last updated 04/15/2015 on "Mike's iPhone"

@ BAKERY

C3 BREAKFASTFOODS

13/4 Cup Oats

@ CONDIMENTS.

3/4 Cup Natural Peanut Butter

[Reg oTHER

1/2 Cup Dark Chocolate Chip

SHOP FOR INGREDIENTS

User can place Instacart
order from Yummly app

Please install the latest
Instacart App

You'll have groceries delivered in no time
t's this ea:

1  Download instacart

Download Instacart

If Instacart is not installed,
user is prompted

Instacart 72+
Instacart Inc.>

m Reviews Related |

Clover Organic Whole Mil

BE © Q M

Bianchini's Market

Oats
4 cup
& é
QuAKER
‘oATS
Quaker Quick 1 Bob's Red Mill

Minute Oats Steel Cut Oats

Natural Peanut Butter
/4 cug

(=@

Adams Creamy ~ Skippy Natural
Natural Creamy Peanut

< Return to Yummly

S instacart

View More >

Quaker Old
Fashioned Oats

View More >

Nature Valley
Crunchy Peanut

After install, deferred deep
link auto-fills cart
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IN-APP-ONLY EXPERIENCES T H E I C O N I C
THE ICONIC example

THEICONIC

ah @ theiconic.com.au ¢ THE ICONIC

FREE AU EXPRESS DELIVERY — HAVE YOUR ORDER FAST! FR

Y ~ HAVE YOUR ORDER FAST!

CLOTHING ; TOPS

Wishlist
Women's Tops Sale

0 See Similar ]
Category v
Brand v
A i Scpping enpenierce only o our Delivery v
e
PRFRS Filter by v

Minnie Twist Back Bodysuit ~ Nadia Ruffle Sleeve Top

DOWNLOAD THE APP Atmos&Here QO Atmos&Here Qo

1 439:95 $23.99 4599 $29.99
sae sae
Popularity v
A - ~ =
u Access your Wishlist anywhere X 86 notified about sales! x

DOWNLOAD APP
(RIS R

THE THE
ICONIC ICONIC

branch



IN-APP-ONLY EXPERIENCES

Quick tips

v

Deep link directly to new experiences

Use deep links to enhance functionality within the app and
promote to existing users through social media, email, smart
banners, etc.

Promote features with smart banners

Try mobile website banners to highlight app-only capabilities,

such as a sneaker-try-on augmented reality feature.

Diversify content

It doesn't have to be limited to experiences; You can also
promote in-app discounts, offers, loyalty rewards, etc. as an
incentive to reengage with an app.

Read the case study: How retailer THE ICONIC built a best-in-class
user experience to supercharge growth across platforms.

branch


https://www.branch.io/resources/blog/the-iconic-ux-to-supercharge-growth/

Monetize existing users, promote acquisition,
drive reengagement, and organically generate
social proof

A referral program rewards users for promoting a product or
feature to others. The referral is usually sent by text, email, or
social messaging, and the “referring user” generally receives a

reward for actions like sign ups, downloads, or buying a product.

A hinges on accurate
matching and attribution to credit the correct referring users, as
well as connecting the dots to see which users are referring
others. By tracking analytics on referral links, you can keep track
of referrals, offer appropriate incentives, and close the loop with
the individuals who made referrals.

share.stockapp.com

branch


https://www.branch.io/guides/mobile-referrals/

REFERRALS

Up example t‘O

& hook.up.me @ j5f6.app.link
< Today
J i ) Up —Upgrade
your banking
Jp Mone
johannagrahn :9: ‘
£ 9 < ) P t
Up your banking game with a digital bank
designed to help you organise your money
and simplify your life 4.9 4+ 16
Get Up Today *kk ko
Try the future of banking What's New Version History
today! Sign up in minutes with Version 117.2 10 ago Up Your
no monthly fees¥, auto-spend +Now you can long press on a Talk to Us thread Banking Game
categorisation, turbo-boosted to archive the chat. The threads might be gone,
HO—O‘D(‘-"‘P] AATE round-ups, instant APP'G but we'll always have the memories. TTYL more
Pay™, Google Pay™ and much Previ
review
You'll get: more!
$5 when you successfully sign up.
$5 after making 5 purchases in 30 days. Upg rade
thtt nau/h your / )
Learn more ® P4 s <

