


1. Is this web seminar recorded and available 

at a later time?

Yes

Yes

Commonly Asked Questions

2.  Will there be someone I can talk to after the 

event?
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άул҈ ƻŦ ǿƘŀǘ ȅƻǳ ƴŜŜŘ ǘƻ ƪƴƻǿ ƛƴ ǘƘŜ 
next five years will come from an 
ƻǳǘǎƛŘŜ ƛƴŘǳǎǘǊȅΦέ 

- Anonymous
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AWARENESS TRIAL RELATIONSHIP

Role of Marketing in a Booming Economy
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my car ready for me
not $ off

open my register 
fair/best price

make my pizza first
fair/best price

service first

What Customers Want

» Recognize me

» Understand my needs

» Treat mespecial

» 5ƻƴΩǘ ƭŜǘ Řƻǿƴ my trust
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Intense competition
less spending want more

Consumer Trends
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Vision For Winning Big
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POWER OF ONE

Wow 1 MoreÊ
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LIGHT MEDIUM HEAVY SUPER

% of Customers 58% 25% 14% 3%

% of Sales 9% 17% 27% 48%

Annual Value $280 $350 $560 $1,000

Incremental Value $70 $210 $440

* Lifetime = 20 years

½ŜƴaŀƴƎƻΩǎWow 1 MoreÊ

look beyond 
the 80-20 rule
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Annual Sales Increase= 52* 2*$440= $45,760

LIGHT 

USERS

MEDIUM 

USERS

HEAVY 

USERS

SUPER 

USERS

Annual Value $280 $350 $560 $1,000

two heavy users to super usersevery week

three medium users to heavy usersevery week

five light users to medium usersevery week

WOW! (FIVE + THREE + TWO)

Annual Sales Increase= 52* 5*$70= $18,200

Annual Sales Increase = 52*3*$210=$32,760

10 % Annual Sales Increase = $96,720

Annual Sales Increase = 52*2*$440=$45,760

Wow 1 MoreÊMath
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JACKPOT

Moving a Customer Up the Ladder
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10 Year Value of a Customer

$3,000 $6,000 $7,000 $9,000 $12,000

+
$ GENERATED THROUGH REFERRAL
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Why is  ²h² м ahw9ϰNot in Use Today?

1. Do not know our customers

2. Unit level break down

3. Marketing and operations are not aligned

4. Stop at failures

5. No guest experience enhancement mantra
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Guest Experience Enhancement
@ Starbucks

Revisit Decision 
Point
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Guest Experience EnhancementÊ
CUSTOMER 

EXPERIENCE 

ELEMENTS

CUSTOMER EXPECTATIONS
SERVICE LEVELS

Below 

Par
At Par

Above 

Par

Integrated Consistent Measure Manage

Break 

Point

Decision 

Point
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$10 
PRODUCT

$5
SERVICE

$6 
DECOR

$5 
EXPERIENCE

=

PRODUCT FOCUSED

$5 
PRODUCT

$6
SERVICE

$10 
DECOR $5 

EXPERIENCE=

DECOR FOCUSED

$6 
PRODUCT

$10 
SERVICE

$5
DECOR

$5 
EXPERIENCE=

SERVICE FOCUSED

$7 
PRODUCT

$7
SERVICE

$7 
DECOR

$7 
EXPERIENCE=

EXPERIENCE FOCUSED

Without a Guest Experience Enhancement Strategy
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½ŜƴaŀƴƎƻΩǎ [Ŝŀƪȅ .ǳŎƪŜǘ®

(Patent Pending)

Why customers are not coming 
back?

Probability driven approach

Loss potential ($ Volume) =

[Probability of customers not coming back]

x [ $ they would have spent ]
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½ŜƴaŀƴƎƻΩǎ 
Leaky Bucket®

(Patent Pending)

¦ƴŘŜǊǎǘŀƴŘƛƴƎ ¸ƻǳǊ .ǊŀƴŘΩǎ /ǳǎǘƻƳŜǊ [Ŝŀƪ
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Why is  ²h² м ahw9ϰNot in Use Today?

1. Do not know our customers

2. Unit level break down

3. Marketing and operations are not aligned

4. Stop at failures

5. No guest experience enhancement mantra
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(CustomerP.O.V.) = (EmployeeP.O.V.)

UNIT LEVEL BREAK DOWN
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The Customer P.O.V.

One customer

One day

One visit

One smile



Insights Through Marketing Research

®

The Employee P.O.V.

Serving another 
one! Serving one of 
many!




