
Matt Hanwell
Head of CRO
British American 
Tobacco



The Times They 
Are A-Changin
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“We like to think we’re 
the one and only!?”



Client confidential

You are NOT in control 



Client confidential

1.

2.

3.

Help the Customer

Don’t give up

Be honest

So control the 
controllable



Help the Customer

1.
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Help the Customer

Consideration
You provide the right information, the evaluation is 
never yours. 

Decision
You create the option for conversion, the decision is 
never yours. 
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Whose recommending your 
recommended Products?

I recommend it’s not your 
finance team!



Don’t give up

2.
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TENACITY 
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Goals

Love

Longevity

Sustained 
TENACITY 



Be Honest
It’s not offline!

3.
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1. Be prepared to lose 
(ideally early)

Be 
HONEST
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Be prepared to lose 
(ideally early)

Be transparent

Strong opinions, 
loosely held!

Be 
HONEST
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You are nothing without your customers

1

2

3

4

Recognise right now you don’t make the decisions

Honesty doesn’t have to be a lonely word

Don’t give up, leave a legacy

Help the customer, don’t play games



THANK YOU.


