THE HUGE POWER OF
SMALL

HOW TO CREATE AN

ZING CUSTOMER

EXPERIENCE
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How Do | Decide
Where To Start?







How Do | Get
People To Know
We Exist 2
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2,599,049,587

Google searches today

2,7133,625,627

Videos viewed today
on YouTube

2,258,249,476

Facebook active users

P

242,157,557

Pinterest active users

2,471,389

Blog posts written today

31,814,079

Photos uploaded today
on Instagram
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719,770,526

Google+ active users

134,871,071
Skype calls today

294,321,208

Tweets sent today

[
93,371,711

Tumblr posts today

348,906,032

Twitter active users

X

50,886

Websites hacked today




THE DIGITAL MARKETING FUNNEL
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LEADS OPPORTUNITY

SALES CALL | CONNECTION

FOLLOW-UP TIMING

CONVERSION OBSTACLES ©

SALE PERSISTENCE



If we and
Awareness > Trust >




Digital Marketing Funnel (Analytics)

Reach, Ad Impressns, SEOISM M/PPC

Keyword Searches \dWords, FB ads)

Visitors, Page views
(landing page/ website)

OF FUNNEL

Percentage which
Immediately leaves

Content readers

Leads (opt-in via form)

Prospects (respond to
email call to actions)

Customers (ie actual
sales)

Loyal Customers

BOTTOM
OF FUNNEL

Advocates Customer Advocates

[
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SUSTAINABLE CROWTH FORMULA:

b S1D1e

LOOK AT LIFETIME VALUE (LTV) HOLISTICALLY










“In fact, our research revealed
they are more likely to have a
negative reaction to a company's
attempt to earn their loyalty.”

accenture



Like to shop around

Accenture



DISRUPTION
IS NOW HERE



DISRUPTION
IS NOT NEW




MARKETING
REBELLION

THE MOST HUMAN COMPANY WINS

N N

BY MARK-SCHAEFEF

BEST-SELLING :\HI'III]:I'J” KNOWN




Why we have the youngest
cuctomere in the buginege

.
Serian oy

Othing dves It like Seven-Up!



According (o a recent Natronwide suroey:

et VIORE Doctors sMOKE CAMELS
Why e hane Hhe yoress THAN ANY OTHER CIGARETTE

customere in the businese D

Your “T-Zone™ Will Tell You...




FACE THE FACTS!

When fempted o over-indulge

"Reach f@[? a Lue um@ﬁ@@d

moderate in all things
Avoid that future
wer-indulgence, if you
wtain that modern, ever-youth
ful figure. “Reach for a Lucky instead

Luck Strike, the finest Cigarette you ever
smoked, made of the finest tobacco—The
Cream of the Crop—"IT’S TOASTED.”
I.U(k Strike has an extra, secret hcat-
ing process. Everyone knows that heat puri-
fies and so 20,679 physicians say that

Luckies are less irritating to your throat.

“It’'s toasted”

Your Throat Protection —against irritation —against cough.

*We do not say smoking Luckies reduces flesh. We do say when tempted to over-indulge, *

Reach for a Lucky instead.”
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"Reach {Fo[r a Lucky m@{t@@i"

ate in all things
oid that future

Lucky Strike, the finest Cigarette you ever
smoked, made of the finest tobacco—The
Cream of the Crop—"IT’S TOASTED.”
Lucky Strike has an extra, secret hcat-

ing process. Everyone knows that heat puri-

([GARETTES,
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fies and so 20,679 physicians say that

“It’'s toasted”

Your Throat Protection —against irritation —against cough.

OF RICH. RIPE-BODIED TOBACCO ~"IT'S TOASTED”
*We do not say smoking Luckies reduces flesh. We do say when tempted to over-indulge, “"Reach for a Lucky instead.” 2 o

Luckies are less irritating to your throat.
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They're young... They're in love...

