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Why Latin America
Changes the Conversation

RELATIONSHIPS

Trust often comes
before the transaction.

FAMILY

You may be recruiting one student,
but influencing a family decision.

CULTURAL AWARENESS

The same message does not create
the same experience everywhere.




Same Message. Diflerent Culture. Different Experience.

Low-context High-context
Most of the meaning @

Much of the meaning
is in the words. is in the context, tone

1. Communication and relationship.

How explicit or implicit
is the message? —@0—0— — . ‘ — ———p—

Finland Germany uUsS France Spain

Brazil Colombia India

Task-based trust
| trust you because

Relationship-based trust

| trust you because

: you are competent, | know you and we have O?
2 . TmStlng reliable and deliver built a relationship. N
How do people what you promise.
build trust?
—o—o— o o 0 —o—
Finland Germany us France Spain Brazil Colombia India

Note: This is a simplified illustration inspired by Erin Meyer’s The Culture Map. Countries are shown as examples of general tendencies and are not absolute.



Source: The Bear, Season 2, Episode 7 ’ ’
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Elevation

Moments that break the
routine and feel special
or unexpected.

“This wasn't just another
informative session.”
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FAIR
First impression

conversation going
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Insight

Moments when we suddenly
understand something
important.

“| thought studying in France
meant | had to speak French.”
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LEAD FOLLOW-UP
Keep the Show you
remember

Students don’t remember the process.
They remember the moments.

."‘ - *ﬂower of Moments Chlp Heath and Da

&)

Pride
Experiences that make people

feel capable, recognized, or
proud of what they have achieved.

“You studied abroad at 15 and
adapted to another culture and
language. Don’t underestimate you.”
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APPLICATION ADMISSION
Reduce anxiety Celebrate
their achievement
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How can we intentionally design
memorable moments for others?
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Connection

Moments that create a
meaningful bond with
another person.

“Sharing a short personal story
about your own experience...
How did your soccer tournament go?”
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ENROLLMENT
Reinforce
belonging




Act on What You Remember

From “You remembered me” to “You thought of me”

Remembering someone creates connection. Doing something meaningful with what you remember
creates an experience.

How can | make
O’ this student

)\ remember me?

remember about
() this student?

By remembering the student, you become more memorable to them.

What can |
OC?

a YOU REMEMBERED ME

a YOU THOUGHT OF ME

“How did your “| saw this free mock test

IELTS ” ’ and |mmed|at8|y

g0« thought of you.”
eoe O @ -\ ' ,- COD
2 9 @ )

You You | felt You anticipated You shared | felt
followed up remembered seen my needs something valued
a detail relevant
L o] i
» -O- | PERSONALIZATION <

Source: Framework developed by the presenters. Inspired by Heath & Heath, The Power of Moments; Meyer, Setting the Table; and Guidara, Unreasonable Hospitality.



S5tage: Admitted

Payment r...

Applicatio...

Deposit P... Mot Admi...

Registere...

Registere...

Admitted ... Closed

+" Mark 5tage as Complete

Details Related Marketo Insights
T
Motes Request 1-1 call on 11 NOv »w MNovember » 2024 2 Years .H.gﬂ'
Angelica:

Information Session; 21/11,/2024

The student has previously spoken with Johny and Florian. She
would prefer to work with only one recruiter throughout her
application process.

The prospect is Franco-Colombian and completed her
bachelor's degree at ESADE in Spain. She has lived in Asia for
12 years, specifically in Tokyo, Japan, and is very interested in
business in Asia. Given her profile, it was recommended that
she start her MIM in Singapore.

Her mother (Colombian) completed her master's degree at
HEC, but her priority for application is ESSEC due to the
opportunity for intercampus mobility in Singapore. Her father
works for L'Creal.

She will take the GMAT on November 28,

Alix 15 interested in the textile industry, partly due to her
connection with her mother's company. She is particularly
interested in Wayuu bags, which is why she is quite familiar
with the production process and would like to work with
Colombian Indigenous communities in the future.

She will be traveling to Peru in January for vacation.
Languages:

French: Mative

English: Bilingual {C1 - IELTS &)

Spanish: Advanced (DELE B2)

Chinese: Intermediate (HSK3)

She has excellent international experience, having lived and
worked in Colombia, Peru, Spain Japan, Ching, and California.

Student will try to apply for R2
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Check in with the student to see how she performed and felt about her GMAT.

You had a task

Update about GMAT
You logged a call

D Alix S 13 - 1:11 AM

1

Hi Angelica,

This message may come as a bit of a surprise, especially after such

along time. I'm not sure if you remember me, but | still wanted
to reach out.

Whenever | think back to the time when | was applying for Master’s
programs, | realize how much your help meant to me and how grateful

I still am for your support and advice.