Up Banking provides incentives to users who sign up and make a purchase in the first 30 days and uses
deep links to make installing the app simple and smooth
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REFERRALS

Houseparty example

Bring Friends Here

Q Search b me

@, Add New Friends

We need to talk.
https://get.houseparty.com/WkEeQx3ZA5

& Invite New Friends

Share

We need to talk. [}

https:/igethouseparty.com/8PyjmCuuC’ o

@ ® 0 O

WhatsApp Instagram ~~ Telegram WeChat
< =
LINE LINE Linkedin Linkedin
INEKeep  Privatemes..  Sharein
< -

User shares deep link

AA & houseparty.ap~ "
3

Houseparty
Life on Air
Inapp purchases

42%

260K reviews

Get The App

m m

Referred user is taken to the
app store
to download the app

10M+

Downloads

S Houseparty

(]

& HOUSEPARTY

Q  Search...

laurent ) Houseparty - 6m ¥

RECENT Houseparty
Yay! Aude is your friend and in the house.

Aude

% You became fris

Tap W to invite a friend to chat.

App connects user with the
friend who shared the link
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REFERRALS

Robinhood example

Invite your friends to Robinhood and
you'll both get a share of stock like Apple,
Ford, or Sprint for free when they join

Referrals are incentivized
and don't require manual
promo codes

A
=)

=)

Tyler

Join Robinhood and we'll both
get a stock like Apple, Ford, or
Sprint for free. Make sure you

use my link.

There's A Free Stock Waiting For You

- g@ﬂ; ) O

€

The Invite Friends button
opens a pre-populated
text message

. Robinhood -
Investing, No Fees

y @ @

4+

What's New Version History
Version 6.13.0 3d ago
Here's what's under the hood in our

latest update:
- Bug fixes and improvements

Preview

The text has a deep
link to the App Store

Robinhood #

There's A Free Stock Waiting
For You

Tyler invited you to Robinhood! Sign up now to
find out what free stock you'll get. It could be
a stock like Apple, Ford, or Sprint.

The new user can go through a
personalized onboarding
process before being taken
directly to the referral offer
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REFERRALS
Quick tips

v Choose the right program for your brand
A friend-to-friend referral program rewards referring users with a
bonus once the referred user downloads the app, while influencer
referral programs extend your reach by sharing your app with
larger audiences, but you generally have to pay for them.
Brand-driven programs incentivize growth by offering exclusive
rewards for downloading and using the app.

v Guarantee reliable attribution
Identify and properly track clicks, installs, opens, and
reengagement to understand the performance of your mobile
referrals. Only reliable attribution helps you understand which
users are referring others, and which shared content drives the
highest number of installs and engagements.

v Show the referrer's name
Create shortcuts to trust by showing the name of the referrer and
taking users straight to the content they want.

Read the case study: A robust referral program helped marketplace app
Rappi drive over 50 million total app installs.

branch


https://www.branch.io/resources/case-study/rappi-goes-viral-by-using-influencers-and-referrals-campaigns-with-branch/

Content sharing

Encourage existing users to promote the app to V0 X
their network ‘

An effective way to grow your userbase is to encourage
existing users to share your content with their friends and
followers. Unlike referrals, brands don't necessarily need to
incentivize content sharing or launch a full-fledged program.
Content sharing often happens organically without prodding
from a brand.

However, experience still matters. The modern mobile user
expects mobile links to take them frictionlessly into apps, and
preserve their context from the initial link click, just like on
desktop web.

branch



CONTENT SHARING

Insight Timer example

N’
¢\

InsightTimer

Instagram stories
contain Quick Links to
the app

InsightTimer

Good Morning Check this out on Insight
T Timer!

#mormingmeditations
#bestdayover " Y
ta . #goodmorning
Follow

709

. Music Meditation: Morning Dew

Ll U ——

A

w \d

If the user has the app, they are Users share content
taken to the app where they can through SMS, email, or
share content with friends via social media

Quick Links branc‘h



CONTENT SHARING

NerdWallet example

AA Q @ how to save money

We all have good intentions when it cor
saving money, right? We tell ourselve

saving once we reach a certain mile

How to Save Money Fast 14 C

N NerdWallet » blog » how-to-save-m.

