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Make people the center of your 
social media marketing and 

communications. 

Put their experience first. 



“A promotional strategy focused primarily on building 
long-term, active relationships with existing and potential 
customers. 

This approach focuses less on the one time sale of products 
and services and instead prioritizes messaging and tactics 
that drive customer loyalty, advocacy, and retention.”

Sarah Benoit 

What is Relationship Marketing?  



● Private messaging marketing
● Reviews
● Conversation rules the news feeds 

Social Media  



● Resource sharing 
● Trust 
● Regular updates, discounts, 

entertainment, etc   

Email Marketing



● Thought leadership, expertise, 
authority  

● Support and education   
● Utility  

Website and Blogging 



● Relevancy  
● Be in the moment    
● Personalization   

Texting, Geo-targeting, Video 



When people come into contact with your content what is its 
purpose? What do you want people to do once they read, 
watch, download, listen, share, like, etc? 

In order for your audiences to figure out

what actions to take, you must be clear on your goals

for each piece of content or message. 

Content must have Purpose 



If you want your brand, products, services, or 
programs to be memorable and shareable 

then people must feel something. 

Branding, marketing, and communications are 
excellent opportunities to share the love, pain, joy, 

happiness, struggles, dreams, successes, etc.  



“I’ve learned that 
people will forget 
what you said, 
people will forget 
what you did...but 
people will never 
forget how you 
made them feel.”

http://the7triggers.com/remembering-maya-angelou/ 

http://the7triggers.com/remembering-maya-angelou/


Storytelling in a Digital World 



The key to effective storytelling 
is understanding that values 
inspire action through emotion.

Everyone has a story and that 
story is a combination of the 
head and the heart. Great 
storytellers explain the why 
(heart) and the how (head). 

Stories Inspire Action

https://www.researchgate.net/figure/The-corticolimbic-system-consists-of-several-brain-regions-that-include-the-rostral_fig3_230634821


Feelings Make People Do Things 

Resource: US National Library of Medicine/National Institutes of Health The 
amygdala and decision making Date: 8 Oct. 2010 Rupa Gupta, Timothy R. 

Koscik, Antoine Bechara, and Daniel Tranel 

Decision-making is a complex process that requires the 
orchestration of multiple neural systems…..decision-making is 
believed to involve areas of the brain involved in emotion (e.g., 
amygdala, ventromedial prefrontal cortex) and memory (e.g., 
hippocampus, dorsolateral prefrontal cortex). 

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3032808/#R11
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3032808/#R11


Feelings Make Decisions Easier 

Resource: Somatic Marker Hypothesis Date: 1994  
Descartes' Error: Emotion, Reason, and the Human Brain by Antonio Damasio 

When individuals make decisions, they assess the value of the 
choices available to them, using cognitive and emotional 
processes. 

When individuals face complex or conflicting choices, they 
may be unable to decide using only cognitive processes, so 
they rely on emotional processes even more in order to make 
a final decision.

https://en.wikipedia.org/wiki/Somatic_marker_hypothesis


Feelings Make People Remember

Resource: Mercer Cognitive Psychology Date: 2011  
http://mercercognitivepsychology.pbworks.com/w/page/32235621/Emotion%20and%20Memory

Emotions help memories more deeply encode in the brain with the help of 
the amygdala. 

“When people experience positive emotional situations, they remember 
the situation with a broader viewpoint and remember more central details. 
Those that experience negatively-charged situations tend to narrow their 
attention, and thus encode a more focused memory, and remember more 
peripheral details.”

http://mercercognitivepsychology.pbworks.com/w/page/32235621/Emotion%20and%20Memory


Make Real Human Connections

You want to inspire feeling in people - share your why. 

Once people feel the emotion behind your event, company, 
and/or organization your brand becomes more memorable 
and shareable. 
The more they feel, the more likely they are to act, whether 
that is to sign up, like, call, follow, subscribe, buy, register, or 
another form of conversion. 



“Good marketers 
see consumers as 
complete human 

beings with all the 
dimensions real 

people have.”
- Jonah Sachs 

Author of Winning the Story Wars: Why Those Who Tell—and Live—the Best Stories Will Rule the Future

https://www.amazon.com/s/?ie=UTF8&keywords=winning+story+wars&tag=googhydr-20&index=aps&hvadid=194540767402&hvpos=1t1&hvnetw=g&hvrand=17222364677742605899&hvpone=&hvptwo=&hvqmt=e&hvdev=c&hvdvcmdl=&hvlocint=&hvlocphy=9010328&hvtargid=kwd-318613514835&ref=pd_sl_4qnhxtcbbw_e


Cultivating Emotional Intelligence 



#d2cc2dAccording to Psychology Today…
Emotional intelligence is the ability to identify and manage 

your own emotions and the emotions of others. It includes 
three skills: 

1. emotional awareness; 
2. the ability to harness emotions and apply them to tasks 

like thinking and problem solving; 
3. and the ability to manage emotions, which includes 

regulating your own emotions and cheering up or calming 
down other people.

Emotional Intelligence

https://www.psychologytoday.com/us/basics/emotional-intelligence


#d2cc2dEmotional intelligence has 
historically been equated with 
other personality traits, but 
emotional intelligence is NOT:
● Agreeableness
● Optimism
● Happiness
● Calmness
● Motivation
Such qualities have little to do 
with intelligence or emotions.

John D. Mayer, Ph.D. 
Psychologist Edward
Thorndike, in 1920,
believed that being
able to “act wisely in
social relations was a
fundamental
component of overall
intelligence.”



