
Today’s consumers are expecting more than ever from 
the brands they use. And, it’s no longer enough to just 
provide a phenomenal product. In order to gain a 
consumer's loyalty, you have to provide a personalized 
and engaging experience with your brand that is unlike 
any other. So, if you truly want your customers to fall in 
love with your brand then it’s time to rethink how to 
approach gaining their hearts, wallets, and overall 
brand loyalty. 
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Implications of Evolving Tech

It’s Time to Make Your Customers 
Fall in Love with Your Brand

89 percent of consumers would 
move to a competitor due to a 

poor customer service 
experience.13

Four Factors Influencing Consumer Behavior

Customers are 3.7 times more likely to view seamless 
transitions between channels as important versus 
unimportant.3

Multichannel Marketing

66 percent of consumers are willing to pay extra for 
products and services from companies committed to 
positive social and environmental impact.2

Social Responsibility

Evolving Customer Service Methods
Customer service interactions are four times more likely to create a 
disloyal customer than a loyal one.1

By 2020, customers are expected to manage 85 percent of their 
relationships with businesses without interacting with a human.2

Personalized Relationships
Loyalty programs with personalization that make customers feel 
special and recognized have 2.7 times more satisfied members.2

84 percent of customers say being treated like a person, not a 
number, is very important to winning their business.3

Loyalty Club

Commitment to Innovation
56 percent of customers actively seek to buy from innovative companies.3

66 percent of customers say it takes more than ever for a company to impress 
them with new products and services.3

Rise of Artificial Intelligence (AI)
Customers are 9.5 times more likely to view 
AI as revolutionary versus insignificant.3

Influence of Social Media
63 percent of consumers who search for 

businesses online are more likely to become 
consumers of brands with an established 

social media presence.5

Value for money is a more 
important loyalty driver for Baby 

Boomers and Gen X  than it is for 
Millennials  and Gen Z.4

81 percent of millennials expect 
companies to go beyond 

generating profit and serve as 
leaders of change as well as 
active community members.2

66 percent of millennial 
consumers expect real-time 

responses and interactions.3

The Generational Impact
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5 Ways to Make Your Customers
Fall in Love With Your Brand

Put yourself in the shoes of your customers for a day. Today's 
consumers won't tolerate a lengthy checkout process, slow 
website, or having to dig for information. Our need-it-now 
mentality expects a fast and easy experience in order for a brand 
to gain our trust.

Are Loyalty Programs Worth the Effort?
Loyalty programs are proven to increase customer lifetime value by 
up to 30 percent or more by increasing visit frequency, increasing 
spend per visit, and winning back lost customers.6

Loyalty members spend 5-20 percent more than non-members.7

83 percent of customers agree that loyalty programs make them 
more likely to continue doing business with a company.8$ $$
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Brands Wtih Rockstar Loyalty Programs

With more than 100 million members,9 
Amazon Prime’s $119 annual cost provides 

members with unlimited two-day free 
shipping. And, it’s clearly working because 
Amazon shipped five billion items to its 

members in 2017 alone.9

Capitalizing on the coffee loving nature of 
consumers, Starbucks’ loyalty program 

translates your daily coffee habit into “stars” 
that eventually result in free drinks. Plus, its 
special offers for bonus stars drive some 

customers to make a special trip to purchase a 
drink in the middle of the day just to increase 
their start count. Did we mention it generates 

$6 million in sales per month?10

With tiers based on how much you spend, 
Sephora is all about incentivizing its 

customers to move up to the next tier with 
early access to rewards, sales, events, and 

more for its top tier members.

Free to join and easy to use, there’s no 
reason you shouldn’t be a Walgreens 

Balance Rewards member! By accumulating 
points on in-store purchases and using the 

clinic, this rewards program practically gives 
you money back each time you spend in 

Walgreens. With the Walgreens mobile app 
in play as well, the drug store is able to 

generate 5.3 million app-driven store 
visits a week by its rewards members.11

Be Easy to Do Business With

easy

With the increasing usage of social media and the continuing rise of 
social media influencers, your brand has to up its social media 
game if you want to capture the hearts of your customers. This 
means you have to think strategically about your social media 
presence because just pushing out content on a daily basis doesn’t 
cut it anymore. You’ll need to have a social media response team that 
responds within minutes to customer service issues, a strong 
partnership with key social media influencers in your space, and 
engaging content that keeps your customers coming back to your 
social channels on a regular basis. 

Create a World-Class Social 
Media Presence

Honesty is the best policy. Consumers reward the companies 
that are truthful about their products and shun those that don’t. 
In fact, 63 percent of consumers said they would buy from a 
company that they consider to be authentic over all other 
competitors.12

Be Authentic

In the age of Big Data and AI, it’s harder than ever to see a 
customer as a real person and not a number. That’s why it’s so 
important to create personalized experiences for your 
customers across every channel. This means you can’t send them 
a coupon via email for an item they just bought in store. Your 
customers know that you collect a ton of data about their 
interactions with your brand and they expect you to use it. 

Treat Your Customers Like Humans, 
Not Numbers
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Customer service can make or break a customer’s 
experience with your brand and quickly influence whether 
or not they'll repurchase from you. If you want to drive 
brand loyalty, then your customer service has to be 
top-notch. Take a look at Zappo’s if you want to learn 
more about how to do customer service right. 

Wow Your Customers with 
Excellent and Consistent Service


