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Many businesses confuse loyalty with a loyalty card for clients but
that is not enough. It is like saying that you are loyal to your
dearest friends, wife, or husband and to show your commitment
you add them as a Facebook friend. Then, that is were your
interactions stop and it is all you do. However, true loyalty means
to sacrifice and to put the customer first and foremost. It means to
take your customer on regular dates and remember meaningful
events of their lives including and starting with their names.
Think of loyalty in business like you think about loyalty in
personal relationships.  

I am promising that the more seriously you take this the greater
your success will be and that there is no difference between
business and personal loyalty.

"Loyalty means nothing unless it has at its heart the absolute

principle of self-sacrifice." 

"Personal loyalty is displayed through

love, devotion, dedication and

commitment to the well-being of

another." 

 

What is loyalty in a 
relationship? 
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Practically this means that you have to start collecting relevant
customer data in a continuous way. And relevant doesn’t mean
product related.  
Remember: You want to be able to truly get to know your
customer. It’s not your main goal to push your products to the
customer.  
Example: It’s not your main goal to understand that your regular
customer wants a Cappuccino. It is your goal to understand that
“James” your regular customer likes rugby, has his birthday in two
weeks, recently got a new job, and usually orders Cappuccino.  
Based on that information you can lead conversations and truly
have an impact on your customer. Again, it’s like being in a real
relationship with your customer. You know more about your
partner than just a shopping preference. Once that is established
you want to make sure that all your staff have access to the same
information across all locations and regardless of the shift. A
regular customer expects the same service at each of your
locations or if you are a single location store, then that customer
deserves continuously high service regardless of the serving staff
member.

"For a loyalty system to be successful,

you have to make it the core of your

business." 

 

How does that 
translate into your 

business?
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In a fast moving world those meaningful interactions set you apart
from the rest of your competition. Happier customers spend more
time at your venue, come more often, and ultimately spend more
money. Truly loyal customers are the key to every businesses’
success. They are your free advertising and make sure that you
have a consistent revenue stream. Moreover, they bear with you if
things go wrong and will support you.  

Second, your staff will be more motivated because it is more fun
and pleasing to serve happy customers.  
My question to you is: Would you rather serve a smiling customer
you have a trusting relationship with or a grumpy no-name?
Interestingly, research has shown that companies with more loyal
customers have significantly less staff turnover rates and hence
save a lot of costs related to changing staff members. 

"Australia has one of the highest

densities of coffee shops around the

world and loyalty is a great way for

you to differentiate." 

 

Why does it matter?
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The general effect is 10/5. 10% increase in sales and 5% decrease in
costs. However, it highly depends on your ability to translate ideas
into action and most importantly to make it a core part of your
business. That means that the culture of your business has to
evolve around loyalty. Some major coffee chains have adopted
loyalty programs and could show uptakes in sales of 17%! One of
the most talked about car manufacturers has its most important
key performance indicator around customer satisfaction. That
means that the number of delighted customers are as important as
sales figures.  

Conclusively, this means that it is hard to be successful with
starting or improving a loyalty program but this is due to its
definition and ultimately requires you to make it the core part of
your business. The uptake in revenue will reward you for your
efforts.

"On average loyalty systems increase

revenue by 10% and decrease costs by

5%." 

 

What is the effect on 
your business?
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1. Train all your staff equally and make sure that they are up to date
with your vision 

2. Value your staff as much as your customers 

3. Personalise, personalise, personalise the interaction with your
customers 

4. Remember the names of regular customers 

5. Remember important life-events of your regular customers 
     a. Birthdays, parties, graduations, holidays, weddings, hobbies, … 
     b. Everything you know about your closest friends 
     c. Write it down if necessary 

6. Body language 

a. Be welcoming and smiling 

7. Listen to your customers and actively ask for feedback 

"Listen, observe, personalise" 

 

Concrete steps to 
take
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"Most importantly you, your staff, and

your customers will be happier." 

 

How to measure the 
effect?

Five figures are likely to be affected by a true loyalty system: 

1. Number of visits 
Customers will visit your store more frequently 

2. Time spent at venue 
They will spend more time at your store 

3. Overall money spent 
Because of 1 and 2 they will spend more money with you because
they receive a greater value than “just" a good coffee 

4. Less staff turnover 
Better relationships with clients have been proven to lead to
lower staff turnovers 

5. Greater happiness 
Everyone in your business including, stakeholders, employees,
customers, and yourself will feel the positive effect which leads
to greater productivity 
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