Mobile Product Trial (Free): Restaurants

New Customer Acquisition and Customer Feedback via Text Message

To start your trial contact:

Gowon K. Snyder
773.680.0509
gowons@aol.com



What if the Leaky Bucket’s Holes Were Plugged and The Spigot Got Turned Up?

How to Turn the Spigot Up? Innovative Viral Marketing Solution using Mobile

How to Plug the Holes? Innovative Customer Feedback Solution using Mobile



The Three Dining Outcomes...

o I ] o
e deee  H S e e e

L
gy

B e R et e

Happy Indifferent Not Happy



Restaurant Industry Among Most Heavily Dependent on Word of Mouth

Most Popular Products Consumers Seek Advice For:

Male Female
1.) Doctors 45%  47%
2.) Legal Adwice 1%  42%
3.) Auto Mechanic 40%  49%%
4 ) Restaurants 39%  38%
5.) Movies 2b%  20%

S "_:Il-——_ "_:Il-_;-nn _';_-\_\.;.:Il-a—n remcrres mod r\.-;l-a—.:lﬁ.
A i, L [y L L U rEEEdl L for i f ] Lt 1 L L
-

L

People share opinions about products and services and they usually inform five to six
people when they are satisfied from their experience with the service or product. In the case where they are dissatisfied
they can inform up to 11 people (Cafferky, 1996).



* For Every 1 Customer that Complains 25 others do not (University of Florida/Tarp Study)

» Many people don't like confrontation/awkwardness of complaining
« Viral Effect (Negative): Unhappy customers tell ~10 other people about their experience
» Viral Effect (Positive): Satisfied customers tell ~ 6 people about their experience

» People tell others about their experience, good or bad. Control & Leverage conversation

Customer Complaints:

(Business to business)

T unhappy customer (
Complaint made to Maragement cr HG

25 unhappy customers
Mo formal complaint made

Each of the 26 unhappy

customers tell an average of 10
people about their experience, 7~
(260 peaphe in total|

~.who in turn each tell an
average of 5 more people
about what they heard
(1,200 people in total)

OIO)

5;’:;" oo Average number of people who hear about a problem
- Research, Jume 1995 . ‘
- Direct Sedbng Educational Foundation, 1582 ol y one formal complaint te Management: 1,560




Improvement Growth

Concept: Hybrid Mobile Texting Service that improves Restaurant’s business by increasing:

Customer Retention (Plugaging the Holes)

* Instant Customer Feedback via text
» with ability to rate food and service
» with ability to elaborate on complaints
» with ability to instantly send red alerts to Management on duty in real time via text or email

- Revenue/Customer Saving feature
» ability to send Come Back/Concession offers directly to unhappy customers’ cell phone

Repeat Visits & New Customer Acquisition (Turning Spigot Up)

* Build Opt-In Text Club

> ability to send Deals/Offers to customers that opt-in (the happy customers)
» texting is superior to email blasts. Email marketing in decline and is becoming “old school”

* Viral Marketing

» viral growth from Offer/Deal Forwarding by Opt-In customers to friends/family
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Familiar scenes you may see in your restaurant...
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U.S. Nielsen April-June

Average
Mobile
Subcriber

=$=Text Msg
«“w=Mobile Calls

2006 2007 2008

MediaPost PUBLICATIONS

* The average mobile subscriber sends/receives an avg of 357 texts/month vs. 204 calls

» 152.7 Billion Text Messages Currently Sent Monthly in U.S.



