The Big Picture: from Jennifer, a small business owner. (Persona)

The current business landscape reminds me of the conversations | used to have with my ex-boyfriend
Stan. He would do all the talking about himself and no listening. That's not a conversation. Needless to
say | dumped him and over the years | realise that I'm so much better in a relationship with someone
that | can connect with. Someone who respects my choice to be here and realizes that | could choose
to be elsewhere.

As | read the paper I'm reminded of that bad relationship because | see no difference in the way a business
should serve it's customers. Maybe it's because | have a small business but | understand that | can't ask
for what | don't offer. | mean how could | ask for loyalty without striving to be helpful to my customers
long-term? Or how could | cultivate the trust in my customer relationships without listening to how | could
serve them better? Mixed signals and one way communication may be the norm in the airline industry
with slogans like, "fly the friendly skies" but practices that compromise safety (Don't get me started on
impersonal, one-solution-fit's-all customer service. How does that even fly nowadays when people talk on
the Internet and blogs? | guess that's why the market's are chalking up business casualties everyday). It's

actually pretty simple to me, no trust, no dialogue, no relationship.

All I know is that's not how | care to treat people. | enjoy the connection with my customers. When | reach
out for their feedback I've found that they appreciate me asking and they respond with suggestions that
help me to serve them better. At the end of the day | guess they're not just customers, they're people who
depend on me to help them keep their promises. And this isn't just about business for me, it's about
cultivating my relationships by staying in touch.

It's about reaching out (Stan, | hope you and the airlines are listening).

Jennifer Smith
Small Business owner

Target Profile (top line)
Women

Average Age 47
College Educated

HHI $124k +

Small businesses and organizations
Companies with 1-25 employees
Non tech savvy

Top Markets

Business Services and Consultants, Specialty Retail, Associations and membership

organizations, Non Chain travel and tourism & Restaurants
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Describe this her personality. (Relate back to how he or she may respond to the competitors)

"At the end of the day | guess they're not just customers, they're people who depend on me to help them
keep their promises. And this isn't just about business for me, it's about cultivating my relationships by

staying in touch. It's about reaching out."
—Jennifer Smith

This person is passionate, caring and driven. She values close relationships and dialogue. This indepen-
dent spirit is fulfilled through her strong entrepreneurial drive. She may have been looking for an upscale
frame-shop for a friend's gift and because she had to drive to the next town opened one. She's famous for
her Chilean sea bass and when her friends commented on it at the dinner party, it wasn't just dinner
conversation it sparked her restaurant idea. She can spot a good idea a mile away and is resourceful

enough to turn it into something that can work for her.

The only challenge is juggling all they do. There are a small support staff (between 3 and 8) but if she
could get over the technology hurdle they would really be efficient. She knows this because of her tech-
savvy friends mentioning it here and there but it doesn't sink in because it sounds complicated.

They are time poor however they are passionate and caring enough to stop in to pick up and drop off the
neighbors kids to the game before her meeting. She value's dialogue trust, respect and partnership.

Main customer benefit:

Growing my business through dialogue (or reaching out).

What are the reasons to believe (supporting points)?
USP: Copy points: Features and benefits

*Helps you create and customize your own email templates

*Easy to use: “Do it yourself” email marketing - Effective self learning center

*Qutstanding customers service - “Constant Contact Communications Counselor”

*Retain customers by staying on the top of your customers’ minds

*Quick, efficient way to let customers know about your service/product

*QOffers survey tool to find out what your customers are thinking

*Effective tools to build, manage, secure email marketing contacts

*Tracking and reporting features to find out who is opening, bouncing or opting out of email list
*Qffers significant cost and environmental advantages over snail mail-based contact systems
*Affordable
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What's the brand position? (Value Proposition or why Constant Contact)

Our deep rich understanding for the daily realities of small organizations, means our services are special-
ized to meet your needs and we coach you through every step, bringing you marketing best practices to
build customer relationships.

Source: CC Brief

"Constant contact is more available dedicated to small businesses not a lot of bells and whistles" Nancy
Fritas, CMO Constant Contact.

Tone: Personal, relationship oriented, confident, reassuring, We are right here with you

Positioning statement

For small organizations, Constant Contact is the leading provider of low cost, easy-to-use online marketing
solutions that helps you build lasting customer relationships which means your business will grow
successfully because we have a deep rich understanding for the daily realities of small business owners,
so we're with you every step of the way, bringing you marketing best practices

Potential barriers to overcome are:

Aren't tech savvy.

They are not technology-averse, but do not embrace it with the unquestioning love that younger

generations do.
Less willing to spend their precious time learning a new computer program

Do not understand the importance of email marketing and creating surveys in order to grow their business

and create customer loyalty

They have no idea where to start and are afraid that e-mail marketing would require advanced computer

skills.
They don't know that with an efficient well planned system, email can deliver the same personal touch.
Educate them on the many benefits of Email marketing.

Fear being labeled “spammers.
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What is the Net takeaway?

"I can do this." We know that you are busy doing what you love, and we're here to help. Build your dream.

Your current customer is your best customer. Invest in your relationships. Constant contact is more

available and dedicated to small businesses. We understand what you need and know how we fit into what

you do. We are investing in you because when you succeed, we know we've done our job right.

What do we want the recipient to do? CTA

Primary: Sign up for a trial

Secondary: Take a tour or Contact a constant contact representative

Response channels

Online

Mail back Business reply card
Phone

What's the offer and guarantee?

60 days free trial of email marketing and online survey.
No Risks. No obligation. No credit card required.

Are there any mandatories?

Customer Mandatories (to take advantage
Spam can spam compliant, Data hygiene. Email subject that

What's the schedule?

TBD by Constant Contact
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