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Speakers

Featured Speakers:

Doug Fleener, President & Managing Partner, 

Dynamic Experiences Group

Todd Haggerty, Manager of Store & HR 

Systems, Davidôs Bridal

Moderator:

Ed Mallen, CEO, TimeTrade Systems

http://images.search.yahoo.com/search/images/view?back=http%3A%2F%2Fimages.search.yahoo.com%2Fsearch%2Fimages%3Fp%3Demc%2Blogo%26ei%3DUTF-8%26fr%3Dyie7c%26x%3Dwrt%26js%3D1%26ni%3D21&w=200&h=150&imgurl=www.tecnologia.com.pe%2Fseguridad%2FEMC_logo.gif&rurl=http%3A%2F%2Fwww.tecnologia.com.pe%2Fseguridad&size=5.7kB&name=EMC_logo.gif&p=emc+logo&type=gif&no=8&tt=2,178&oid=22b7196b78650298&ei=UTF-8


TimeTrade Systems, Inc.   |   100 Crosby Drive  Bedford, Massachusetts  01730   |   www.timetrade.com |   April 17, 2008                         CONFIDENTIAL  3

Agenda

Housekeeping

Slides available after the presentation at: 
www.timetrade.com/resources/webcasts/retail - 0408.asp

Improving Customer Experience to Improve 
Business 

Bringing Web -based Appointment Scheduling to   

In -Store Services

Drive Revenue and Loyalty with Web -based 

Scheduling

Conclusions and Q&A
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Polling Question 1

What type of retailer are you?

A. Big Box

B. Small Box

C. Franchise

D. Large Specialty

E. Small/Medium Specialty

F. Other
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Improving Customer Experience 

to Improve Business

Doug Fleener, President & Managing Partner

http://www.youtube.com/
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Current Retail Headlines

Retailers' Struggles Mean Lean Times 

at the Mall Wall Street Journal - April 9, 2008

Bernanke Says the Word: óRecessionô 

May Be Near Wall Street Journal - April 3, 2008

Williams -Sonoma Profit Rises, But 

Outlook Cautious 
Reuters - March 27, 2008
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Retail Headlines

ñé. not get caught up in chasing revenue, because 
long - term value for the shareholder can only 

be achieved if you create long - term value for 
the customer and your people .ò

Howard Schultz

Chairman and CEO
Starbucks
Time - April 7, 2008
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Customer Experience

Definition:

The perceptions, 

emotions, actions and 

reactions a customer has 

while interacting with a 

retailerôs environment, 
products, and employees
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Experience vs. Service

Customer Service

ñWhat we do.ò

Customer Experience

ñWhat the customer thinks about 
what we do.ò
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What Customers Want

Customers Say Good Service is More Than a Smile

BIGresearch - February 2007

A 2007 study by BIGresearch Survey confirmed that good

customer service is what most loyal consumers expect. 

Top Five Elements for Best Customer Service

1. Always Helpful (35%)

2. Available Staff (18%)

3. Fair Return Policy (14%)

4. Good Communication (12%)

5. Friendly Staff (12%)
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What Customers Want

ñThey want the right product

free of defect:

V When they want it

V How they want it

VIn an environment of caring.ò

Dr. Joseph Michelli
Author of The Starbucks Experience
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Polling Question 2 

Do you currently schedule retail services and, 

if so, how? (Choose all that apply)

No, we do not schedule retail services

Yes, we schedule services manually

Yes, we schedule services using a call center

Yes, we schedule services using IVR

Yes, we schedule services using the web

Yes, we schedule services using all of the above
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What Customers Get

Customer Dissatisfaction Study

In 2007 The Verde Group and 

The Jay Baker Retailing 

Initiative at Wharton surveyed 

2,200 American shoppers to 

better understand the impact 

of Sales Associate interactions 

on shopper loyalty and value.
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What Customers Get

58% of all shoppers experience at least one problem in any given 
shopping visit

Of the top ten most bothersome problems for shoppers, nine involve 
the staff  

When problems occur, they occur in clusters.  A shopper who 
encounters a problem will most likely average almost 4 problems in 
that shopping trip

The younger the shopper, the more likely they are to have a 
problem. 

68% of  shoppers between the ages of 18 - 44

54% of  shoppers between the ages of 45 - 54

50% of  shoppers between the ages of 55 - 64

41% of  shoppers over the age of 65

Customer Dissatisfaction Study

The Verde Group & Wharton Business School
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What Customers Get

Top 5 Problem Statements
Really Bothered (Me) 

Not Likely Go Back 

to Store

Sales Associate (SA) had óthatôs not my departmentô 

attitude
32%

Could not find anyone when needed help 31%

SA followed, pestered when you wanted to browse on 

own
30%

SA acted like you were intruding on their 

time/conversations
29%

SA insensitive to long check-out lines 27%

Customer Dissatisfaction Study

The Verde Group & Wharton Business School
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Impact on Loyalty

Sales Associate problems are nearly 50% more 
damaging to shopper loyalty than are store 
problems 

Loyalty risk is greatest when shoppers need but 
cannot find a Sales Associate

Inattentiveness to long check -out lines and being 
ignored by a Sales Associate also account for 
significant loyalty loss

Customer Dissatisfaction Study

The Verde Group & Wharton Business School
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Impact on Advocacy

79% of the customers that had a problem will not recommend 
the store to others

13% of the customers that did not not have a problem would 
not recommend the store to others.

Inattentiveness to long check -out lines is the single largest 
driver of negative word -of -mouth 

Sales Associate problems drive 50% more negative word -of -
mouth than do store problems

Decreased advocacy results in lost business

Customer Dissatisfaction Study

The Verde Group & Wharton Business School
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ñé.. long -term value for the shareholder can 
only be achieved if you create long -term value 

for the customer and your people. ò

ñCustomers want the right product free of 
defect when they want it, how they want it, in 

an environment of caring.ò
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Creating More Memorable and 

Effective Customer Experiences

Offer more personalized in - store and/or 

in -home services.

Å One-on-one consultative selling, design, 

and fitting/installation

Å Expertise accessibility (Genius Bar 

approach) 

Å Mobile services

Å Workshops and classes

Å Segmented customer events
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Creating More Memorable and 

Effective Customer Experiences

1. Offer more personalized in - store and/or 

in -home services.

2. Develop and execute a systematic 

approach to the customer experience. 

3. Designate dedicated staff members to 

engage customers and facilitate their 

experience.

4. Reduce wait times at primary points of 

engagement.
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Drive More Business with Personalized 
In -Store Services and Web Technology
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