Average age of a text user is
38 years old

Up from 19 years old in 2003 . '-'[

I Fastest growing

50% 10004 demois adults 45-64

Sources: M:Metrics July 2008; 2 Nielsen Mobile September 2008




Comment Ca}‘d s """

1. Do you like the setting of our restaurant?

D Yes. [:| i -
2. What do you think about the serv ar staff? * ’ t see c
_ d. Receptionist Good D Fair
Real people. Real reviews e Water/Wiltes [ Good [JFate
f. Chef D Good D Fair
3. What do you think about the quality of our food?
D Good D Fair D Poor 1=
4. Do you have any food or drinks you want to add in the menu? =
( tromix : 3
" ch ICCIgO 5. Do you have any food or drinks you want to delete in the menu? AHDO !E:u Lo C A L

6. Did you enjoy eating in our restaurant? Wf‘}y’

1.) More Representative/Provides More Accurate Measurement of Business Performance
O Expect more responses from texting because of apparent ease and the “newness” effect
0 Com. Cards/Websites can’t provide true measure of your business if only small % participate/fill out
0 Com. Cards/Websites more cumbersome requiring pen/pencil/username/login. Seems like work

2.) More Efficient for Restaurant to Manage, No Manual Data Tabulation Needed
0 Comment Cards require restaurant personnel to tabulate results, manual labor
O Data tabulation/reporting is automatic with texting. Automatic report sent to Restaurant

3.) Enables More Immediate Action
QO Ability to instantly send Alerts/Complaints to Manager on duty in real time to their cell phone via text
0 Com. Cards/Websites usually checked later, don’t provide for immediate notification of problems
O Cell Phone enables sending “Come Back” save offers to unsatisifed customers. Revenue saving
4.) Environmentally Friendly -- Texting does not require paper like comment cards do

5.) Texting is Bundled Product — Business Improvement and Marketing in one service



Text Rstr Trotters to 46786 If Happy w/Meal (G1 or G2)  If Happy w/Service (S1 or S2) If Customer Subscribes

Cantact Info Call Caortrot Indo Conitnot Info G Cantaot Info

March Srd, 2005 March Jnd, Hs March Jrd, 200G March Jrd, 2005

Thank you for helping Trotters Thanks, glad you liked it! Cne Thanks, we're glad you enjoyed Thank you for joining. We will
get better. Rate your meal: more question, how was our your service, To receive text you Meal Deals. Tell a
Service? peficdic meal deals from friend to text Rstr TrottersVIP to

G1) Delicious Yumimy! Trotters Reply RSTR 48788 2 stop reply "STOP
52} Satisfying 51) Top Motch All Around TrottersVIP. Please tell 2 Rstr. Msg&Data rates may

G2) So So 52) Satisfying | friend! | apply.
G4) Dog Food 53) So So : \
54) Sudked!

Text badk G1, G2, G3, G4
/| Text 51, 52, 53 or 54

» Text Code should be placed on Customer Receipts

 Server inform customer of the Text Code on receipt when presenting bill



“Customer complaints are like medicine. Nobody likes them, but they make us better.”
(about.com)

Initial Response If Bad Meal (G3 or G4)

If Bad Service (S3 or S4)

Response After Complaint

Call Caontact Info

March Srd, 20
Thank you for helping Trotters
get better. Rate your meal:

1) Delicicus Y ummy!
52) Satisfying
G3) So 5o

Caontaaot Info

March Jrd, 2005

We're somy you didn't enjoy

your meal. Trotters takes
customer satisfaction sericusly.
Tell us what was wrong. Reply
Rview Trotters + explain the

./ issue

Cantaot Info

March Jnd, 2005
We're socmry you didn't enjoy
your Service. Trotters takes

customer satisfaction sericusly.

Tell us what was wrong. Reply
Rview Trotters + explain the

. issue

Call Contaiot Info

March Jrd, 2005
Thanks, we're somy 2 hear
about your bad experience.
This will be addressed. Please
give us ancther chance. Reply
RSTR TrottersWVIP to receive

. meal deals.

