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In  to d a y ’s  m a rke t scen a rio  o ften  w e  a s  m a rke te rs  lo o k  a t th e  b ig  p ic tu re  o f c rea t in g  
a n d  com m u n ica t in g  a  b ra n d  im a g e  to  th e  ex te rn a l w o rld  b u t fo rg e t a ll a b ou t th e  
im p a c t from  w ith in . T h e  m u lt ip le  to u ch  p o in ts  th a t p la y  a  m a jo r ro le  in  th e  
cu s tom e r’s   p e rcep t io n  o f th e  b ra n d  a n d  ca n  a t t im es  b e  th e  d e c id in g  fa c to r fo r th e  
cu s tom e r s ta y in g  lo ya l to  th e  b ra n d  o r n o t.  T h is  is  p a rt icu la r ly  o f im p o rta n ce  in  th e  
re cen t tren d  fo r e x c lu s iv e  “S h op p e ” w h ich  is  in  v og u e  tod a y . 
 
Le t ’s  ta ke  a n  exa m p le  -  a  cu s tom e r b u y s  a n  A ir  C on d it io n e r to p  o f th e  l in e  from  a  
le a d in g  m a rke t p la ye r. T h e  p rod u c t is  fe a tu re  r ich , th e  p rom o tio n s  on lin e  a s  w e ll a s  
d ig ita l, e x ce lle n t a n d  c le a r ly  com m u n ica te s  th e  v a lu e s  o f th e  b ra n d  –  h ig h  q u a lity  
a n d  ou ts ta n d in g  se rv ice . T h e  cu s tom e r b a sed  on  th e  com m u n ica t io n  is  in c l in ed  to  
p u rch a se  th is  p rod u c t a n d  rea ch es  th e  d ea le r fo r th e  sa m e  –  th e  firs t  T o u c h P o in t . 
T h e  d ea le r ’s  sa le s  p eop le  a re  h a rr ie d  w ith  sa le s  p re ssu re  u n a b le  to  d evo te  en ou g h  
t im e  to  a n sw e r a ll th e  q u e r ie s  o f th e  in d iv id u a l –  th e  cu s tom e r is  s l ig h t ly  
d isa p p o in ted  b u t d e c id e s  to  g o  a h ea d  w ith  th e  p u rch a se . T h e  d ea le r in fo rm s  th e  
cu s tom e r th a t th e  se rv ice  p eop le  w ou ld  b e  a b le  to  com e  on ly  a fte r a  cou p le  o f d a y s  
to  in s ta ll th e  A ir  C on d it io n e r. T h e  cu s tom e r th ou g h  d isa p p o in ted  a ccep ts  th e  
s ta tem en t a n d  ta ke s  th e  d e liv e ry  o f th e  A ir  C on d it io n e r. A  w eek  a n d  m u lt ip le  fo l low -
u p s  la te r th e  in s ta lla t io n  is  s t i l l  n o t d on e . T h e  cu s tom e r is  n o t p ro v id ed  a ccu ra te  
in fo rm a tio n  b y  th e  se rv ice  g rou p . T h e  re su lt  a n  ex trem e ly  n eg a t iv e  T ou ch Po in t 
e xp e r ien ce  fo r th e  cu s tom e r. H en ce  d e sp ite  th e  b ra n d s  co re  v a lu e s  o f q u a lity  a n d  
ex cep t io n a l se rv ice  th e  T ou ch Po in t e xp e r ien ce  c rea ted  a  n eg a t iv e  im p a c t on  th e  
cu s tom e r th a t m a y  a lso  re su lt  in  th e  lo ss  o f th e  cu s tom e r’s  fu tu re  b u s in e ss .   
 
T h e  T ou ch Po in t is  e ve ry  s in g le  lo ca t io n , p e rson  o r e ven t w h e re in  th e  cu s tom e r g e ts  
a n  op p o rtu n ity  to  in te ra c t w ith  th e  com p a n y . If th e  T ou ch Po in ts  d on o t re fle c t th e  
co re  b ra n d  v a lu e s  th is  d is c rep a n cy  re su lts  in  a  d is con n ec t w ith  th e  b ra n d  v a lu e s . T h is  
ca n  h a ve  a n  a d ve rse  e ffe c t in  th e  lo n g  te rm  a n d  ca n  d ra s t ica lly  red u ce  rep ea t 
b u s in e ss  a s  w e ll a s  re su lt  in  n eg a t iv e  w o rd -o f-m ou th . 
 
T h e  k ey  a sp e c t o f m a n a g in g  th e  T ou ch Po in ts  e ffe c t iv e ly  is  “ In s id e -ou t-B ra n d in g ”. T h e  
p eop le  a n d  p ro ce sse s  n eed  to  a lso  re fle c t th e  b ra n d  v a lu e s . It  is  a  m a tte r o f l iv in g  
a n d  b rea th in g  th e  b ra n d . E ffe c t iv e  com m u n ica t io n  o f th e  b ra n d  m a p p ed  w ith  a  
p rop e r d e fin it io n  o f a ccep ta b le  b ra n d  b eh a v io r a t th e  T ou ch Po in ts  a lo n g  w ith  h a n d s-
on  tra in in g  on  th e  sa m e  to  h e lp  its  cu s tom e rs  a ch ie ve  a  w e ll- rou n d ed  a n d  con s is ten t 
T ou ch Po in t M a n a g em en t sy s tem . 
 
A n  a g en cy  l ik e  B ra n d  M a es tro s  ca n  h e lp  th e  cu s tom e r b y  u n d e rs ta n d in g  th e  b ra n d  
v a lu e s , s tu d y in g  th e  ex is t in g  T o u c h P o in t  e xp e r ien ce s  to  id en t ify  th e  g a p s  a n d  th en  
p lu g g in g  th e se  g a p s . B e in g  in d ep en d en t from  th e  c l ie n t, B ra n d  M a es tro s  a d d s  v a lu e  
in  te rm s  o f a n  u n b ia sed  p e rsp e c t iv e  a s  w e ll a s  a n  ou ts id e  p o in t o f v iew . 
 
G e t in  to u ch  w ith  B ra n d M a es tro s  a t b u s in e ss@ b ra n d m a es tro s .com .  
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