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Creating a Powerful Brand 
When done well, your brand identity should be integrated 

into every aspect of your business, from how you interact with 
customers to how your employees represent the company. Your 
brand is the foundation for your customer experience, and it 
should be reflected in every customer touchpoint, including 
marketing materials, your website, brochures, business cards, and 
email.   

Your brand should also be the basis for your marketing 
strategy. Your message should be consistent across all your 
channels, and it should be aligned with the core values of your 
company. Consistency helps create a sense of trust with your 
target audience and reinforces your brand promise. Ultimately, 
your brand is the sum total of all the experiences people have with 
your company, including the products and services you offer, the 
customer service, and the images and messages you see in all 
communication channels.  

Branding is an ongoing process that requires careful planning and execution. When done right, it can 
help you build loyalty and trust with your customers and create a strong and recognizable brand. This means 
understanding who your customers are and what they are looking for and seeking ways to make their experience 
with your business as personal and individualized as possible.  

 
A few ways to do this include: 
 
1. Start a blog. This is a great way to establish a direct connection with your customers. Write about 

topics that interest them, and provide information about what's happening in your business.  
2. Use email campaigns. This is an effective way to reach out to your customers one-on-one. Create 

campaigns around holidays, special occasions, and other unique events.  
3. Offer personalized discounts and promotions. Give your customers incentives to keep coming back. 

Create discounts and promotions that are tailored specifically to them.  
4. Respond quickly to customer inquiries. Make sure your customers know that you care and that 

you're listening. Respond promptly to customer inquiries and complaints, showing them you're 
reliable.  

5. Make use of social media. Use social media platforms to connect with your customers and keep 
them updated on what's going on in your business.  

 

 
Your company’s sensory package includes 
the combined look, touch, feel, and smell  
of your products and services. It’s the way 

your customers feel they are treated 
during every interaction. 

 
Just as your body language and your facial 
expressions add meaning to your words, 

your company‘s sensory package adds 
meaning and impact to your interaction 

with your customers. 
 

To understand your sensory package, you 
must experience it as your customers 

experience it. 
 

You want your customers to feel that, 
“This is my kind of place. I belong here. I 

get what I want here.” 
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An Emotional Brand 

Creating a brand that resonates with 
customers requires a deep understanding of who 
you are and what you stand for. You need to 
know your company's values, the mission you are 
striving to achieve, and the experience you want 
your customers to have. It would help if you also 
were clear on the goals you have for your brand, 
and what success looks like. Once you understand 
who you are and why you exist, you can create a 
brand identity that reflects your values and 
resonates with your customers.  

An emotional connection in branding does 
not come easily. To help, instead of focusing on 
your actual product or service, focus on the 
emotional benefits your product provides.  

This could be done through creative storytelling or 
inspirational visuals that evoke a feeling or connection 
to the product or service. Additionally, it is essential to 
use customer feedback to understand customer needs 
and create customer-centric experiences. Finally, it is 
imperative to create a unified customer experience 
across all customer touchpoints, from product design 
to customer service. This will ensure that customers 
feel connected to the brand and have a positive 
emotional experience when interacting with it. 

Finally, your brand should also be authentic. 
Customers should be able to trust that you are genuine 
and that you value their experience. Customers should 
be able to rely on your brand to provide a meaningful 
and productive experience.  

 

The Importance of Customer Experience 
In this sense, customer experience combines interactions between a customer and a company's 

products, services, and people. It also includes the customer's perceptions and emotions throughout their 
journey. Therefore, customer experience differs from customer 
service, although it is an integral part of it. Customer service is a part of 
customer experience that focuses on helping customers solve 
problems and providing support. However, customer experience goes 
beyond customer service and includes all customer interactions with 
your brand. 

Customer experience is becoming increasingly important in 
today's business world. It's no longer enough to offer good products 
and services; customers also expect a great experience while 
interacting with a company. Good customer experience can help create 
loyalty and trust, increase sales and customer retention, and 

ultimately, profits. It can also help differentiate a company from its competitors, as customers are likelier to 
choose a company that offers an enjoyable experience. 

  

 
Do not forget that your EMPLOYEES are 
your most expensive asset! With this in 
mind, it’s imperative that you pay close 

attention to how they interpret the 
interactions and value of your brand.  

 
If your employees continue to have bad 
experiences with you as a leader or your 

products, their perception of your business 
brand will be communicated to your 

customers with every interaction. 
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Improve Your Company Image 
Your image is how you present yourself and your business to the public. It combines your reputation, the 

quality of your products and services, your visual identity, and how you communicate with your customers. Your 
image affects how customers perceive your business and can significantly impact your success. Therefore, 
creating a unique image that reflects your company's values is vital. This can be done through branding, 
marketing, and customer service. By creating a positive image, customers will be more likely to trust and support 
your business. 

Your company image is the overall impression that people associate with your business. It involves 
conscious and unconscious associations, reason and impulse, logic and emotion. On a conscious level, your 
company image involves factors such as your branding, customer service, and reputation. You can actively 
manage and control this part of your image. On an unconscious level, your company image is made up of various 
factors that may be outside your control, such as the opinions of existing customers, industry trends, and 
potential customers' perceptions.  

Ultimately, your company needs to be aware of both conscious and unconscious elements that make up 
its image, as the combination of these elements will shape the overall perception of your business and influence 
people's decisions to interact with you. 

To improve your company image, you can: 
• Develop and maintain a strong brand identity. Ensure your logo, brand name, and tagline are 

consistent across all your marketing and communications materials. 
• Upgrade your office. When visiting your location, is your office neat and orderly? Does your office 

appeal to your target customer? Are employees professionally dressed and eager to help?   
• Create a professional website. Your website should be well-designed and easy to navigate. It 

should also provide helpful information and demonstrate why your company is better than its 
competitors. 

• Establish an active presence on social media. Use social media to engage with customers, 
showcase your products and services, share relevant news and information, and promote positive 
customer reviews. 

• Develop a positive customer service reputation. Make sure your customers have a positive 
experience with your company and are treated with respect. 

• Invest in quality content. Publish content that is valuable and entertaining to your target 
audience. This will help build trust and improve your company image. 

• Participate in local events. Attend local events and community participation to demonstrate your 
commitment to the area and build relationships. 

• Showcase your accomplishments. Share news about your company's successes and awards. This 
will help build credibility and show that you are a leader in your industry. 
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The best way to ensure that your sensory package conveys the message you want to send is consistent; 
using the same colors, fonts, and logos throughout your website, print materials, and social media channels. 
Additionally, it would help if you used the same tone of voice when interacting with customers. This will help 
create a cohesive and recognizable sensory package that customers can connect with.  

Discovery Questions 
1. What is your company slogan? 

 
 

2. Does your slogan attract the right customer? 
 

 

3. If you were to ask your customers about your company brand, what would they say? 
 

4. If you asked your employees the same question, what would they believe your brand stands for? 
 

 
 

5. How does your brand differentiate you from your competition? 
 
 
 
 

6. If your products are not the cheapest option for your customers, what do you do to add value and 
demonstrate how you are worth the extra cost? 
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7. Is your brand message consistent across all communication channels? If not, which channels need to be 

improved and why? 
 
 
 

8. How does your brand connect with your customers on an emotional level? If not, how can you 
accomplish this? 

 
 
 
 

9. What are specific steps you can take now to improve your brand image? 
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