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“Hmmmm... there’s a propane tank
in my backyard. What do | do?”
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Propane heat is a major selling point when buying a home. As an affordable, cleaner alternative to oil,
it's the fuel of choice among a growing number of homeowners. Cheaper than electricity and more
efficient than natural gas, propane heat is something you should look for when house hunting.
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$100 Off Propane From Petro | Total
Propane Service Provider | petro.com
discover.petro.com/

Rely on Petro to deliver propane and keep the heat
on all winter long. Learn more. 24/7 Customer
Service. Professional Installation.

The mobile journey

Request A Quote

almost always starts
S with paid ads.
Now you can
o CLICK TO CALL!

Propane Companies in My Area | Connect
With Top Suppliers | propane.pro
www.propane.pro/Companies/Area

Suburban Propane | Over 90 Years of
Experience | SuburbanPropane.com
www.suburbanpropane.com/

Get up to Four Competitive Quotes From
Accredited Propane Companies Near You! Trusted
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What Do US Mothers and Fathers Do After Their
Children Go to Bed?

% of respondents in each group, Aug 2018

Mothers Fathers
Watch TV or movie 81% 76%
Use social media 1% 60%
Talk on the phone or text 66% 53%
Have sex 53% 56%
Read a book 52% 49%
Do work or homework 38% 37%
Play video games 35% 35%

Source: Deseret News and Center for the Study of Elections and
Democracy (CSED) at Brigham Young University, "2018 American Family

SUWEE, " Nov 28, 2018

245674 www. eMarketer.com
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@ 8en Gutkinwarmth...

E Daily Harvest

& News Feed Sponsores d-Q

° Messenger Get good igod ‘iar any time of day, all built on fruits and vegetables and
ready to enjoy in minutes.

3 watch

2 Marketplace

Shortcuts

Love My Propane ... 20+

Explore

X pages

@ Groups

Events

& Friend Lists

Games.

~ SeeMore... ==

Create ZUCCHINI* -

Ad - Page - Group - Event PUMPKIN SEEP

Fundraiser DATES*
AvocADO ’
CocoNUT"
CAcaO*

PEAPROTEIN' ¢ |
CacaoNIBS. s s# |
HIMALAYAN &

o Crome

DAILY-HARVEST.COM

Get $25 Off Your First Box With Code FB25 Shop Now

O©O0% sk 1K Commen! ts 744 Shares
o Like (D comment t /> Share (R4

" ‘Susan Janett is with Yomayra Ramos-Wilkin at Rosemarie's o8
e Rescue Ranch.

Service Training and Consulti

Portugués (Brasil) - Frangais (France)
h

The Customer Journey

Facebook advertising has become the
key to delivering your message
without getting caught up in their

posting algorithmes.
e Target your audience
e Deliveryour brand message

Track and measure your results

The stronger the “engagement” on
your Facebook page, the more
powerful and cost-effective the

ad opportunity.

Customers who like a business on Facebook are 79%

more likely to make a new purchase than non-fans.
(Mashable)
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Your Facebook Experience

Recommendations and Reviews °$ %
LY -’
o Recommended by 45 people
. h . ) &s1."195"
Great service & the tech we had for a service call early this morning
was prompt , polite & communic... See More
Porco Energy
§3 February 9 @porcoenergy
Home 4 L
Very nice service and good people ! Reviews 4 . s
Videos
X . . Create Post 4.1 0ut of 5 - Based on the opinion of 17
We have gotten our oil from you for years but home renovation proje Posts people
cts have recently given us an opp... See More About e, Write a post
November 29, 2017 Community © | Community See All
Info and Ads [ Photo/video ¥ Tag Friends @ checkin 2L Invite your friends to like this Page

s 3,103 people like this

Do you recommend Murray-Heutz Qil and Propane? ) ) 2\ 3,164 people follow this
Recommendations and Reviews

AL Rich Carrione Wtc and 4 other friends like

Yes No ) Recommended by 56 people this o Fave chedvod Ta
] )8
™ 1f | could leave 0 on this review | would!! | am very unimpressed with
: this company I've had this c... See More About See All
See All April 6, 2018 )

October 27, 2018

Porco is a fantastic company. Cindy is always so friendly on the pho o
ne. we never have to wait long f... See More

My mam hac hean a Parea Enaray ciistamer for a nimhar of veare &> 1455 Route 9W

/

INNOVATION ¢ EDUCATION ¢ COLLABORATION




( NPGA
/ AR RS The Customer Journey

What if the Facebook reviews are BAD?
Or not there at all?
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* 88% of people trust online reviews as
much as they trust friends and
family.

