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WHAT IS A "SUPERFAN"?
/ˈso͞opərfan/
noun

a customer who is so delighted with
their experience with your brand,
product, or service that they come
back and tell their friends
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IN OTHER WORDS...

superfans are loyal
customers who create
more customers





WE'RE LIVING IN AN 
EXPERIENCE
ECONOMY



of customers are willing to
pay more for a great
customer experience

86%
 PWC Study: pwc.com/future-of-cx



CX DRIVES MORE THAN TWO
THIRDS OF  LOYALTY... 

Gartner: gartner.com/en/insights/top-insights/marketing-2020

MORE THAN BRAND AND
PRICE COMBINED



APATHY



WHEN WE DEFINE OURSELVES AS FANS,
WE DO MORE: WE WATCH MORE, 

SHARE MORE, BUY MORE, 
EVANGELIZE MORE, PARTICIPATE

MORE, AND HELP MORE.
Variety



EVERY
CUSTOMER IS AN
INFLUENCER



of customers say that online
reviews influence their
purchasing decisions.

93%
 Qualtrics: qualtrics.com/blog/online-review-stats/

https://www.brightlocal.com/learn/local-consumer-review-survey/


YOU DON'T

SUPERFANS
JUST FIND



YOU CAN'T

SUPERFANS
BUY



YOU CAN
ONLY CREATE
THEM













THE BEST
MARKETING
DOESN'T COST
ANYTHING
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Start With 
Your Story

Understand Your
Customer's Story

Personalize

Exceed Expectations

Repeat

THE



SCAN FOR A FREE
PLAYBOOK!



START WITH 
YOUR STORY

THES U P E R SUPER
MODEL



YOUR STORY
IS YOUR
SUPERPOWER









THE

UNDERSTAND YOUR
CUSTOMER'S STORY

S U P E R SUPER
MODEL



PEOPLE DON'T CARE HOW
MUCH YOU KNOW UNTIL THEY
KNOW HOW MUCH YOU CARE.

Theodore Roosevelt



S T O R Y

STRUGGLES TRANSFORMATION OPTIONS RESERVATIONS YOU





THE

PERSONALIZE

S U P E R SUPER
MODEL



SUPERFANDOM
IS A TWO-WAY
STREET





THE PLATINUM RULE: TREAT
OTHERS THE WAY THEY
WANT TO BE TREATED.

Dr. Tony Alessandra



WHAT TYPES
OF CONTENT
SHOULD YOU
POST?



PILLAR CONTENT
&

FILLER CONTENT



PILLAR CONTENT

original, evergreen, thought-leadership 

content that you can repurpose again and again



FILLER CONTENT

content from other sources that you're curating

and strategically sharing



CONNECT YOUR STORY
TO YOUR TARGET
CUSTOMERS' STORIES

CREATE & SHARE CONTENT TO



WHAT'S MY NAME AGAIN?



THE

EXCEED
EXPECTATIONS

S U P E R SUPER
MODEL



EXPERIENCE IS
EVERYTHING



IS EXPERIENCE
EVERYTHING



BEFORE
THE TRANSACTION



Exceeding expectations before a transaction — often, before
a conversation has even happened — means transforming

from commodity provider to a category of one.



73%
lose trust in brands due to

inaccurate local business listings



(SearchEngineWatch)

https://www.searchenginewatch.com/2014/04/08/73-lose-trust-in-brands-due-to-inaccurate-local-business-listings-survey/


94%
say an online review has convinced

them to avoid a local business.
(Qualtrics)

http://learn.podium.com/rs/841-BRM-380/images/2017-SOOR-Infographic.jpg


DURING
THE TRANSACTION

$



MOMENTS
THAT MATTER 



AFTER
THE TRANSACTION



WHAT IS ONE REPEATABLE, SIGNATURE
ACTION AFTER EVERY TRANSACTION THAT

and
Exceeds Customer

Expectations
Sets You Apart

From Competitors? 



THE

REPEAT

S U P E R SUPER
MODEL



REPETITION MAKES
REPUTATION, AND REPUTATION

MAKES CUSTOMERS.

Elizabeth Arden



AUTOMATION ISN'T
GOING TO REPLACE
AGENTS, BUT AGENTS
WHO EMBRACE
AUTOMATION ARE
GOING TO REPLACE
AGENTS WHO DO NOT.
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Personalize
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THE
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Bandit & Bear

















We care about pets and their people

We know you love your pet, too

Your pet is the most important pet in the world

Cards + regular surprise and delight

Systems to ensure every experience is a WOW

S
U
P
E
R

SUPER STORY SPOTLIGHT
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