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How technology can help
retailers keep customers

Canada’s retnil induniey s o significan
econamie engine, Betail facilltates the
fawir clynse af 37 per cent I'.r ||'||." |||II|I.|!E el
seryices aold to eonsymers, .1.-.'rr|r:!i.|'|p.
i Tdwstey Clonada, In 2004, Conocdian
retalers |'|r|u||.||.'.'-r| 60 kallion or 5.7 per
cent of the slightly mare than 51 tril-
lion gross domestse prodact {GEP), and
prowvided roughly 12 per cent of all em-
plaviment, There were shightly more than
X000 gerail ceinblishments in Canada
i 2004, of which abouat 22000 were
chain arores {faur or more lacations wnder
ape e

jaey Aa{dFOnFE j

Bt o all this cconomic activity,
iy #tare s overriding ehallenges is a basic
ones to keep e customers it already has,
Cienerating repeot busisess makes partic
alar sense bocalao i -.'!'rulh'ul'll."'-'-'ht'!'f From
(i Lo caphe times more be @gain a new cus-
teanie than to retain an exasting one, nc-
cording te retail apalysts, However, masl
cuslomers stop wsng a retailer if servics

s poar, i thiy feel under-appreciated ac il

rlr|1|.1||.'|:|1:1 are nob sabved antiefacton |}'.
Ironically, most retsilers, including

chains, di nob have cEsomer: retention

policies in place, and mary are not able 1o

you.

preenE e customer satisfactian, accarding
b 2005 Farrester Research aurvey af
large Morth American campanses. While
7 per cent of retail respondenis saic it was
et lier “eritical” o “very imporiant” thin
!Ill_'!.' i|'|||,'l|"|'l'|.'-' ERIRLGITET & |{|'|I.'I'i|.".|'|!.!.'ﬂ-. ||r|]||'
HEYETL [I|_'r CEEnt af I'-u"ru'liII.'TE ]I.'I.'L‘I i IJI.'!JiI.'i'IEI:l.I
atidl perann overseeig the customer expie-
rience, the lowest percentape of all induis-
tries anirveyed
bany retailers sy they measure
cuslomer satisfaction by wsing mystery
shappars, iN-8000¢ CUSIHTIED SUTVEYS Of
custammer comment cards. However, mys-

tery aboppers and mirveys can biexpensive

A may nob poant an eccusate pleture of

the Fetall ax RIS ience, Doslomer feedback
cards, an thisathee hand, are tsespensive 10
g bint are aeldam Tilled ot by consumers
and infreguentlv acted upon by stere man:
agers of retall executives,

Cheaper than paper
['he Web, however, can act as a close-ta-
redl-thme custaeser satislaction ALEvEy taal,
e o retilers are jumping online.

To  compete  with
Frontrunners Footweas, o chain of six

large chains,

lease come again.

nthlesic fanbwear reinil outlers in Drirish
Columbix, promises o personal appronch
toshopping, “We apeciatize in lioing peo-
ple with the carrect shoe siee and siyle for
runming, walking ar croae-reainimg, ar for
kids," said Andrea Clarey, Frontrunness'
matketing director, However, the company
Ua'il:ll.‘h."li Lo emsure i'|r| CIEROMTAET R T Hﬂrih-
lied with their in-stare experiences atoutles
including the Adidas etare, Bellla and Mow
Halamce m Victorea, as well as Frontmumsers
straes in Yictarin and Mansimo
Fromirunners was seascling lor & cos:-
effective measure of cusiemer aatisfoeticn

PAUWL LIMA

when o representative from The ApleT
Cipup aiked Carey iTabe would like o con
duct anline customer satsfaction survevs
Fased in Manireal, Agile- T conduees patient
aurveys for healts-care nrganizations and has
receidly lainched o retodl survey doasan,
Frantrupners had conducted "the ncdd
paper suevey” bul becaiase of the cost o
minaly relied o customer Betters Tor feed
back, "W pot the regative and the very

pasitive, but we were missing the balk of

oiar customers,” Carev said. For inatance,
if customers did nat leke a store’s hours of
operation, prochict mix or price, they were
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POPULAR AUDIO

VIDEO PRODUCTS
FOR HOME OR OFFICE!

