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Commonly Asked Questions

1. Is this web seminar recorded and available
at a later time?

2. WIll there be someone | can talk to after the
event?
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What Customers Want R

my car ready for me
not $ off

make my pizza first » Recognizene
fair/best price » Understandmy needs

» Treatme special

open my register »52Y Q0 ¥ fm@tt‘ust a
fair/best price

service first
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Vision For Winning Big
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POWER OF ONE

Wow 1 MoreE
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Wow 1OMoreE

% of Customers 58% 149%
R
Annual Value $280 $350 $560 $1,000
Incremental Value $70 $210 $440
look beyond
* Lifetime = 20 years
the 80-20 rule
v Yy
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LIGHT MEDIUM  HEAVY SUPER
USERS USERS USERS USERS

light users to medium users

medium users to heavy users

heavy users to super users

10 % Annual Sales Increase = ¢
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Bucket

Experience

Fnhancement
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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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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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BRAND COFFEE PEOPLE SPECIALTY COFFEE TEAM BARISTA THE WAIT OTHER BRAND
FAMILIARITY AROMA LIKE ME DISPLAY BEANS MEMBERS ELEMENTS
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Guest Experience Enhancengent
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PRODUCT FOCUSED

$10

PROBCE T s
$5 —
sgwweE DECURR T

SERVICE FOCUSED

$10
$6 SERVMEE .
PROBRICT T e —
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DECOR FOCUSED

$10
<5 $6 DECORR
PRODRICET SERVWEE
$7 $7 $7

PROBVCET SERVWEE  DECURR
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Why customers are not coming
back?

Probability driven approach

Loss potential ($ Volume) =
[Probability of customers not coming back

x| $ they would have spert
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(Patent Pending) -

INSIGHTS THROUGH MARKETING RESEARCH



LO-ZENMANGD
Whyis?2 h2 M a NRowB Wse 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

INSIGHTS THROUGH MARKETING RESEARCH



OZENNANED
UNIT LEVEL BREAK DOWN

(CustomerP.0.V.) =t mployeeP.0O.V.)
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One customer "=
One day
One visit

One smile
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one! Serving one of |

Serving another
many!
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