X Increase Sales!
X Improve Profits!

Why Customers I.eave:

1% Die

5% Patronize a friend’s >
business

9% Prefer the competition >
14%o Experienced one bad

encounter.
68% Indifference, rudeness >
or lack of service.

Repeat customers spend 339
more..

It costs 6x more to sell to a
new customer.

It costs as much to gain ON.
new client as to keep FIVE
existing.

Loyal customers require
28%o less labor.

Our Clienits

e

University o« Virginia

DINING

CHICAGO BOTANIC GARDEN Gl Debins Redndics

en's Museum

GOODFYEAR

Many service providers think 80% satisfaction ratings
are reasonable. Think again! Research shows that at an
80% rating is average and your service has no point of
differentiation. In fact, it is only “very satisfied”
customers who are truly loyal — everybody else feels
indifferent about your service and will swap to another
provider if they see a cost advantage.

4

A Real-Time Focused
Approach to Service
and Customer
Retention!

"Satisfied Customers Tell Three Friends,

Angry Customers Tell 3,000"

~ Pete Blackshaw




I(EV ATTRIBUTES TO CUSTOMER l.OMLTY

5 ervice ol urmns/ S el S| Yo

o 2. Revenue — [s the monetary value of services increasing, B UsIness
A la carte or Bundled, Y our Choice! o B :
stagnant, or declining?

Keeping

Up?

_Inany new customers
5. Churn Rate — Do custo
improving comntinuously?

Our Solutions
What Are Your \

e-Club Management

= 4 i3 n] Ik ‘ _ > Web 2.0 Management
[Customers Thinking? R

Online Training

Networking Support
Social Page Development
Service Training and Seminars

Blogging Support

WMy Service Success

“Service firms must collect data on service failures. Careful data collection and analysis can
} REAL-TIME

T eonack S w help firms document, categorize and learn from service failures."
& SERVICE i . " P -
| AR {Harvard Business Review, Service Recovery)

RECOVERY SOLUTIONS