They eal LARD

@1957. Issued by The British Lard Marketing Board in conjunction with the Department of Health. Marketing Board

Britl:sfh Lard



FIRST DISRUPTION
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SECOND DISRUPTION

END OF
SECRETS




Imagine | have an idea
for a retail store and
I'm looking for investors?



No Advertisements

No Aisle Signage

Won't Bag Groceries
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No Advertisements

No Signhage
Won't Bag Groceries

Pay To Shop






Good Company
Pay Employees Well

Environmentally Friendly



Good Experience

Fun To Shop There
$1.50 Hot Dog & Soda



Not Connected by Advertisement
No Sales Funnel

No Telemarketer




CONNECTION



THIRD DISRUPTION

CONSUMER
DRIVEN




ecision is Made Without YOU (up to70%)
Gartner



"A company is no longer what
we tell the customer itis. It's
what they tell each other it is.”




NO ADS
NO FUNNEL
NO LOYALTY







% PRINCIPLES






Trmap[es of
Marketing

Philip Kotler

Gary Armstrong
’.D Pearson Pratulla Agnihotri







MARKETING IS

ALL THINGS
HUMAN







LIKE MINDED

Linked [ (€7

Groups
Jrous




Procter&Gamble







Procter&Gamble




1-Customer is the HERO
2-Customer is the MARKETER
3-You are the GUIDE




FIRST PRINCIPLE

THEY ARE
THE HERO
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The Complete Guide to Creating
Customers with Word of Mouth

TALK
TRIGGERS




“The best way to grow your
business is to have your
customer do it for you with
word of mouth”



1/

is the single
most persuasive factor that
people use

{4



More Likely To Buy
Talk Triggers



S IRATEGY




COMPETENCY DOESN’T

CREATE
CONVERSATION




WE EXPECT



WE TALK ABOUT

"We ignore average or good”



- REMARKABLE
- REPEATABLE

- REASONABLE
- RELEVAN












REMARKABLE

(Worthy of Remark - Not Complicated)

REPEATABLE

(Everyday, Everybody)

REASONABLE

(Win a Cruise vs. Get a Cookie)

RELEVANI

WELCERERES)




GENEROSITY

(More Generous than they expect)

RESPONSIVENESS

(Faster than they expect)

USEFULNESS

(Free Truck Rental)

EMPATHY

(Buying or Selling is Emotional)




SECOND PRINCIPLE

(WORD OF MOUTH)






Why Certain Experiences Have Extraordinary Impact

CHIP HEATH & DAN HEATH

The bestselling authors of SWITCH and MADE TO STICK
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BUILD PEAK
MOMENTS

INTO EXPERIENCES




THIRD PRINCIPLE

INTO EXPERIENCES












| | Tactile
| | Sensory







Problem:

We focus too much
on and forget

about the
of the business itself.




What If We Shifted
Our Focus From
Tactics to Touchpoints 2



Truth:

Improving the
Customer Experience
IS the best way to
grow your business




13 7

of buyers point to
customer experience
as an important
factor in purchasing
decisions




Truth:

The success of your
business is relative
to the quality of
each touchpoint .




65 %

0
of buyers find a positive
experience with a brand

to be more influential than
great advcg:tlslng




83

more likely to buy when someone recommends
based on their expc_rience of the business




NO
STRATEGY







Change:

Choose
That Make Each

Inspiring




Is This How
An Inspired Realtor
Would Handle This?




What If Each
Touchpoint in Your
Company Created

A Wow Moment 2




What Would
That Do To Your

Bottom Line 2




Sales
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Customer Product or
Support Service




By 2022, the customer
experience will overtake
price & product as the key
brand d(!gvi!gntiator




Quote/Proposal

Blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah

$2,575.00




Quote/Proposal

Blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah

$2,575.00

Quote/Proposal

$2575 and that includes
a number of special
things

@ Thing 1 with Benefit 1
@ Thing 2 with Benetit 2

@ Thing 3 with Benefit 3

@ Thing 4 with Benetit 4
@ Thing 5 with Benefit 5




Quote/Proposal

Blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah
blah blah blah blah blah

$2,575.00

Quote/Proposal

$2575 and that includes a

number of special things:

@ Thing 1 + Benefit 1

@ Thing 2 + Benefit 2

@ Thing 3 + Benefit 3
@ Thing 4 + Benefit 4
@ Thing 5 + Benefit 5




o

5
7
5

2

S

0 [0 N

5.

