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GROW YOUR BUSINESS

Merging the Online and Offline Customer 
Experience

After years of being told the internet 
would replace everything- studies show 
that traditional mediums of customer 
interaction are holding strong and 
demanding to be seen. 

As one source says “…business owners 
and markets must avoid the trap of 
binary thinking”.  That’s right- its no 
longer black and white- its gray… and 
even then its many shades of gray! 

When strategizing your customer 
experience- make it two-pronged: 
online and offline. Its no longer 
sufficient to do one or the other- people 
are merging the two like never before, 
blurring the lines and challenging small 
business to step up to the plate and 
compete. 

One of the biggest offline vs. online  
debates is the use of television 
watching(classically offline) and the use 
of internet watching (online). 

While just a few short years back it 
may have been best practice to nail 
down your demographic and their 
preferences and target marketing 
dollars based on the info. 

We are not longer led by the simple 
‘this or that’ mentality- we have 
embraced the choice that comes with 
offline and online and business owners 
must cater their marketing plans to 
reflect this diversity. 

Another great example of the offline vs. 
the online is radio (listening to actual 
FM/Am stations is offline) and streaming 
services (listening via apps like Pandora, 
Spotify, Itunes and radio apps is online). 

The average listener is switching back 
and forth- perhaps several times in a 
day. If you simply mount your message 
on the one platform, you are missing 
out of vital advertising pockets, as well 
as lowering retention rates. 

Lastly, we point out another obvious 
pairing- digital services vs. print 
media. While some speculate that 
print struggled in the recent years 
as the behemoth internet  slowly 
encompassed content, but, years later- 
its still here! 

Studies show that consumers are still 
buying print publications- these provide 
an experience that digital media simply 
has not found a way to replace. In order 
to effective deliver to the consumer, its 
essential to craft messages that not only 
read in print, but can cross over into 
digital content as well. 

In a nutshell; there is no more one 
or the other in preferred customer 
experiences. In the consumer is blurring 
the lines, then the business owner must 
do the same in order to stay relevant. 
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you sell. You could start by making a list 
of your business’s own brand identity. 
Stick to words or phrases that describe 
the nature, culture and vision of your 
business. 

Now take these identifiers and try to 
find something that is a natural fit and 
something that can really holistically 
attract people- you will want to play the 
proverbial fly on the wall and allow the 
process of engagement to be as natural 
as possible. 

By straying from your typical “try 
this, we do this, let us do this for 
you” , use the experience to create 
brand ambassadors- who enjoyed 
the experience, only at the end to be 
reminded what the product/service is. 
They then become more likely to discuss 
their experience and have created a viral 
word-of-mouth message.

Experiential Marketing

You may be asking yourself, “Is my 
business really big enough to be 
thinking about experiential marketing?”. 
Answer: there is no business too small!

Sales 101: repeat customers are your 
bread and butter. Right? We spend a 
lot of time on retention and cultivating 
relationships that lead to long-term 
purchasing and lifetime clients. 

Okay, lets back up quickly and 
answer the burning question- what 
is experiential marketing? Defined as 
“innovative and immersive” experiences 
targeted at extreme visibility. Think pop-
up events, installations, group events/
meet up’s- anything that gathers people 
in to an ideal social media-worthy 
situation. 

Done right, experiential marketing 
is king of cultivating brand loyalty. 

Basically, a business identifies the 
customer, then reaches them directly in 
an experience that they would identify 
with their own personal brand. 

This strategy is all about connection- 
real, live, engaging connections. Also 
known as participation marketing, or 
event marketing this tactic requires 
a deep dive into research and a real 
handle of planning and execution. 

But that’s not to say that a small business 
cannot embrace this strategy and start 
experiencing!

The goal here is attract, engage and 
convert, as experts say, its more about 
message than product. 

What’s a unique aspect of your 
business? Try to think business as a 
whole, rather than a product/service 

2

05
GYB 2018



GROW YOUR BUSINESS

A.I. – sounds scary. Sounds like 
technology that will take over and 
sounds like something that small 
businesses would not want any part 
of… is it though? 

Experts say, never fear! Embrace that 
A.I. is here- even in small companies!

