
70	 Brandtender Marketing

There are six distinct levels of impact that your customers can feel after 
they’ve had an encounter with your Brandtenders. Three of them are 
on the positive side of the customer-encounter equation while three are 
negative.

MOMENTS OF IMPRESSION: The Good and the bad

POSITIVE EXPERIENCE

NEGATIVE EXPERIENCE

Unforgettable
1 customer relays 
experience to at 
least 7 others.

Personal
1 customer relays 
experience to at 
least 4 others.
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Memorable
1 customer relays 
experience to at 
least 1-2 others.
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Meaningless
1 customer relays 
experience to at 
least 2-3 others.

Offensive
1 customer relays 
experience to at 
least 6 others.

Unforgivable
1 customer relays 
experience to at 
least 12 others.
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