
“Music expresses that which cannot be put into words and that which cannot remain silent.”
Victor Hugo

Bill Aicher and his 55 colleagues at Musicnotes.com live those words every day. Nearly all 
of them are musicians, and they run a site that has enabled five million other musicians to 
search and download fully-licensed scores for songs they’d like to play. The result has been 
almost 30 million downloads in the past 15 years, making the site one of the Top 500 
Retail Websites since 2006.

Musicnotes.com achieves what many other online retailers yearn for: its prices are slightly 
higher than competitors, but the site delivers a better experience, and is a leader in its 
category. Nearly eighty percent of purchases come from repeat buyers.

The staff relentlessly tests and improves the site to make it as simple and easy to use as 
possible. “The customer who comes to our site is investing the time it takes to learn to play 
a song, and that’s a big commitment,” says Chief Marketing Officer Bill Aicher, who plays 
the trumpet. “We want them to have a very good experience getting the music they want, 
and then go sit down and play.” 
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• Norton Shopping Guarantee

Sweet Sounds at Musicnotes.com: 5 Percent Higher Conversion with Norton™  

Shopping Guarantee Means Projected $800,000 Annual Gain

BENEFITS
• 5% lift in converting shoppers into buyers
• Projected $800,000 increase in annual revenue
• 20-30% reduction in chargebacks
• 100% payback within the first two days each month
• 5,000 customer thank-you notes and growing

“Norton Shopping Guarantee 

increased the conversion of  

shoppers into buyers by 5 percent, 

equivalent to a projected $800,000 

annual increase in revenue.” 
Bill Aicher
Chief Marketing Officer
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To make shoppers feel more secure, the site tested trust marks 
several years ago and found they had a slight negative impact. 
“Breaches weren’t a big a factor at the time,” Bill notes.

Converting 5 percent more buyers
Musicnotes.com tested Norton Shopping Guarantee , a revenue-
generating program that provides shoppers with $10,000 in identity 
theft protection, a $1,000 purchase guarantee, and a $100 lowest 
price guarantee at no additional cost. Visitors see the Norton 
Shopping Guarantee seal in the lower left corner of each page, and 
a conversion banner next to the “Add to Cart” buttons, as well as on 
the Shopping Cart page.

Results were quite different from the company’s previous experience 
with trust marks. “Norton Shopping Guarantee increased the 
conversion of shoppers into buyers by 5 percent, equivalent to a 
projected $800,000 annual increase in revenue,” says Bill. “A 5 
percent increase is statistically significant. I think in recent years, 
breaches have become so widespread that shoppers wonder if a site 
is safe.”

Norton Shopping Guarantee is exceeding its promise of a 20-fold 
return on investment, and the program is paying for itself in less 
than two days each month. “Chargebacks have decreased by 20 to 
30 percent,” says Anna Fischer, Director of Customer Service, and 
a vocalist.

“More than 5,000 customers have pressed the 

button to send a thank you (for Norton Shopping 

Guarantee), with 63 percent adding comments.”
Bill Aicher
Chief Marketing Officer
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5,000 thank-you notes
Buyers appreciate the free value-added protection. In an instant 
feedback survey after their purchase, more than 75 percent said 
that the free guarantees made them more confident and more likely 
to shop at the site again. The survey also contains a button to send 
a thank-you message to Musicnotes.com.

The feedback has surprised the staff. Says Anna: “More than 5,000 
customers have pressed the button to send a thank you, with 63 
percent adding comments.”

Wrote one customer: “The safe and kind shopping you provide is 
well-appreciated.” Said another: “It’s amazing that we get these 
benefits for free every time we make a purchase.” Wrote a third 
customer: “Any extra security measure is very welcome when 
financial transactions are taking place over the Internet.”

The volume of response means a lot to Bill. “The fact that we get as 
much positive feedback as we do—you can’t really measure that 
value,” he says. “We’re building goodwill and customer trust. 
Customers are more comfortable coming back. They’re telling  
their friends.”

They’re also playing new music, Bill adds. “We have over 150,000 
site visitors and 15,000+ downloads a day,” he observes. “I can’t 
believe there are so many musicians in the world.”

For more information:
Please contact your local Symantec Sales Representative or visit:
www.nortonshoppingguarantee.com

You can also check out Norton Shopping Guarantee on YouTube.

Symantec World Headquarters
350 Ellis St.
Mountain View, CA 94043 USA
+1 (650) 527 8000
1 (800) 721 3934
www.symantec.com

http://www.symantec.com
https://www.nortonshoppingguarantee.com/
www.nortonshoppingguarantee.com
https://www.youtube.com/watch?v=GMUVZTtzOok
http://www.symantec.com
http://www.nortonshoppingguarantee.com

