




Creating 
raving 

fans 



It’s about creating 
a love affair… 



Doesn’t 
happen 

by 
accident 



Or 
because 

you’re an 
angel 



Or your product  
is perfect 





What are the 
rules for 
winning the 
game? 





What  turns a customer into a fan? 



It’s personal.  It says something about me. 



It appeals to my interests 



Birds of a feather…. 



73% of consumer decisions are primarily influenced by word of mouth. 
McKinsey 2009 



90% of customers identify word of mouth as the best, most 
reliable and trustworthy source about ideas and information 

on products and services.  
NOP World 



Not everyone wants to be a fan 



Chart by Kathy Sierra 



Not being brave enough to really brand 



Can’t have one emotion without its opposite 



The net method of marketing 



The spear fishing method of marketing 



Would they show up? 



How would you sell these shoes? 



How would you sell to each of these women? 



Creating personas 











Features 

Advantages 

Benefits 



Features Advantages Benefits 

Facts…. Personalized facts… Emotions!!! 





Always ask…what am I selling? 



Features 

Advantages 

Benefits 





Not understanding social media 
isn’t acceptable any more 



More than 25% of search results 
on Google for the world’s 20 largest 
brands are links to consumer 
generated content. 

Source: Nielsen Buzz Metrics 



The number of text messages sent and received every  
day exceeds the population of the Earth. 



57% of adults are texting on a regular basis. 



63% of US adults have joined a social network, making it the 
number one platform for creating and sharing content  

(Pew Research, 2010) 



Facebook… 

More than 300 million users 

50% of users log on every day 

Fastest growing demographic is 55+ 

Biggest demographic is 35-44 



More than 50% of all C-level execs under 40  
use Twitter daily. 
(New Forbes/Google Report, 2009) 



More than 34% of adults who own cell phones use it  
to access the web every day. 

(PRC-Internet & American Life Project, 2010) 



So we need to be there, right? 



But  where? 



No wonder most businesses are afraid of the water! 



Read more 













The Geek Squad 





Google Alerts 





Other listening tools 



Are also content creation tools 



Let’s listen 





Marketing is like a New Year’s resolution 





Why drive to Cleveland without a map? 



Plan to be a boring drip 





8-13 times 
before they even 

notice you. 





Be a drip, not a downpour. 



Know where they hang out 



Surprise them! 



Let it be about them, not your product 



Make it easy to share 







3 key lessons to 
the art of woo 

An element of surprise… it’s 
all about them 

The more personal the better 

You have to know who they 
are to woo well 



An element of 
surprise…  it’s all 

about them 

Can’t be a bait and switch 

Can’t be insincere 

Doesn’t have to be big 



Bonus Bucks 



The Disney way 



The more personal 
the better 

Isn’t about having their name 
mail merged into a letter 

Takes a village to pull this off 

Will create staggering WOM! 



Handwritten wins the day 



They noticed I wasn’t there 



You have to know who 
they are to woo well 

It has to matter to them 

It makes it a real relationship 

A misstep will get noticed and 
talked about 



Could you help them meet their 
business goals? 



Later just won’t do 



Build the map 





"Too many people think only of 
their own profit. 

But business opportunity seldom 
knocks on the door of self-centered 

people. 

No customer ever goes to a store 
merely to please the storekeeper.” 
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