PLASMA TVs
LCD TVs
REAR PROJ TVs

PROJECTORS

WHITE BOARDS

DOCUMENT
CAMERAS

NEC SHARR  Ponser

Canon m RO

Panasonks
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ORDER ONLINE AT

www.AV4U.ca
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ANDREA CAREY, MARKETING DIRECTOR OF FRONTRUNNERS (BOTTOM RIGHT),

AND THE STAFF OF THE VICTORIA STORE

finil |-L|'|I. T ||||:|'|.|'.|| |||I Teadd, ||||". RN '.I|||
ihop elnewhere

Conrey Tekaedd thst o Webbanesd survey
i .||||| ke !f'.'l |"l.|||'|1|.i'...' I|l\..||| U In .III
allnsindi, Fristitruisiiets el annlves RITLL]
1 chose tis peal bvres mabber th o winlosg 8on
14 anit ey ey ko tablate tse renili
.||||| wrilis (15T | rar e

I Auguat 2y, Capey ipied] 1
gt LIpy @ |||||l|||' LT ity el 11 e fraimn
Bdivweinber to e el ab elarunre, Lo
DEVEIRE SRR DIER PG, CUnloamimm were given
B [T AT IR CIRIT b Vs & Pumikmiarks
il ||'..' il il walen | e bnikaviar ke lusdd in
B rrsnbiciiy vin Ehe aLeye i, e Il."-'l'l' ackdrenn
||||.|.||| reent e ||..||||||II|II'..|.'Il||.'l|.'|||I
|||||.||||"|' N ERLE RIRPVELY WEES |'I|||':|'|| 1EAET

thraw lae Tree merchandise

Working the numbers
|||| gt mLITUeY reRlidle 8 |1 '.-.|:.l|
Iraintruners onky reguuaeesd o alutisbe al s
stpnifienwt numiber ol clasiomeers 10 portis
ipige, T'hoe numibes can range from five
15 pier cent, depending on how the retail
e winia o nterpres resuls, said Kichard
Fricd limm |:|.'-|.|.'I|I ol Al [ T bsak it
srareEabe resvlis, & company weeds abour
A LI per cent retwrn, Bl " vk wiant 1
elice vhe resuls by varmis demagreaphic:
wiech as .:L'.'|-.|-.'r unl aye, Yol feed 10 e
cont or mnge sn voo have o statestically &c-
curate aample in each category,”’ This i
simialar v electinn |lll“=-. ne -\.-"\I:J'-.I:I'.Ill.'q.l
Frontrunners was pleased with cus-
Eoihit |,'|.||1i|'|||.|'.i||l| and with the et 1
did et biave 10 want unial the survey Was

i .:r|||||-,'||'|| |||'|||||.' RTINS | |IIIr|| |||'|r_il'|
wrilyring eemlia, Ta faet, of customers in
elivuded ey had nepad ive expeT e en il
give Prontianners pesmission o mak
COnRaet, I:'|. RIAFVEYE Wi e ||.| Hl.:l'll .I"Ill Rt
1o Carey, Bhe reviewed the |'-|u|l|- m ail
Psmil w0 wicire imannger caontact the castnmse
fin perabve Lhe e, Tastene] o having cun
Piiiiers mpread g regative wordl ol mimitly,
Fromi rvivmees Juenes] vl iml el cusdoim
vimintaaiplie !||'|| cLislaErieim l\.l.'llll'n.l'll' [RLIS] NS
|||-|l|||l IR TR TRAT thie retnaler TR anel nlno
||l_|| b ligdin I|||II.' [FRIA l-l'. ilae ||Il||"':|'ll'| WK
sl

[etatlers love beein alow ta acdogsl
W oh paed sourveys lor aeveral reiaons
el lnmr waiel Wlany |'.III.; 1o e thocli
like pyatery shopping,” but that givis
unly i aiapaliol of service in one slene al
ane potnt n vme They can also rely on
"Tanket annlviis whin bBosoht wling
Hrwever, " customers are lvaving your
store un happy wed youdin'e know i, then
o are masstng imporiant inlosmation”

