The Role of Memory, Emotion
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Background: MentorMate

We Plan, Design, Develop and Staff
Memorable Digital Experiences.

‘ www.mentormate.com




Background: Me

Solving business needs from a
user’s perspective for 20+ years.
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When presented with simple
experiences that combine
usability, trust, and emotion, a
memorable connection Is made.




Customers will pay more for simpler experiences.

up to
3.1%

more

Social media
Banks/Retail
Shipping/Mail
Media
Retail/General
Utilities
Generalinsurance

Source: 2014 Siegel+Gale Global Brand Simplicity Index

Travel/Car rental
Travel/Booking
Appliances
Travel/Air

Internet retail
Automotive
Telecom/Cell phone

Travel/Train
Travel/Hotels
Healthinsurance
Telecom/Cable
Fithess

4%

and more

Retail/Health and beauty
Retail/Grocery
Electronics

Restaurants
Internetsearch
Retail/Fashion

CONFIDENTIAL © 2015. MentorMate. All rights reserved.



Percentage of Growth of Index/Portfolio

+260% Simplicity Portfolio

0L PRSP
T L7
+115% S&P
+94% DAX
+89% DOW
BO% —— ceeriiei et A

+51% FTSE

2009 ~ 2010 2011 2012 2013 2014

CONFIDENTIAL © 2015. MentorMate. All rights reserved.

Source: 2014 Siegel+Gale Global Brand Simplicity Index



Process: Facilitating Deeper Connections
Examples: Creating Emotional Triggers
Structure: Institutionalizing Innovation



Process: Facilitating Deeper Connections



Within the digital experience, how
do we build deeper connections
while balancing return with
Investment?




We know the experience is bad,
but our users don’t have a choice.
And any time we spend making it better
comes right out of our bottom line;

— Anonymous Client Quote
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Minimum Viable Product
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Minimum Viable Product

Functional
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Minimum Viable Product

Reliable
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Minimum Viable Product

Reliable

Functional
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Minimum Viable Product

Emotional
Design

Reliable

Functional
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Minimum Viable Product

Emotional
Design
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Minimum Viable Product
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Examples: Creating Emotional Triggers



When presented with simple
experiences that combine usabillity,
trust, and emotion, a memorable
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Emotional Trigger: Context

ContactUs  About

FRANCE

since 1959

I am shopping for wine for a casual gathering.

I would like to spend about &:

.08 or less.




ER_AJNJ@EE 44} 612 925 3252 “;5

. N
Open until ¢ tonight g

MPLS
since 1959

Shop Recommendations 4351 France Ave. South O =R
STP

p search the entire store

I am shopping for beer for bar-b-que or outdoor grilling.

I would like to spend about $20.00 and up.
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since 1959
Shop Recommendations 4351 France Ave. South o =R
STP

£ search the entire store

I am shopping for wine for a casual gathering.

I would like to spend about $20.08 or less.




Contact Us  About

FRANCE 44

Shop Recommendations
hide guide show products
Ex
!illm.u. L =1
@ . - _-.i' 1
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o

Bedrock Shebang Red Cuvee
Vi

£14.88 /ML 750

Lagaria Pinot Grigio 2012

SALE $10.99 /ML 750

Kendall - Jackson VR
Chardonnay 2012

$14.88 /ML 750

Inama Soave Classico 2012

SALE $15.99 /ML 750

Viridiana Ribera del Duero
2012

Shepherd's Cottage Red
2012

Bodegas Niel Santofima
Garnacha/Merlot 2012

Filon Old Vine Garnacha 2012

@



Emotional Trigger: Context

FRANCE 44

m E
E MY LISTS . CcLUB a4

Sion Viettie Tre Vigne
Barbera d Alba 2012
SCAN A BOTTLE
SALE

24 available

Liquor NOTIFICATIONS

.

Shop All ries MY BARCODE

.

PROFILE i,/ DONTLIKE

at's [EEA € staff Picks
GIFT CARDS
ADD TO...

mee9009

Pale pink. Lively aromas of tangerine,
strawberry and white flowers. Clean and
fresh, offering good clarity to its tangy red
berry and citrus fruit flavors. Closes on a

MY CELLAR

Summer Sale

EVENTS

LOCATION & HOURS

ABOUT FRANCE 44
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Emotional Trigger: Gamification

e

Le
Know 3

Foundation

Last Visited: September 24

Introduce Yourself

One of the most important skills needed to be successful in sales is the
ability to introduce yourself. It is where first impressions are created, and
it sets the tone for each encounter.

in Agreement

| '-..J“}.




seee Verizon ¥

Preparation

Last Visit

Introduce Yourself

One of the most important skills needed to be successful in sales is the
ability to introduce yourself. It is where first impressions are created, and
it sets the tone for each encounter.

Know Yourself Why You Are There Managing Time Gain Agreement
Y

Learning




sesec Varizon F 9:43 PM

£ All Foundation Skills Introduce Yourself

Prepara

Last Visited:

A | c\el 1: Know Yourself

Share Attempt
g&ﬁt;’f_ The first part of an effective introduction P

) starts with an explanation of who you
IESeIS| ¢ and what is your role in the
organization. Remember to describe
your role in a way that is relevant to
your customer.

