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What does a grandfather 

clock a garage and

green grass have in common?





Business 

Management







Strategy describes 

the destination and 

how you are going to 

get there

More Customers



Tactics describe the specific actions 
you are going to take along the way.



“We need to boost that post”
Is not a strategy



“We need to boost that post”
Is not a strategy

It’s a tactic



How do we turn people 

that don’t know who we 
are, into customers? 

¯ \_(ツ)_/¯

So...



One that takes time. 
(Between 20 and 500 touch points before 

someone becomes a customer)

It’s a journey 



How do we stand out?



We need 

to nurture
Be there when it matters



If People don’t:
1. Know who you are
2. Like you 
3. Trust you





Create an emotional connection & build a 

brand people know, like & trust. Cold

Warm

Hot

?

Cold

Warm

Hot

Existing



“BUT I DON’T 
WANT TO YET”



Provide people with information & 

resources to make an informed decision. 

Create an emotional connection & build a 

brand people know, like & trust. Cold

Warm

Hot

?

Cold

Warm

Hot

Existing



“BUT I DON’T 
KNOW WHAT 
IT DOES YET"



Create an emotional connection & build a 

brand people know, like & trust. 

Provide people with information & 

resources to make an informed decision. 

Help people know why they need your 
product/service.

Cold

Warm

Hot

Existing



“I WANT IT!”



Increase your AOV and LTV.

Help people know why they need your 
product/service.

Provide people with information & 

resources to make an informed decision. 

Create an emotional connection & build a 

brand people know, like & trust. Cold

Warm

Hot

Existing



“I LOVED IT 
AND I WANT 
MORE!”



SO WHAT TYPE 
OF INFO SHOULD 
WE GIVE? 



Cold

Warm

Hot

Existing

Make them 
Aware
● Do people know the problem?

● Do they know the solution?

● Have you got something 

interesting to offer them?



Cold

Warm

Hot

Existing

Be there 
to help
● Can they find what they are 

looking for?

● Are they aware of a solution? 

● Have you got something useful 

they can use?

● What other information do they 

need?



Cold

Warm

Hot

Existing

Take them 
beyond the sale
● How will it change their life? 

● What’s it like being a customer? 

● Have you got any crazy offers?

● Some tough nuts to crack? 



Cold

Warm

Hot

Existing

Don’t just 
stop there
● Got other products that they 

may like? 

● Does an upgrade suit them 

better?

● Are they coming to the end of 

their contract?



So how does this actually 
apply?



Broadband 
Provider





People who aren’t aware 
of your brand. 1



3% Super Lookalike 
Audience 

Broadband Interests



People who aren’t aware 
of your brand. 1

2 People who have engaged



Facebook post and 
page engagers



People who aren’t aware 
of your brand. 1

2

3 Website visitors

People who have engaged



Website Visitors



People who aren’t aware 
of your brand. 1

2

3 Website visitors

People who have engaged

4 Existing customers



Existing Customers



With a destination we can plan how to get there

Without a destination, we don’t 
know where we’re going



With a strategy in place, we can find out why

*Without a strategy, tactics either 
win or fail




