How to Reboot Customer Loyalty
for Retail Businesses

In the world of retail, the customer is king. The most important thing when it comes to
your business’s customers is their loyalty. If you can keep them coming back for more,
then you'll be on the right track for success. However, new retail businesses are
constantly popping up, competing for the same customers. What do you do if there is a
lapse or a lull in your customer loyalty? That is when you may need to refresh your
approach to pulling in clients and keeping them happy.

These days, it's not enough to just have a perfect service or product for your customers.
When customers are buying what you’re offering, they expect you to stick with them. It's
about the experience that they are looking for when they buy your product or service.
This is why having an excellent relationship with your customers is the best path to
success in today’s world. Did you know that roughly 58% of consumers will drop a
business if they receive bad customer service? Yes, that's accurate. The customer rules
all when you are a retail business, so keeping them happy and engaged should be a top
priority. In today’s article, we will be going over what customer loyalty means and a
variety of ways that you can reboot customer loyalty for your retail business.

How do you define customer loyalty?

Customer loyalty is essentially about the relationship your business has with its
customers. When you create a solid relationship based on great product/service,
customer service, and staying consistent, you can form a bond with customers and
keep them coming back time and time again.

A loyal customer is a customer that will go out of their way to buy from your business.
Sometimes that means traveling a little further to get to you, spending a little extra to get
your product/service, and even sharing the word about your business with those around
them!

Here's a great example of customer loyalty: there is one particular store that provides
the best gourmet food items from around the world that you’ve ever tried. They are
located in another state, but whenever you are in town you make sure to stop in to visit
and pick a little something up. You're on a first-name basis with the owners, and you will
even make purchases to get shipped to your friends and family from their online shop.
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Now that you get the idea of what a loyal customer looks like for your business, let’s
look at some ways to make sure you are fostering this loyalty or, in some cases,
rebooting it.

How do you boost customer loyalty?

Let’s say that you have a lapse in customer loyalty. It's not a great feeling or a great
place to be, so you need to start taking some steps to find out why, and then add in
ways to pull those customers back in.

Examine your customer service, as a start. Have you been getting complaints
about how your customer service has been doing? Your customer service is, as
we mentioned, one of the keys to customer loyalty. You need to make sure that
your team is putting in the maximum effort towards keeping your customers
happy while they are shopping as well as afterward. Implement tools to help
achieve this, like customer service software, which can take in feedback and
keep track of your key metrics.

Start a rewards program. People love getting rewarded for spending money. It
makes them feel like it's more worth it. Create a program that will incentivize their
continued patronage. This program should offer things like perks or discounts
and can take many different forms, such as a points system or a pay-to-play
program. Find what will fit best with your business and your customers.

Send a surprise. Who doesn’t love receiving a nice card or email? Go the extra
mile to send a little something to your customers to make them smile. No need to
get crazy with the gift but doing this will make your customers feel cared for and
will encourage them to return for more.

Make sure your business has a community. A community of customers will be a
group of like-minded people who love the same things. As a business, you can
leverage this to boost loyalty by being involved and fostering that dedication.
Keep them involved. This sort of falls into the idea of community. If you want to
build up or rebuild customer loyalty, you need to keep your customers involved. If
something is going on, tell them in the weekly email. This goes for good or bad
things. Own up to any mistakes and make efforts to fix them. This will show your
customers that you are willing to admit that you are human, as well as that you
as a business are here to do your best to make it right.

Get personal. Part of what makes a customer appreciate a business is when the
business makes a point to get connected with them. This means paying attention
when having interactions with your customers, being considerate and human
when handling situations, and just generally keeping things honest and open.
Take and use customer feedback. While this seems like common sense, it often
gets overlooked by businesses as far as putting the feedback into effect. If your
business doesn't utilize the feedback it receives, it gives a terrible impression to
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your customer that put in that feedback. Feedback is important for both improving
customer service and product/service, so you need to pay attention to it.

So, what do we want you to take away from this article? The biggest thing to realize is
that loyal customers mean a healthier retail business, so fostering customer loyalty is
the key to success. If you notice that your customer loyalty has dropped off, then you
need to take a look at what you can improve on or add in to revamp and reboot their
loyalty. The basic rule of thumb for customer loyalty is to respect your customers and
make sure that you show them this respect when you are interacting with them.

Sign up for the GRIP newsletter HERE!
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Where to get educated: GRIP Retailer Education www.gripretailered.com
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GRIP Online Catalog: https://Gripontools.dcatalog.com/v/Grip-Catalog-2022/

Visit my professional website: www.eliasamash.com

For more information: 616-877-0000 elias@gripontools.net
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