
COMPARE AND CONTRAST CUSTOMER LOYALTY AND CUSTOMER

SATISFACTION

What is the difference between Customer Satisfaction and Customer Loyalty? Incorporate both into the long-term goals
of your business.

The difference is paramount. Therefore, the difference between customer satisfaction and value is that one is a
pre-purchase assessment and the other is a post purchase assessment; as shown in the following model. Both
are examples of loyalty manifesting in different ways. In a sense, customer satisfaction is a feel-good metric.
However, that customer might still be upset that they had to contact customer service in the first place.
Moving customers from satisfied to loyal requires a shift from reactive to proactive thinking. Customer
satisfaction and customer loyalty should be incorporated into the long-term goals of your business. A study
conducted in discovered that most customers leave a company in favour of competition because of overall
poor customer service rather than price. If their needs change, or their budget is cut or a competitor woos them
over, you might see a seemingly loyal customer leave. On the contrary, a loyal customer wouldn't be so quick
to leave at the first sign of a better option. Customer Satisfaction is a measurement of customer attitudes
regarding products, services, and brands. Customer Loyalty One of the biggest mistakes businesses make is
that they focus on customer satisfaction rather than customer loyalty. In fact, they would be the one that would
come to your defense and likely bring their friend to your side. Measure the number of customers whose first
purchase came from a referral to see how likely customers are to refer your product. It's easy for a customer to
tell you they're happy with your performance. The easier you can make it for customers to do business with
you and purchase from you, the more loyal they will be. First, we will define each term. Customer satisfaction
is their assessment of how well that value was delivered â€” that is, did they get the value that they expected to
receive? It is often measured using a simple scale from 1 to  Measuring feelings Asking customers if they are
loyal provides responses that will help you understand where to start looking for loyalty opportunities.
Customers who are primed to become disloyal would not be very disappointed if you were gone tomorrow.
You can find a wide range of customer satisfaction software systems and survey tools if you are willing
enough to deep-dive and explore the market. Try our days free Customer Satisfaction Score trial Measuring
Customer Loyalty How do you know if customers are loyal or just satisfied? Customer loyalty has two sides
â€” how a customer feels and talks, and how a customer actually behaves. Customer Loyalty on the other hand
has two definitions. The consensus is that a customer who gives a rating of 7 or above is satisfied, while those
giving ratings of 9 or 10 are the ones you should be looking at as your future advocates. And these results
were in stark contrast to their previous perceptions. Customer Loyalty Customer Satisfaction vs. Each week,
you emailed them to ask about your missing ingredient. Vice versa, occasionally customers show loyalty
attitudes without exhibiting any loyalty behavior. Will they rave about you to their Facebook and Twitter
followers. Again, please note that there is a separate section article on this website that discusses customer
satisfaction in more detail. But the difference is as important as the difference between a loyal romantic
partner and one who's merely satisfied. This means that value is a pre-purchase assessment of the product by
the consumer. If customer satisfaction is a short term win, customer loyalty is the long term goal. They will
recommend you to family and friends. In fact, they would be the one that would come to your defense and
likely bring their friend to your side. Knowing what made them dissatisfied is very useful information in those
situations. Measuring customer effort score is a great way to get started with reducing effort. Imagine signing
up for a weekly meal delivery service. To say it again but in a different way, if you want to succeed in today's
ultra-competitive environment, your company needs to be obsessively focused on customer LOYALTY, not
satisfaction.


