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Terugkerende klanten, welke retailer wil ze niet? Niet voor niets zien steeds meer spelers de meerwaarde van
een loyaliteitsprogramma in. Die zijn meestal gebaseerd op beloningen. Maar dat is niet het enige aspect dat
klanten loyaal maakt aan een merk of retailer. Deze infographic van Zendesk laat zien wat nog meer
meespeelt en hoe klanten hun loyaliteit aan bedrijven uiten.
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What Makes Consumers Stay <
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In the new Brand Loyalty survey. Clickiox examines what it takesfnrcunsumerstn remain \Dya\ m abrand. Meanwhile, loyalty from consumers has never been

toe;
remarkable—and something brands must consider. But what does it take i gam loyal fotowers ann brand enthusiasts?We take alook a t e survw tofind out.

Quality Trumps Price

Survey respondents indicated that the two biggest drivers of loyalty are quality and customer service.

What makes you loyal to a brand?

Quali

Customer service

Convenience
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Winning Points

Consumers said the bestway to gain their loyalty s to provide exceptional service around the clock.

What is the best way a company can build loyalty with you?

a0k
Respondents' top requirement 12%
(34 percent] for winning their

loyalty was for companies to
provide exceplianalserw'ce]l/l Providing Rewarding me Sending me Providing Other Knowing me

7 for purchases, personalized when lvisitor
customer service. feedback,and  relevant offers  products, callin
referrals, and specials. services.

First ImpressionsLlast —————

Cormpanies have countless opportunities to build loyalty among their customers, but the most critical time to gain it is in the beginning.

When is the most critical time for
a company to gain your loyalty?

Before | buy or decide to do
business with the company
Ireputation, word-of-mouthl.

When make my first When it excoeds my expectations When I consider
Nearty hatf (48 percent) of purchase or begin service in resolving an issue (service and switching to
respondents said theright | (st impressions]. experiencel. , competitor:
time for a company to gain « —
customer loyalty is during S

their first purchase or service. s

iy how their loyalty by f-mouth. On average they are more vocal and more profitable.

? Over half (54 percent] of loyal consumers said they do not
How do you show your loyalty? consider other competing products and admitted to

purchasing more from the company (69 percent).

I don't consider
other competing
products/companies.

Ispread the
word and tell
others.

1 buy more.

"\ ljoin the brand's
5% % sacial media

// community.

Ivisually support the

/ brand (apparel,
promotional items,

7/ bumper stickersl.

How do loyalty programs influence your decision to
continue doing business with a brand?

I would consider increasing the amount of business | do with the company for loyalty rewards.

for a loyalty reward:

1 have i eviﬂus[i increased the imanf}/usiuess 1 do with a cnmpan/}////////////////////% Is.

It has no influence.
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would cansider increasing the
amount of business they do with a
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Consumers are becoming increasingly more vocal about their needs. Quality and personalized service are key to gaining loyal

consumers, while rewards programs and other incentives can also add profitability and showcase the brand in a positive light.
Today, brands must focus on appeasing their existing loyal consumers to win loyalty from all.
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