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TIP #1: USE LOYALTY (FREQUENT-BUYER) PROGRAMS

The airlines know how effective frequent-flier programs are at instilling
customer loyalty. Why not take a hint by launching your own frequent-buyer
program? For example, many small retailers issue loyalty cards, say get a

free item after ten visits. Such loyalty programs help to:

= Boost customer satisfaction by rewarding important customers

= |ncrease customer retention by giving customers a stake in
shopping at your store

= (Generate valuable customer shopping data for later analysis

What works best? Loyalty plans that focus on immediate customer value or
provide free goods or services, according to Rhonda Abrams in “Creating
Customer Loyalty.” She recommends plans that offer:

= Free goods or discounts for buying in advance — a free gift if
you purchase a $30 gift certificate

= Free products after you purchase a number of products — the free
sandwich example

= Random discounts sent to your best customers — everyone
loves a surprise



