
LITTLE THINGS CAN MAKE 
THE BIGGEST DIFFERENCE
IN CREATING CUSTOMER WOW AND 
NAVIGATING ACROSS THE GENERATIONS
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1. Throw-ins (value)
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CAN LITTLE THINGS MAKE 
THE BIGGEST DIFFERENCE?





GreetingGift

or



46%

Results
1. Control Group (no greeting and no gift)

2. Greeting Group (yes greeting but not a gift)

3. Gifting Group (yes gift but not a greeting)

4. The Greeting and Gifting Group

$7.11

$8.39

$9.39 

$10.41 



89% of companies 
expect to compete 
mostly on the 
basis of CX

… seven years ago it was 36%





impressions





Moment of Truth
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Why a Goldfish?
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GIVE A LITTLE UNEXPECTED EXTRA

Guppy Love





Average Goldfish
=

3 inches
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Nearly 20 inches
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Their Growth is Affected by 5 Factors:
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1 1. SIZE OF THE BOWL =   MARKET

#Belong at Liberty



1
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2. NUMBER OF OTHER GOLDFISH =   COMPETITION



3. NUTRIENTS / CLARITY OF THE WATER =   ECONOMY



4

24. FIRST 120 DAYS OF LIFE =   START-UP OR NEW PRODUCT



5. GENETIC MAKE-UP =   DIFFERENTIATION



1. MARKET
2. COMPETITION
3. ECONOMY
4. START-UP
5. DIFFERENTIATION

QUESTION



1. MARKET
2. COMPETITION
3. ECONOMY
4. START-UP
5. DIFFERENTIATION



Why Purple?





Lagniappe

Meaning - The additional gift
or to give more
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1. Throw-ins (value)



1. Throw-ins
2. Sampling
3. Guarantees
4. Pay it Forward
5. First/Last Impressions

1. Added Service
2. Convenience
3. Waiting
4. Handling Mistakes
5. Follow-up





Types of 
Maintenance

1. Added Service
2. Convenience
3. Waiting
4. Follow-Up



CASE STUDY: 
Added Service





Throw-In

Last
Impression



CASE STUDY: Convenience





CASE STUDY: Waiting







CASE STUDY: 
Follow-up







Exercise
1. How are you currently making it 

easier for customers? 

(added service, convenience, waiting, follow up/thanks)









AGES (APPROXIMATE)…

•Matures > 73 years old
•Baby Boomer 55 to 72 years old
•Gen X 40 to 54 years old
•Millennial 23 to 39 years old
•Gen Z < 23 years old



Generational  Leadership Matrix

C   Stan Phelps and Brian Doyle, 2010, 2019
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FREE TODAY

Thank You













ALWAYS EXCEED
EXPECTATIONS



READY TO 
THINK OUTSIDE 
THE BOWL?



StanPhelpsSpeaks.com


