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New ldeas to Deliver a
Mind-Blowing Customer
Experience

Michael & Leslie Faltin
Instrumental Music Center, Tucson, Arizona



Welcome to the
EXperience

Economy
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Your customer’s experience Is
the only chance you have to
differentiate yourself from your
competition.



In today’s world, sl
people aren't just L
choosing travel o
(experience) over f ;
goods... they are ,,,4 SR
choosing vacation =
spots based upon
potential social media
likes’.

(ScienceDirect.com)
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The Best
Sandwich in the
world, at an
adorable, historic

outdoor market in
Paris France
Experiences

Sandwich
Services

Milk and Meat
Commodities

Cheese and e
) Lunch Meat e

Pricing
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Think about yourbad experiences...

| Restaurant you will never try again.

| Ever been treated poorly by an airline?

| Ever tried to cancel your cable/phone company?

| Had aline of credit ‘called in’ by your bank?

When you think of these things... do you want to try
that company again?

| don't...



Grow Your Business

Think about yourgood 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...






o0

N
A

)
%)
)

=
%)
=

oM
-
3
>
=
(@)
S




< £ Grow Your Business

a EXperiences matter more than ever

d Customers will pay a premium and
seek you out for a great experience

4 It's difficult to get personal
experiences online
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Your store is a stage for the experience.

u
u
u

1 Tell your customers they are in the right place.

t must be an inspiring place to be
Jse price tags - (almost) nobody likes haggling

Have the right stuff, get rid of the wrong stuft



O Tell your customers they are
in the right place.

S8,
46%
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Great
Music

|_ Starts
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O It must be an
inspiring place
to be




O Use price tags - (almost) nobody likes
haggling

Who would choose to:

*ask how much something is
*get the hardsell

edicker for a better price
*walk out

*then get called again and
again....

Conflict avoidance is common.
The internet is no conflict... and
that’s your competitor




 Have the right stuff, get rid of the
wrong stuff

“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
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Your staff is your Cast

 Hire for personality

1 Sales are a byproduct of relationships
1 Training, training, training

ANo commission... culture of helping

J Happy staff creates happy customers
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1 Sales come from Relationships

IMC Statement of Philosophy

Sales are a by-product of developing
meaningful relationships with our
customers. Itis our goal to educate
and prepare ourselves so that we can
serve the needs of our patrons beyond
\their expectations.

# Customers are greeted appropriately upon
entering.

# We strive to find ways fo interact with the
customer in a non-aggressive manner

# Determine and achieve the “Next Step” in
satisfying the customer

# Use the business cards. We have blank ones
in case you run out or don't have any.

# Bid the customer farewell upon their
departure

The music business, and especially OQUR music
business is built upon “Relationship Selling”. We
rely on referrals and “word of mouth” advertising.
This only succeeds when we treat our customers
well, with honesty, integrity and knowledge.

This combined with superior sales skills will
make our store grow and continue to be an

exciting place to be. Individual excellence will
also be rewarded with appropriate pay levels.

Simply put, we should:

2 Greet the customer

£ Ask how we can help/ Determine the
customers needs.

£ Answer the questions/ Find the products
£ Show additional products to educate/
plant seeds for future purchases

£ Complete the transaction? Offer a
business card

£ Bid a temporary farewell

Initial greeting of customers:

In following that “the relationship with the
customer is more important than the sale”, we
greet our customers with a more personal
greeting. Some good examples are:

Hi folks, how are you doing today?

That's got to be the biggest cowboy hat I've ever
seen!

What a pretty baby!!

Looks [like you guys just beat the rain.




2017 IMC All Staff Training Schedule

EI Tralnlng, tralnlnﬁi tralnlng Date Main Topic

- - 3-Jan NAMM Plan - Give Categories
~ NoTraining - NAMMIIIE
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
Folk Instrument Training - Tuning/Chords/Basic
26-Sep Varieties
10-Oct Computer Search
24-Oct Repairs?
7-Nov Amp Training!!! - Prep for Nov.

21-Nov Rummage! NAMM! Sales-Holiday Buyers




U All the training

Guild of American Luthiers \\
THE AIMsi ACCOUNTING & 22nd Convention/Exhibition

TECHNOLOGY WORKSHOP July 19-23, 2017

Tacoma, Washington
Pacific Lutheran University



J No commission...a culture of helping

Wﬁ’ NO ATTACK ZONE!

No High Pressure Sales!

Please browse worry free.
We’re here to help only when you’re ready.
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Don't let little stuff get in the way of the
customer’s great experience...

d Let the phone go

J Make things simple

1 Rock special orders

1 Empathy is valued more than ever




J Let the phone go

You’re not my BTN
number 1,

YOU ARE . ' .
e Most | oullalways be myFirst

VOURG-R VAl  weoran  priority. No matter what.
only one. PERSON IN |

MY LIFE




 Make things easy for your staff




J Rock special orders

ﬁ' Instrumental Music Center, Tucson

IMC was chosen to help with a very special order. ,
C fa—u1_1r"|' timpani to honor his son, Trevor, who ;

30k donation will be on it's way to Corona de E—._' —|||| N ‘:-l_l'll_l_ll |"::'.I'E
T|n:::'-;|_:-r was a student.




J Empathy is valued more than ever

See things from the
customer’s
perspective.

