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It’s a Journey and a Strategic Business Goal!!

The goal of customer loyalty initiatives is to engage customers!

Customer engagement is the Holy Grail for loyalty initiatives. With engagement comes loyalty,
advocacy, trust and passion — the soft side of the customer relationships that directly impacts the
bottom-line.

What are you doing to engage your customers?

Cause-related marketing and corporate social responsibility programs that are aligned with
strategic corporate goals will effectively drive loyalty — especially with Millennials.

What are you doing to drive your loyalty?

Loyalty will focus on emotions, Not Incentive-Based Initiatives. Economic decision-making is
70% Emotional and 30% Rational. Your marketing/branding must create connections, passion
and engagement.

What are you doing to make your service a super positive experience that captures the emotions
of your customer?
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Voice of the Customer

An IBM Study of 1,500 CEOs across 60 countries and 33 industries stated: “Getting closer to the
customers is the top business strategy and area of focus for the next 5 years”.

Pull together customer data from all touch points and channels across your organization.
Understand that it’s not just demographics; it’s understanding the customers perceptions and
behaviors.

What strategies do you have in place to capture the voice of your customers?

* Regularly survey your customers
» Gather data directly from your customers

» Pull information from all customer touch

points and channels

— Mystery Shoppers 0
— Written Surveys )?"
— Focus Groups g»
— One-on-one Interviews

Cross Sectional Focus Groups Questions
*  What are the top three strengths of working with our organization?
*  What are the top three areas needing improvement?

*  What should this organization do so you would increase the business you do
with us?

* Ifyou could give one message to the senior management of this
organization, what would it be?

*  What things are we doing now that we need to stop doing?

Ask, Listen, Engage, and Take Action!
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Create Positive Customer Experiences.

Cr @ @ t @ @ WOW Statements
€€ W O W 2 Create Loyalty.

WOW Statements

F ac t@l’ y Bring in Additional Customers.
@

www.loyaltyfactor.com