Betnilers are oloo waing cusbomer re
lationahip ranagement H A B -l|l|l|il'-l--
ticins g gum layalty progrioms wnid enpnoe
in one-en-one marketeng, Bist 6 they fail
w hirn
they

end wp spending mackering dollars on cus

o rmeaRure e moment ol erath ™

customiers snteract with retnilers

toamers whoare nol coming back, Pridham
gald

“Sinee retmilers can'l manage O 1m-
prove that which they do nol fweaalre,
thev peed topans tnplace feedback syatems

that give dissatisfied customers a vaice
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Pridham wrote in [mproving Customer
Experiences 5 Key fo Retadl Success. an
AT white paper wwsiagils-Loom fend
chaca s Feraill "|'_:'."-r.|::-.|l'l “Thie syslems mast
wotk it o timely manner sothe refailer can
resolve sves and convert dissatisfied cus-
tomers 1o baval ones who are mare inclsned
Lo el people abowt the service recovery ex

perience.’

Frommeaners anderatond tis funds-
treinlal Bipsaneds argument and Carey wis
hiopang for good nows fam the online aus
vy, bt wan prepated fo act on Bad sews,

Sost of the online easpondents were
prusitave whean Ui lelpdulness of siles an
sictides-and atore liowm. Flowever, innny
reaponcents felt priceig was Bt campetal e
anel bl ditfieadiy fincing the ahoe seciion
thiey wanted

MICHARD PRIGHAM,
AT

Fromtrunners looked ot the negative
commenls a8 an Lo I|||:|iI:l.' lo Bake -
tion, {arey said, Fyven hefore the survey
was completed, the company stared
improve store lnyowts and signage, While
Frontmmners will never be a discount shoe
store, the company 18 s cutling preces,
"The survey identafied areas we needed 10
act on, Clarey saicd, "W will coitime 1w
siress service (in our advertising| bt ol
cut prices and macket our new competitie
|'|rir|':-; =t

Fromirunners will now conduct surveys

at keast tmee a year bo ansure the chan qes In
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Track trash talk

Monitoring your online rep

Thieri wias & flivie wehion sl r~.|I|;|I custormers wodld 1ell & Jew peaphe sl e wined
milgh speead a ke, Bt wdth te Intemer aid civianess genonated medla such as
||1|-:|',, chat rocens, message baaids, anid ating ard el o seddenly waid
cam traeed al tlue speed af lgld, Howeyor, with alimas 5o millian Boys and bindreds
el millises a) el sl ol fours, o are compamies sippased 1o keep ap st
thie gaesl, the bl and (he ugly chter?

Eriler thee warkd af Palfc fmage Mantoing (R povwerful Wehi-lased searh
artl analyads joals =The walieme of injermalion aul Bepe peuies mawetful analyl
T ba find eerals, pattems aned relaianships. Our FIM sechnalogy uses maneem
eatriciign b delesmiie || conlenl b posthe, nmgativi o nsunal® salil Marks Gl
presilent af Nsiein Technologses

Bhlen’s PIM 1oals can aalber dars in a5 languages snd auomark ally comtestuinl
T f1, "9 Bods [roan leaeelimenssins, an e albie
Fand, gaibser dias in Engliss ard Spansh and [unnel
18 1 rsore (kan o6 analyass whio adld conrest based
o elleusalisms. For kanes, the conlest o) com
paring & car b an ardmal can change. Callng & Femarl
a [ Uhely leelicates a posiive comiment; calllsg (8 a
el |5 Aegat e

Wil FIM repors, whilch can be @enerabisd 0
close ta real e, companies cen maniar theb

g, ieadl 10 what I8 bEng witien and courior

misinfarmadion, That means wabes fepresentalives

can speid bess ime mermaming ehjecions based an

MARID GIRARD,
ereln Fechmofogies

negalive pereeplicms and mose Ume wng [eatures,

henefies and relEn on ireesimenl,

|||'-|l|-'||||'| ita-are liaving thie desired «lbect
anch oo minnisor Grpoing cestamer wtinlac

e levels,

bax retailers, dilferentinning vourselr, s
umporiant. And kiowing il vou ane suc-
ceedeng af that s equally critical 1o s

Wil SATISFACTIDN
fuil-1
v, aglil-1,com
Wiy youare going up agnins hip Fronirumnens
hifp Il'l,||;_|;|rI.J_‘||,|||I||.|'|||I|-. &
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cedn, Carey said | ==




