Customer experience and
the disloyal customer
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Loyalty isn‘t what
businesses think it is
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"I believe In earning loyalty. I
observe and listen and I give
the best I can offer. I expect
little In return. Loyalty is not

something I can buy. "




Who are your customers?
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Task Journey
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Gather inspiration Trigger Research Booking Pre-departure
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Travel Arrival On holiday Travel home Share experiences
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Things to try

Work out who your customers are
Open a dialogue with them

Understand pain points
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Welcome to the

BUTCHER SHOP

About the Butcher shop

Welcome to the butcher shop It’s Barbeque season!
Your Butcher shop
Portions Select
Recipe Cordon Bley (54 Steak (52 Chinois (32
Meat Type Beef Pork (= veal
Cut Steak 1 Entrecote (121 Chops
Label Naturafarm Bio Natura beef

Meat & Bread & Food Frozen Food & Ready-

SN

Wine & Household, Cleaning & Beauty, Promotions, Labels,
Drinks Pet Supplies Health & Baby Recipes & Co,

How to pick the best cut

our butcher

Find out more

Best Veal cuts Bone-matured meat

Name

Delivery to your doorstep

More v
More v
More v

More v

« Delivered within a given hour

12.6%

Increased sales

New

customer segment

1%

Market Share
Increase




Trust = Loyalty




Look at what loyalty is for your
business

Is it anything like a real relationship?
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