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MEET THE DCE TEAM
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JADEN HOEKE
Digital Onboarding

JOSH FERGUSON
Installation & Support

JENNIFER ROSE
Digital Marketing Guru

CRAIG SCHUTZ
XM Specialist

MEET THE DCE TEAM

CONNOR SEGEBARTH
Coming Soon
XM Specialist

ROBERT MAGGARD
Customer Relationship 

Specialist
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WHAT IS DCE



5

WHAT IS DCE?

• Experience is the PERCEPTION people have of their 
INTERACTIONS with your brand

• Experience Management is being INTENTIONAL
about those interactions

• Digital Consumer Experience is the JOURNEY our LCP 
takes with our brand through measurable, digital 
channels that we manage with intent
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Digital Consumer Journey

Awareness

Google Business 
Listings & Posts

Facebook 
pages and 

posts

Menu Flyer / 
In-Store Flyer

Email

Consideration

Views online 
menu

Reads reviews, 
Facebook 
posts and 

Google Posts

Decision

Places Online 
Order

Receives 
confirmation 

of pickup time

Delivery & 
Use

Receives confirmation 
order is ready for 

pickup

Arrives to pick up 
pizza at designated 

time

Pays for and receives 
Hot Fresh Pizza

Loyalty & 
Advocacy

Automatically enrolled in 
SFMC via Online Order 

acceptance

Receives periodic 
communication on behalf 

of VCP 

Shares ordering experience 
via Facebook

Tell friends and family 
how easy it is to order 
Hunt Brothers Pizza
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What is the DCE Program to our 
VCPs

• The Digital Consumer Experience Program is a solution 
that allows us to make it easier for our VCPs to:

• Show up online
• Receive digital orders
• Build a digital audience
• Drive new and repeat business through digital marketing
• Streamline operations
• Futureproof their investment
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What is the DCE program to us?

• The Digital Consumer Experience Program is a solution 
that allows us to:

• Improve LCP Experience
• Improve VCP Experience
• Drive profitability
• Expand control over our brand by facilitating digital 

communication with consumers on behalf of our VCPs
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IMPROVING LCP & 
VCP EXPERIENCE

FUTURE-PROOF
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FUTURE-PROOF

• Hunt Brothers® Pizza is the #1 branded pizza program in 
the c-store industry

• If someone takes that spot from us, it WON’T be 
because they have a better product

• It WON’T be because they have better people or 
provide better service
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FUTURE-PROOF

• If someone takes the #1 spot from us, it will be because 
they provide a better experience

• How easy is it for consumers to find Hunt Brothers Pizza?
• How easy is it for consumers to order Hunt Brothers Pizza?
• How easy is it for consumers to get their hot, fresh pizza?
• How easy is it for VCPs to operate our program and succeed?
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FUTURE-PROOF

• Being as DOMINANT in EXPERIENCE as we are in 
BRAND, PRODUCT, and SERVICE – while remaining 
faithful to the Core Values and Guiding Principles that 
got us where we are today – will protect our place at 
the top for GENERATIONS to come.
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Retail Consumer 
Attrition (RCA) + New 
& Same Store Sales

DRIVING PROFITABILITY
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Retail Consumer Attrition

RCA measures our VCP’s 
change in sales through 
their first 26 weeks selling 
pizza

On paper, a VCP selling 
250 pizzas per week 
looks pretty good  

What if they used to sell 
400?

RCA compares the first and 
second thirteen weeks selling 
pizza
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Retail Consumer Attrition

• A new store opened in 
2016 sold 20% fewer units 
after their first 6 months

• A new store opened in 
2022 sold 3.6% fewer units 
after their first 6 months

• That’s a 28 unit/week 
difference if you start with 
170 units/week
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NEW VCP SALES

• New VCPs installed in 2022 with DCE averaged 14 more 
units per week than those without



17

Same Store Pizza Sales

• Existing VCPs with DCE are outperforming those 
without in Same Store Pizza sales by 7.1%
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Facilitating digital 
communication with 
consumers on behalf 
of our VCPs

PROTECTING THE BRAND



Before DCE After DCE

Expand Brand Control
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Before DCE After DCE

Expand Brand Control
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Before DCE After DCE

Expand Brand Control
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Before DCE After DCE

Expand Brand Control
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Before DCE After DCE

Expand Brand Control
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How we know DCE is 
working

DCE IMPACT
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How we know it’s working

• Retail Consumer Attrition is LOWER than it’s ever been

• New VCPs with DCE are averaging 14 more units per 
week in their first 6 months selling pizza than those 
without

