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Marketing Objective & Marketing Challenge 

Marketing Objective

Grow TurboTax share in the tax software category (and increase our
share in the overall tax-prep market)

Marketing Challenge

Generate preference for TurboTax, absent any perceived functional
superiority.
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FY 08 Core Target
 Consumers who are open to doing their taxes with software next year and perceive their
taxes to be simple

Core Target

Tax 
Store Pro ManualComp 

S/W

 Tax store and competitive software are the highest priority acquisition segments

Tax store - low NPS and relationship with pro; higher likelihood to defect

Competitive Software users - no barriers to use, increased defection from TT in TY06 
and largest prospect pool
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Target Demographics

Demographic profile:

 Gender: Female

 Age: 25-44

 Marital Status: Skews toward married

 Employment: Skews toward FT employment

 Income: $25 - $75K, skew toward $25-
$50K

 Residence: Skews toward renting

 Education: Some college education

 Technology Usage: High-speed internet access
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Brand Key Message

No other software makes it easier to 
do your taxes than TurboTax.
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Reason to Believe & Proof Points 

Reason-to-Believe

TurboTax does more of the hard work for you

Proof Points

Deduction Maximizer

Personalized Interview: TurboTax asks you what life changes have happened in 
the last year and then tailors the interview to fit your unique situation.

Audit Risk Summary:  TurboTax helps reduce your risk of an audit. 

ItsDeductible: TurboTax shows you the true value of donated items so you get a 
bigger refund

Import Tax Info: TurboTax downloads your W-2 & investment information.

Live Community: On every page, there is help supplied by a live community that 
relates directly to the subject you’re dealing with. 
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Brand Foundation
Marketing Objective Grow TurboTax share in the tax software category (and increase our share in the overall tax-prep 

market)

Marketing Challenge Generate preference for TurboTax, absent any perceived functional superiority.

Target Audience Consumers who are open to doing their taxes with software next year and perceive their
taxes to be simple—whether they’re currently using tax software or contemplating a move
from a tax store or other method. 

Consumer Mindset (ACB) I am open to using tax software next year and I have a simple return. I think that tax software 
could make it easy. All tax software products seem pretty much alike; I don’t see a clear reason 
to buy one over another.

Key Message No other software makes it easier to do your taxes than TurboTax

Reason to Believe TurboTax does more of the hard work for you

Deduction Maximizer
Personalized Interview: TurboTax asks you what life changes have happened in the last year and
then tailors the interview to fit your unique situation.
Audit Risk Summary:  TurboTax helps reduce your risk of an audit. 
ItsDeductible: TurboTax shows you the true value of donated items so you get a bigger refund
Import Tax Info: TurboTax downloads your W-2 & investment information.
Live Community: On every page, there is help supplied by a live community that relates directly 
to the subject you’re dealing with. 

Brand Character A trusted and approachable tax mentor who helps you prepare your taxes. 

Brand Strategy



Acquisition - Personas
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Tax Store 

 Pain points with Tax Store Experience (2007 Defection study)

 Costs too much (25%)

 It’s not a good enough value (26%)

 paid too much for what I got

 paid for something I could do myself

 Bad experience (13%)

 rep wasn’t knowledgeable

 didn’t get my questions answered

 didn’t feel like a valued customer

 Key barriers to using TurboTax

 Don’t know enough about taxes

 No help when I need it

 No one to represent me if I’m audited

 No one to help me minimize my risk of an audit
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Tax Store
 Target

 Consumers who used a tax store last year, are open to doing their taxes with software next year, and  perceive
their tax situation to be simple.

 ACB
 I used a tax store last year and it was pretty convenient, but I paid too much and I don’t feel like I got much for the 

money I paid.  I’ve heard that tax software is easy and since my tax situation is simple, I think I might be able to 
do my own taxes with it.  I am a bit concerned that I don’t know enough about taxes and that there won’t be 
anyone there to help me if I need it. But, I think I’ll check it out.  All software products seem pretty much alike, so 
I’m not sure which one to pick.  

 Benefit:
 No other software makes it easier to do your taxes than TurboTax.

 RTBs
Deduction Maximizer

Personalized Interview: TurboTax asks you what life changes have happened in the last year and
then tailors the interview to fit your unique situation.

Audit Risk Summary:  TurboTax helps reduce your risk of an audit. 

ItsDeductible: TurboTax shows you the true value of donated items so you get a bigger refund

Import Tax Info: TurboTax downloads your W-2 & investment information.

Live Community: On every page, there is help supplied by a live community that relates directly to the subject you’re 
dealing with. 
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Hi, I’m Jennifer

I’m 35 years old and married, and I live with my husband in an apartment that 
we rent. I have a degree from the local junior college, and I work full-time at a 
job that pays me $55,000 a year. I also have a small number of investments 
from which I receive a little additional income, and I do contribute to charities 
every year.

http://www.comstock.com/web/search/loupe.asp?Image=PR96661.jpg&Type=PR&CatID=&LightboxID=&NoPopUP=T
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Last Year’s Pain, This Year’s Change

Last year I got my taxes done at the H&R Block office down the street from me.  
I didn’t really want to do my taxes myself and all I had to do was hand them my 
tax stuff and answer a few questions.  It was convenient and easy. My tax guy 
was nice enough, but I didn’t really feel like I was dealing with a tax expert.  I 
mean, all he did was take my information, ask me a few questions and enter it 
into his computer. He didn’t answer all of my questions and really rushed me 
through. I liked that he signed and e-filed my return and that I got my refund 
back fast. But, I can’t help but thinking that I paid someone way too much 
money for something I could probably do myself. 