#d2cc2dIn order to develop emotional 
intelligence you must:

● have an inward awareness of 
your thoughts and feelings, and 
apply that in managing your 
upsets and focus on your goals. 

● focus on others, to empathize 
and understand them, and on the 
basis of this to have effective 
interactions and relationships.

Dan Goleman, Ph.D. 

The basic skills of 
attention or focus are 
essential for the 
process of increasing 
emotional 
intelligence. 



#d2cc2d“Emotional granularity is a key to emotional intelligence... 

If your brain can construct many different emotions 
automatically and make fine distinctions among them, it can tailor 
your emotions better to your situation. 

You’re also better equipped to anticipate and perceive emotion in 
others...The more emotions that you know, the more finely your 
brain can construct emotional meaning automatically from other 
people’s actions...

Emotional granularity is a bit like wine tasting.”

Lisa Feldman Barrett

http://nautil.us/issue/51/limits/emotional-intelligence-needs-a-rewrite
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12 Elements of Emotional Intelligence 
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Neural Plasticity 

A neuron is a cell which 
is part of the nervous 
system. 

Neurons send messages 
to and from the brain.  

www.collinsdictionary.com 

The frontal lobes, amygdala, and 
hippocampus change in response to 
repeated experience and the emotional 
environment 

When children are raised in a nurturing 
environment there are “demonstrable, 
objective changes in gene expression.” 
Genes can help regulate emotions and 
respond to nurturing. 

New neurons grow from stem cells 
throughout our entire lives. Other 
neurons are reabsorbed by other cells.

http://www.collinsdictionary.com


#d2cc2d
A scientific Dialogue with the 

Dalai Lama and Daniel Goleman  

Understand Yourself 



#d2cc2d

It’s not about being perfect or right. It’s about 
seeing yourself and others clearly.

Self Awareness



“Listening is not 
understanding the 

words of the question 
asked, listening is 

understanding why the 
question was asked in 

the first place.”
- Simon Sinek Read Simon’s Blog “How to Listen”

http://blog.startwithwhy.com/refocus/2010/06/there-is-a-difference-between-listening-and-waiting-for-your-turn-to---speak-just-because-someone-can-hear-doesnt-mean-t.html


UX and Usability
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UX Design 
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Designing a product, service, or process 
with the user in-mind so that the user’s 
experience is positive.

UX Elements: 

Usability 
Value 
Adoptability
Desirability 

https://www.uxmatters.com/mt/archives/2012/04/more-than-usability-the-four-elements-of-user-experience-part-i.php


Usability  
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“The usability of a website tells us how effectively, efficiently, 
and satisfactorily its visitors or users can see, or examine by 
other means, the website. That includes everything a user would 
typically experience when they visit the website including any 
navigation bars, menus, content, images, videos, hyperlinks, 
buttons, forms, games, etc.” University of South Florida

Website usability is a rich topic. There are many different studies and 
ways you can make your website easier to use. Website usability goes 
hand in hand with accessibility. 

https://health.usf.edu/is/blog/2018/03/13/What-Is-Website-Usability--Why-Is-It-Important


Usability  
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Website usability is all about making every website visitor’s 
experience AWESOME.

Make sure your site is: 

easy to use ~ clean and uncluttered ~ built with visible calls to 
action ~ credible ~ relevant ~ accurate ~ updated regularly ~ 
consistent ~ valuable ~ human-centered ~ functional ~ visually 
attractive ~ resonates with your audiences ~ fun ~ reliable  
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“Some people 
think design 
means how it 
looks. But of 

course, if you dig 
deeper, it’s really 

how it works.”
- Steve Jobs



How to Stand Out in the Crowd



Create a campaign mindset.

If you are marketing to everyone, you are marketing to no one.

Provide support, value, and connection to engage new people or 
potential customers and retain the engagement of past 
customers. 

People who already love what you do are the pathway to people 
who don’t know your brand. 

1



Your brand is not static.

Your marketing presence - your website, social media, 
PR mentions, blog, email marketing, messaging, 
strategies  - must be fluid AND consistent. 

Listen and learn at all times. You can always improve. 
Your brand is evolving as you grow. 

2



Be personal, open up.

The personal and professional are more connected than 
ever. These aspects of our lives have merged. 

What does your brand care about and why? 
What are your brand  values. What motivations, inspirations, 
dreams, fears, visions, etc does your brand have? 

3
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Free learning opportunities:
★ Free Monthly Webinar: Our next Digital Drop-in is Wednesday 

April 8, 2020
★ Free Digital Marketing Toolkit

Online courses and Asheville events: 
Find out more about the Content Strategy Roadmap, our upcoming 
April 14th half-day bootcamp on "New Social Media Strategies to 
Increase Engagement: How to Build Personal Relationships with 
Messaging Apps and Chatbots" and the DIY Local and Tourism 
Marketing Workshop.

https://www.jbmediagroupllc.com/free-webinar/
https://www.jbmediagroupllc.com/toolkit/
https://login.jbmediainstitute.com/library/introduction-to-tourism-and-local-marketing-copy-96e8b26e/99878/about/
https://www.eventbrite.com/e/new-social-media-strategies-to-increase-engagement-tickets-97783736789
http://diytourismmarketing.com/
http://diytourismmarketing.com/
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Sarah Benoit 

Lead Instructor & Co-founder 
of the JB Media Institute 

Find me on social media!
Facebook 
Twitter
Instagram 
LinkedIn

http://www.jbmediainstitute.com
https://www.facebook.com/SarahDBenoit
http://www.twitter.com/SarahDBenoit
http://www.instagram.com/sarahdbenoit
http://www.linkedin.com/in/SarahDBenoit
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