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[’ | I'll share my top 5 list of
L simple low-cost tactics
[fmd to grow your business
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engaging retaining
the market customers
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engaging the market: MEDIA

“pitch before you pay” K”L
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Share the Music Share the Fun!
Refer a Friend ang You'll Both Saye $50 on Tuition

If your child enjoys Wheaton Yamaha Music School, spread the Joy — invite friends and relatives to enroll, When they join
adass orsign up fnrpmrerasons‘ €ach of you will save $50 on tuition ~ and yoy )1 help bring music ang fun into someone’s
life. Simply fillin the "Aboyt You" information belawandaskyour friend to complete their section andhand in the card at
menmeulenmdlment. Theres no limit to the amount of people you can refer, just fill gut 2 Separate card for each one,

v

About You

Your Kame Your Child's Name
M,E@_,,_‘_,,_‘_,I_,ﬁ,,m_, —_

J, AhoutﬂmFri!M'!w'rlRtﬁning .b
Pasent Name Child's Name J’
Email Address — S __ Phone —— ——
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engaging the market: COMMUNITY PARTNERSHIPS

M YMCA

BOYS & GIRLS CLUB

GIRL / BOY SCOUTS

CITY SPORTS PROGRAMS

GYMNASICS ACADEMY

ART FRANCHISE

PARKS & REC DEPT

COMMUNITY CENTERS

HOME SCHOOL

AFTER SCHOOL TUTORING
LITTLE GYM

MARTIAL ARTS

BOYS & GIRLS CLUB

GIRL / BOY SCOUTS
SPA/FITNESS GYMS
DANCE SCHOOL
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engaging your customers: PERCEPTION

b The customer’s perception
18 your reality b

Kate Zabriskie
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engaging your customers: OTHER MARKET
CHOICES

COMPETITOR STRENGTH WEAKNESS DIFFERENTIATION
COMPETITOR 1

COMPETITOR 2

COMPETITOR 3

COMPETITOR 4

COMPETITOR 5
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engaging your customers: SALES SYS

what do

you solve?

Childs Name & Date of Birth

Childs 8gender (circle one): M f

Your education js important to us. Please tel] ys which goals are
important to you:

- Develop pmficiency On an instrument

— Build confidence through pubjc performance

- Pam‘cipate inasmal] 8roup experience

— Improve Communicatjop skills

—— Have fup with music

— Acquire 3 better sense of self—expression and Creativity
—— Improve focus

—— Gainan appreciation for music

—— Enhance cognitive abilities

Thank You for taking 3 moment to share yoyr 80al. Now Jets find
the Yamaha Music Program that js right for you.
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retaining your customers: PERCEPTION

How do customers see us

CUSTOMER
SURVEY
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retaining your customers: PERCEPTION

CUSTOMER SURVEYS

what questions would you ask?
to whom?
when?
how?
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retaining your customers: PERCEPTION

USING ANET PROMOTER SCORE

“On a scale of 1-10 (highest), how likely
are to promote our business to a friend?”

0-6 are DETRACTORS
[ or 8 are PASSIVES
O or 10 are PROMOTERS
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retaining your customers: PERCEPTION

e Subtract % of Detractors
from the % of Promoters

Passives count towards the total number of respondents,

but do not directly affect the overall net score
e e —

EX: 100 SURVEYED
RESULTS = 5%, 15%, 80%
NPS =75
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retaining your customers: PERCEPTION

THE ECONOMICS OF GREAT EXPERIENCzEg(

Annual Revenue per Customer

1-3 4-6 7 8 9 10
Customer Experience Net Promoter Score

Source: Medallia research, “The Value of Customer Experience Quantified.” Harvard Business Review 2014
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retaining your customers: BUILDING THE ORGANIZATION TEAM
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retaining your customers: BUILDING THE ORGANIZATION TEAM

...the right
people in the
right role...

DIRECTOR

EDUCATION
MGR

OFFICE
MGR

INSTRUCTORS

ENROLLMENT
COORD

FRONT DESK
COORD
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what do you think...
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