Level 1: ' o, evel 1:
Y Share Attempt '
Know Yourself P iain Agreement

. '!.q}‘

Share Attempt

Level 2: Level 2: w Level 2: Level 2:

oy @ =

Learning Community Dashboard




eseeeo \erizon F

< Al Foundation Skills

Level 1
Know Yt

Level 1: Know Yourself

The first part of an effective introduction
starts with an explanation of who you
are and what is your role in the
organization. Remember to describe
your role in a way that is relevant to
your customer.

- uii'ﬂ

‘\iq Level 2:

Learning

9:43 PM

Introduce Yourself

Share Attempt

Share Attempt

_—

‘ Level 2:
& ]

Community Dashboard

Level 1:
Know Yourself

Share video with:

% 100% -

Profile




seeec \erizon

£l

Oct 7

Oct 6

Introduce Yourself

Be Relevant

kKnow the Process

Gain Agreement

Know the Process

Know the Process

Feedback Reqguested

Provide Feedback

Feedback Requested

100% . +




9:43 PM

e Yourself 2 Mar 11, 2013

Manage Influencers

Level 2

Mar 9, 2013

Maintainence

Warm Up Milestone

Profile Completed 5th Share
10 pt Bornus




Emotional Trigger: Photography
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SAMSUNG

New to Replaylt? Choose your school.

Anthony Junior High School
Minneapolis, Minnesota

Benjamin Banneker Middle School
Minneapolis, Minnesota

Breck School
Minneapolis, Minnesota

Bryant Avenue Baptist School
Minneapolis, Minnesota

My school isn't on the list

Already have an account?

Connect Replaylt Login

SAMSUNG

=4l H1:23 = 0123

201213 &) § | g 2012-13 (& § |

PICSTREAM MY PICS

o |
g | A% Pete Cambell, Jim Aridgrson, Kyle Brooker
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SAMSUNG

T 4ME1979 P
~ SAMSUNG

.l B1:23

It® 2012-13 9 §

' (- Time Capsule

Keep all of your favorite memories
at your fingertips - for years to
come.

—— ¢ a M Enter the free redemption code that

was included with your yearbook
purchase to get full access to all of
the photos of the year.
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KITCHEN

WEIGH IN
Grilled Chicken | (@ FRIMAY3L 2013 (B
Food Weight = o

.00

Muscle Mass 35%
s + oz _ ( connecttoscale % ) @
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Emotional Trigger: Encouragement

x

Don’t Break the Chain

Care Paths let you quickly monitor your path
goal e screen. If your goal has been met
for the day it will be highlighted. You want to
get as many of these as possible with out
breaking the chain.
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Emotional Trigger: Familiarity
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The Tonight Show Starring
Jimmy Fallon Facebook chat
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Emotional Trigger: Familiarity

i




Emotional Trigger: Familiarity
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Urgent message regarding
the status of patient Smith.

0

A CODE BLUE

Urgent situation regarding patient
Amy Smith. Please contact me as
spon as possible.
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Structure: Institutionalizing Innovation



Brand involves a person's
behaviors, attitudes, and emotions
about using a particular product,
system or service.

&




UX Involves a person's behaviors,
attitudes, and emotions about using
a particular product, system or

ﬁice.




Organizational Structure
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Chief Digital Officer




Source: Joe McKendrick, ZDNet

Maintain an easy-to-explain story
For the corporate digital strategy.

Earn company-wide commitment
For the digital strategy.

Embrace data-based
Experimentation.

Connect with digital experts in
within the broader industry.

Speak multiple business languages
(IT, Marketing, Strategy, Finance)

Strive for tangible and
Measurable results.

Keep the strategy fresh with the
latest innovations and trends.

Maintain commitment to executing
the strategy over multiple years.
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The Emergence of the Chief Digital Officer

= CDOs Worldwide In 2012: 225
= CDOs Worldwide in 2013: 448
= CDOs Worldwide in 2014: 1000+




On Tuesday, March 24, 2015,
President Barack Obama
named Silicon valley veteran
Jason Goldman as the White
House’s first-ever Chief Digital
Officer.




Chief Digital Officers guide the
digital experience through the
accumulated details of every
touchpoint and interaction.




People will forget what you
said, and what you did, but
they will never forget the
way
you made them feel.

— Maya Angelou
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/0% of buying experiences
are based on how the customer
feels they are being treated.




/0% of consumers are more
likely to recommend a brand

because It provides simpler
experiences and
communications.




By 2020, customer experience
will overtake price and product
as the key brand differentiator.




So whether you are a small start up
or a large organization, whether you
are a retailer, investor, technologist,
designer, or marketer, ask yourself...




Can you facilitate deeper
connections?

Are you creating emotional triggers
Wil you institutionalize innovation?




Thank you.

Jay Miller
Chief Engagement Officer

MentorMate
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