A couple of my friends have used tax software and they said it was easy. Since 
my taxes are pretty simple, I bet I can do them using tax software. That said, I 
don’t know a lot about taxes and I’m worried that I might make a mistake. I’m 
not sure I can get help if I have any questions. And, what if I get audited?  I’m 
afraid there won’t be anyone there to represent me. I’ll have to ask my friends 
about all these questions. I can also go online and see what information I can 
find.  
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Finding A Solution

When I asked a friend about the tax software she used last year, she told me that 
you just answer simple questions. You don’t need to fill out any forms. It sounded 
pretty good. I still wanted to get some more information online. I needed to make 
sure it would be easy, that I could get it right and that I could get any help I might 
need. I also wanted to feel comfortable that the site was secure since I’m putting 
my tax information on it.

So, I went online and googled tax software. A few options came up. I didn’t realize 
there were so many choices! I took a look at the first few options on the page. I’ve 
heard of TurboTax, it’s the one my friend used, and I remembered seeing some 
commercials about it on TV. I also noticed that TurboTax offers a Free product, 
and wanted to check that out. TaxCut also caught my eye because it was from 
H&R Block. I didn’t realize that they offered a tax program, but since I had my 
taxes done at H&R Block last year, I thought I’d check that one out too. I saw that 
TaxAct also had a Free program so I decided to check that one out too.
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Ah, TurboTax

When I looked at each of the sites, I quickly read through some information, and tested 
the products out.  

Just like my friend said, TurboTax asked me simple questions about me that I could 
understand, like “did you buy a house or did you have a baby?” It didn’t ask me tax 
questions. And TurboTax told me the how much the things that I donated to charity were 
worth. I didn’t have to figure it out myself. Then TurboTax used all that information to fill 
out my taxes for me and get me a big refund. I really didn’t need to know anything about 
taxes! A couple of times I had a question, and I found that there was a place on every 
page that I could ask a question to get my answers right away. I never felt like I was 
alone.

When I was almost finished with my taxes, TurboTax showed me that  my return had a 
very low risk of being audited, which took away a lot of my worry.  And I know I can use 
the audit support center that I downloaded onto my computer to help me if I ever do get 
audited. 

TurboTax has everything I need so I am confident I can do my own taxes. TurboTax by 
far, is my preferred choice.
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Competitive Software  

 Pain points with Competitive Software Experience (Reasons for detraction)

 Difficult to use / interview confusing (35%)

 Not sure I got the all deductions (18%)

 Poor product quality (14%)

 Too expensive, poor value (12%)

 Key barriers to using TurboTax

 Too expensive / don’t see the value for the higher price

 Happy with current tax software
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Competitive Software 
 Target:

 Consumers who used competitive tax software last year, want to use tax software again this year and perceive their tax 
situation to be simple.  

 ACB:  
 I used a tax software program last year, it was pretty easy and a good value.  However, there  were a couple of times I was 

a little unsure I was doing them right, but I did my best and ultimately felt OK.  My tax return is simple and I plan to use tax
software again. All tax software products seem pretty much alike, so I don’t see a clear reason why I should use another 
brand. 

 Benefit:  
 No other software makes it easier to do your taxes than TurboTax.

 Proof Points:
Deduction Maximizer

Personalized Interview: TurboTax asks you what life changes have happened in the last year and
then tailors the interview to fit your unique situation.

Audit Risk Summary:  TurboTax helps reduce your risk of an audit. 

ItsDeductible: TurboTax shows you the true value of donated items so you get a bigger refund

Import Tax Info: TurboTax downloads your W-2 & investment information.

Live Community: On every page, there is help supplied by a live community that relates directly to the subject you’re dealing 
with. 
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Hi, I’m Mary

I’m 30 years old, and I live by myself in a one-bedroom apartment. I have been 
working full-time since graduating from college, and I currently earn $40,000 a year. 
I try to put as much money as possible into my 401K, which right now is not a lot. 
Other than that, I don’t really have any investments. I guess you could say that my 
taxes are pretty simple.

http://www.comstock.com/web/search/loupe.asp?Image=PR86974.JPG&Type=PR&CatID=&LightboxID=&NoPopUP=T
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I Use Software And I Like It

Last year, I used tax software to do my taxes.  For the most part it was easy, but I 
remember there were a couple times I wasn’t quite sure I was doing it right.  I did 
my best to answer the questions, and ultimately I felt OK about my taxes.  I e-filed 
my return and was very happy to get my refund back fast.  Overall I felt tax software 
was a good value for the money. 

