So what is the Difference between
Satisfied Customers and Loyal Customers?

In a word: ownership.

Satisfied customers are content with the product and the service they receive, and they may
recommend your services to their friends and family. But, they may be equally content with your
competitors- another restaurant, or store, or hospital. Satisfied customers are easily sold on
another’s services or products when their price, marketing, or availability is more favorable.
Additionally, satisfied customers easily become dissatisfied costumers when they experience bad
service or receive a bad product.

Loyal customers, on the other hand, are just that- loyal. Even if your competitor has serious
discounts, or flashy marketing, or is closer to their home, they are still going to choose you.
Loyal customers wholeheartedly recommend their friends and family. And, loyal customers will
forgive you for mistakes.When a loyal customer has a bad experience, they aren’t going to start
going to your competitor. They will forgive the experience because it doesn’t normally happen,
and then they will tell a manager or supervisor so that it never happens again- “| just wanted to
let you know that the service was really lacking today. | understand it's not normally like this, but
| wanted to make sure you were informed because | know it doesn’t match your company’s
standards.” Loyal customers become unofficial ambassadors for your business, will stick with you
even when service is poor, and will work to make your organization better.

The chart below illustrates the benefits of having loyal customers versus satisfied customers in
terms of potential impact on your organization.
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Want to know more about the benefits of loyal customers? Need to know how to develop loyal
customers? Call 407-859-2826 or email us at Info@VVeCreateloyalty.com.
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