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Customer loyalty

Excellent customer service provides the opportunity to reinforce customer loyalty with each visit that customers make and ensure that they will return. This is known as customer retention.
It is estimated that it costs five times as much to attract a new customer as it does to retain an existing customer, so it makes sound business sense to adopt a customer service approach that aims to keep existing customers by encouraging their loyalty. 
Even if a customer has been dissatisfied with some aspect of an organisation´s service, that need not mean that the organisation should lose that business. Survey evidence shows that 82 per cent of customers are likely to return if their complaints are answered successfully. However, failure to deal with complaints can have severe consequences. Research indicates that, on average, satisfied customers tell three people of their experience, whereas dissatisfied customers share their experience with an average of 15 others.

How accommodation is chosen:

	Word of mouth
	19 %

	Stayed before
	19 %

	Travel agent
	10 %

	Guide book
	9 %

	Arranged by holiday company
	8 %

	Tourist information centre
	7 %

	Brochure
	6 %

	Saw a sign
	6 %

	Newspaper/magazine
	3 %
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Activity
Discuss your decision to stay in some hotels or camps. Where did you find the information about this accommodation?



Effects of poor service

We have looked at the main benefits to travel and tourism organisations of providing excellent customer service, however, what about the effects of poor customer service? Organisations which provide poor customer service are likely to suffer from:
· Decreased sales
· Fewer customers
· A poor public image
· A lack of competitive advantage
· An unhappy and less efficient workforce
· Dissatisfied customers
· Lack of customer loyalty and repeat business.
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