
Jill Renslow, SVP Marketing & Business Development 

Not in My Backyard: How Mall of America is 
Protecting Its Turf in the Face of New Competition 

http://youtu.be/7rqxb0BICj8
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Listen 
Connect 
Engage 



54% of consumers would 
consider ending their relationship 

with a retailer if they are not 
given tailor-made, relevant 

content and offers.  
 CMO Council 





#MOAPARKING 





Retailers’ average response time to 
a post by consumers in social media 
is seven hours, more than enough 
time for the person to go ahead and 

purchase from the competition. 
Exact Target 



Surprise.   Delight. 



Makes a GIANT 
place much 
smaller.  

Guest: I have a map, but I can’t 
figure out which direction to go. I 
think we’re going to give up and 
leave.  
 
MOA: We want to help you! One 
of our guest service 
representatives can come up and 
guide you to where you need to 
go. 



Positions us as a 
retail and 

entertainment 
authority.  

Guest: Just purchased two items from 
Guess.Com, but sizes aren’t right. Can I 
come to your MOA store tomorrow to 
switch? 
 
MOA: At this time, the item you’re looking 
for isn’t available in store, but you can 
make an exchange for another item.  
 
Guest: Thank you! I will come in tomorrow 
to see what they have!  



What’s Next? 
(Innovate By Anticipating Customer Needs) 















THANK YOU!   

http://youtu.be/7rqxb0BICj8
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