Does your company.

retaining customers’y
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Let build your
brand message by fitting the pieces

together. Create a cohesive, targeted

strategy with 1:1 marketing.

1:1 marketing is a program that helps
you reach your customers personally
with a customized message.
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Know your customer base. Do

you know who your customers are?
Customer bases are not homogenous. They
are made up of different demographics,
with different needs and with different
motivators for shopping with you. Profiling
your customers can tell you a lot about how
to keep them.

Then take it a step further. Find out not just
who your customers are, but what they think.
When was the last time you did a customer
survey or conducted a focus group?

The more you get to know the unique
demographic and psychographic makeup
of your customer base, the more you are
able to adjust products and services to
respond to their unique needs and the more
likely you are to hang onto their loyalty.

Make it personal. Shift from mass

mailings and generic communications
to 1:1 print communications as much as
possible. This should go beyond “Dear
<<name>>" and include content driven by
demographics, demonstrated preferences
or past purchase history. The goal here
is not just to let your customers know that
you know their names, but to increase the
relevance of your communications to
their lives. Large online retailers like
Amazon.com use this strategy to great
success—shouldn't you?

eSpreud the communication
around. Some companies assign
each customer a specific customer service
representative or sales consultant. This
creates a special relationship between
customer and sales rep that can be
invaluable. The downside is that this
relationship can become so valuable that,
should the sales rep leave the company,
your customer might be willing to leave
with them. For this reason, encourage
your customers to have multiple contact
points within your company. Try to

avoid relationships being through a
single individual.

Increase the frequency. Stay in
communication with your customers

on a regular basis, not just when there is
a special promotion or event. This is the
idea behind monthly newsletters and "tips
and tricks” postcards, especially those
personalized to each recipient’s individual
needs. This develops a relationship

that creates a value beyond price and
convenience and keeps your company top
of mind.

Do
You v,
boOSt cu o?lt]t
oyalty &
Whar mi
ghly
of You by i
e 0rS spent per 9 PPing tripga
o j; CUstomeys k ik 9eViy? Wy d
I'e sal heir profife

il * What dogs gq.p group
Enominators Within

hdng_e?_ Or when :

and someone else’s -

greach you?

1z
Wouly
0 eredyou be loya[ fo el
ol .‘]ﬂ;al Services gy ae;sh,p that
YOU be more 0 10ir pricap
These thing 0y lership thes o.ff
fore stope lized ol 5 ed
d other , reco 15 30 d
you Wlfh a anci I ife d Ihe: m'e"ﬂnc
ol incers: o
that dealrghpy incentiye 1, bringyoy czr ’:;Ided

Reinforce and reward loyalty.

When customers are loyal, let them
know that you appreciate it. Send them a
thank-you once in awhile. Then reward
them for that loyalty. Send them special
"loyal customer” discounts, personalized
to their unique habits and preferences
whenever possible.

Retaining customers takes effort. It
requires a customer retention plan
and an intentional, focused effort to
keep those customers you've worked
so hard to have. What's your plan?
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