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“Change is the enemy of 
the competent as it 

re-defines the safe place 
within which they dwell.”

Jonathan MacDonald 



Is your goal to be 
competent?



Or, to be exceptional?



The one thing you can count on in 
today’s marketplace is change... 

FAST.

The pace at which technology is 
changing can be totally 

overwhelming. 





Your Real Competition



Data…Data…Data

90% of the world's data was 
created in the last year..



DISRUPTION

The “uberisation” of the 
marketplace has caused businesses 

to change faster than most were 
ready or able.



DISRUPTION

But the pendulum is swinging fast –
disruption is being countered by 
businesses re-focusing on core 

customer service. 





5 SECONDS



3 DEVICES





WHAT THE?!!

We check our phones 
150 times a day.



YEP.  I do 

68% check their phones
Within 15 minutes of waking….



Are you putting too many obstacles 
in the way of your customer?

How easy are you making it for them 
to communicate and buy from you?



• Order online?

• E-mail you Q&A or plant 
orders?

• Can they text them to you?



Your Website is your digital doorstep…



Is your website a current 
reflection of your 

ideal customer 

and who you are as a business?



Does your 
business/website look
like it was branded in 
the 80s…and not in a 

retro-chic kind of 
way?



Does your website 
work with the most 
modern browsers?

Is it responsive?













Social Media is 
a Channel, not 

a Strategy.



Your website is your 
piggy-bank of content… 

NOT your social media 
sites.

You don’t own your social 
media channels!



Social Media

Your distribution 
channels for all that 
great content you’re 
creating
(and direct sales)



Content Distribution

WEBSITE
Blog

Video

Facebook

YouTube

Twitter LinkedIn

Email

Houzz

Pinterest

Instagram



Leverage “Now” Trends

Adapt to Future Trends



Failure to recognize and 
respond to technology trends 

can break your business. 



CUSTOMIZATION 
RETAIL



Personification, not just 
Personalization

You must identify what customers 
care about right now. 



Do you have an app          
or  app subscription 

service?

Mobile Tech



Apps deliver content for an instant society



Direct Messaging

About 75% of mobile consumer 
conversations are happening within 
messaging apps, such as  Snapchat, 

Line, WeChat, WhatsApp and 
Facebook. 







Google: 82% of smartphone 
users use their phone to 
decide about a purchase 
when in a store. 



Proximity Awareness

Bluetooth Beacons. Small transmitters that target 
smart devices. 

Retail locations can install beacons throughout their 
stores and target customers through apps and 

mobile devices.

Virtual mapping   Pop-up notifications

Product specials   DIY instructions



Live Streaming Video

BLAB.im

Facebook Live



Paid advertising is a 
defensive weapon in 
today’s marketplace.



Native advertising is a form 
of paid media where the ad
experience feels and looks 

like organic content.



Micro-moment rich answers 
help solve unexpected 

problems in-the-moment. 



Rich Answers

Micro-moments, or “rich answers”. 
THIS is the digital battleground de jour. 

Bits of immediate step-by-step
information (or video).

You must serve immediate, relevant 
content. 

Google: Micro-moments



Life-Long Learning



What’s 
HOUZZ??

What’s a 
responsive 

site?

FACEBOOK
LIVE ??

BLAB…
What the?



Digital tools today requires 
ongoing and continuous learning.

Commit to a culture of education.

Learn Continuously



(REVERSE) MENTORSHIP

Can you pair more 
“leveled-up” 

members of your 
company with 

“digital natives”? 



Hire People with 
Intellectual Curiosity…
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