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Creating 
raving 

fans 

Drew McLellan, Top Dog - McLellan Marketing Group 
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It’s about creating 
a love affair… 

Doesn’t 
happen 

by 
accident 
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Or 
because 

you’re an 
angel 

Or your product  
is perfect 
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What  turns a customer into a fan? 

And makes it seem perfectly normal to be that crazy about anything 
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It’s personal.  It says something about me. 

It appeals to my interests 
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Birds of a feather…. 

73% of consumer decisions are primarily influenced by word of mouth. 
McKinsey 2009 
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90% of customers identify word of mouth as the best, most 
reliable and trustworthy source about ideas and information 

on products and services.  
NOP World 

Not everyone wants to be a fan 
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Chart by Kathy Sierra 

Not being brave enough to really brand 
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Can’t have one emotion without its opposite 

The net method of marketing 
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The spear fishing method of marketing 

Would they show up? 
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smart marketing = being willing to  
leave $ on the table 

How would you sell these shoes? 
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How would you sell to each of these women? 
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Always ask…what am I selling? 

Creating personas 
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Marketing is like a New Year’s resolution 
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Why drive to Cleveland without a map? 

Plan to be a boring drip 
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8-13 times 
before they even 

notice you. 



17 

Be a drip, not a downpour. 
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Know where they hang out 

Surprise them! 
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Let it be about them, not your product 

Make it easy to share 
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Let’s map it out! 

Not understanding the digital world 
isn’t acceptable any more 
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More than 25% of search results 
on Google for the world’s 20 largest 
brands are links to consumer 
generated content. 

Source: Nielsen Buzz Metrics How we used to figure out what to 
buy 
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73% of all consumer decisions are primarily influenced by 
word of mouth – good or bad. 

McKinsey 2009 
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More than 25% of search results 
on Google for the world’s 20 largest 
brands are links to consumer 
generated content. 

Source: Nielsen Buzz Metrics 

Big brands (Disney, Coke) are reporting more traffic and more 
activity on their FB page than their corporate website. 
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63% of US adults have joined a social network, making it the number one 
platform for creating and sharing content  

(Pew Research, 2010) 

Facebook… 

More than 600 million users 

50% of users log on every day 

Fastest growing demographic 
is 55+ 

Biggest demographic is 35-44 
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48% of 18-34 year 
olds log into FB as 

soon as they get up.   

28% before they 
leave their bed. 

The number of text messages sent and received every day 
exceeds the population of the Earth. 



26 

57% of adults are texting on a regular basis. 
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People have found their voice.   

And they are not going to give it back. 

The animals have taken over the zoo 
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The content equation 

Content 

More than 25% of search results 
on Google for the world’s 20 largest 
brands are links to consumer 
generated content. 

Source: Nielsen Buzz Metrics 
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More than 25% of search results 
on Google for the world’s 20 largest 
brands are links to consumer 
generated content. 

Source: Nielsen Buzz Metrics 

Remember the cocktail party rule 
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Read more 
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Google Alerts 
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The Geek Squad 
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They’re not going back into the cage 

Your listening tools 
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Let’s listen 

Ready or not… here it comes! 
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In 1983, the first commercial wireless call was 

placed with a Motorola DynaTac.  

It cost $3,995, weighed over 2.5 pounds, and was 

10 inches tall (before the antenna). 

http://en.wikipedia.org/wiki/Motorola_DynaTAC 

We’ve come a long way! 
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Are we typical? 

Mobile phone? 

87% of Americans do. 
Federal Reserve study 2012 
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Smart phone? 

44% of Americans do. 
Federal Reserve study 2012 

Accessed the web with your 
smart phone this week? 

84% of smart phone owners did. 
Federal Reserve study 2012 
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In 2011, more smart phones  
and tablets were sold than PCs 

http://www.scribd.com/fullscreen/48586092 

Faster growth than any 
other computing platform 

http://mashable.com/2010/04/13/mobile-web-stats/ 
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Consumers are 
being taught that 
their phone is $. 

Your customers’ reality 

I am offered choices. 

I am able to access information 24/7. 

Convenience and time are my currencies of choice. 

My loyalty is slow to take seed, easy to uproot. 

I am in control. 
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What does that mean for 
banks? 

I can do anything I need  
to do from my phone 

…including my banking 
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What is mobile banking? 

1.  Text 
messages 

2.  Mobile 
optimized site 

3.  Mobile app 

What does that mean for 
us? 

21% of mobile 
users have used 
mobile banking 
in the past 12 

months. 

Federal Reserve study 2012 
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What does that mean for 
us? 

11% of those 
who haven’t 
used mobile 

banking yet, will 
do so in next 12 

months. 

Federal Reserve study 2012 

Who is using it? 

Federal Reserve study 2012 
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Who is using it? 

Federal Reserve study 2012 

Most common uses? 

Federal Reserve study 2012 
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Adoption rates 

It took 10 
years to get 

40% of 
customers to 

use online 
banking 

http://www.netbanker.com/online_banking_report/ 

Adoption rates 

In first 90 days 
of launching 

an app, 
reports of 

10-13% 
adoption. 
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Surprising possibilities 

Capturing the 
underbanked 

and 
unbanked. 

Federal Reserve study 2012 

Surprising possibilities 

Minorities 
Lower income 

Younger 

CRA? 

Federal Reserve study 2012 
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New revenue? 

Federal Reserve study 2012 

Today’s customer 

20% of FI 
customers have 

used mobile 
banking.  

Another 20% say 
they will be the end 

of 2012. 
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Today’s customer 

Almost 60% of large-
bank customers in a 
recent survey said 
the availability of 

mobile services was 
a reason they had 
switched financial 

institutions. 

Federal Reserve study 2012 

Around the corner 

By 2015, 50% of all 
financial institution 
customers will be 
mobile banking 

customers. 

Yours? 
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What should you do today? 

(internally & externally) 
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Remember to drip a little every day 
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You’ll tire of it long 
before they do 

Marketing is a marathon, not a sprint 
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www.DrewsMarketingMinute.com/iba12 
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