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*The question

*Is your organisation ready to adapt to 
the changes and grasp the 
opportunities to stand out in the 
delivery of quality services to older 
people in your community?



*What is our product?

*The need satisfying offering of a firm

*Customers do not buy products, they seek to 
enhance their lives or solve problems

*Our product will have both tangible and intangible 
elements

*Are we simply offering a bed and/or a room?

*Consumers buy benefits, not features



*Levels of product

*Core Benefit

*Basic/Generic Product

*Expected Product
*The minimal purchase conditions for the buyer

*Augmented Product
*A basis for product differentiation through some 
benefit increments that exceed customers` basic 
expectations

*Potential Product
*All possible augmentations, limited only by imagination 
and budget, that could attract and hold customers in the 
future



*Some questions to 
consider

*What are our key benefits from the perspective of 
the “customer/s”? 

*What are our levels of product?
*What is our Expected Product?

*What are our Augmented and Potential levels of product?

*What are the levels of product that our competitors offer?

*What augmentations do you currently offer? 
What potential augmentations are possible and 
imaginable?



*What is a Decision?

* Involves a selection of an action from two 
or more alternative choices.

* Consumers usually have to make choices 
and, therefore, decisions.

* Need to provide options in “chunks” or 
increments.



*What factors influence 
decisions?

*Previous experience

*With “product”

*With similar “products”

*Internal biases

*Access to information
*Capacity to process information



*Who are your customers?

*Initiator

*Influencer

*Decider

*Buyer

*User



*Your turn

*What do you perceive are the decision roles 
that are undertaken in the initial search for 
an aged care facility?

*Who takes on these roles, and how do the 
different roles interact?

*When thinking about these questions, 
consider the reality of decision-making in 
the context of the emotions and access to 
information (and capacity to process that 
information) at this stage.



*Segmentation

*Segmentation is the breakdown of a 
market into groups of consumers who 
differ in their response to the marketing 
mix 
*Segmentation is more than “demographics”



*What do you know about 
your customers?

*Discuss at your table the methods you use to 
obtain information about, and understand:

*Who your customers are

*How you collect information about the customer 
experience

*How you measure success and performance (in 
the context of customers)

*What would you like to know about your 
customers?



*A change is coming

*Can’t ignore the realities
*Competitive

*Growing market

*Access to information

*Consumers are demanding



*Be prepared

*Create value by understanding your 
capabilities, and the needs of your 
users,

*Be entrepreneurial, while remaining 
true to your mission, 

*Learning from both your internal and 
external publics, and,

*Active unlearning.



*Getting there

“Converting an ability to a real capability does not 
happen by accident: it takes time (not just man-
hours, elapsed time) and consumes resources. 
And building such a capability into something that 
can become the basis of a competitive advantage 
requires a dedication that approaches fanaticism; 
the time and resources required often well 
exceed what one can logically justify.”

Hayes et al, 1996



*Questions?
paul.harrison@deakin.edu.au

@tribalinsight

www.tribalinsight.com 
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