Here are five ways that small business 
owners can learn to love the A.I. 
revolution:

1. Have them play coach! HR 
training is notably, one of the least 
favorite jobs. No one wants to 
repeat themselves over and over 
again, answer the same questions 
and basically drift into a dull 
oblivion. But robots? They don’t 
mind! Utilize artificial intelligence 
as training tools. There are apps 
out there already that are designed 
to monitor, evaluate and manage 
sales strategies, one employee at a 
time. You will save both time and 
money with this route, plus, bonus- 
no boring trainings!

2. Identify and address customer 
expectations. That’s right, some 
of the grunt work can easily be 
put on the desk of A.I. Essentially, 
allowing A.I technology to know 
more about the customer than 
they know about themselves 
allows for predictability, statistical 
evaluation at an earlier stage and 
identification of challenges and 
successes, faster, smoother and 
more accurately then we could do 
it on our own. 

3. Use it to spy on your neighbors. 
Just kidding- we mean use it to 
spy on your competition. Put away 
the binoculars and end those 
Google Alerts- artificial intelligence 
can man this ship and tell you 
everything your  adversaries are 
working on- updating swiftly 
and accurately. Interested in 
espionage? Check out Crayon- and 
take yourself out of the spy game!

4. Revolutionize your employee 
experience. You know the 
saying, your people are your best 
asset- though, what have you 

done for them lately? Probably 
a lot, to be honest, but with 
artificial intelligence you can 
single handedly return to running 
operations and let the robots 
take over.  Chatbots are steadily 
replacing HR situations, often 
encouraging more honestly from 
employees on sensitive issues 
and offering 24/7 coaching and 
connection.

5. Assistance anyone? An assistant 
is usually a much-needed, 
never-going to-happen type 
situation when it comes to smaller 
companies. With AI, you can 
create a digital assistant, best 
used as client connectors that 
are programmed to continue 
to provide engagement and 
interaction. 

Are we saying go out and buy a robot 
with a brief case? Certainly not. Are 
we saying that some of this is safe, 
relatable and most of all, a way to make 
operations smoother while keeping 
costs down and people happy? Yes.

Artificial Intelligence in the Small Business World 
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In no particular order, here are a few 
worth considering for this year:

1. Chatbots. We mentioned this in 
the previous article, but to touch 
on them further, these automated 
bots are going to start replacing 
some of the most mundane (yet 
vitally important) HR tasks. We 
don’t want to talk replacement 
of people, but sometimes an 
autobot is a better way to address 
specific issues, to manage trainings 
or to handle paperwork and 
housecleaning type tasks. 

2. Remote working continues 
to be a trend, though along 
with this is what some are 
calling BYOE- bring your own 
everything. This HR trend is 
based on assigning responsibility, 
power and accountability back to 
the individual.  Customize each 
employee’s experience as little or 

as much as they want to in order 
to really tap into their enhanced 
motivation and productivity.

3. Paid leave laws are in, which will 
change the landscape slightly 
when it comes to HR. On one 
hand, it will make for happier, 
hopefully healthier and more 
productive employees. It will also 
remind about the importance of 
installing back – up’s, and creating 
foolproof systems for when one 
employee is out. 

4. The gig economy is wrestling its 
way into the mainstream.  People 
are no longer satisfied with steady, 
consistent (read:boring) jobs that 
don’t offer creativity, flexibility and 
diversity. It’s a preferred trend ind 
2018 to collect multiple jobs to 
keep things fluid, rather than be 
stuck at one, so keep that in mind 
when considering whether to hire 
or to contract out.

5. One very human trend in HR 
this year is the addressing and 
discussing of previously thought 
“taboo issues”. In the midst 
of #meToo and the many other 
socially charged events, employers 
are encouraging HR to open 
the conversation, attempting to 
address issues before they become 
problems.

6. Up-skilling attempts to close 
the ‘skills gap’ due to the 
multigenerational workforce. 
Both internally and externally, 
employers should expect to 
start skills training and beefing 
up their workers knowledge 
whenever possible. Focus your HR 
goals on cultivating a culture of 
constant development and train 
some resources on the incoming 
generation of workers, find a way 
to connect with them before they 
enter the job arena. 
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