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Most companies confuse 
marketing and advertising.

A billboard is not
marketing, it’s advertising.

Advertising is simply 
promoting a brand through 
paid channels.
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Marketing is about 
understanding 
people’s attitudes and 
behaviors in order to 
bring together buyers 
and sellers for the 
benefit of both.
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Omnichannel refers to a 
businesses (often retail or 
service) that integrate different 
methods of engagement and 
commerce: 

• Employing technology to 
remove CX frictions

• Serving a greater diversity of 
customers

• Expanding brand engagement
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Three Keys to Omnichannel Marketing Strategy Success

1. Deep UX Research

2. CX = Brand

3. Exponential Thinking
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DEEP UX RESEARCH
Know your customer
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Deep UX Research

Customer 
Interviews

Surveys Heat Maps
Customer Flow 

Studies

Personas
Prototyping & 

Testing



© 2011-2022 by MJBiz, a division of Emerald X, LLC

What do you need to know?
• Demographics: age, sex/gender, household income

• Geolocational: where they live, work, shop

• Wants and Needs: relating to products and services

• Behaviors: typical shopping and product usage patterns

• Pain Points: from major frustrations to small frictions

• Brand Affinities: clothing, shoes, cars, personal electronics, and domain-specific

• Information Channels: sources of news, methods of communication, social 
platforms, etc.

• Study-specific data: anything else specifically related to your study
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Interviews
Getting good interview data 
is more science than art:

• Avoid compound, binary, 
and leading questions

• Have a script and research 
goals

• Listen more than you talk
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Interview question examples

Do you use flower or vapes or gummies 
or what?

What types of cannabis products do you 
use?

What do you think are the health effects 
of vaping?

Do you think vaping is dangerous?

Q1: How often do you smoke in a typical 
week?
Q2: How much do you spend on cannabis in a 
typical week?

How often do you smoke, and how 
much do you typically spend per week?

What types of cannabis products do you 
use?

Do you use pre-rolls?

BETTERPROBLEMATIC
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A successful customer interview gives you:

Demographic data

Geolocational data

Customer day-in-the-life stories

Common Frustrations

Brand Ecosystem Device Ecosystem Digital Ecosystem
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Interview pros and cons

Time-consuming Richest data set you can get

Necessary for developing Personas

Cultivate empathy for customers

PROSCONS
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Other great interview sources:

• Front-line retail employees have best first-hand knowledge of customers

• Customer support specialists have great insights into common pain 
points
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Internal Surveys

Internal surveys recruit 
participants from your existing 
customers.

• Data specific to your 
customers behaviors and 
attitudes

• Stealth marketing 
opportunity

• Compensate with discount 
codes
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External Surveys

Internal surveys use a survey 
provider to recruit participants 
from the general population.

• Data on customers behaviors 
and attitudes more broadly in 
the marketplace

• Stealth marketing 
opportunity

• Fast and cost-effective
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Longitudinal data

Longitudinal data is collected 
over time to track trends 
and changes in the 
marketplace.

Critical for maintaining 
strategic foresight.

Conduct surveys at least 
monthly.

Between 2021-2022 there has been a 6% increase in cannabis users 
consuming less alcohol, a 6% increase in cannabis users stopping alcohol 
consumption altogether, and a 12% decrease in cannabis users consuming 
more alcohol. 

- Jushi survey data from 11/21 and 11/22
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Heat Maps
Using a tool such as HotJar, 
study what users click on 
and how they navigate your 
site.

• Identify missed 
opportunities

• Test new campaigns

• Iterate and optimize
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Customer Flow
Document the steps your customer 
has to take in order to get their 
product.

• Study all possible customer 
flows: retail in-person; drive-
thru; online order with in-person 
express or curbside pickup; 
online order with home 
delivery…

• Friction points = 
design opportunities
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Customer Flow Example

A dispensary in a medical-only 
state:

• Sales always seemed capped, 
and customers complained of 
long wait times

• Customer flow study found 
patient forms took so long, 
there was a cap on number of 
patients per day

• New digital patient forms on 
iPads reduce intake time by 
more than 80%
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Personas
A synthesis of your customer 
interviews and survey data.