What needs do they
have that they may not
even realize?
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Show your Guests a good time

 Selling happiness

d They're talking to me now!

d Give advice, recommendations

d Celebrate with them... make it memorable




IMC sells

happiness

 Selling happiness

WE DON'T SELL GUITARS

o L
'.,-”\-. . ud ' ol
) Fig wmN ; 4‘ 1:& & ¥
. ) . . 1,74
11 BN § N4 g 1| ) SR
OF PLAYING THE GUITAR *
imgfip.com : A TR =SS, S :




2018 IMC Monthly Sales & Events dThey’re talking to

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 g
April "Acoustic Gtr Month" Rummage Sale L/ oA
Guitar Roadshow?? . Op oI yER
Graduate to Yamaha N —
May "May Brass Month" " Roadshont? ®
June "Woodwind Month" Clarinet Roadshow?
July "Drum Set/ Head Month"
August "Amp/Pro Audio Month"
September "Keyboard Month"
October "Repair Month" Halloween Costume
Step Up To Yamaha Q4
November "Folk Month" Rummage Sale Black Friday 2018
December "Sheet Music Month"




U Give advice,
recommendations
... you are their BFF

LAUGH
TACTICS §

The Charisma Myth

MASTER CONVERSATIONAL
HUMOR AND BE
FUNNY ON COMMARD



ﬁ Instrumental Music Center, Tucson

This 3 year old fan of marching bands wanted
nothing more than to be a drum major and play the
tuba this Hall n. Our crafty staff was able t
complete her dream with this awesome custom
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Make it personal, unique experiences for unique
customers

d Emails... ditch the form letters
J Thank you notes
d Shipping items... it’s the little things




Gregg Frey
Assistant Manager

Gregg@imc-az.com

J Email... ditch the S5,

Mu51c Center

[}
East Tucson North Tucson InstrumentalMusicAZ.com
520-733-7334 520-408-8003
X X Speedway & Kolb Wetmore & First

#\ Boomerang for Gmail - Schedule your Messages

p e rs O n a I Boomerang this message | if | don't hear back v | in 2 days

5 older messages

[ enitip Dunitz 9:51 AM

From the MOP "b. If delinguent amount was due within 7 days, change this the zero."

ASume, Phillip Dunitz
You made a great choice! SN Office Manager
We'll make sure you're satisfied with your decision by Music Cent‘e; orders@imc-az.com
¢ PUtting you first East Tucson North Tucson InstrumentalMusicAZ.com

520-733-7334 520-408-8003

* Doing the right thing Speedway & Kolb  Wetmore & First

* Exceeding expectations

We call it the Sweetwater Difference,
and we think you'll like it.

(800) 222-4700

/" Boomerang for Gmail - Schedule your Messages

Boomerang this message | if | don't hear back v | in 2 days Schedule

(260) 432-8176



J Thank
you cards
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U Shipping items? Don’t forget the little
things

Monique Gagnoen

AN\ \ X LDay \ N
Hi Monique! Hapey |
|
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| love instumental music store. As a former guitar center
customer. I've found the staff to be very inviteing and friendly where as

H OW d O yO u kn OW yo u ’ re d el ive ri n g a guitar centers we cold and played a numbers game with me. I'll never shop
memorable experience?

at guitar center again after shopping and perchasing a peace drum set
there. Joshua the assistant manager was very friendly to me. Not judging
me and didn't know of my experiences in the LA music scene. I'm no
saying I'm this or that because humility is key to success | believe. Trust
me I've tried both ways and found humility more rewarding. Mobody's likes
a bragert. Thanks Josh for helping me find my way. Sincerely John
Dussault.

&, REPLY

Anthony Aros

Excellent ukulele selection, great staff

Eric Mulkey

I came here a couple months ago to pick up some drum
heads and things for my kit and was greeted and helped by the most
enthusiastic crew ever. Like, EVERYONE who worked there seemed to have
a super positive attitude. It was something else! It was a good enough
experience for me that when I need more drum gear I'll make a special trip
from Bisbee just to go there.

[

Awesome place, never played an instrument, | know
nothing about music, staff helped me acquire begginer books, had an
awesome attidute and one employee gave me his personal number to ask
questions. Ill be coming here for anything | need




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

at 7:15pm that he needed a recorder for school tomorrow.

() Comment A~ Share

@ Mik White Great service at that place. | use them all the fime.

i

Thank you so much to the nice folks at Instrumental Music Center
Tucson for keeping the doors open for me when my kiddo reminded me

trumental Music Center, Tucson, Jenna Gromley and 12 others

A e | have gotien the n e anquar
mer f OV nstru tal sut I'm prett
ur ere, and | just war tha e were in the
3 ght, th pr ¢ I on's
a e est 10 learn saxaphone eve me | g« hat
I me! N S aly eous smiing
I ur s S genu ated a u feel like
don't nan youna an
0 thank you | eiped us before. And everyone is aiways
SIAST WOu h ot
r~ "—‘ | 1 ]- ?" ‘V
' Ins e Ve ( e I hapg
g S ew




More Wow'ed customers = More sales

Sales by Quarter

Q12010Q32010Q1 2011 Q32011 Q12012Q32012 Q12013 Q32013 Q1 2014Q32 2014 Q1 2015 Q3 2015 Q1 2016 Q3 2016 Q1 2017 Q3 2017
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This is the
EXperience
ECOnOmy
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Michael & Leslie
Faltin
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