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what do your
customers
really care
about?

The game has changed. It used to just be about what you said your company could do for
the customer. Now, it's all about what your customers say that you can do for other
customers. Your reputation and presence online are King.
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EDITOR-IN-CHIEF
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Price and product quality will always play a role, but in 2018 and beyond, your brand's
Customer Experience will decide who wins the business. It's a principle as old as time,
people do business with the people that they know, like and trust. The landscape has
changed (online versus main street), but that rule is even more true now. The internet has
made it easier for customers to find and choose companies which they relate to, want to
be a part of and can trust with their valuable dollars.
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So what
do they
want?

They want to feel to wanted. Don't we all? In a world
which grows ever disconnected, in spite of technology at
every turn, customers want to find their tribes. They want
to connect with their people and with their companies.
When a customer develops a want or a need, they begin
the search to find the perfect company to deliver it to
them. Today, that search begins, and usually ends,
online.
Customers will Google, YouTube, Facebook, or Instagram
search their way right to the front door of their chosen
company. Think about how you search for and choose the
items that you need.
A very common customer pattern is that someone types
the words for their search into Google. Then they may
visit a website and/or an Amazon listing. Next, they will
usually go to YouTube to see what other people are
saying. Some will even drop into their favorite social
media platforms like Facebook and Instagram to search
for hashtags about the company or product.
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"People will talk. Give them
hell of a story to tell."
~Elle Robertson
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This is where they are attempting to get to know you.
When your customers search, are they finding you? If so,
what are they finding about you?

What is it
like to be
your
customer?
a tough question
that needs to be
answered
YOURCUSTOMERSSHOES.COM

LIKE
YOU.

If you made it past
the 'Know You' step
with your potential
customer, you have
to give them the
tools to fall in love
with your brand.

Are you likable? Would you
choose your business? It's a
tough question, but it has to
be asked and answered.

What's A Brand Story?

This is actually one of the
easier steps towards earning

Your brand story includes all
the things about your
business that make it unique;
how you got started,
ingredients that you use,

business partners that you
work with, your mission, your
purpose, commitments to
the environment and your
customers, charities that you
donate to and more.
This is where you are telling
the customer about the value
that only your business can
add to their lives.
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You have to make them
fall in love with your
brand, not just your
products.
~Elle Robertson
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your customer's business. If
you still have their attention,
all you have to do is tell them
about the value that you can
add to their lives. You do this
by telling your brand story.
You have to make them fall in
love with your brand, not just
your products.
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When customers choose a
business, it's a lot like online
dating. Customers make
decisions based on their wish
list, based almost entirely on
what they can see and learn
quickly about your business
and they either choose you
or they don't.

Customer experience is as
simple as identifying the
value that your business can
add to your customer's lives,
and then telling them a story
about your brand that
makes them care. When you
get customers to care about
your brand, customer
loyalty comes naturally.

engineering
customer loyalty
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Can they
trust
you?

Congratulations. If your potential customer has decided that
they 'Know You' and 'Like You', your reputation can carry you
across the finish line, or can it?
In this final step, customers will engage in behavior such as
seeing how many followers you have on Facebook and
Instagram, what your Yelp or Google reviews look like,
whether you post to your blog regularly and so much more.
This is the buy or die phase where having that amazing
customer experience to fall back on will push you towards the
win. If you have even as small as five glowing customer
reviews for your product or service, you are likely well ahead
of your competition.
Customers don't need to see hundreds, or thousands, of
reviews. They don't need to see all 5-Star Reviews either, but
they do need to see a company that cares, that is consistent
and that is present, online.
Again, think about what you do while you are shopping. One
of the last things that you may do before making a purchase
is to go to the company's Facebook page to see when they
last made a post. It's called social proof. It is how customers
gut check your business. This is where they decide whether or
not they should trust you and click the Buy Now button.
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"Are you giving your
customers the tools that they
need to choose you?."
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We all want to feel safe. We all want to feel like we are making
a smart decision. If your customers are at this point, your
reputation and your website's user experience will be the
difference between you and the competition.
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First, they have
know, like and
trust you. Only
then will you
earn the chance
to deliver an
outstanding
customer
experience.

This is where

your customer
experience
begins.
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Want To
Share?

Share
To share this PDF
with someone, simply
click on the social
media channel that
you want to share it
to.
Print/Email
To print or email this
PDF, simply click the
download button on
the toolbar below,
save (to view) and
then email to
anyone.