Your availability and guidance were truly important to me at that time,

and | wanted to let you know, even if somewhat belatedly.

Thank you again for the time you dedicated to helping me.
| hope we have the opportunity to cross paths again someday.

Warm regards,
Alix

29 nov. 2024 E]

28 nov. 2024 E]

Angelica Maria Pinzén Segura « 1:19 AM

Hi Alix,

It's such a pleasure to hear from you again! Of course |
remember you. You're one of those students who leave
a lasting impression. | fondly recall your international
profile and the pride with which you spoke about your
roots, including your Colombian mom :)

| hope everything is going really well for you, that you are
taking full advantage of all the opportunitdes we have to
offer you, and that you are building the solid path you
wanted, further strengthening your vision and profession:
experience in Asia, just as you dreamed.

| truly appreciate you taking the time to write to me
(even though you had already done so by email &),
and I'm so happy to hear that my support was helpful.
It was a real pleasure to be able to support you.

Sending you a big hug from afar and | wish you every
success in all your endeavors.

Let me know if you happen to be in Bogota so we can
grab a coffee!



FROM A CONVERSATION TO A CONNECTION

1 FIRST CONTACT 2 MEETING HER 3

REMEMBERING HER 4
06589
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<R3 . Jackie
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Hello! | was in such shock on the

STAYING CONNECTED 5 THE OUTCOME

Jackie

O %
|
phone, | don't even remember what ?;?vd ;r,s:::tqy;?f;:p:f:: <
you told me to do. Something with T 5 |
a login? | want to oull it tp to show VI ) S
my parents so fcan tell them. But il ‘ ] Good morning!
bhat phone call didn't feel real, | I iy , - ,
barely remember |l ; ‘

We are all doing good
Yesterday

Y PO

We have been packing non stop

MW IRAN
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Just received my schedule so I'm

looking into what all the classes are

about and seeing if | can switch %
some ¥ &

I'm very excited @

o

Aug 8, 2024
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) N . Thank you so much for reaching
- p 3 r s P : out!

Where it all began! Starbucks in A & [N 3

Punta Gorda #\ g

There was a storm but it was just an

on and off tropical storm Thank you so much | truly
appreciate everything that you have
: done
She reached out We met | remembered The conversation Sia ot d
. . egotin—an
after the call in person what matters to her continued g :
remembered the journey
=
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Small details turned a recruitment interaction into a relationship.
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Your Turn=

LET'S LEARN FROM EACH OTHER

O
SCENARIO
()

Sofia is a student from Costa Rica.

You briefly met her at a busy university
fair, but with so many students that day,
you don’t remember much about your
conversation.

Two weeks later, Sofia receives your
standard follow-up email:

“Dear Student,
Thank you for your interest in our university.
Please find our brochure attached.”

Sofia replies:

She tells you that she is very interested

in studying at your university. She is
passionate about sustainability, photography,
and fashion, but she is not sure which program
to apply to. Sofia is very active on social media.
In fact, she even has her own YouTube channel.
She is also worried about moving so far away
from home.”
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MAKE IT MEMORABLE

You have 10 minutes to redesign your next
interaction with Sofia.

Ask yourselves:

What details would you remember
for next time?

What would you personalize?

What questions would you ask her?

What information or resources
could you share?

What could create a “you remembered me”
moment later in her journey?

How would you end the interaction
so she remembers you?
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Why Certain Experiences Have Extraordinary Impact

'M“ly

———— New York '}

Times
Bestseller

CHIP HEATH & DAN HEATH

The bestselling authors of SWITCH and MADE TO STICK

REVISED AND UPDATED EDITION

BEOUR
GUEST

Perfecting the Art
of Customer Service

with Theodore Kinni

anmuld-‘hm--‘nnumhuw.
necrost cultures i the grect chalienge of the global ecoromy,..
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THE Setting

CULTURE the Table

MAP
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DECODING HOW PEOPLE THINK, | .

LEAD, AND GET THINGS DONE DAN N X/ [\l E Y E R

ACROSS CULTURES

ERIN MEYER

NEW YORK TIMES BESTSELLER
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STICK

“Anyone inferested in influencing others—1o buy, to vele, 1o learn, to diel, to give le charity
or o start o revolution — can learn from this book.* — The Washington Post
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. COMPETING FOR CUSTOMER /:
% TIME, ATTENTION,

- AND MOKEY [,‘
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THE
EXPERIENCE
ECONOMY

B. Joseph Pine Il
James H. Gilmore

With a New Preface by the Authors

MARVARD BUSINESS REVIEW PRISS

WILL
GUIDARA

THE REMARKABLE
POWER OF

GIVING PEOPLE
MORE THAN

THEY EXPECT




THANK YOU FOR YOUR
ATTENTION
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