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A BIT ABOUT ME...




PRINT MEDIA: THE GASE
FOR GHANGE

5 0 0/ decline in print ad
- o eeeeeee from 2011
through 2017
0 growth in online ad
+ 0 revenue from 2011 to
2017




Subscription Businesses Are Exploding With Growth
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Richard Kestenbaum,

PAID SUBSCRIPTION SERVIGES ARE GROWING
RAPIDLY...

past 1 million mark

The Washington Post

The Washington Post iz marking a milestone In its ansition from
being a local print newspaper to a national news website

Washington Post digital subscriptions soar
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MEDIA

COARLUMER EETANL AL FODD AND EEVERAGE RESTAUEANTS

New York Times subscription
growth soars tenfold, adding
132,000, after Trump's win
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HOWT0
BREAKTHROUGH...




“The most important single thing is
to focus obsessively on the
customer. Our goal is to be the
earth’'s most customer-centric
company”

- Jeff Bezos



BRANDS THATDOIT
WELL...

AIVIERICAN
EXPRESS
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CUSTOMER

OBSESSION

the principles for a customer-centric organization

KNOW YOUR
CUSTOMER

who they are and
what matters most to
them

FLAWLESS
EXPERIENCE

invest in creating

friction-less, simple,

and intuitive
experiences

DELIGHT

identify moments
where you can
exceed expectations
and create brand
ambassadors



2. PERSONALIZATION



PERSONALIZATION

principles for success

DATA-DRIVEN

mine data to
understand & predict
customer behavior

TIMELY

identify moments
where you can deliver
a relevant message at
the right time

THOUGHTFUL

carefully balance the

customer's privacy vs.
delivering a

customized message



Name Personalized

Points Balance &
Spend Categories

Customized
Summary of
Benefits Usage

1 Here's Your Latest Account Snapshot
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Get the Most Out of Your Card -
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) Save With Amex Offers

HOME DEPOT OFFER
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— Offers Ending Soon —
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B3 Exciting Ways to Use Points
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B} Check Out These Events Near You

By Invitat nly
CHEF EMERIL TOASTS CHARLIE
TROTTER: VIP ACCESS

Checago 1L
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NEW JERSEY DEVILS 201616
INDTIDUAL GAME TICKETS
Mewars NJ

WIS - DDA S

Event In Your Area

DURAN DURAN
Barusiey, CA

100018

Countdown of
Offer End Date

Offers Based on
Spend Patterns
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3. GONTINUOUS TEST &
LEARN




THE MICROPLANE EXAMPLE




CONTINUQUS TEST & LEARN

principles for success

CULTURE SPEED IS BETTER SHARE BEST
celebrate the THAN PERFECTION PRACTICES
SUCGaer <P and the test a "good enough’ foster sharing of
failures product & iterate as insights (good and

you learn bad) across the

organization



BLOOMBERG MEDIA: BUSINESSWEEK RELAUNCH

¥ Curiosity kills
the competition.
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DCN Power of Brand Gonference
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