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Are Your Customers
Merely Satisfied Or Are

They Loyal?

here is a distinction between
Tcustomer satisfaction and customer

loyalty. In effect, a customer is
“loyal” when they have the tendency to
choose one business or product over
another for a particular need time, and
time again. Further, for any industry,
loyalty is action-based, not wholly
reliant on the satisfaction level or
opinion of the consumer.

A customer can express high satisfaction levels
within, let’s say, a survey, but satisfaction is not
equal to loyalty. In reality, customers can be
extremely satisfied and still not be loyal. As an
example, a person can rave about a product in a
survey and will give the product the highest rating
but this doesn’t necessarily mean that the
customer is loyal. In effect, if the customer is
merely satisfied, when the same product comes
onto the market from a competitor for a cheaper
price, the customer will invariably try out the
cheaper product.

Continued on page two — Loyal Customers
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Exceptional
Leaders...Are Open To
New Ideas

xceptional Leaders know that their
Ereaction to new ideas will either
encourage or discourage
innovation and creativity.

Some leaders respond to new ideas in
ways that turn off others. They become
negative when new ideas are presented.
“It won't work.” “We tried that before.”
Or they instantly come up with other ideas that
shut down the presenter. Worse yet, they may take
credit for new ideas when they initially responded
negatively.

Exceptional Leaders respond to new ideas in ways
that support others’ innovation and creativity. A
good example is the President of HEB Grocery
who did not think that the Central Market concept
would work, but allowed them to go ahead and
open a pilot store.

He found out that he was wrong. Central Market
has become very successful.

When leaders discourage innovation and
creativity, people tend to check their brains at the
door. Exceptional Leaders are open to new ideas
and foster creativity and innovation at every
opportunity.

Thought Provoker

e How do you respond to others who suggest
new ideas? Do you facilitate and
encourage their creative thinking, or do
you ignore, discourage or dismiss them?

e Do you have a new idea generation engine
in your organization?

Continued on page two — Exceptional Leaders
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Continued from page one — Loyal Customers

On the other hand, if the customer is completely
loyal, the customer will not go to the competitor
even if it costs a little more for the product.

The advantages of achieving customer loyalty are
all encompassing in nature. Some of
these include:

e Costs for acquiring a customer
only occur at the beginning of a
customer relationship. In effect, the
longer the relationship is, the lower
the recurring costs associated with
wooing customers.

¢ Long-term, loyal customers are more likely to
initiate free word-of-mouth referrals and
promotions.

¢ Long-term customers have a tendency to be
disinclined to switch brands or switch to
another competitor and, in addition, tend to be
less sensitive to price fluctuations. The result
is a more stable unit sales volume and
potential increases in dollar-sales volume.

¢ In addition, loyal customers are likely to
purchase high-margin supplemental and/or
ancillary products.

e Loyalty equals less expensive services. In
effect, if the customer is knowledgeable about
the process involved, they require less
“education,” and are extremely consistent in
placing orders.

So, how do you achieve customer loyalty? In
order to build this long-term relationship with
your customer, it is essential to have an extremely
well managed customer retention program in
place. No matter what industry, field, or niche of a
business, all programs for customer retention must
rely on communication. These communications
will give consumers encouragement to remain
active and will invariably entice them to continue
business relations with a particular company.

If there are difficulties in obtaining and retaining a
loyal customer base, it is necessary to look at the
operational procedures of a company to see where
it is going wrong. As an example, the greatest
advice in the world on how to write engaging ads

Continued on next column —

CUSTOMERS

will mean nothing if customers are unhappy with
their service.

Word travels fast, whether on or off the Internet,
and if your customers are unhappy with their
service, the business will more than likely never
gain loyal customers. Some may even
be lost in the process. Customers need
to be involved in how a business is
run; therefore, it is imperative that a
company learns what consumers think
of their customer service experience.

Chris Dekle at netpromoter.com
suggests that a company needs to give surveys to
their customers to determine if a business’s
customer service policies need to be changed or
not.

Truth be told, customer loyalty is more important
than customer satisfaction. There is a plethora of
benefits, not just the ones listed above, that will
ensue if customers become loyal, and stay loyal, to
a particular company. ¢

~ Written for us by our associate Gary Sorrell, Sorrell
Associates, LLC. Copyright protected worldwide.

Continued from page one — Exceptional Leaders

e What processes and systems are in place to
foster new ideas?

e Do you hire and nurture leading edge
thinkers to insure that you innovate when
the time is right?