* 80% of people choose to go
elsewhere if they read bad reviews
of your business online.

* One negativereview online (when
not countered by positive reviews)
can cost up to 30 new customers.

2018 study by Reputation Builder

—
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How do you research propane services in your home?

62%
59%

Read Consumer Reviews

Online Research
Recommendation from family, friends,...
Employees at stores such as Home Depot,...

Recommendation from installer or...

Paid review and screening services such as...
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@ ynieaswres
Postal Service 2

Fuddruckers ' Q_ﬁ

¢ Furness Park %, 5 2

®

Driving every day.=

See outside See photos See outside
See photos
Suburban Propane Wilson Oil & Propane :
= e e AmeriGas Propane
Website Directions Save
2oxE zt‘(soogle reviews 4.6 k%K %7 118 Google reviews Website Diesctions Save
Propane supplier in Newark, New Jersey
Heating oil supplier in Nether Providence Township, Pennsylvania 1.3 %9 3 Google reviews

Address: 915 Delancy St, Newark, NJ 07105 . = 3
Address: 221 Rogers Ln, Wallingford, PA 19086 Propane supplier in Parsippany-Troy Hills, New Jersey
Hours: Open - Closes 5PM ~
Hours: Open - Closes 5PM ~ .
Phone: (973) 589-3030 Address: 3129 US-46, Parsippany, NJ 07054
Phone: (610) 566-7600

Hours: Open - Closes 4:30PM ~
Phone: (973) 334-3800

Who are you going to call?
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. Read
( \' News article for energy savings,
[ Where can | | what to do, & local companies
! getapropane I_‘Z‘
' * fireplace? | . Display Ads
\ P i =] Display
""""" yelp%s mTmTmmEmEEEEN
I I
Visit () Search 1
Site to read reviews | Vented o;unvented l
" and compare \_ _ _fireplace?

Re-marketing

Email

friend for advice
~ ™ ~
a O n and referrals

-t
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ry: propane water heaters for sale. tankiess propane water heaters

A. O. Smith Water Heaters | Save Money & Reduce Your Bill

s2808.50

Hybrid Water Heaters

Solar Water Heaters Product Selector

LP Tankless Water Heaters | Wide Selection. | ecomfort.com

Water Heaters at Lowe's® | Lowes.com

Water Heaters t
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Open until 10PM!
mylowes
m E. Rutherford Lowe's 2 swygn in =]

= Departments ~ whatisre:vou loo

Bathroom
Building Supplies
Doors & Windows

ALL WATER HEATERS

Flooring Electric Water Heaters Gas Water Heaters

Electrical

Hardwars Tankless Electric Water Heaters Tankless Gas Water Heaters

Heating & Cooling

Water Heater Parts
Home Decor & Furniture
Kitchen

Lawn &

Find the Water Heater
& Colling Fans That’s Right for You

Moulding &

Light

Electric, gas or heat pump —
A. 0. Smith can help you find the
Paint & one that's best for your home

ba GET STARTED

Outdoor Living

Plumbing
Smart Home & Security
Storage & Organization

Tools

/
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T8 Smith. PacoucTs I f— WHERE TOBUY Q

FIND THE RIGHT WATER HEATER

1 Whatis the length of the longest shower someone takes in your house?

@ @ ®
® Q@ L

2 How many showers would your household like to take back-to-back?

3 Howmany showers would your household like to take at the same time?

£ Whatsize is your largest bathtub?

5 Doany of your showers have a body spray system or other high flow rate showerhead?
6 How would you like to heat your water?

