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“As services/goods… 
increasingly become 
commoditized…experiences 
have emerged as the next step 
in what we call the progression 
of economic value.”







In 2017 … 

people aren’t just 
choosing travel 
(experience) over 
goods … they are 
even choosing 
vacation spots based 
upon potential social 
media ‘likes’.  
(ScienceDirect.com)



Think about your bad experiences …
↓ Restaurant you will never try again.
↓ Ever been treated poorly by an airline?
↓ Ever tried to cancel your cable/phone company?
↓ Had a line of credit ‘called in’ by your bank?
When you think of these things … do you want to 

try that company again?
I don’t … 



Think about your good experiences …
 Your favorite ‘date night’ restaurant.
 That vacation spot that you like to reminisce about.
 Your favorite clothing store, where you can always find 

something cool.
 Your favorite market.
For me, it’s Mesquite Valley Growers …







 Experiences matter more than ever
 Customers will pay a premium and 

seek you out for a great experience
 It’s difficult to get personal 

experiences online



Your store is a stage for the experience. 
 Tell your customers they are in the right place.
 It must be an inspiring place to be.
 Use price tags - (almost) nobody likes 

haggling.
 Have the right stuff, get rid of the wrong stuff.



 Tell your customers they are 
in the right place.



 It must be an 
inspiring place 
to be.



Many would rather text or 
swipe than talk. Conflict 
avoidance is a new norm …

Would they choose to ask how 
much something is, get the 
hard sell, dicker for a better 
price, walk out, get called again 
and again …

OR‐ just buy it on the internet 
knowing if they didn’t like it, 
they could just send it back?

 Use price tags ‐ (almost) nobody likes 
haggling.



“If you’ve had it in 
your store a year, 
you’ve already lost as 
much as it originally 
cost you … so get rid 
of it at any price”
Alan Friedman, FKCO 
Accounting

 Have the right stuff, get rid of the 
wrong stuff.



Your staff is your Cast
 Hire for personality.
 Training, training, training.
 No commission … culture of helping.
 Give them a reason to choose your store.



Hire for personality.



2017 IMC All Staff Training Schedule
Date Main Topic
3-Jan NAMM Plan - Give Categories
17-Jan No Training - NAMM!!!!!!!!!
31-Jan NAMM Recap Training
14-Feb Look at New Shop! Take Staff Over.
28-Feb Sales Training w/ Faltin
14-Mar Woodwind Mouthpiece Training - Keeling
28-Mar Contact Management - What is it?!
11-Apr Keyboard Training - Brian/Keeling
25-Apr Brass Mouthpiece Training - Varney
9-May Yamaha Woodwind Training

19-May Maple Leaf String Training
23-May Woodwind Training - Keeling/Richard/Weiss
6-Jun Woodwind Sales Training - Keeling/Weiss

20-Jun Drumsets! Hardware! What is that?
18-Jul Rental Season - Leslie
1-Aug Rental Season - CFSD New Contracts?
29-Aug Rental Season Recap
12-Sep Electric Bass Training

26-Sep
Folk Instrument Training - Tuning/Chords/Basic 

Varieties
10-Oct Computer Search
24-Oct Repairs?
7-Nov Amp Training!!! - Prep for Nov.

21-Nov Rummage! NAMM! Sales-Holiday Buyers

 Training, training, training



 Training, training, training



 No commission … culture of helping.



 Give them a reason to choose your store.



 Give them a reason to choose your store.



Enable your Cast to help your Guests
 Let the phone go.
 Be an example.
 Make things simple.
 Set your staff up for success.



 Let the phone go.



 Be an example.



Make things simple.



 Set your staff up for success.



Show your Guests a good time
 Selling happiness.
 Rock special orders.
 Give advice, recommendations … you are 

their BFF.
 Celebrate with them … make it memorable.



 Selling happiness.



2018 IMC Monthly Sales & Events
Month Sale Title/Desc. Event Title/Desc. Event Date
January "Rental Special"

UA Clarinet Day 1‐14‐18 at UA

UA Oboe Day 1‐6‐18 at UA

February "Electric Bass/Guitar Month"
March "Orchestra Month" Tucson Fest of Books March 10‐11 2018

April "Acoustic Gtr Month" Rummage Sale April 6‐8, 2018

Guitar Roadshow??
Graduate to Yamaha Q2

May "May Brass Month" Mid-Low Brass 
Roadshow?

June "Woodwind Month" Clarinet Roadshow?

July "Drum Set/ Head Month"
August "Amp/Pro Audio Month"
September "Keyboard Month"
October "Repair Month" Halloween Costume 10/31/2017

Step Up To Yamaha Q4

November "Folk Month" Rummage Sale Black Friday 2018

December "Sheet Music Month"

 Selling happiness.



 Rock special orders.



 Give advice, 
recommendations 
… you are their 
BFF.



 Celebrate with them 
… make it memorable.



 Celebrate with them … make it memorable.



How do you know you’re delivering 
a memorable experience?



Wow’ed customers will make 
a special trip/effort to return 
to your store.

Wow’ed customers will 
recommend your store to 
others … leading to more 
customers that you can 
Wow.  



More Wow’ed customers = More sales






