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Ly n n  S w i t a n o w s k i - B a r r e t t
P r e s i d e n t ,  C r e a t i v e  B u s i n e s s  C o n s u l t i n g  G r o u p

November 10, 2020

Creating Customer Experiences That 
WOW and WIN Big Sales!

Profit by Performing: 

Customers Have Changed; Do You Understand 
What Your Customers’ Value?

Does Your Floral Business Offer the Services 
YOUR CUSTOMERS Want? 
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Offer Services  That  Connect  With Customers  AND 
Separate Your Bus iness from Compet itors
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Today ’s “Successful”  Service Programs Are 
Centered Around Technology – Are You Ready? 

Let’s Start With A Quick Poll:  
H o w  M a n y  o f  t h e s e  D i g i t a l  M a r ket in g  To o l s  
D o  Yo u  U s e  To  C o n n e c t  W i t h  Yo u r  
C u s t o m e r s  o n  a  r e g u l a r  b a s i s ?  

• Fa c e b o o k  A d s  

• I n s t a g r a m  A d s

• L i v e  C h a t  V i a  S o c i a l  M e d i a  P l a t fo r m s  

• O n l i n e  R e v i e w  P l a t fo r m

• C u s t o m  M o b i l e  A p p  fo r  y o u r  B u s i n e s s  

• S e a r c h  M a r ke t i n g  ( i . e .  G o o g l e  A d s )  

• W e b s i t e  S e a r c h  E n g i n e  O p t i m i z a t io n   

• W e b s i t e  M a r ke t i n g  ( B a n n e r  A d s )

• L i v e  C h a t  V i a  W e b s i t e   

• M o b i l e  M a r ke t i n g  C a m p a i g n s

C h o o s e  O n e  O f  T h e  
F o l l owi n g:  

A) 0

B)1-3

C) 4 -6

D) 7 -10
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Connect With Your Customers WHERE THEY ARE
U s e  M o b i l e  M a r ke t i n g  C a m p a i g n s  

• D i g i t a l  O f f e r s / C o u p o n s  
• Te x t  E v e n t  R e m i n d e r s
• E n g a g i n g  S t o r e  A p p
• H o s t  V i r t u a l  A c t i v i t i e s

O f fe r  D i g i t a l  C o n n e c t i o n s  / U p d a t e s

• C r e a t e  P r o c e s s  To  A c q u i r e  O n l i n e  
R e v i e w s   

• L i v e  C h a t  V i a  S o c i a l  M e d i a  / G r o u p s

• U p l o a d  S t e a d y  S t r e a m  o f  V i d e o  
C o n t e n t  

I n - S t o r e  Te c h n o l o g y  S u p p o r t  

• W i - F i  O f fe r e d  I n  S t o r e

• D i g i t a l  S e l l i n g  To o l s

• D i g i t a l  V i s u a l  Te c h n o l o g y

“Delivery” Options: Offer Products/Services 
Out the Front Door AND the Back Door….

8

C o - Ma r ket i ng  O p p or tu ni t ie s

• C o l l a b o r a t e  W i t h  
C o m p l e m e n t a r y  L o c a l  
B u s i n e s s e s

• C r e a t e  C o - m a r ke t i n g  
O p p o r t u n i t i e s  F o r  B OT H  
B u s i n e s s e s  

• D a t e  P a c k a g e s  W i t h  A  L o c a l  
R e s t a u r a n t

• P o p - u p  S h o p  A t  G r o c e r y  
S t o r e s  T h a t  D o n ’ t  S e l l  

• A p p a r e l  S t o r e s  

• C o f fe e  S h o p s  

• N o n - c o m p e t i n g  G i f t  S t o r e s

Not Every Connection Has To Be In Person
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H o s t  V i r tu a l C l a s s e s

• S e l l  M a t e r i a l s  I n  A d v a n c e  
( C u r b s i d e  P i c k  u p  o r  F r e e  L o c a l  
D e l i v e r y  To  P a r t i c i p a n t s )

• U s e  Z o o m  o r  F B  G r o u p  To  H o s t  

• F o c u s  O n  A r r a n g e m e n t s  G e a r e d   
To  U p c o m i n g  H o l i d a y s  W h e r e  
Fa m i l y  G r o u p s  W i l l  B e  
S e p a r a t e d  

Idea: Create Non-Perishable Arrangements 
And Ship Materials To Out of Town Family So 
Their Tables Can Have The Same Arrangement 

• S h a r e  V i d e o s  O f  S e s s i o n s  O n  
S t o r e  P a g e s  W i t h  L i n k  t o  F u t u r e  
E v e n t  S i g n  u p s  

V i r tu al  F l o we r s

▪Se n d  F l o r a l  B o u q u e t s  
V i a  D i g i t a l  S t r e a m s  

▪T h e  E m o t i o n a l  
C o n n e c t i o n  C a n  B e  
Sh o w c a s e d  V i a  V i d e o

• Ta ke  V i d e o  O f  
C r e a t i o n

• Pe r s o n a l i ze  
Me s s a g e  F r o m  
Se n d e r  w i t h  V i d e o

• D el i v er  I n - Per s o n  
W h en  I t ’s  Sa fe

Not Every Connection Has To Be In Person

Additional Service Programs That Will Add Value  
FOR YOUR CUSTOMERS……..

