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Are you ready for the 50+ market?

© Silver Group Pte Ltd 2011
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The 50 plus market provides
huge opportunities for new
business growth
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This market is largely
ignored. Their needs are not
being met

More than 90% of marketing dollars are
invested to attract younger consumers

© Silver Group Pte Ltd 2010
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Why Age-Friendly?

e Most older consumers don’t want to buy ‘old people’s
products’ but don’t expect to be penalised for being
old

They expect the purchasing experience to be age-
friendly and not optimised for their grandchildren

®

e Physiological ageing is relentless and impacts:
= All customer touch points
= New product design
= Marketing communications
= Everything that affects the brand experience

© Silver Group Pte Ltd 2010
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59% of older consumers say
an ‘age-friendly’
experience is critical in
their choice of brand

SilverPoll: April 2011
Sample: 14,908. M/F 50+
Singapore



&
0

SILVER
SILVER

The world's first system to help businesses and
brand owners understand, measure, track and
ultimately remove the barriers between them
and older customers.

By becoming more age-friendly, brands can

unlock the vast spending power of mature
customers.

© Silver Group Pte Ltd 2011
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The \AD Tool

@ SilverAudit is powered by the AF Tool

. | g
@ (Co-created by Kim Walker and Dick Stroud, two M%rlds
leading experts in 50+ marketing

@ Arigorous, web-based tool that accurﬁ/ measures the .
complete customer experience with the product/serviee or brand

@ Objective and accur% ’ggt scoring via an iPad interface using
the primary and speg{aif d third party\apps

@ Measures around 150 touchpomts agalnsb-QO’physmloglcal
effects of ageing L 3 g

@ Touchpoints, effects and prlorltles can be determlned with each
client ~ 5

"*

: q;z
@ Provides graphical analy&syﬂ'\ ob»servahonal comments and
photo reference

© Silver Group Pte Ltd 2011
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Making the connections

(" An assessment\
20 Effects Customer L of
of Ageing Journey — _age-
friendliness
\. Y,
PHYSICAL ONLINE &
Q m¢
SENSORY COMMUNICATIONS u \AD?;

PRODUCT

| |
| |
COGNITIVE | PHONE SALES/SUPPORT | b
| |
| |

RETAIL
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Physiological ageing

Eyesight

Flexibility

Menopause

Skin

Strength

Weight & Size

Urinary

<,

Hair
Hearing
Touch
Cognitive
Smell
Digestion
Taste
Skeletal

Dexterity

”/\Q/

SILVER
Complex
Relentless
Universal
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The Journey

Online

y Retail
p\ofc

/ %2 Explore / /

Research Deciding / Shopping

Communications

Need trigger

\AD Preparing for
consumption

r(

Sales and support Post- Consumption

Product /Service
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The Report

A comprehensive operational analysis and recommendations
to optimise the brand’s appeal to older consumers.
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Example 1 - website
5
4 4 4 4 4
35
3
2.2
| . -
1
Animation Appearance of the site Assistance Colours Comparison Forms Language/Jargon  Navigatica Text
Zopyrighty2009 Silver Group
‘Resources’ jump to
Small picture Would help to Global site. How to
icons confusing have benefit return to SGP site?
comparison with
‘ordinary’
account

=+{AF
© Silver Group Pte Ltd 2011




7,

SILVER

SILVER~

Example 2 — Bank branch

e Analyses all aspects of retail bank experience
e Example of branch assessment:

Branch #1;

meeting rooms SilverAudit for_ -
seemed warm but 5 @ — 2.9

all else 'efficient’.

. . 4
Cold white lights.
3.5
3 2.9
2.7 2.7
== 2.
2 2 2 2
| . . .
Access Ambience Signage Cleanliness Seating Waiting Directional Signage Lighting Sales staff  Temperature

Sopyright 2009 Silver Group

Branch #1s: Office chairs

Branch #2: around officers desk. Branch #1: Upstairs
Queue numbers Would be tight if a couple. too warm - more
on _dlsplay unit people, more
difficult to read Branch #2: Not enough lighting. Downstairs

seating, positioned in an cooler.
intimate cluster

© SILVER Group Pte Ltd 2011
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Example 3 — Hotel room

e |dentifies problems — provides a solution

—

e Comments and photo reference

© SILVER Group Pte Ltd 2011
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Example 4 — product usability

dless EN
System

Systom - Up 1o 40 Misutes
N4

-to-Raad 85K Colowr Display

(- | Hasds Froe Spaskerphane oa Handset

Visual Message List

Night Mode
Disable Ringtose During Selected Hours

* QUADRUPLE : ncledes & Mandsets, | Base Unit and ] Chargers
.

* Headset Jack (Headset Optisnal)

«Mubtigle Handsets Up 92 6
(Optianal Hasdsat | KX TGARD|

*Palypharic Risger 14-Meledy / 6-Tent on Hanéset
*SMS : Toxt Messaging”
*Bamery Lite - Up % 15-Hour Talk Time /

250 -Hewr (10 day | Standly
*Rechargeahle Battaries (AAA (ROJ) NG-MH)

* Ragures yabacrpson 13 Caer 10, col waring and/ o SVES sermces
Feue thech with incel ineshene compery for delnis d
resamaty

© Silver Group Pte Ltd 2011




SILVER g4
SILVER

SILVER deliverables

®

An overall assessment of the customer journey
through older ‘eyes’

e |dentification of barriers between your business and
older customers
= Scores — for benchmarking and comparison
= Specific comments on issues and recommended solutions

e Documented report and presentation

®

Workshop findings

© Silver Group Pte Ltd 2011
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“Evaluating the customer journey from the
perspective of older persons has given us some
unique insights into this customer
demographic. The rigour of SilverAudit is
impressive as it evaluates all touch points
experienced by the customer. Apart from the value
scoring it has revealed actionable insights that we
can use in our business”

Head, Consumer Insights,
Standard Chartered Bank

© Silver Group Pte Ltd 2011
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Cost & Timing

e« Quoted based on scope:
= Experiences to be included plus variations
= SKU’s
» Retail types
» |Locations
» Auditor numbers/age bands
= etc, etc, etc
e 3~4 weeks from brief to presentation

© Silver Group Pte Ltd 2011
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Recommended Procedure

PHASE 1 PHASE 2 PHASE 3
SilverAudit
|dentify, monitor and Measure Audit vs. Team buy-in. Ideation.
measure the barriers customer vs. brand Feasibility and action plan

© Silver Group Pte Ltd 2011
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SILVER is the most insightful
and informed authority
helping businesses to
leverage the exploding 50+
population
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Connecting you to the 50+ market

www.Silvergroup.asia

www.silvergroup.asia/blog
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