Main goal of German marketers: Customer retention

Top priority for marketers in Germany is customer loyalty and retention, whereas brand awareness and acquisition of new business lag behind this prime objective, reveals a study published by Roland Berger Strategy Consultants. 

While 61 percent of the respondents already have a customer loyalty program in place, 64 percent plan to expand it because the program did not meet revenue and profit goals set by management. The study interviewed management of 82 German companies from various industries and looked for what makes or breaks a loyalty program.

One of its main findings was that it is key to align closely company strategy with project goals. The second most important insight offered by the study is that the loyalty program has to bring a clear benefit to the customers. 

When the respondents were asked to comment on why the loyalty program failed to meet its objectives, 44 percent mentioned lack of clearly stated benefit for the customers as the main cause and 42 percent said that the program was too challenging for the customers. Customers today expect multi-partner-programs, fast access to bonuses and rewards. It is also important to include more than one bonus program to improve emotional retention of customers.

Aligning customer loyalty activity with the marketing mix is another key factor for a successful customer retention program. When the program is orchestrated with advertising campaigns and customer data is used for individualised marketing drives, then results are improved by this program synergy. 

For long-term success of the program it is vital to have the ability to measure and to fully understand the results. “The alignment with the overall strategy, customer satisfaction and – most important - the implementation into the marketing mix and the quantification (measurements) of the effects are key factors for the success of the customer loyalty programme” says Kai Howaldt, Partner in the Competence Center Marketing and Sales at Roland Berger Strategy Consultants.

