Building Customer Loyalty to Build Profits

“Loyalty is one of the great engines of business success.”
Frederick F. Reicheld, author of the “Loyalty Effect”

Today’s successful businesses recognize the importance of customer retention in their efforts to grow operational profits. To
achieve this more and more small businesses are implementing loyalty and stored value programs as a competitive marketing
strategy to build long-term relationships with customers and allocate marketing dollars based on the customer’s value in order
derive as much as revenue as possible from them over a lifetime.

Of course, loyalty is more than a business strategy. It is an ongoing, two-way relationship based on
respect, trust and commitment — a relationship in which the customer feels all-important. A success-
ful loyalty program builds and nurtures such a relationship by accomplishing two critical tasks. The
first is to gather information that will help merchants understand their customers’ tastes, needs and
expectations. The second is to offer recognition and rewards that are relevant to their customers as a
reward for their loyalty — and as a trade for the personal and transactional history that starts the
loyalty cycle and keeps it going. By tracking members’ transactions, companies can identify the vari-
ous segments of their customer base to create promotional strategies that keep their best customers
coming back for more.

Customer Information is Key

Effective loyalty programs generate incremental spending — more dollars spent, more frequently, from customers whose needs
and expectations are understood and met. With 80% of a merchant’s business being generated from as little as 20% of their
customers, identifying and understanding this segment is crucial. By gathering customer information, merchants can make
informed marketing decisions that will keep their best and most profitable customers more informed more often. By leverag-
ing this information, merchants can increase sales from under-performing segments of their customer database. Local Heroes
utilizes the most advanced technology to collect this data at the point of sale , track , assimilate and store valuable customer
profiles. Through our dynamic reporting engine, merchants can manage customer data and instantly create and customize
CRM programs to maximize customer value.
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