5

5

Y -




22 s

of customers are less likely to
engage with the company
because of a bad mobile
experience.

Source: WOW Local Marketing




90 7

of consumers rate an
mmediate” response as
important or very important
when they have a customer
service question.

Source: WOW Local Marketing

e
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Customer satisfaction ratings

73%
61%
53%
48%
| 44%
Live chat Email App Social media Phone

Source: Consultancy



What is your
response time on
Facebook Chat?




Sale Shirts From $29.50 Shop Now

© Our Stores Login My account Help & Contact

CHARLES TYRWHITT
Search — |i| Bag Q

JERMYN STREET LONDON

Shirts ~ Ties  Suits  Blazersandjackets =~ Sweaters @ Pants = Shoes  Accessories Sale

6 Month Guarantee feefo  4.7/5 Customer Experience Rating @ 100% Secure

SALE

UP TO 70% OFF
SHIRTS FROM $29.50

SHOP SALE SHOP SHIRTS

SHOP PANTS SHOP SUITS

THE HOME OF PROPER SHIRTS



Friday 1st May 2015

You're absolutely marvellous

Dear Mr Reid.

At Charles Tyrwhitt, we endeavour to make the finest shirts in the world. That 1s all well and good.
but without anyone to wear them, what would be the point? I am always reminded that without our

loyal customers, we would be nowhere at all.

[ have a message for you from all of us here at Tyrwhitt Towers, and especially from me: We think
you're really rather marvellous, completely first-rate and out of this world fantastic. We are proud
to have you as a customer; this voucher is sent as a token of our gratitude, to say thank you for

sticking with us.

The voucher is yours to spend as you choose; you've earned 1t for giving this small but passionate
shirt company a chance. Please use it on your next purchase, however large or small.

If you think we could be doing better, or have any feedback (good, bad or ugly), please get in touch
and we will do our best to make you happy.

Yours faithfully.

Nld»o(m LJW




"You are absolutely marvellous



"We endeavor to make the
finest shirts.

This is all well and good, but

without anyone to wear them,
what would be the point?




"We think you're really rather
marvellous, completely first-
class and out of this world
fantastic.




"The voucher is yours to spend
as you choose: you've earned it
for giving this small but
passionate company a chance.




Nicholas Wheeler = $S500M
Charles Tyrwhitt = S400M
S20M in Sales




Scaling the
Unscalable !




ource: Sales Force)




ABOUT US SERVICES LOCATIONS TREE CARE TIPS CONTACT FREE QUOTE CALL NOW

YU B VIV [« TN
S ’ W 8 " 2
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‘Trees are a thing of

"

y that add value to both
J( s 0 o
g mohney and time on »ulﬂ e
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Approachable Dependable Consultations



955 or 10.25







POWER
of smal]

955 or 10:25
On-Time
or FREE




"We even get people standing
at the end of their driveway
watching their watches not
believing we will be so
punctual.”




Respect Time !



of buyers s¢
biggest sc







"...with the world undergoing
the largest transfer of wealth

in history: $24 trillion from
Baby Boomers to Millennials.

Annual letter to Shareholders
Lawrence Fink - CEO
BlackRock




Trillions




BOOMERS
MII-I.EIIIIIAI-S




SHIFT



8% 7

Committed To Social Responsibility




63 7

more of them said improving society
than said generating profit.”




Socially
Responsible !



