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Three Goals for Today

1. Understanding your buyer(s)
2. Importance of the process

3. Therole of technology
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1. Consider your product commodity?

2. Consider your product relationship driven?
3. Business to Consumer (B2C)
4

Business to Business (B2B)

Repeat sales are almost always relationship-based, no matter your
business. Know your data!
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1. Understanding your buyers

Today and tomorrow...



BABY BOOMERS ARE THE LARGEST GENERATION IN U.S. HISTORY

By 2030, the number of
people over the age of
65 is projected to double
to 71.5 million.

24.3% of U.S.

population are
Baby Boomers
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baby boomers
are the LARGEST

generation in U.S. history N

31%
of the workforce
are baby boomers

Sources: MEAGUNC, NN, Gallup, Pew Research



Baby Boomers

Rk |

Maine New Hampshire Montana Vermont West Virginia
Michigan | Connecticut Wisconsin  Ohio Alaska

THE STATES WITH THE HIGHEST PERCENTAGE OF BABY BOOMERS

EDUCATION =
PETROCHEMICAL UTILITIES

FINANCE .‘;E\ :f‘n dm::reiggi;::tter;:liv € Businesses owned
| AfT 4 u w by baby boomers
FEDERAL GOVERN.MEN'T |l experience brain drain w\{ll bes;ffected
ENGINEERING
DEFENSE MANUFACTURING A
4 MILLION COMPANIES ESTIMATED S$S10 TRILLION WORTH
(MAKING UP 66% OF ALL OF BUSINESS WILL CHANGE
BUSINESSES WITH EMPLOYEES) OWNERSHIP IN NEXT 20 YEARS.
ARE OWNED BY BOOMERS SOURCES: AARP. MIT,
GENQUITYCO, MBA@UNC




Engaging in the Digital Age

2 0 1 7 This Is What Happens In An
Internet Minute
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2 0 1 8 This Is What Happens In An
Internet Minute
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Engagement has Changed!

Getting the handsh# Getting to the handshake (Now)

» Events & TradeghoWs Eeeking  Social (Informed Seller)

knowledge) . » Systematic approach -w- marketing
* Email Marketing « Content is King (information)

 Coldca . Re :
putation
o utaord of mouth)

C/ommon Theme
rs seeking knowledge

(still holds true)
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Data is King!
Leverage historical data to establish a baseline
Leverage historical data to pinpoint trends

Integrate marketing into the entire organization

Insist on engagement consistency



Benefits of Data & Business Intelligence

%
1 O o NEARLY operating margin

DOUBLE

businesses commercializing data by 2020

$4O k more revenue per employee

$100M

5 O O/ 1 higher average net
The most digitally transformed enterprises O INCOMe on revenue
generate on average $100 million in additional

operating income each year

Source: Keystone Strategy 2016



Consolidate Data Evolve & Integrate

@99

Sales Data Finance & Operations Data Your Employees
~| |  Common Ul
= * Consistent Processes

 Data Integrity & Accuracy

: * Secure
Customer Service Data  System A

Business
Intelligence
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Your Customers

 Consistent Experience
* Fast Resolution
 Brand Integrity
* Repeat Business
* Increased Sales

Marketing Data
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Uncovering the data!

Ve

Business Process
Management & Automation

Marketing &
Intelligence : :
Finance & Operations J Customer Relationship

(2

Marketing Automation

Management
Customer Experience ' Field Service
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2. Build the Process

If you build it, they will come!



Define a Systematic Approach
Key capabilities

Multi-channel

campaigns Customer Dashboards

Embedded

Lead . .
intelligence

nurturing
o JEDINS

Deep Linkedln

Account \ : :
, , Integration
) Based Marketing 2. e_e % J
AW A 'y
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Marketi ng Event Common data and

management connected processes



Create Buyer Personas

e Persona: Fictional person that represents your Stephen

Role: CEO
Age: 40-55
Location: Atlanta

ideal buyer

o Helpful when making strategic decisions about how
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to have successful interactions with customers

Catherine

Role: Office Manager
Age: 30-40
Location: Los Angeles

e Three to five personas is ideal

o Example questions for developing personas:

o At what size company does he work?

e Where does she live? George

Role: Sales Associate
Age: 25-35
Location: Denver

e How does he access information online?

e What does her typical day look like?

o What are his biggest challenges?