• Existing VCPs with DCE are outperforming those 
without in Same Store Pizza sales by 7.1%
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Success with Active Facebook 
Pages

• Isom IGA – Isom, KY
• Averaging $18,000 in online orders each month

• Annville Town and Country – Annville, KY
• Has sold over $184,000 online

• Cruz Thru – Newland, NC
• Averaging over $9,000 per month online

• The Scoop – Charleston, MO
• Averaging over $6,000 per month online
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Success without Facebook

• Tallapoosa Foodmart
• Averaging over $1,000 each month with DCE – without 

a Facebook page – based on handing out Menu Flyers
• Breakdown of their business:

• 33% Menu Flyers
• 25% Marketing Cloud Emails
• 25% Facebook referrals
• 17% Google Business Listings 



Before Redesign After

25% Order Dollar Increase with 
Menu Flyer Redesign
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Success with Menu Flyers

• In March 2023, 13% of our DCE Order dollars came 
through Menu Flyer QR codes

• Since the redesign, over 16% of our DCE Order dollars 
have come from Menu Flyer QR codes

• That increase is worth thousands of dollars in additional 
orders each week
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What we’ve learned 
about our consumers

FUN FACTS



Most LCPs are 35-44 & Female
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Many LCPs are Pet Lovers

32



Most LCPs like Apple
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• 67% of DCE Order dollars have come from Apple 
devices



They Check their Email!
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• Our open rate and click to open rate are 50% and 70% 
above industry benchmarks
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How DCE works for 
our VCP

PROGRAM OVERVIEW
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Digital Journey Overview

Awareness

Google Business 
Listings & Posts

Facebook pages 
and posts

Menu Flyer / In-
Store Flyer

Email

Gives us admin access 
to their existing active 

FB page**

Consideration

Views online 
menu

Reads reviews, 
Facebook posts and 

Google Posts

Adjust hours and item 
availability on iPad**

Decision

Places Online 
Order

Receives 
confirmation of 

pickup time

Automatically 
prints order**

Delivery 
& Use

Receives confirmation 
order is ready for 

pickup

Arrives to pick up 
pizza at designated 

time

Pays for and 
receives Hot Fresh 

Pizza

VCP receives daily + 
monthly sales 

reports and missed 
order alerts**

Loyalty & 
Advocacy

Automatically enrolled in SFMC via 
Online Order acceptance

Receives periodic communication 
on behalf of VCP 

Shares ordering experience via 
Facebook

Tell friends and family how easy it 
is to order Hunt Brothers Pizza

Leaves Google Review

Encourages consumers to place 
orders online / enter to win** **unique to VCP
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AWARENESS

DCE PROGRAM OVERVIEW
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Awareness

• The DCE Program makes it easy to be found online:
• Google Business Listings
• Google Business Posts
• Facebook Posts
• Menu Flyers
• In-Store Signage
• Email
• Website
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Google Business Listings and 
Posts
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Google Business Listings

• Thru the first 21 weeks of 2023
• 11,661,991 Total Google Business Listing Views
• 51,416 Business Profile Interactions (BPI)

• Business Profile Interactions (BPI)
• Actions taken on the Google Business Listings, EXCLUDING 

placing an online order
• Calls to order, Requests for directions, Website visits
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Facebook Posts
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Menu Flyers
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In-Store Signage
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Email
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Website
• John’s Market in Troy, 

KS has received over 
$8,000 in orders from 
their website

• Over 21% of DCE 
Order dollars has 
come from people 
clicking that picture
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Taking it to the Next Level

• Yext is a listing 
management solution with 
managed Social Posting

• This means our VCPs will 
show up more places

• This also means we can 
truly scale our ability to 
digitally market on 
Facebook and Google
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How it Works

• Yext allows us to create 1 Social Media post, and publish it to 
every Facebook Business Page that we have admin access 
to, and every Google Business Listing

• As of May, we had access to over 300,000 Facebook 
followers via VCP partnerships

• Yext will allow us to leverage those partnerships to both 
digitally market Hunt Brothers Pizza, and to drive activation 
designed to convert Facebook followers into LCPs
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What’s Next with Yext

• We will be testing the effectiveness of automatically generating Facebook 
Business pages for VCPs who don’t have them on behalf their Hunt Brothers®

Pizza program

• This will give us the ability to go back and reactivate VCPs and give us a 
channel to drive digital traffic to our VCPs

• Business pay at least $200-$300 per month for freelancers/agencies to do 
what we will be including in the program

• We are targeting mid-July 2023 to be up and running
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Maximize your ROI 
with more Activation

Best Practices
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Best Practices

• With our continued investment in the capabilities of the DCE program, it is 
more important than ever that the Digital Consumer Experience section in 
Salesforce is filled out completely and accurately when the quote is presented

• Ask how they digitally engage their customers.  Do they have an active 
Facebook page, website, or app?