Q LOG IN CONTACT FAQ EVENTS

B1l(G1l) susineEssFORGOOD HOW IT WORKS BENEFITS TESTIMONIALS OURSTORY BLOG

OUR MEMBERS ARE
PASSIONATE ABOUT
THE POWER OF GIVING

Egle Blekaityte,
UAB Tavo
Laboratorija, Lithuania

| AR ‘

yal

USE YOUR BUSINESS AS A REAL FORCE FOR GOOD. IMAGINE...

When you send an email | a8 mosquito net is given to prevent malaria



Sally,

We just want to say ‘thank you' for using us to deliver that beautiful
gift of flowers to Melissa.

And to make that ‘thank you' really matter, we thought youd like to know that
weve provided 17 people with maize grains in Kenya to help them and their families

build sustainable food supplies.

And that's been made possible by our membership of the Global Business Giving
initiative B1G1. It means your gift to Melissa goes on giving multiple times and
saves lives as well.

Thank you so much for being a client. Were privileged to serve you.




THANKYOU...

By you being at this event, 3
woman in Bangladesh receives
access to a sewing machine for
a week.

DECENT WORK AND
ECONOMIC GROWTH 10

vl \YY . [w]:
™ == =) T,

an [=]

LEARN MORE

v



& bluetribe.co STARTHERE  Impact Blog Planetinc. AboutUs v O

To put this belief into practice, we work with Entrepreneurs, Business and Government to design, develop, and implement environmental and social initiatives using
lean startup and agile methods to provide a better return on everyone's investment and a positive impact on our community and planet.

Our Impacts

We also partner with Buy1Givel to make a positive impact on lives around the world through our everyday business activities. Every time you decide to work with us,
use one of our services, or participate in one of our events we make a contribution, on your behalf, to one of the projects in Buy1Give1.

To date our clients have helped us build homes for underprivileged people in India, provided business training to women in Malawi Africa to help get them out of the
cycle of poverty, provided solar lighting to families in India, and helped provide access to safe drinking water for children in Tanzania.

S g e
’ Reihani s - Chlna’ ;~+ Swth Korea P

paid

of access to life-saving
clean water to families
in Ethiopia

We've provided 14
days of computer
education to children
in need

# We've given 98 days of
g business training to
women in need in

Find us on B1G1 161




NO
POVERTY

Ly

IMPACTS

CLEAN WATER
AND SANITATION

67,847

IMPACTS

HOME ABOUT

ZEROD
HUNGER

(((
W

801

IMPACTS

DEGENT WORK AND
ECONOMIC GROWTH

738

IMPACTS

MARKETING SERVICES SHOP

Total impacts
81,372

GOOD HEALTH
AND WELL-BEING

oy

1,065

IMPACTS

INDUSTRY, INNOVATION
ANDINFRASTRUCTURE

37

IMPACTS

FREE RESOURCES

1

QUALITY
EDUCATION

]

6,818

IMPACTS

REDUCED
INEQUALITIES

A
(=)

h 4

32,967

IMPACTS

IN THE MEDIA

CONTACT Q

GENDER
EQUALITY

3,520

IMPACTS

1 SUSTAINABLE CITIES
AND COMMUNITIES

2 é_
n ==
4,000

IMPACTS

]



> BENREFITS

1. Increased Customer Loyalty

2. Increased Customer Satisfaction
3. Word of Mouth

¢ Less Spending on Marketing
9. Increased Profitability




Invoices, Receipts, Form Submissions,
Form Confirmation, Answering the
Phone, Email Signatures, Letters,
Cancellation, Returns, Training, On-
boarding, Register, Download, Live
Chat, Subscribing, Unsubscribe,
Website, Business Cards, Gifts,
Charity, Donations, Hiring...







Move Visibility
More Leads




Don’t Focus
On Latest Hack [




Make cach

TOUCHPOINT
Memorable




Make each
TOUCHPOINT
Worthy of

Visibility
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