T Umisrmiirbs cnaen de i hasnd
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I Rd

A
Handy Mart o, Q €
R & S Automotive

@'j Service

Our customer is ready
to do business.

But where did they ,_ Sp—

come from? Cherry Energy

Website Directions Save

4.8 % # &k 63 Google reviews

Propane supplier in Lenoir County, North Carolina

Address: 2947 Hull Rd, Kinston, NC 28504
Hours: Open - Closes 5PM ~
Phone: (252) 523-3874

—
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So they’ve
become a
customer.

Now what?
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Is your only
communication a bill?

What Services Does Your Propane Company Provide?

34%

Install water heaters

| | | * Welcome letter
Repair and maintain home heating systems  [NNRERGE 34%

Repair and maintain water heaters I 33% e Customer newsletter
instal home healing systems  EEGEGEG—_—— 32 * Email marketing
Repair and maintain home appliances GGG 25% e Su rvey
Install home appliances [INIEEGEEEEGEGEGEGEEEEEEE_E 24% e Ask for a review!
Install fireplaces/artificial log sets/outdoor fire pits G 20% .

Join your Facebook

Don'tknow | 35 :
community

None of these [N 7%
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s Irish Carbonic and Propane
October 12+ Q Murray-Heutz Oll and Propane shared a post
{and overyday) we colo . Thank you to all the Pubiished by Otivia Wic Mach 6 at 1000 AM - QO
Ingenuity at t's best!

working men and women in the fields!
Thank a farmer today #NaticnalFarmersDay

TO THOSE THAT
WORK IN AGRES,
NOT IN HOURS.

WE THANK YOU.

-~
...

o
) e -
Fak '.'rr\‘. R
_ MY LRVl
4 Commaents 64 Shares

O0W 2

QHDA.—M Fogen, Jirry Happe and 4969 othen 43 Corrrwnts 248 Sharws
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Growing and
Maintaining your
Facebook Community
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_+__ Murray-Heutz Oil and Propane P Gagnon and Son
Published by Oivia Wtc i+ - February 14 - @ Published by Otvia Wi -~ - March 4 - ©
Hard 10 Delieve spring s only a couple weexs away'

Sneax peak at some of the deliveries we made today «=
Our customers were so excted to 'eam they not only got a
Valentne's Day trea:, but a free fil up as well!

We can't wait to show you more! @

Grown of Maine s Like Page
March 2 - @

Cross section of a snowbank between Presgua |sle and
Caribou sarer todey.

= Aere Gomeault

1,005 456 =
P B Boost Unavailable
Q0w 381 28 Commants 52 Shares edple Reached  Engagements
Ove 161 14 Commaents B8 Shares
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Facebook recently made the switch from
star-rating reviews to a more simple yes or no
recommendation.

4.4 of 5 stars

4-4 * 3.2K reviews

5 stars 2.1K ‘
4 stars o 12 . 44o0utof5 @
3 € aa» 320

Based on the opinion of 5,151 people

—
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Bring your customer service into the ‘
age of social media.

* One negativereview online (when
not countered by positive reviews)
can cost up to 30 new customers. -

* Ittakes 12 positive reviews to
cancel out the nasty side effects of
just one negativereview. *

————
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Bring your customer service into the age of social media.

7 out of 10 U.S. consumers say they’ve spent more money to do business with a
company that delivers great service.

And millennialsare willing to spend the most (21% additional!) for great
customer care.

While people are far more likely to go
online and write a bad review following
an unhappy experience,

Strike while the iron is hot!

70% of consumers will leave a review for
a business when asked!

BrightLocal Consumer Review Survey, 2016

—
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Key Takeaways

Mobile Optimized

Keyword-Focused Content

Web Presence not Website

Communicate with your customers both on and offline
PPC & SEO Together Forever

Reviews: Quantity and Quality

Google My Business

Don’t Get Hung Up on Attribution

Facebook: Give Them a Reason to Follow

VV VYV VV VY YV V VY

Customer Service in the Age of Social Media
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Questions?

Olivia Mastromonaco & Ben Gutkin
Warm Thoughts Communications

bgutkin@warmthoughts.com
omastromonaco@warmthoughts.com
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