➢Vu l nerab l e  S hopper  H o urs ➢Mobile or Pop-Up Shop

Additional Service Programs That Can Add Value  
FOR YOUR CUSTOMERS……..

➢ B O P I S  ( B uy O n l ine P i ck U p  I n  S t ore)  – C onv enience M a tt ers   
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You’re Just  Gett ing Started – More Engagement 
Wil l  Be Necessary To Connect  With Mil lennials

13
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M i l l e n n i a l s  A r e  C o m fo r t a b l e  U s i n g  
M u l t i p l e  C h a n n e l s  A n d  D e v i c e s  – A t  
T h e  S A M E  T I M E

• M i l l e n n i a l s  S w i t c h  B e t w e e n  
L a p t o p s ,  S m a r t p h o n e s ,  A n d  T V  O n  
A n  Av e r a g e  O f  2 7  T i m e s  P e r  H o u r.  

• R e t a i l e r s  M u s t  M a r ke t  A n d  
C o n n e c t  W i t h  C u s t o m e r s  A c r o s s  
M u l t i p l e  D e v i c e s - S i m u l t a n e o u s ly

• C o n s u m e r s  E x p e c t  B r a n d s  To  B e  
I n  M o r e  T h a n  T h r e e  P l a c e s  A t  
O n c e

• I n c l u d i n g  M u l t i p l e  S o c i a l  
C h a n n e l s – F B ,  I G  a r e  M o s t  
U s e d  To d a y  

Reaching Your NEXT Customers – What Service 
Means to the Millennial Generation 
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• M i l l e n n i a l s  A r e  N o t  F a n s  O f  C a l l i n g  
A  B u s i n e s s  

• 3 4 %  O f  T h e m  W o u l d  R a t h e r  H a v e  
T h e i r  Te e t h  C l e a n e d

• 2 6 %  W o u l d  R a t h e r  G o  To  T h e  
D M V

• D o n ’ t  W o r r y  T h a t  F a c e- To - Fa c e  
B u s i n e s s  I s n ’ t  t h e  N o r m- I t  D O E S N ’ T  
M e a n  M i l l e n n i a l s  D o n ’ t  W a n t  To  
L e a r n  W h a t  I s  G o i n g  O n

• L e t  M i l l e n n i a l  C u s t o m e r s  C h o o s e  
H o w   T H E Y  W a n t  To  C o m m u n i c a t e  
W i t h  Yo u r  F l o r a l  B u s i n e s s  ( W h i c h  
I n c l u d e s  S M S  A n d  S o c i a l )

Reaching Your NEXT Customers– What Service 
Means to the Millennial Generation 
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• M i l l e n n i a l s  Va l u e  R e l a t i o n s h i p s  
A n d  R e c o m m e n d a t i o n s

• M ’s  E x p e c t  Va l u a b l e  C o n t e n t  To  
M a ke  T h e i r  L i v e s  B e t t e r  

• M a k i n g  I t  C o n v e n i e n t  F O R  
T H E M  I s  T h e  K e y  To  A  G o o d  
E x p e r i e n c e

W h a t  To  D o :  

• C r e a t e  C o n t e n t  T h e y ’ l l  W a n t  To  
S h a r e

• S h o w c a s e  P o s i t i v e  C o n s u m e r  
F e e d b a c k  A n d  R e v i e w s

• S h a r e  T h e  Fa c e s  B e h i n d  Yo u r  
B r a n d

Reaching Your NEXT Customers– What Service 
Means to the Millennial Generation 

Are You Ready To Maximize Your 
Performance and Increase Profits? 

17

Get More Information Now: 

18

• H a ve a  Q u estion? 

E ma i l :  Ly nn@CBC-Group.Net

• W a nt a  c o py  o f  t h e P resentat ion?

F TDi .com/ FTDUnivers it y/ WebinarMater ial s

• W a nt t o  V i ew T h e W e binar  A ga in? 

YouTube. com/FTDMercury Net work
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