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Consumer Trends




Types of consumers

O Resistant to change: O Future focused:
A Loyal. A Try new products
A Maintain their lifestyle A Incorporate new values
A Budget switching A Optimistic forward
A Recognise brand value thinking
0 Regressive: 0 Dispersion:
A Restraint A Ostrich approach
A Scrutinise price and A Brand switching

benefits
A Cost sensitive

A Impulsive purchases

Source: Rafa Garrido Brands and Branding 2010
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Corporate Consumers

O Liquidations 3828
0 Profit degradation




Company Profitability
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Corporate Consumers

O Liquidations 3828
0 Profit degradation
0 Consolidations




Walmart

Save money. Live better.



http://www.man.eu/MAN/en/

Corporate Consumer Behaviour Changes

-/ ———/—/————— —  —— ——— |
0 Consolidation

O Profit orientation
0 Value for money
0 Service

0 Quality

0 Ease of use

0 Recognition

0 Personal touch




Individual Consumers




Individual Consumers Behaviour Changes

0 Tired of bad news

oLonging for the nold dayso
O Brand loyalty replaced by experience loyalty
0 Looking for the best

0 Sharing is caring

0 Time

0 Education

0 Ease of use

0 Personal touch

0 Quality

0 Cost
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Case Study

0 Four Seasons Hotel
0 Coface South Africa




Four Seasons

NTi mes change,
the travel exp
FOUR SEASONS

Frdels anict Toesonds
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http://www.fourseasons.com/

Four Seasons

0 Service excellence combined with toptch facilities and
operations.

O Personal service can be a source of superior profitability,
reputation and growth

A Choosing the right employees

A Genuine innovative service

A Developing standards that are meaningful and flexible

A Maintaining a unique culture that makes service delivery possible

Source: The Power of Personal Service: Barbara M. Talbott, Ph.D
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Four SeasondJnderstanding the customer

0 US travellers surveyed by Four Seasons:

Al am working harder than evereééee
Al never have enough timeéeééeecéecece.
A have a great deal of stress i n m

0 The greatest luxury for our customers is time, and service can help make
most of that.

0 Personal Service which delivers recognition, reassurance and respect in

authentic and appropriate ways has particular power to mitigate additiona
sources of stress

///////////
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Four Seasons: Employees

- |
0 i We ¢ a-ohéck seqviceemr sampleiiproduction and
onsumption are simultaneou

Those few moments of servi
reak point, when reputatio

OAFront | i ne employees: doofr¥
the | owest pai d peopl e and
companies service in their hands.

0

O St O D

A Hire for attitude
A People who like people
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Four Seasons: Standards
- |

0 A flexible roadmap specific to each individuals job:

Receptionist
AMI ssion: To pr oV i-nkeehansca and lthysleee d 1 S

arrival for business travellers; to provide a comforting and luxurious arrive

for leisure guests:

A The receptionist will actively greet guests, smile, make eye contact anc

speak clearly in a friendly manner.

A The receptionist will create a sense of recognition to each guest by usi

the guests name in a natural m3g
return guests

A The registration will be completed in four minutes, including queuing
ti me. o
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Four Seasons: Values

0 The need for safety and comfort, a sense of belonging, a feel
of being recognized and esteemed.

A Meaningful acknowledgement of staff through empathy and respect
A Leading through actions as well as words

A Setting high aspirations in which every employee can take pride

A Fortune Magazines 100 top companies to work for

A Part of a caring community
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Four Seasons: Innovation

0 Family travel
A Dedicated teen lounges
A Facilities for toddlers, tweens and teens
A Have family will travel blog
A Children friendly service



http://family.fourseasons.com/2011/08/mom-sis-me-and-the-kids/
http://family.fourseasons.com/2011/08/toddling-through-the-tetons/
http://family.fourseasons.com/2011/07/teen-adventures-and-teamwork/

Four Seasons results

Four Seasons, Ritz-Carlton, and other luxury hotels

Four Seasons

$260 (U.S. properties)
240
220

Ritz-Carlton (North
200  American properties)

180

160

RevPAR (US dollars)

140  Other luxury hotels

(US. properties) +

120

100
2000 2001 2002 2003 2004 2005

Sources: Four Seasons and other luxury properties, Smith Travel Research; Ritz-Carlton, Marriott quarterly financial releases.
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Coface

0 66 countries globally
0 135 000 clients
0 6 400 employees
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Background

Suppliers
start to
experience
first non-
Mounting payment
pressure from
Tightening  on retailers buyers as
of credit as a result of
availability =~ consumers the credit
results in adapt to terms .
' 5 hew a slow debt
Sﬁjcgiwritin oroducts ~ downof  repayment  Collections
g consumer and budget process
Agency Coface launched,  gemand switching begun
Late Q1 End of
19892005 2005 20052007 2007 2008 02 2008
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Background

Service Culture developmen

Collections Companies 1
process of react to
90 to 120 increasing
days fails bad debt by Liquidation
drastically of
Suppliers reducing companyos Economic
start to exposure to around the Global recovery
see the poor buyers ~ world recession  hampered Developed
effect of Resulting in increase the worst  py massive  markets
bad debt cashflow between since the publicand enter into
on their problems 70%-130% Great private an age of
bottom line for buyers yoy Depression debt austerity
>
29 End of Q4 Q1 2009 2010 2011
Q3 2008 2008 2009
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Focus Project

0 66 Countries

O Locally driven

0 Externally measured
0 Competition

Product + People interaction = Service Perceptiol
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Focus Project why it works

- |
0 Vision

O Integration

0 Competition

0 Personal reward and recognition
0 Responsibility

0 Support

0 Measurement
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Focus ProjectVision

-/ ———/—/————— —  —— ——— |
0 Vision

0 Mission

0 Brand Values

0 Annual campaigns
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Service brands
- |




Focus Projectintegration

0 Cross management team

0 Cross functional team

0 Communication

0 Department strategies

0 Key Performance Measurement
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Focus Projectintegration

Strate
You
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Focus ProjectCompetition

0 Global competition

0 Department competition
0 Team competition

0 Individual competition
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Global Competition

Global satisfaction 2011 - Client

Slovenia*

Taiw an*

Latvia*
Thailand*
Cameroon*
Malaysia*
Morocco*
Slovakia*

Hungary

Japan
South Africa

Lithuania*
UK & Ireland

Australia
Argentina
USA & Canada

Romania*
Germany
Chile

France

Sw itzerland
Austria

Italy
Denmark
Singapore*
Netherlands
Belgium & Luxembourg
Brazil

Turkey
Poland
Czech Republic*
Portugal
South Korea*
China*

India*
Ecuador*
Panama*
Spain
Mexico*
Colombia*
Sw eden
Hong Kong*

Bulgaria*

Venezuela*

Russia* ]
I
Peru*
[ | _______________[ ______________[ _____________|
Algeria*
0% 20% 40% 60% 80% 100%

= Not at all satisfied B Not very satisfied @ Fairly satisfied O Completely satisfied
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Department Competition
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Department Competition
- |
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