European Customer Consultancy

CX Actions

european
(& customer
consultancy

Customer Loyalty

How important is CX for customer loyalty and retention? And what we as CX
professionals should strive for when designing our programs?

According to a Gartner report on customer experience (CX), even with a focus
on producing a world-class customer experience, over 70% of CX leaders
struggle to create projects that build customer loyalty and provide results. The
survey also states that CX generates almost two-thirds of customer loyalty,
exceeding price and brand combined.

One thing to learn from this data is that it is the journey and not the destination
that matters.

The customer journey includes every intersection and pain point a customer

faces while interacting with a brand. That's why businesses should commit to

delivering a superior customer experience at every touchpoint if they want to
keep their consumers for years.


https://emtemp.gcom.cloud/ngw/globalassets/en/marketing/documents/creating-a-high-impact-customer-experience-strategy-gartner-for-marketers-11-22-2019.pdf
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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Why do you stay loyal to your favorite brand?
Our research of reasons for loyalty shows:

31% said customer service
30% said they loved the brand.
20% said “value for money."

19% of respondents left comments with their thoughts, and the majority of them
mention the combination of all three elements as well as the simplicity of the
customer experience.

It is not surprising because "easy" is virtually always found to be the most essential
need when we perform customer needs research. The most crucial thing a company
can do is to make it easy to become and stay a customer.


https://www.linkedin.com/pulse/cx-action-olga-potaptseva-ccxp/
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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Cultural Shift

Plan, evaluate and measure your
CX initiatives

Hands-on Journey Mapping

Managing outcomes & execution

Journey Mapping Bootcamp

Olga, along with lan Golding and Eytan Hattem, will be leading The Journey
Mapping Bootcamp, which is being organized by our partner Cemantica.

During the end-to-end Bootcamp, you will learn how to map a customer journey and,
more importantly, how to make it actionable in your organization. The session is
highly participatory and practical.

The start dates: 28th — 30th of September 2022
Make sure to join us!

Registration here < https:/Inkd.in/dWHmMdGWR



https://lnkd.in/dWHmdGWR
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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THE IMPACT OF

A

McDonalid’'s

LOYALTY PROGRAM
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Reward and Loyalty programs can be opportunities for brands to increase customer
loyalty and frequency of purchases while also creating a direct line of communication
with customers.

A case study of Mcdonald's exemplifies this perfecily.

Download the case study document to learn more.


https://mcusercontent.com/90d39e6bb39bc53580b6416ab/files/665ea0de-4071-c9d3-0847-e945f9616e36/Mcdonalds_case_study.pdf
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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Join us to build the
first CX library !

Expand your knowledge with CX panda!

European Customer Consultancy is developing a new product. We introduce you to
CXpanda.

For both consultants and practitioners, too much time is spent developing
frameworks and agreeing on definitions. We know many of you have wished there
was one resource that could give you all the quick answers. CXpanda is the platform
that offers just that. Join us as we create a CX library that will offer you trustworthy,
useful and simple-to-use information regarding everything CX.

Don't forget to follow us on social media to stay up to date!

Twitter: cxpanda
Linkedin: CXpanda



https://twitter.com/cxpanda_
https://www.linkedin.com/company/cxpanda/about/
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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SPEAKER ANNOUNCEMENT

OLGA POTAPISEVA

Founder, the European Customer Consultancy

Sp
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I'm excited to announce that on October 5th, I'll be leading a CX Implementation
Workshop for my favorite community of Women in CX ™.

I'm looking forward to helping them become unstoppable in their efforts to drive
customer-centricity!

Join us by clicking the link


https://www.linkedin.com/company/women-in-cx/
https://womenincx.community/conference?utm_source=LinkedIn+&utm_medium=Post/s&utm_campaign=WiCX+Conference+2022
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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\- EPISODE #413

INEPIRING

WOMEN IN CX

Clare Murrutth\k: with Olcn Pohp out _,trllmqtm
right balance between CX strategy implementatio
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Olga and Claire Muscutt discuss all things CX and more

Check out the Women in CX podcast episode where
Clare Muscutt and Olga Potaptseva talk about female entrepreneurship and
striking the right balance between CX strategy and implementation.

X Udemy Course -CX for Non-CX Professionals

Learn how to generate sustainable business growth by being customer focused. A
course designed by Olga Potaptseva. Visit Udemy and learn more.



https://womenincx.community/episodes/clare-muscutt-talks-with-olga-potaptseva-about-female-entrepreneurship-and-striking-the-right-balance-between-cx-strategy-and-implementation
https://emojipedia.org/pushpin/
https://www.udemy.com/course/customer-experience-for-non-cx-professionals/
https://www.linkedin.com/search/results/all/?keywords=olga%20potaptseva%2C%20ccxp&origin=RICH_QUERY_TYPEAHEAD_HISTORY&position=0&searchId=6d1408e5-c4a3-4c43-8bc4-1aa735904f3c&sid=O.%2C
https://eucustomerconsultancy.com/
mailto:cx@eucustomerconsultancy.com
mailto:cx@eucustomerconsultancy.com
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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