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timetradeX®
Agenda

® Housekeeping

® Slides available after the presentation at:
www.timetrade.com/Resources

® Customer Convenience is Good Business

® Updating an Existing Appointment System
to Enhance the Customer Experience

® Drive Revenue and Loyalty with Web -based
Scheduling

® Conclusions and Q&A
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Customer Convenience Is Just
Plain Good Business!

Presented by Ronni Marshak, Sr VP and Sr Consultant June 12, 2008
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Customer Acquisition Is Expensive

® 80% of your sales come from 20% of your
customers.

® Acquiring new customers can cost five times
more than satisfying and retaining current
customers.

® A 2% increase in customer retention has the
same effect on profits as cutting costs by
10%.

Source: "Leading on the Edge of Chaos", Emmett C. Murphy and Mark A. Murphy
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timetradeX®

Customer Acquisition Is Expensive

® The average company loses 10% of its
customers each year.

® Ab5% reduction in customer defection rate
can increase profitsby 25  -125%, depending
on the industry.

® The customer profitability rate tends to
iIncrease over the life of a retained customer.

Source: "Leading on the Edge of Chaos", Emmett C. Murphy and Mark A. Murphy
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timetradeX>
Customers Are Fickle

® Unlimited choices via the Internet
® Electronic transfer of relevant information

® What keeps customers loyal:
® Good products
® Good prices
® (Good customer experience!

® 80% of companies believe they deliver a superior

customer experience; only 8% of their customers
ag ree . Bane and Company
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timetradeX®
Dissatisfied Customers Will

Leave You In a Heartbeat

® Poor customer service causes nearly half of
consumers in the United States and United
Kingdom to switch at least one service provider
each year. Accenture

® F[orevery one customer that complains there are at
least 25 who do not.

® A satisfied customer tells 5 people; a dissatisfied
customer tells 20. Using online forums, dissatisfied
customers can now tell thousands at once.

® 91% of dissatisfied customers never purchase
goods or services from the company again.
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timetrade™
What Keeps Customers Satisfied?

e ®
“ﬁ
I

"Convenience" now contributes 18% to product
and service adoption, loyalty, and profitability.

The WiseMarketeer

Knowledgeable and
Avallable Staff

Friendly People
Good Value
Convenience
A Fast Finish
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Make It Convenient to Do timetrade®
Business with You

® Self-Service is key
® Shopping
® Product Research
e Ordering

® Customer service

® Self-service is becoming a standard way of dealing
with customers.

® Some firms achieve ROI of nearly 1,000 percent

by implementing self -service offerings Nucleus Research
on the Web.
® Missing in most self -service convenience offerings
@pat'fcmglﬂﬂgr gltieconvenlent to negotiate time |
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. . timetradeX
Time Is a Precious Resource

® |tis Perishable
e |t Cannot be Replaced

® Time is Money!
® People
® Space
® Equipment

® There is Never Enough of It
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The Time Negotiation Game: timetradeX™
Wasting Time Scheduling Time

® Firstmove:

@ you call (or email) asking for or offering an
appoi ntment é

® Second move:

e the provider/client responds asking when
you are availabl eé

® Third move:
e you respond with some av

® Fourthmove:

® Provider/client suggests a time that works
for both of youé

e Fifth move:

e you accept the timeeéethe
renegotiate and start all over again!
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Money Down the Drain timetrade.”

® When the product that you sell is Time, the time
negotiation game Iis very expensive!
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timetrade®
Making a Schedule Work for You

® The Service Provider/Professional Scenario:

Nl want a steady stre
to fill my work schedule without
having to spend a lot of time
firl1 11 ng the schedu
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timetrade®
Making a Schedule Work for You

® The Resource Provider Scenario:

Nl want to maxi mi ze
use of my resources without
wasting a lot of time and effort on
scheduling. o
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timetradeX®

Making a Schedule Work for You

® The Professional/Resource Team Scenario:

Nl want to schedul e
people, right equipment, and right
location for the customer quickly

and easily, based on situation
requi rements. o
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timetrade®
Making a Schedule Work for You

® MOST IMPORTANT! The Customer Scenario:

Nl want to schedul
appointment quickly, at my
convenience (e.g., at midnight),
for a convenient tim
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timetradeX®

Making Scheduling Information
Transparent to All Parties

® Living by and for the Schedule
® Accurate
® Up-to-date
® Always available

® Both your own schedule
and schedules of
colleagues/resources
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Making Scheduling Information timetradeX
Transparent to All Parties

® Making Schedules Visible
® To colleagues

® To administrators
® To CUSTOMERS

®
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timetradeX®

The Conseguences of Losing the
Time Negotiation Game

® Lost opportunity
® Money down the drain

® Severely compromised
customer relationships!
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The Key to Winning the Game?

e Offer customer convenience via self
® Value the precious resource of time

® Understand the scenarios of service
providers, resource providers, and
customers

® Provide transparent access to
scheduling information

® Make it EASY for everyone
toplay T and to get what
they want!

@Patric_ia Seybold Group
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PHOTO & PORTRAIT

Updating an Existing
Appointment System to Enhance
the Customer Experience

Presented by Bryan Engblom, General Manager June 12, 2008
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m [ PHOTO & PORTRAIT ]

Proex Photo & Portrait operates 20 portrait studios in the
Twin Cities since 1987.

Proex joined the Ritz Camera family in 2001.
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