Create Customer Journey Maps

Awareness Sees friend post picture on Asks friend about the recipe
) Facebook of delicious and learns itwas made ina -
o Tells the story of the customer’s dinner she made pressure cooker
experience from initial contact to loyal ' -
relationship i -
pressure cookers in pressur?. cookers

local retail stores

o Can help organizations identify 5
potential shortcomingsand &bl Namdm """ "‘

Signs up for emall

ey - ) Evaluation :
opportunities along their customers choice to a few offers from three
brands different brands
paths ;
Receives order at Purchases Receives 20%
Purchase home and makes = pressure cooker off coupon
: dinner with it online with our from our
- that night coupon company
Retention/ 4 Posts picture on Recommends Buys
L oya | ty Facebook of the pressure cooker upgraded
pressure cooker to her sister model when

dinner she made and neighbor itis released



Educate the Organization on Customer Experience
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Sales & Marketing are ONE!

 Social Selling requires a purposeful strategy and is not a specific technology
what does it mean ... °© Customer Engagement is made up of every interaction a customer has with your organization
and how they perceive those interactions

Visiting Your
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sz b Engagil?g On Website :
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Product/Service
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Create a Sales Ecosystem

g"é A (o
Contact Visits
Website or Social

1

2

Lead/Interaction
Scoring

3
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3. Leverage Tools




Adopt Marketing Automation Tools

» Leverage what you have, budget what you can
* Not all tools are of equal importance across businesses
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Email Marketfing Web Intelligence Lead Scoring Campaign SMS Messaging Reporting
Automation
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Form Capture Surveys Landing Pages Social Discovery  Event Management Training & Support




CRONUS

Custorers  Versdurs e Btk A

Finance

Busineus Ausislancs

Cazh Manzgement

Chiet of Avar

Build Intelligent Insights
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Cazh Flow | View by Monthy

B el Pepalies

Trial Balance

Tute Ravitiane 2471215
Toty Geot

o Mmrgin s
Gross Murgin % 100.00
Vp3raTng Bxperscs

Cipmrating Margin RYEITET

Ay 20V

Omesriptinn oS/ ARa .. DO/ IRO6/I0/ 1R

4175042
“35,101.00
P

wn

10

Favourite Accounts

ACTOUNT NAME
N

1200 B o

1440 [
11500 Bk Cumrmersion
11600 B Ormrutiora ©
2210 Kevohang Lrodit

Reporel Inbox

0t ATEITDAT - DESCRIPTION
TiME

CRONUS USA, Inc.

Business Assistance
Top Five Customers by Sales Value
Al Oaher Customens

Trey Researnch

Alpine Ski House

$49,422

~= Litware, Inc.

Sales This Manth

OMGOING SALES

Coha Winery

Favorite Accounts

Account Mo, v Mame v Balance v

10100 ***  Checking account 1,63840
PAYMENTS INCOMING DOCS

10200 "t Saving account 0.00

10300 ** Petty Cash 96,549.23

10400 ** Accounts Receivable 78,249.82

Get an end-to-end view
of your business

CRONUS Finance Cash Management Sales Purchasing Approvals Self-Service Setup & Extensions >

Q

Customers Vendors Items Bank Accounts  Chart of Account

Picture v
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Business Assistance

Aged Inventory | View by Month Top Five Customers by Sales Value

Sk

- Alpine St Hous
‘ — Liware, in
15k

Coho Winery Forecast v
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Sales Pipeline Cash Flow Forecast 0
DEFAULT | Combined | First Entry Date | Month | Account No.

08 UQUID FUNDS Il PAYABLES Il PURCHASE ORDERS RECEIVABLES
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Presentatios

SALFS ORDERS TAX Total -20 I I I

-60
06/25/18 08/25/18 10/25/18
- R o 07/25/18 09/25/18 11/25/18
Apr 2018 May 2018 jun 2018
Updated 06/24/18 Update Successful

Sell smarter and improve
customer service

Guide employees to
optimal outcomes




Contextual Insights
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4. Mistakes to Avoid!
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Avoid these Mistakes!

1. Not fully understanding current data
2. Not integrating marketing fully into the business (transparency)

3. Not identifying what works
4. Not experimenting across multiple mediums
5. Not establishing and measuring to KPI's frequently
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Thank You!



