


A high-qual i ty  brand is  bui l t  on loyalty ,  and loyalty  is  dr iven by emotional  connections.  Without that
connection to your customers,  brands are simply products or  services—and there are plenty of  those
out there.  You want to stand out in people 's  minds,  so they come back repeatedly.  Here are four ways
to create a good relat ionship with your customers and dr ive brand loyalty.  

1. Understand customers’  wants and needs

In  order to develop a successful  strategy to increase customer loyalty ,  you f i rst  need to understand
what motivates people to turn to you in the f i rst  place.  You can do this through surveys,  focus groups,
or  by digging into data from your customer interact ions.  By analyzing their  feedback on customer
service cal ls  or  emai ls ,  for  example,  you can see emerging trends and insights.  What are their  pr ior i t ies
when i t  comes to convenience and qual i ty? What are the most common requests? Knowing what your
customers want and need wi l l  help you provide the most relevant products and services.  

You also need to know what your customers already l ike about your brand,  so that  you can continue
providing those things with improvements.  But  remember ,  your customers’  preferences aren’t  stat ic and
may change over t ime so i t ’s  a process that  needs to be revisi ted regular ly .

2. Connect with customers where they are

People have more opt ions than ever when i t  comes to contact ing a business and they 're constant ly  on
the lookout for  ways to make their  l ives easier .  Today,  i t 's  not  enough to just  offer  something that
works—you must give people an experience that  feels l ike i t  was custom-made for  them.

Do you know where your customers spend their  t ime onl ine? What t ime are they most l ikely  to contact
your company? Do they prefer  cal l ing versus text ing or  reaching out on a social  media platform as
opposed to sending an emai l?

Track your metr ics l ike channel  volumes,  l ive answer rates,  and speed of  resolut ion for  insights about
your customers.  I t 's  also important  to consider the upfront cost  versus long-term ROI when making
decisions on customer support  and hours of  operat ion.  What pieces of  the customer journey can be
handled in-house and what can be outsourced?

Examine your channels to ident ify  the ones that  are working,  and which ones need improving.  Then,
take a wider look and ensure they are al l  working together to create a truly  seamless customer
experience.
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3. Make the customer experience personal

Whether you're a B2B company or  an e-commerce site ,  using data to personal ize the experience for  your
customers is  key.  The best  way to do this is  by creat ing buyer personas—or prof i les of  your target
customers—and connecting the dots between their  habits and preferences on one hand,  and what they
buy on the other.  Then,  you can use that  information as a basis for  tai lor ing offers so they speak
direct ly  to each customer prof i le.

Using technology such as Machine Learning and Art i f ic ial  Intel l igence can take this a step further  to
achieve a deeper understanding of  personas so you can determine opt imal  contact  t imes,  customized
script ing and offers ,  and use customer-to-agent matching to further  enhance the experience.
Demonstrat ing that  you know your customers and their  preferences increases sat isfact ion,  gives them
more control  over  their  own experience,  and makes them feel  l ike they’re gett ing exact ly  what they
want ,  a l l  of  which dr ives loyalty.

4. Provide exceptional  customer service

The customer experience is  a crucial  component of  your success.  I t ’s  what different iates you from your
competit ion and turns customers into brand advocates.  According to SmartKarrot ,  96% of customers
say that  customer service is  v i tal  for  brand loyalty.   

Customer service can be a demanding task for  businesses to manage.  But i t  can be the difference
between keeping your customers happy and losing them, so i t 's  crucial  to get  i t  r ight.  That begins with
training and coaching agents,  so customer experiences are posit ive and consistent.  I t ’s  important  to
keep wait  t imes short ,  provide quick resolut ions,  and have knowledgeable and empathet ic agents no
matter  what the form of communicat ion.

The great  news is that  customer service doesn't  have to be handled by your own company;  i t  can be
outsourced ent irely  or  done by a combinat ion of  an in-house team with outsourced support  for  your
busiest  t imes.

Conclusion 

You can’t  expect customers to come running when you shout ,  but  you can attract  them by showing them
how much you care.  When you create a brand experience that  captures their  attent ion,  provides value,
and makes them feel  important ,  they’ l l  come back for  more.
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