TEAM HALDO

EXFERIENCE THE REVOLUTIOM.

THE NEW CUSTOMER RETENTION PROGRAM

| can’t promise you that every marketing message will hit a homerun — but | can guarantee you that if you use the magic
key, your business will have an exponentially greater shot at success in any economy.

The magic key? It’s customer retention.

Existing relationships can be leveraged through social media to shorten the sales cycle and create new customer
relationships through word of mouth in a way never before possible. Word of mouth has always been the most effective
marketing in the world: now it’s on steroids and it’s power can be harnessed.

And if the short term benefits weren’t enough: think about the lifetime value of the customer.
One S50 sale per month x 12 months per year x 5 years = $3000

About Customers

1. Customers demand respect.
Customers will not tolerate interruption marketing and billboard style messages any longer. Traditional media
and their related “traditional messages” are dead in the water and they will prove increasingly ineffective in the
weeks and months to come. This will be the year that traditional marketing messages backfire. Instead, look for
ways to show your customers a little R-E-S-P-E-C-T.

2. Customers want to do business with people they trust.

3. Customers have a voice.
Customers already have a voice. They didn’t need your permission to get it. They’re already talking about you.
Gone are the days when standard marketing rules applied: For every one complaint you hear, there are 40 you
don’t hear. In today’s marketplace, you can hear a LOT of them — the problem is, so can several hundred (or
thousands) of the other customers out there.

4. Customers really do want to be loyal.
But the relationship must be mutually beneficial. They expect that you will value them in return. Show your
customers how much you love them. Help give them infinite reasons to remain loyal and to remember you for
their every need.
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HOW DO WE RETAIN CUSTOMERS?

Here are a few ideas. This isn’t an exhaustive list. Please share YOUR ideas with me at www.facebook.com/teamhalo.
We'll talk about it.

1. Monitor and closely manage your customer experience for consistency. This is the experience a customer has
when you answer the phone, when they walk through your door, when they place an on-line order, etc. Make
sure that time after time after time, the experience is consistent.

2. Keep customers in the loop. (See e-mail newsletter archive from September 15, 2009 for more on this.
www.halobusiness.com/wp-site/newsletter-archives/.)

3. Be where your customers are. On-line and off-line, be a real person and be involved in the things they care
about. Don’t be present with your back to the crowd either —it’s rude.

4. Market in the currency you have.

5. Create special offers only on Twitter or Facebook.

6. Use e-mail marketing — but use it to provide insider information, build relationships, inform and education — not
push a billboard-style message to your customer.

7. Create a customer advisory council.

WARNING

Avoid customer loyalty “systems.” They are old school and reek of gimmicky, traditional marketing.

Instead, focus on the pursuit of REAL relationships and leveraging new tools to develop more of those “real”
relationships than ever before possible. Focus on giving — knowing that it will return to you abundantly.

Today’s Customer Retention Program looks like the STRATEGIC use of Facebook Fan lists and Twitter followers. It’s
e-mail marketing campaigns and blog comments. It’s intimate, niche special events and random acts of kindness.
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TEAM HALDO

EXFERIENCE THE REVOLUTIOM.

LEVERAGE FOR SUCCESS

Recently, after spending the weekend talking to other business owners, social media folks and marketing leaders in
different industries, | visited a client’s restaurant for a very late lunch on Monday. It was perfect timing. As it happened,
we ran into the bakery manager who was testing out some new treats, and she let us taste a new chocolate concoction.
The dessert she was letting the staff (and lucky bystanders and restaurant consultants) taste was great, and the
experience of testing something as it was created and developed was amazing—especially something for the bakery case!

But even better than the dessert was the reminder of a concept businesses often forget to use. To be successful, we
must LEVERAGE.

What does LEVERAGING mean?

One can be over-leveraged financially, and that’s not a good thing. But in this case, I'm referring to “leverage” as the
ability to move faster or grow more quickly or make sales more efficiently by spending in the currency you have. In every
business there is something — whether intellectual property, food, room nights, beverages, event tickets, etc. — that are
worth more outside of your business than within.

Leveraging Food Costs in the Restaurant Biz

For a restaurant, that means spending in food whenever possible. Instead of spending $1400 for a magazine ad where
ROI is difficult to measure, why not spend $100 in food costs to reach a specific target customer group? Not only do you
spend less in overall dollars, but you may be simply using food costs that would have been wasted anyway since food
waste is a very real portion of any restaurant’s overall budget.

With that in mind, what if you took excess cookie samples to the law office around the corner or gave away one free
pastry tray a week to a deserving office in your neighborhood. What if you gave away a free appetizer through a daily
drawing or simply offered dessert samples throughout the lunch and dinner hours to existing guests as leverage to make
the upsell?

Recently, one of our restaurant clients ran a last-second Twitter promotion targeting college students. To help spread
the word quickly, we offered a free pizza for the first person to re-tweet the message. It turned out that two tweets
basically tied due to a technological blip, so we gave away two free pizzas instead. Let’s assume that the pizzas hold
about $4 in actual food costs (not counting wait staff, business overhead, etc. when considered as a menu item). In this
case, the folks who won the free pizzas brought in groups of 6 and 12 respectively leading to a direct ROI of more than
$200 in additional sales on our $8 in leveraged food costs. This doesn’t even count the other sales they helped generate
through their social media participation.
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Other Ways to Leverage in Business

Business owners can leverage any asset that is of more value outside the business than within. This means your time,
expertise, food costs, employees’ time and skills, etc. are all fair game. | believe that, as business owners, one of the
most critical things we can do is to leverage our time. As an example, | use social media to convert more clients and
maintain a much larger network reach than | could have imagined five years ago before Facebook and Twitter.

Marianna and | leverage our time to create opportunity for you. An airplane ride like this one (I am currently flying back
from Florida) is filled with getting blogs written, e-mails returned and photos cropped, edited and tagged — tasks that
don’t require the Internet. It’s amazing the things we can do when we steal time from a wasted time category and turn it
into profitable activity.

It's great how the little moments that were formerly wasted, can be used profitably, but that also means that as
business owners, we must make a real point to relax and turn off sometimes. Some of you know that | can’t seem to free
myself from my cell phone at any given time, but we all know there’s a time for disconnecting and turning it all off.

| took a little vacation this month, where you weren’t able to get me by phone, email, Facebook, or Twitter... | leveraged
that time to recharge, stop thinking about old work, spend time with my family, clear my brain, eat some good food, and
return—and turn back on!-ready to find opportunities for new work!

How can you use the concept of “leveraging” to improve your business today?
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