In today’s era of accelerated change, new ideas are
truly the engine that drives an organization’s
survival and success. ¢

~ Copyright protected by author Bruce M. Anderson.
Reprinted with permission. Thinking Partners Inc.

Did You Know...

Q: What English word has three consecutive
double letters?
A: Bookkeeper

Did you know “listen” and “silent” use the same
letters?

Do you know that the words “race car” spelled
backwards still spells “race car”
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Important Tips to Build and Retain
Customer Loyalty

B eing successful in business relies almost completely on obtaining
and retaining a steady customer base. Successful companies
usually have 80% of their business dealings through approximately
20% of their customers.

In all actuality, too many businesses are
neglecting this pursuit of customer loyalty in
order to obtain new customers. Any effort to
obtain customer loyalty is worth it in the long-
run and will pay off substantially down the road.

The best ways to build customer loyalty include:

v" Communicate: Reach out to reoccurring
customers through such things as e-mail
newsletters, a holiday greeting card, monthly fliers, etc.

v Customer Service: Go the extra distance to meet customer
needs. Even though the saying “The Customer is Always
Right” doesn’t really apply anymore, a good solid customer
relations process is highly important.

v' Employee Loyalty: In effect, loyalty works from the top
down. This means that loyalty shown to employees makes for
happier employees and they will pass that happiness and
loyalty onto customers.

v" Customer Incentives: Customers need reasons to return to a
company for repeat business.

v Reliability: Be reliable and do what you say you’re going to
do. If problems arise, though, be up front with customers
immediately.

v People over Technology: Customers are not fond of
machines and, therefore, the more difficult it is to speak with a
human when it is necessary will end up making the customer
shy away from doing further business.

Obtaining new customers is the first step to a successful business.
Retaining those customers by following some of the tips
above will allow a business to remain successful for the
long term. ¢

~ Written for us by our associate Gary Sorrell, Sorrell
Associates, LLC. Copyright protected worldwide. All rights
reserved.

“Success in business requires training and discipline and hard work.
But if you're not frightened by these things, the opportunities are

just as great today as they ever were.”
~ David Rockefeller
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Communicating Criticism

Many managers are eager to
compliment but often neglect to
criticize. It's hard to tell another
grown-up when they have done
something incorrectly. But,
managers are responsible for
helping others grow and need to
help mentor their employees.

Here are a few guidelines to
follow to help employees gain
new skKills:

1. Specify the behavior and
criticize the behavior — never the
individual.

2. Be specific in your criticism —
don't generalize.

3. Say something positive about
the person.

4. Show how you can work on the
problem behavior as a team.

5. Understand how the employee
feels and show your empathy.

6. Show your confidence in the
employee.

“Bite off more than you can
chew, then chew it. Plan more

than you can do, then do it.”
~ Anonymous
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FUN ~ The Salary Theory

Dilbert's "Salary Theorem" states that "Engineers and scientists can never earn as much as business
executives and salespeople.”

This theorem is supported by a mathematical equation based on the following two postulates:
As every engineer knows: Power = Work / Time
Since:

Knowledge = Power

Time = Money

Knowledge = Work / Money

Solving for Money, we get: Money = Work / Knowledge

Thus, as Knowledge approaches zero, Money approaches infinity, regardless of the amount of work done.

Conclusion: The less you know, the more you make. ¢
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“Business, more than any other occupation, is a continual dealing with the future; it is a continual
calculation, an instinctive exercise in foresight.”
~ Henry R. Luce

Why Have A Coach

hat if you could identify your inner While some people hire coaches purely for

motivation to achieve more of your goals incremental growth, increased wealth or

more often? How would your life be reformation, great coaching asks transformational
different if you developed a keener sense of questions. Instead of creating or developing the
purpose? potential of the person being

coached, effective coaching reveals

A professional coaching relationship and releases untapped value

creates value through a powerful,
highly tuned process of
communications and problem-
solving that is “co-creative” between
coach and client. It focuses totally on
the client’s interests, challenges and

If you recognize that you may have
untapped potential, suspect a “blind-
spot” in your professional or personal
relationships, or simply want help in
moving from “good to great”,

goals. Coaches help you improve coaching may be for you. You may
performance and enhance the quality be ready for a coach if you seek a
of your life. Great coaching helps you self-coach safe space to expand your thinking with someone
more effectively, not simply by helping you solve who will listen and respond rather than advise or
problems; it transforms the way you solve them. try to “fix” you.

Coaching will not simply improve your life; it

. . ~ Reprint permission granted by Mark Sturgell, Performance
will transform the way you live. pu P ° Y 8

Development Network

Clients and coaches achieve more significant
results together than either could achieve alone.
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