• Make activation plans with the decision maker when the quote is signed

• Make sure the phone number in Salesforce is the phone number consumers 
will call to order a pizza
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DCE Information
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Facebook Information
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CONSIDERATION, 
DECISION, DELIVERY 
& USE

DCE PROGRAM OVERVIEW
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Consideration

• There are many ways consumers consider a purchase:
• Google Business Listings

• Photos
• Posts
• Reviews

• Facebook pages
• Posts
• Comments

• Digital Menu
• Selection
• Availability
• Price
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Decision

• Consumers place their digital order online via the menu we 
help manage

• VCPs accept the order and provide an estimated pickup 
time

• An order confirmation is provided on-screen and via email 
to consumer.  Email includes:

• Order summary
• Driving directions
• Phone number
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Delivery & Use

• VCP marks order “ready to pick up”

• Consumer receives email notification that their order is 
ready to pick up

• VCP receives missed and rejected order alerts

• VCP receives daily and monthly sales reports
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LCP + VCP 
Communication 
Overview

DCE PROGRAM OVERVIEW
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LCP Order Confirmation
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Rejected Order Communication
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Missed Order Communication
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Order Not Placed Communication
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Sales Report
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Leveling up our Support

• We are developing the capability to capture and 
investigate missed and rejected orders via Salesforce

• We are developing self-service tools our VCPs can use 
to be more successful

• Webpage dedicated to on-going support
• www.pizzawholesaleoflexington.com/dceguide

• This can be added to the homescreen of the iPad and 
will allow us to greatly reduce the size of the physical 
DCE Guide
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Loyalty and 
Advocacy
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This is Where we come Full Circle

• Every VCP with DCE is set up with their own custom 
marketing campaign

• Each time they accept an order, that person is entered into 
their custom marketing campaign 

• LCPs can leave reviews on Google and talk about their 
experience on Facebook

• LCPs can share their ordering experience directly 
through Facebook to help drive sales

• Like we saw with Tallapoosa Foodmart
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Google Reviews
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Google Reviews
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Facebook Reviews



69

Advocacy & Activation

• We have a program that works

• The results we’ve seen so far are before we’ve mastered 
activation

• Engaged VCPs and Team Members driving activation is 
the key to building our digital audience and taking the 
DCE Program to the next level
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Pre-Activation

• “Enter to win $50 digital Gift Card” added as a $0 cost, no 
purchase necessary item on the menu

• Food items marked out of stock until Sample Day

• Menu “auto-accepts” orders
• This can be done before the system is ever installed

• Create Facebook Posts / Event advertising the Sample 
Day and Enter to Win

• Boost post to get the word out ahead of time

• Encourage VCP to get their consumers to enter to win 
the gift card

• We provide the gift card and do the heavy lifting for this
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Sample Day Activation

• Use Kiosk Pro – Basic App on iPad

• This App will display the VCPs online menu, and 
refresh with a clean slate every 4 minutes or 
whenever you press the home button

• This allows us to enter folks to win the $50 gift card 
during the Sample Day by simply asking them for 
their first name, last name, phone number, and email 
address

• Folks who enter to win via this method will receive an 
email from marketing cloud with instruction on how 
to add the menu to their home screen

• You have the option to keep the menu in “auto accept” 
mode for the duration of the sample day, only if you have 
someone keeping an eye out for real orders



72

WE WANT TO HEAR 
FROM YOU

BEST PRACTICES



73

Best Practices: Selling

• Marcus Bruder placed a test telephone order and a test 
digital order to help sell a DCE Kit in

• Thomas Cander keeps a printout of an order to show 
what will automatically print when an order is accepted

• What advice would you give to someone selling DCE?
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Best Practices: Installing

• Know where you’re going to install the DCE Kit and ask 
the VCP to have an ethernet cable ran to that spot

• Make sure the volume is all the way up on the iPad 
before you put it in the case

• Download the latest install guide from the website

• What advice would you give someone installing DCE?
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FUTURE-PROOF

• Hunt Brothers® Pizza is the #1 branded pizza program in 
the c-store industry

• If someone takes that spot from us, it WON’T be 
because they have a better product

• It WON’T be because they have better people or 
provide better service
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FUTURE-PROOF

Being as DOMINANT in EXPERIENCE as we are in BRAND, 

PRODUCT, and SERVICE – while remaining faithful to the 

Core Values and Guiding Principles that got us where we 

are today – will protect our place at the top for 

GENERATIONS to come.




