
The Power of 
Emotion in Driving 
Customer Loyalty



or



If your customers like 
you, they tend to buy 

more



A case study:
Grovemade





Humanising the digital 
customer experience in 
the age of machines to 

secure customer 
retention



or



Get your customers to 
buy from you instead 

of someone else



https://lolmythesis.com



Who are you?





You are not 
a stock photo





Be you, recognizably





Recognize your 
customers





Level 1 - Look at the data
Level 2 - Surveys (ask open ended questions)
Level 3 - Video interviews
Level 4 - Hit the road and visit people
Level 5 - Content series of your customers

Grovemade’s KYC



The role of emotions 
and senses in 

consumer decision 
making



or



You can sell by feel





Make your digital 
products tangible





Split-testing for feel





Combing human touch 
and digital to address 

consumer evolving 
needs



or



We have a computer in 
our hands every day 

--- 
Get personal





Give thanks





Strategies to release in-
depth, good quality, 

relatable content 
frequently



or



Find a way to talk 
about what you do in 

the same way you do it





Designing the Pen





Customer Stories
Design Stories

Product Highlights
Behind the Scenes

Material Focus

Grovemade’s Content 
Pipeline





Thank you!
(and Q&A)

And resources:
https://polyplane.com/2017/04/protalk-designer-ken-tomita-grovemade/
https://www.pixelspoke.com/blog/podcast/grovemade/
https://conversion-rate-experts.com/writing-tips/ 
https://conversion-rate-experts.com/writing/
https://lolmythesis.com
https://grovemade.com



Does this work in B2B?



Does this work in the 
enterprise?





What about in the 
marketing echelon?





or



Like what you do



and



Talk about it


