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Customer
Relationships are
built on INSIGHTS

not data!
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Customers buy
BENEFITS, not

Superior products!
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External customer

Customer Customer
Experience Feelings
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Internal customer

Process ~
Design/Deliver
People —~

*Relevant to me
*Clear call to action
*Simple to understand
sAmbitious
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LAWYERS




LAWYERS

Fire Service

IT

Major charities

Politicians
Airlines
Life Boats






Football Stadia
«Clear Signhage
*Public Address
«Safety Marshals
eSegregation
*No Smoking

Large IT Projects

Risk Management

Mountaineering

‘Map/Compass
*Whistle/Torch
Mountain Rescue
*Survival Bag

oL eave route info with
someone else
*Weather Advice



Football Stadia
«Clear Sighage
*Public Address
«Safety Marshals
eSegregation
No Smoking

Large IT Projects

Risk Management

Mountaineering

‘Map/Compass
*Whistle/Torch
Mountain Rescue
eSurvival Bag

o eave route info with
someone else
‘Weather Advice

Fire Safety

*EXit Routes
*Alarm

*Fire Brigade
*Extinguisher
*Practice Drills






























Education
Psychology [ Magic J
Sport
TEACHING ARTS - SERVICES
School _
Teacher [ Dance J { Music J
[ Bullying J [ Physio J { Referee}
[ Dating } SPORT - INDUSTRY

Marriage Sports
Guidance Team




Start early

Receive at full speed
Receive blind

Recelve ready to hand over
Team goal

Ol & O Ik







Pre-awareness=»Expectations=Information=+Sales==Customer Care



Temptation

Consumer Goods | They sell benefits Naughty but nice “There to grab”/easy
access
Visual appeal (packaging,
size, shelf layout) Trial size/sample
Supermarkets Control “route” | | Abundance (fruit/veg) Special offer
TV/Film Celebrities Tie to latest fad/fashion Trailers/teasers
Children's Toys <Market Stall Fashion *Theatre
*New Houses *Home PC *Restaurants/Bars *Credit cards
*Food *Hotels *Alcohol «Cars
*Holidays sLifestyle Mags <Perfume *Gambling
How to set the right mood How to create “safety in numbers”

How to make the environment tempting
How to sell “benefits” How to grab attention
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Strap lines/tag lines

*Wipe out dirt in a FLASH

A Mars a day helps you work rest and play
*The snack you can eat between meals
The longer lasting snack

Kills all known germs dead

As If by magic, Paris arrived






Football clubs
scOmMmon enemy
eresults

*Frequent updates

*Meet regularly

*Major stars/heros
Team merchandise

*Kids products
sFamily areas

sSupporters clubs

'music

Listening Environment

Church/charities

*Guilt

*Big promise
*Congregation
*Special interest
groups

*Music

*Visits

*Regular contact
*Mailings

*Press attention

«Celebrities to support

School teachers  Politicians
sLesson plans *Speeches
*Text books Manifesto
*Classroom *Political parties
*Repetition *Spin

*Practice oLies

sExams eLaws
Punishment sLocal/central

*Mixed media
*Sets
svariety

40 proven techniques in 5 mins

*Colours/logo/
music

*Conferences

* Other world
leaders
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Customers buy
BENEFITS, not
products!
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Communication is as

important as product!
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e[nnovation
Brand/Customer
People/Teams



Company
Brand Group
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Business units

Functions

Individuals



Hamish Taylor

Skllls Network

hamish@hamishtaylor.com

+44 7879 403403



