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What is Loyalty?
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Businesses
with loyalty
programs, on
average, are 88%
more profitable
than competitors
who do not.

Daleatte Retail Survey
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Why Customer Loyalty?

* Attracting new customer is expensive

* Time is biggest cost and then it is monetary((s3) -

* Having loyal customers means that you spend more
time refining your value proposition

* This leads to greater customer satisfaction and
higher profitability
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Customer Satisfaction

|

Customer Loyalty

!

Companys Profit
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Top Brands in Customer Loyalty

° oSl

. * Google

* Samsung (mobile
phones)

* Yahoo!

* Canon (office
copiers)
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SR
Coors
Hyatt
Marriott
Verizon

KeySpan Energy

* Facebook

Amazon
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5 Simple Ways
to Build

- A Loyal Customer -
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. 1. Know Your Customer .
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1. Know Your Customer

* First identify your niche: who your customer are,

what they like, how they reach to certain things

* Not just that, you have to champion your niche:
become “expert” resource for your customers

* Once you adopted this strategy, you will be amazed
how customers get attracted towards you
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. 2. Build Relationship
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2. Build Relationships

* You don’t just sell product/service, you buy

customer trust
° If you nurture this trust, it will grow stronger and .
will lead to loyal, repeat customers

* Relationships is not limited to just customers

* Itis your stakeholders including staff, suppliers, bank
managers etc.
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. 3. Get Into Customer’s Shoes .
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3. Get into Customer’s Shoes

* Understand what choices your customer has and

what makes your attractive to him

* Find ways to analyze your product/service outside in
instead of just inside out

* You should aim to convert your customer needs into
their wants and desires

* Make yourself irresistible (¥ai)¥) to your customers
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. 4. Deliver On Your Promise .
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4. Deliver On Your Promise

* Whether you promise the “highest quality,” “lowest
price,” “fastest delivery,” or “best product return

policy,” it does not matter

* What matters is YOU delivering on your promises

* Along with creating more loyal customers, this will
strengthen your brand

CRM in Tourism- Ashkan Borouj-93




COMMITMENT MEANS

STAYING LOYAL TO

WHAT YOU SAID YOU

____| WERE GOING T0 DO
LONG AFTER THE

MOOD YOU SAID IT IN

HAS LEFT YOU.



. 5. Delight Your Customer .
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5. Delight Your Customer

* Deliver outstanding customer service

* Your commitment doesn’t end as soon as you
sold your product/service

* Ensure that your customer is happy with your
product/service for its lifetime

* You want them talking about you (positively
of course) when they get the chance
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Travel 1s the only thing you
- v, Hoo madkes v richer -
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