01

02

03

CONTENTS

Preface ix

An introduction to the concept of customer loyalty
management 1

It’s all about loyalty 2

Customers have changed 3

The flawed ‘golden rules’ of service 6

The impact of customer loyalty accounts 8

Strategic ways to influence and build customer loyalty 12

The systematic approach to continuous improvement (borrowed
from system thinking) 13

What are the likely outcomes for success? 14

It needn’t cost more to deliver great service 18

Loyal customer behaviours 23

Action checklist 24

Focusing on things that enable and enhance
customer loyalty and avoiding or removing those that
disable it 26

Focusing on what matters 27

Leadership commitment and style 27

Organizational structure and focus 29

Hiring the right people and avoiding the wrong people for
service 33

Helping the right people become the best they can be 35

The impact of organizational culture — how it affects employee
engagement 38

Conclusion 44

Action checklist 44

The essential elements for success in customer loyalty
management 47

How the brain works 47
Encouraging a balanced brain approach 48



n Contents

Identifying and analysing the standard, sensory and subtle clues that
can influence customer loyalty 50

Customer experience journey mapping 56

The last stage — action planning 71

Conclusion 72

Action checklist 72

04 Identifying, understanding and managing customer
expectations 74

The expectation opportunity 74
Customer expectation management — why expectations
really matter 75
Levels and types of expectation 80
Proactive expectation management 88
Preventing the problem expectations — the proven loyalty killers 89
Conclusion 91
Action checklist 92

05 Critical customer experience management
techniques - creating positive experiences 94

The experience opportunities 95

The experiences with the biggest impact on loyalty 95
First/top/tail experiences analysis 100
Before/during/after experiences analysis 102

Creating terrific Wow experiences 104

Wow examples 107

Terrific Wow experience outcomes 112

Conclusion 113

Action checklist 114

06 Critical customer experience management
techniques - eliminating negative experiences 116

Turning negatives into positives 117

Eliminating terrible Ouch experiences 117

Why we want customers to complain 119

Dealing with unhappy and complaining customers 120
The professional approach to professional complainers 124

Terrible experience outcomes 127



07

08

09

Contents m

Recovery and Dazzling Recovery techniques 128
Recovery examples 132

Recovery experience outcomes 136

Conclusion 137

Action checklist 137

Creating and managing the memories that influence
customer loyalty 139

Making memories 140

How memory works 140

Types of memory 141

How memory is manipulated and managed — creating
loyalty-building memories 143

Using a customer memory planning chart 146

Turning positive memories into loyalty habits 149

Creating, breaking or changing a habit 152

Using a customer habit-forming chart 157

Conclusion 160

Action checklist 160

Proven and practical customer loyalty strategy
implementation tools and techniques 162

Change is challenging 163

When to change 163

A belief in success 166

The inside-out approach to change 168

The power of organizational alignment 171

Choosing either a big bang or a wildfire approach 177
The proven 8-step implementation plan 178

Further thoughts on change 180

Conclusion 183

Action checklist 184

Measuring and monitoring what matters for customer
loyalty — experiences versus satisfaction 186

Measuring what matters 187
Measuring expectations, experiences, memories and loyalty (not
satisfaction) 187



m Contents

10

Ways to gather the feedback 191

Keeping track of the ongoing improvements 201
How often to measure 207

Rewarding what matters 207

Conclusion 209

Action checklist 209

Turning great loyalty strategy ideas into worthwhile
actions 211

Ideas without action are worthless 211

Getting the balance right between process and passion 213
The Hedgehog Principle 215

The ever-increasing use of artificial intelligence 216
Implementing with a winning pace 220

A proven corporate approach 227

Conclusion 230

Action checklist 235

Conclusion 233
What next? 235

Recommended further study 237

The science that supports the practice 237
Books 238

Websites 240

Index 241





