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I’ve been practising
Customer Centricity for 40 years
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AS SEEN ON...

www.martinnewman.co.uk
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We Can Buy 

Anything, Anytime, Any Place

From Anyone





33% of us will ditch a 

brand after one bad experience
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A 5% increase in customer retention leads to a 
25-95% increase in profit!

Source: Harvard Business Review



Technology needs to empower but too often 

gets in the way
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Psst! Do you want to hear a secret?



THE RETURN ON INVESTMENT 

MODEL IS NO LONGER RELEVANT
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10 NEW ROI’S

To help build CLV
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New ROI 1:

Return on Inspiration



Only 15% of employees are engaged in the 

workplace

(Gallup – state of the global workplace)
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New ROI 2:

Return on Integrity



68% of customers won’t buy from companies 

with poor ethics

(Salesforce)





• Commitment to help 

disadvantaged people find work in 

retail inc people with disabilities, 

migrants & refugees

• Fans rather than customers – 32m

on Facebook

• $13.6bn GP
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New ROI 3:
Return on Inclusion



Diversity and inclusion is both morally and 

commercially the right thing to do!



Women drive 70% - 80% of all 
consumer purchasing decisions





14m disabled people in the UK



A £350BN+ opportunity





30
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New ROI 4:
Return on Image



Conscious Consumption

Buy new, 2nd hand, upcycle, rent



Zara Launches Repair, Resale in U.K

“Pre-Owned” will offer new services in it’s 60 stores and online as part of a sustainability pilot program.



www.martinnewman.co.uk
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Buyerarchy
Of Needs
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New ROI 5:
Return On Intervention



It doesn’t matter what you sell…

Anyone can turn customers into fans
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The purpose of a business is to create a 

customer who creates other customers
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New ROI 6:
Return On Interaction











The last best experience a                             

consumer ever had becomes the minimum 

experience they want everywhere
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New ROI 7:
Return on Improvement(s)
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New ROI 8:
Return on Involvement



92% conversion 
when customers 

interact with store 
staff on ‘perfume 

painting’
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New ROI 9:
Return on Insight



Your most unhappy customers are your 

greatest source of learning



The voice of the

customer
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New ROI 10:
Return on Innovation



If you need to be 100% sure, 

you’ll be 100% late!







The 

Virtuous 

Circle



Download the ebook
www.10newrois.com



Visit www.martinnewman.co.uk

Follow me @martinnewmancc

http://www.martinnewman.co.uk/

