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Customer networks, 
experiences 

and partnerships.









From single customers 
to customer networks

From selling books 
to selling experiences

From products to 
partnerships
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Increase of audiobooks and book clubs
Crime thrillers as fiction bestsellers
Children’s books were 31% of the U.K.'s 
100 bestsellers (16 million copies)
Food and popular science books are big 
in the U.K.'s 2018 non-fiction top sellers.

Publishing insights 2018 (print)

What topics would your customers want?
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(Think Escape rooms and Reddit)
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Fostering new readers
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How are print books used?



Book and Bed Tokyo/Kyoto

“Lifestyle curation 
bookstores”



Lifestyle-curation bookstores

Tsutaya Books, JP
Lifestyle bookstore network



Customer networks
-
What themes, topics 
and expectations bring 
your customer groups 
together?

Experiences
-
How do your customer 
networks experience your 
bookstore? 

From the ambience to 
pick-up and payments.

Partnerships
-
Which partners do you 
need to involve to deliver 
the above? 

Publishers and authors, 
customer networks 
(buyers/sellers), local 
bands, curators, artists, 
furniture providers..?









“Books don’t sell happiness,
the experience does.”

Book and Bed Tokyo/Kyoto







A matter of scale

















Where to start?



Customers belong to 
dynamic networks.

Listen to them. Find out who they are.
Empower their influence with their peers.
Inspire purchase, loyalty, advocacy.

Why would they care about your store?
Why would they join your network?



Customer 
expectations

Industry

Tech
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alliances
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Customer 
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Thick data: (Interview)
Why do you buy? 
How do you consume it? 
What else do you do?
Who/how do you share 
with?

Thin data: (Stats)
How often do you buy? 
Which device journey? 
How long from wishlist
to purchase?

Frenemies: (map)
Who can help deliver what the 
customer networks want?
Who needs you? 
Where are the win-wins?



The future of book-selling might 
not be selling books.



Find the right partnerships
in delivering experiences 

to your customer networks



What do your customer networks 
really want?

Who can you collaborate with 
to deliver it?