I plan to use software again this year and will likely use the same one I used last 
year.  However, I will probably check out some other products to see what else is 
out there.  I might use a different one if it looked a lot easier and was the right price.  
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Checking Out TurboTax

I went to google to find the website for the software I used before and that’s when I noticed TurboTax.  
I’ve heard of TurboTax and I saw that they had a Free version, so I thought I’d check it out.  I also 
remembered seeing a TV ad talking about how easy it is.   

When I went to the TurboTax site, I quickly read through some information but was most interested in 
trying the product out. Let me tell you, TurboTax is different from the software I used last year.  It only 
asked me questions that were relevant to my situation in language I could understand, like “did you 
buy a house, or did you have a baby?”  It didn’t ask me tax questions. And TurboTax told me the how 
much the things that I donated to charity were worth. I didn’t have to figure it out myself. I never felt 
confused like I did when I used that other software last year. And, when I did have a question, I found 
that there was a place on every page that I could ask a question to get my answers right away. It was 
so easy.  

When I was almost finished with my taxes, TurboTax told me that that my return had a very low risk of 
being audited.  And, if I ever do get audited, they have this thing called the audit support center to help 
me with it.  I know that ‘s something my old software didn’t do.

Let me see, easy questions about me, easy answers to my questions, less data entry and audit 
support…I’m glad I made the switch!



Voice
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Defining The Voice
The work that the product team has done provides a nice 
starting point for providing a practical definition of the TT 
voice

 Product Framework
 Evoke positive emotion

 Provide emotional support, reassurance, and ongoing sense of accomplishment to 
make them feel confident.

 Make it familiar
 Make design simple and common based on customers’ experiences on other sites 

and products.
 Speak the user’s language

 Simplify language and eliminate unnecessary words that don’t aid in task 
completion.

 Make it simple
 Eliminate exposure to unnecessary complexity, including edge cases
 Group information into bite-size pieces where it makes sense 

 Provide sense of place
 Set clear expectations/ provide explanation on why they are asked to enter 

information 
 Minimize disruptions

 Keep the experience relevant and timely (purchase, tax prep, upgrade, upsell)
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Defining The Voice
The product framework requires some additional thinking 
to expand its use to external marketing communication

 Marketing Framework
 Mindset: We understand your needs and will guide you to what will work 

best for you

 Focus: Customer

 Tonality: Informal, confident and helpful without being boastful

 Language
 Written in the customer’s voice using plain English vs. marketing/manufacturer 

language
– Uses language that is familiar and simple to understand
– Uses words the customer would use in describing TurboTax
– Uses short, concise phrases so that the key takeaways are immediately evident

 Uses words that invoke the concept of mentor
– Communicate the idea of actively helping or supporting
– Always use language that reinforces that TurboTax actively helps and is looking out for you

 Uses words that evoke positive emotion
 Builds confidence (“I can do it”)

– End benefit is tied to the functionality
 Uses consistent language at all consumer touchpoints (if you say “charitable 

donations” say it everywhere, don’t change to “charitable contributions”)
 Not tax-speak or computer-speak
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The TurboTax Voice
Brand Character: TurboTax is an approachable tax mentor 
who helps you prepare your taxes
 Focused on why it’s right for you, how it will help you, how it will get you 

to the outcome you desire

 TurboTax Premier is the right choice 
if you have investments

X TurboTax Premier is the 
perfect tax solution for you

 Written in plain, casual English, using words the customer uses

 TurboTax asks you simple questions 
to learn about what’s changed in 
your life, then it automatically fills in 
the right forms

X TurboTax customizes itself 
based on life events that have 
occurred throughout the year

 Does not use tax or computer jargon
 TurboTax can get your W-2 info from 

your employer and automatically put 
it into the right place on your tax 
return

X TurboTax can download your 
W-2 data

 End Benefit is tied to the functionality
 Cost Basis saves you money by 

looking up your values for you
X Yes you can!
X Cost Basis saves you money
X Cost Basis looks up your 

values for you
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TT.Com
Yes No

• Focused on why it is right for the customer
• Benefit is tied to the functionality
• Written in plain English with no tax jargon

• Not focused on why it is right for the 
customer

• Includes tax/computer jargon
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Packaging
Yes No

• Benefit is tied to the specific feature, which 
resonates strongly with customers

• Tells customers what they’re going to get

• Focus is on the end benefit not tied to the 
functionality that delivers the benefit

•Marketing copy around you can do it 
and trust perceived as negative
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Direct
Yes No



26

Merchandising
Yes No



Appendix
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Net Promoter Over Time
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Net Promoter Drivers
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 It ownable and differentiates TT within the competitive set; no competitor 
communicated ease only

The confidence of having “your people”

You can get direct access to a professional 

We can handle any tax situation

Do your taxes for free

 It’s a key consumer benefit; TT is most associated with easy
 It effectively neutralizes HRB communication
 TurboTax is so EASY, consumers’ won’t need ‘people’

Single-Minded Ease Communication

EASE
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