How to Save Money: 17 Tips

You can save money in many big ai
from refinancing your mortgage to ¢
savings in an app. Other moves the
You visited this page on 2/3/20.

3 The Simple Dolar » Save Money

How To Save Money Fast | 1(
Save Money | The Simple Do
Oct 12, 2019 - That's why we creat:

ways to save money starting today.
tactics will be life-changing on theit

< M

© < Ad Library

+  Allimpressions v
’q Tweet

1 Feb 4, 2020 o
DOLFCU 8 6
@DOLFCU

Pay Off Your Debt! Follow
@NerdWallet's 3 steps:

2p for insurance quotes before buying a
Iyou use should fit your needs and

/l

L=

Pay Off Your Debt: Tools and Tips
nerdwallet.com

See Ad Details

16:54 - 6/20/18 - Twitter Web Client

® 0O

© T Q &

o Q A

Content appears in a variety of channels

Done & nerdwallet.com
= »
Advertiser Disclosure

X & www.nerdwallet.com ]

Pay Off — N Q. Join
Debt: To oo

and Tips
Use these tools to get your H ow to Save

date and find a payoff path

up with NerdWallet to track M y' 1 7

and see upcoming paymen o ne U
Tips

Caa vAanry naumante

NeraWalot
Imagine what would happen if you found

' extra money in your monthly budget.
Could you finally afford a real vacation?
Could you sock something away for

NerdWallet
« ‘~ Ta ot g nsighs. Gt the spp

Personalized smart banners on content

Nl nerdwallet

{ Today
NerdWallet
Credit Score, Budget, Finance
GET (]
4.8 % %o % ok #87 4+
Up your ¢
scor

Get hel
spendi hts.

(¢

Today
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CONTENT SHARING

App in the Air example

< VY 1290 o0

® Timeline

Check-in

on time
Terminal 1 Gate

Report gate

) Flight Alerts
[Tl Boarding pass
Aircraft

>~ BCN. Barcelona

x

Trips Book

1hr, 45 min

21hr, 39 min
19:20

-
Report delay

Scheduled
ESENYL
Airbus A320
O:7c

Share

Oh hey, you just took a screenshot. You can

tap to copy, or share the link to the trip.

https://links.appintheair.mobi/
TiMITn4md4

App detects screenshot and
automatically creates deep

link for better sharing
experience

New Message Cancel

To ®

€es  APPINTHEAR  ©°°%

Barcelona #- A Coruiia
20Feb §1 hour, 45 minutes

APP IN THE AIR
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CONTENT SHARING

Quick tips

v Make it easy to share
Allow users to easily share deep links via their preferred platforms,
including social media, email, text, etc.

v Utilize user-generated links
Give users a way to create their own QR codes or user-generated
content (UGC) to expand your reach.

v Try custom share sheets
Use custom share sheets to enable users to share links to content
with friends via multiple social media platforms and text
messages. Bonus! With deep links, recipients of the link are taken
directly from the link to the specific content that was shared.

v Show the referrer's name
Create shortcuts to trust and belonging by showing the name of
the referrer and taking users straight to the content they want.

Read the case study: A robust referral program helped marketplace app
Rappi drive over 50 million total app installs.

branch


https://www.branch.io/resources/case-study/rappi-goes-viral-by-using-influencers-and-referrals-campaigns-with-branch/

Conclusion

As consumers become more savvy, their expectations will
continue to rise. Crafting exceptional experiences with
customers in mind is a foolproof way to exceed expectations,
win new customers, and keep the ones you already have.

With smart experimentation, the right measurement, and a
few tweaks to your CX strategies, growth is still very much on
the horizon.

GET

The world of mobile is a world of possibility. Let's get started!

Saved

SKIPLINEWITH APP

;;;;;;


https://www.branch.io/contact-sales/

branch

About Branch

Branch is the linking and measurement partner for growth-focused teams, trusted to maximize
the value of their evolving digital strategies. World-class brands like Instacart, Western Union,
NBCUniversal, ZocDoc and Sephora rely on Branch to acquire users, retain customers and drive
more conversions.

branch.io

Disclaimer: All screen images are used for illustrative purposes only and do not imply an endorsement of the featured brands or a specific affiliation
with Branch. For additional information on how Branch helps leading digital brands deliver breakthrough results, contact the Branch sales team.
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