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STEP 4 - BE ACCESSIBLE
Consumers average 2.5 hrs a day in the digital mobile space.

20% of this time is 
spent on the mobile
web (21 minutes). 80%

of this time is
spent inside apps
(2 hours and
7 minutes).
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ADVOCATES ARE CUSTOMERS WHO HAVE HAD GREAT EXPERIENCES.

5X

2X 3X

Five times more
valuable than
average customer.

Spend twice
as much as
average customers.

Three times the
Advocacy Value of
average customers.

LISTEN:

Understand what is being
said - align response

appropriately.

LISTEN:

Determine the context - 
venting to a friend or

seeking help?

TALK:

Engage in appropriate
conversation - public or private,

online or offline, in a
timely manner.


