


We have a lot of things to do, and lots of ways to do it, but ultimately 
the experiences we provide will determine if we achieve it, or not.



ʁŽƜǌĬŊǣŰǫƓ 
ŘȈǌŘǏŽŘƞŊŘǗʂɥ

Why

Unique
Elegant

Thorough
Relevant



What we
promote & 
provide.



What they
value.



What do 
they value?
qǣʂǗ ɱƞƩǣ ƍǫǗǣɲ ǣŸŘ ǗǌƩǏǣɪĬŊǣŽȂŽǣȉ -

it is the experience.



What do 
they value?

ĖŸĬǣ ĬǏŘ ǣŸŘ ǏŘĬƓ ʁƍƩŉǗ ǣƩ ŉŘ őƩƞŘʂɥ

What do people really  want?*

Unique
Elegant

Thorough
Relevant

*A better life, 
together.

qǣʂǗ ɱƞƩǣ ƍǫǗǣɲ ǣŸŘ ǗǌƩǏǣɪĬŊǣŽȂŽǣȉ -

it is the experience.



Definition.

ʁĬƞ ŘȂŘƞǣ ƩǏ ƩŊŊǫǏǏŘƞŊŘ 
ȃŸŽŊŸ ƓŘĬȂŘǗ Ĭƞ ŽƜǌǏŘǗǗŽƩƞ Ʃƞ ǗƩƜŘƩƞŘʂ

Ĭ ʁŘȈǌŘǏŽŘƞŊŘʂɥ
What is
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At the end of the day 
people won't 
remember what you 
said or did... 



... but people will 
never forget
how you make 
them feel.
ÅMaya Angelou



your people will 
never forget
how you make 
them feel.
All the different experiences.



Your people will 
never forget
how you make 
them feel.
All the different experiences.



Your people will 
never forget
how you made 
them feel.
The great experiences...



Your people will 
never forget
how you made 
them feel.
and - the challenging experiences....



Your people will 
never forget
how you made 
them feel.

Unique
Elegant

Thorough
Relevant

qǣʂǗ ŸƩȃ ȉƩǫ ƓŘĬȂŘ ǣŸŘƜ ǣŸĬǣ ƜĬǣǣŘǏǗɤ



RECRUITMENT

experience
matters.

ʁqǗ ǣŸŽǗ ŰƩǏ ƜŘɥʂ

We all make predictions, and have expectations.

It decides if they sign up.

Why the



The basic calculation 

-  did it meet my expectations?

It matters for next time...

RETENTION



If, I am satisfied...

... I am 10++ times more likely to come back again.

RETENTION

Chart 



If, I am NOT satisfied...

... I am 15++ times more likely to NOT come back.

RETENTION



Our past experience is our biggest predictor 
of future involvement.

RETENTION



It decides if they show up again -  and 
-  if they will bring others with them.

RETENTION + RECRUITMENT

If, I am satisfied...

-  I am 12++ times more likely to recommend you to others.



It decides if they show up again -  and 
-  if they will bring others with them.

RETENTION + RECRUITMENT

If, I am satisfied...

-  I am 12++ times more likely to recommend you to others.

If I am NOT satisfied... 

-  I am 16x times more likely to tell people!



It decides if they show up again -  and 
-  if they will bring others with them.

RETENTION + RECRUITMENT + REPUTATION

experience
matters.

This is why the



RETENTION + RECRUITMENT + REPUTATION

experience
matters.
It decides if they show up again -  and 
-  if they will bring others with them.

This is why the



RETENTION + RECRUITMENT + REPUTATION

experience
matters.
It decides if they show up again -  and 
-  if they will bring others with them.

This is why the



experience
matters.

RETENTION + RECRUITMENT + REPUTATION + REVENUE

It decides if they show up again -  
-  if they will bring others with them
+ what they will spend.

This is why the



ĖŘ ƓŽȂŘ Žƞ ǣŸŘ ʁŘȈǌŘǏŽŘƞŊŘ ŘŊƩƞƩƜȉʂɤ 

êƩ ŽǣʂǗ ĬƓƓ ĬŉƩǫǣ ŘȈǌŘǏŽŘƞŊŘǗ 
-  and expectations!

RETENTION + RECRUITMENT + REPUTATION + REVENUE

experiences
matter.

Your



The experience
matters.
For us!

ĖŘ ŸĬȂŘ Ĭ ƓƩǣ ƩŰ ǣŸŽƞűǗ ǣƩ ĬŊŸŽŘȂŘ Ĭƞő ƓƩǣʂǗ ƩŰ ȃĬȉǗ ǣƩ őƩ Žǣ 

-  but the experience will be the solution (in some way).



What is a
ʁŘȈǌŘǏŽŘƞŊŘʂɥ

Before During After



(re)designing a
ʁŘȈǌŘǏŽŘƞŊŘʂɥ

Before During After



(re)designing a
ʁŘȈǌŘǏŽŘƞŊŘʂɥ

Before During After










