
The empowered consumer, faced with 

a multitude of choices about where, 

when and how they shop, is leading 

to increasingly high expectations. 

A competitive retail sector, facing an 

uncertain economic future is being 

challenged by consumers to compete 

for their custom: in this environment, 

only the fi ttest and those really listening 

to what their customers really want are 

likely to survive. 

Some retail brands have risen to the 

challenge and are offering customers a 

truly joined-up multi-channel shopping 

experience. Results over the Christmas 

period support this. Other retailers 

are lagging far behind their customers’ 

expectations, and are severely at risk 

of alienating their core customer 

base and most unlikely to gain new 

consumer groups.

 Loyalty is no longer assumed
A large number of retailers have become 

so focused on customer basket analysis, 

profi tability and driving down operating 

costs that they have forgotten to listen to 

the real voice of the customer. Indeed in 

a Bain Company survey in 2005, 80% 

of companies believed they were delivering 

a superior customer experience; only 8% 

of their customers agreed. 

What separates those who actually 
do deliver?
We believe that retailers’ focus needs to 

start and end with the customer and their 

journey through the shopping experience, 

be that bricks and mortar store, online 

or catalogue. The customer must be at 

the heart of the organisation, with cross-

functional teams from across the business 

focused on delivering the right offers 

and experiences to the right customer. 

This approach compels retailers to truly 

understand their different customer 

segments and identify what it is they 

are expecting from their interactions 

with them. 

Customer experience is not the same as 
customer service
Experience is defi ned by feelings, 

expectations, recollections and beliefs. 

When customers interact with a retailer 

at any level, they have a lasting experience 

that affects their perception of the brand. 

Customer loyalty is not merely earned as a 

result of exceptional products or services, 

or based on price, it comes from the overall 

experience delivered by the retailer. 

Everywhere a customer comes into contact 

with a retailer is a touch point; which 

provides retailers with an opportunity to 

infl uence customer experience at every 

level. Customers expect a consistent brand 

experience regardless of when, where or 

Why are my customers 
so DISLOYAL?
There’s a good chance that the last customer who walked through your 
door is indifferent to your brand. With so much choice out there, they don’t 
just need one good reason to come back, they need a lot of GREAT reasons. 
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THE WHEEL OF CUSTOMER EXPERIENCE

how they interact with the brand. A poor 

experience at any level can mean the loss 

of a customer for life. The challenge for 

retailers is to develop a seamless multi-

channel experience.

Understanding your customers
Customers select their purchasing 

destination based upon their particular 

needs for that specifi c shopping occasion. 

Are they looking to purchase groceries, 

a wedding outfi t or gift or design a new 

kitchen? On top of this, a customer’s 

expectation from a shopping trip will 

differ greatly depending upon very 

specifi c needs, for example a customer 

visiting a supermarket for a pint of milk 

wants a speedy, effi cient service, whereas 

a customer looking for menu inspiration 

for a dinner party desires an entirely 

different experience.

Retailers are judged on the range, 

availability, quality and ease with which 

customers can access and use the various 

services they offer. 

The wheel below illustrates some of the 

many decision criteria that customers may 

use, the list is ever evolving and changing; 

ignore these trends at your peril. 

 

Designing the right offers
Many companies have been skilled at 

segmenting customers and developing 

value propositions for each. However, this 

segmentation is usually based on historic 

information and fails to take into account 

the consistently changing needs and 

expectations of each customer. Similarly 
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Only 21% of 
customer 
experience 
decision-makers 
think that their 
employees 
understand their 
target customers.

Good customer 
experience could 
cause a revenue 
swing of $184 
million for a 
large retailer and 
$242 million for 
a large bank.



new customers that enter the market 

are not being identifi ed and targeted. 

So called ‘Loyalty cards’ are typically 

only presented at the end of a shopping 

trip , when the customer comes to pay, 

would it not be better to enable customers 

to identify their presence at the beginning 

of their journey through your brand. 

Such early identifi cation would enable 

Retailers to provide a truly personalised 

service and thus gain the customers long 

term allegiance. 

The 21st century consumer has grown 

up in a digital world, with ease of access 

to the Internet, digital TV with its dedicated 

shopping channels and social media. 

As a result, their attitudes, aptitudes and 

expectations differ; prolifi c communicators, 

they expect retailers to connect with them 

across multiple channels, immediately 

and effectively. The reality is that they 

are frequently disappointed. 

The tools are available for retailers to 

delight this demanding young generation. 

The challenge for retailers is to deliver an 

inclusive, highly personalised customer 

experience across multiple platforms; the 

key to success lies in developing a true 

understanding of the customer. 
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Sarah would welcome your comments by email (sarah.kellett@uk.fujitsu.com) or 
at uk.fujitsu.com/opinion

80% of 
companies 
believe they 
are delivering 
a superior 
customer 
service. Only 
8% of customers 
agree.



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 120
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 120
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