• A Persona is an archetype, 
representing a group of people 
with shared proclivities

• THE most useful tool for 
marketing and design

• Makes research tangible
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Creating a Persona

14 Customer Interviews

Survey data on >8,000 customers

Customer Flow Studies of 6 dispensaries
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Create enough Personas to be inclusive of all your customers
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Prototyping & Testing

Use surveys to prototype and 
audience test:

• Brand or product names

• Logos and packaging design

• Websites and apps

• Marketing messaging

• Advertising and marketing 
collateral
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Deep UX Cadence

Customer 
Interviews

Surveys

Heat Maps

Customer Flow 
Studies

Personas

Prototyping & 
Testing

10-20 interviews
1x per year

Internal & External
1x-2x per month

As-needed
2x per year

Each customer experience
1x per year

Update with new data annually
Create new personas when data 
dictates

Use strategically for validation
and due diligence
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CX = Brand
It’s all about human experience



© 2011-2022 by MJBiz, a division of Emerald X, LLC

CX = Brand

Physical 
Touchpoints

Digital 
Touchpoints

Retail Stores

Express

Curbside

Delivery

Merchandise

Website

App

VR Experience

House Brands

Identity Systems

Packaging Design

Retail Display

Product Design
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A logo is NOT a brand!
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The customer experience IS your brand

Website Google
Maps

Store Exterior Store Interior
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Express & Curbside

Provide dedicated pickup 
experiences for online 
orders:

• Express and curbside 
pickup options alleviate 
traffic in store

• Give pre-order customers 
a premium express 
experience
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Home Delivery

Home delivery offers a 
premium concierge 
experience:

• Respect customer privacy 
with unmarked vehicles 
and packaging

• Incentivize larger basket 
sizes to reduce return trips
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Website

Your website is your biggest 
storefront:

• A majority of sales will run 
through e-commerce

• Leverage opportunities to 
upsell at check-out and 
drive return engagement
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Phone App

Apps are risky:

• Expensive to design and build well

• Users are oversaturated with apps

• Most apps deleted within first week

IF you pursue an app, determine 
customer needs first and start simple.



© 2011-2022 by MJBiz, a division of Emerald X, LLC

VR/AR Experience
Be aware of these cutting edge 
technologies:

• Virtual Reality (VR)

• Augmented Reality (AR)

• Web3 Commerce
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House Brands

House brands should leverage 
research on specific customer 
demographics in the design of every 
detail:

• Branding Identity Systems

• Packaging Design

• Retail Display Design

• Product Design
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Case Study

The research that went into the design of 
these products:

• Customer Personas most likely to use 
edibles

• Food industry research on flavor trends

• Customer’s needs with gummies

• Color psychology

• Audience testing of logo, artwork, color 
palette, naming conventions, and 
informational display
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Factoid

When the color psychology of the packaging 
is mismatched with the perceived effects, 
customers are half as likely to purchase the 
product.

For example, customers were put off by the 
red color of this packaging for “Mellow 
Mint”.
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Exponential Thinking
The future is coming faster than you think
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Exponential Thinking

Omnichannel Model Futurecasting

Scenario Planning

Strategic Foresight

Consumer Forecasting
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Futurecasting

Stop thinking in quarters, and 
instead think in 1-year, 3-year, and 
5-year increments.

• Forecasts of industry experts 
(McKinsey, PwC)

• Internal longitudinal studies

• Tracking macro market trends
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Doing Futurecasting

Foundation Research Scenario Planning Strategic Foresight

Consumer Forecasting

Customer Personas

Risks & Opportunities
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Example

AI and Machine Learning are driving 
risks and opportunities now and in 
the future:

• Realtime customer research data

• AI-optimized social media 
campaigns

• Predictive modeling to anticipate 
future customer behaviors

• Hyper-personalization
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The Omnichannel Model thrives on feedback loops

Retail Store
E-Commerce 

Website

Express
Curbside

Delivery

App

Google 
Reviews

Google 
Maps

Weed Maps
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Three Keys to Omnichannel Marketing Strategy Success

1. Continuously learn your customers

2. Customer experience is the ultimate branding and 
marketing

3. Always be looking ahead for future risks and 
opportunities
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Q&A