54) Dog Food

Text badk G1, G2, G3, G4

» Customer complaints can immediately be sent directly to Manager on duty via text msg

» Weekly Report sent with complete details (Satisfieds, Unsatisfieds, New Subscribers)



Example Deal Ultimate Goal: Viral/Deal Forwarding

Contact Info

August Juth, 2010

Rstr: Hi Rumnkba has a deal for

our VIP Diners. Buy 1

appetizer get 1 free. Expires

Ot 1. Coupon Code 3758,

Can't use it¥ Be a friend and
 forward onto a friend. People share opinions about products

and services and they usually inform five
to six people when they are satisfied from
their experience with the service or
product. In the case where they are
dissatisfied they can inform up to 11
people (Cafferky, 1996).

» Ultimate Goal is to Grow Customer Base via Deal Forwarding & Repeat Customer Visits
» Restaurant Determines Deal/Offer and Expiration Date. Sent to Opt-In Subscribers

* Product “Formalizes” the word of mouth process. Puts mobile coupon in customers hand



Receipt Server

SWETT*S
FINE FOOD SINCE 1954
328-4418

#1799 IN
1 SFT DRNK

1 CHICKEN & 2 VEG
1 CHICKEN & 2 VEG
1 BTL DRNK

1 BTL DRNK

1 DESSERT

1 THIGH
1 SFT DRNK

U (o, R Gt ST (] B
DN DONND
DR

CHNG :
SWETT’S PLAZA-PAY CRICKET BILL @

“AT ONCE BUSINESS SERVICE" &
GET 10% OFF PRIMETIME MEN'S WEAR

CSHR CSHR #1
No0023 18:41 #001 JAN.0B’07 REGOOO1

Prominently Display Text Code on Customer Receipt Emphasize Importance to Servers to Inform Customers
Tell us how you liked your Food and Service Upon bill presentation: “We hope you enjoyed your

Text RSTR Trotters to 46786. It's quick. Just 2 multiple g'lg';‘geet’éﬁ’lel:'seﬂgj; ”;irir"s.oa;’“;j’rdﬁooon g ?:f/'izté
choice questions. Y! JOyea y! ]

It's just 2 multiple choice questions and is very quick”




Recent News Stories on Restaurant Mobile Marketing

(Click on the below articles to read online)

» PIZZA HUT CAMPAIGN GETS 2000 OPT-INS IN TWO WEEKS

* KFC SEES 13% MOBILE COUPON REDEMPTION

 MOBILE COUPONS WORK FOR SUBWAY FRANCHISEES

» IHOP SEES 10% MOBILE COUPON REDEMPTION RATE

* VILLAGE INN MOBILE COUPONS SEE 113% REDEMPTION RATE

Restaurants Are Seeing Very Good Success with Mobile Marketing


http://www.mobilemarketer.com/cms/news/messaging/4009.html
http://www.mobilemarketer.com/cms/news/database-crm/6144.html
http://www.google.com/url?sa=t&source=web&ct=res&cd=1&url=http://www.mobilemarketer.com/cms/news/commerce/595.html&ei=2_iNSo72JonENsjo0K8K&rct=j&q=subway+mobile+coupons+work&usg=AFQjCNFRAo_i5HlkKOXv2KfsVn_hkWxseA
http://www.google.com/url?sa=t&source=web&ct=res&cd=9&url=http://www.gomonews.com/qdoba-shows-52-redemption-rate-from-jagtag-mobile-coupons/&ei=HveNSvWyLITUNaT-9a8K&rct=j&q=mobile+coupons+redemtion+rate+restaurants&usg=AFQjCNEf_4lnHDif7j5YTJDJ_Ir
http://mail.aol.com/32447-111/aol-1/en-us/Suite.aspx
http://www.mobilemarketer.com/cms/news/commerce/1242.html

5.

Mobile Marketing Works for Restaurants

Build Competitive Advantage Over Other Restaurants

Improves Restaurant by Uncovering Problems/Areas of Improvement
Enables Revenue Growth via New Customer Acquisition & More Repeat Visits

Free Trial!



To start your free trial contact:

Gowon K. Snyder
773.680.0509
gowons@aol.com



