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FIGURE 45 Five stages of customer loyalty

This model shows the increase in intensity of the relationship as the customer moves
through the first four stages. Not all customers go through the full five stages; some stop
at a stage and continue the relationship at that level of intensity or terminate the
relationship at that point. Some customers in a particular stage might have contact with
the company online, while other customers in the same stage encounter the company
offline. Companies should strive for a consistent customer experience at a particular life-
cyele stage—that is, customers should experience the same level and quality of service
whether they encounter the company online or offline. Online and offline customer
contact points are often called touchpoints, and the goal of providing similar levels and
quality of service at all touchpoints is called touchpoint consistency.

As the figure shows, changes in the nature of the relationship do not occur suddenly
as a customer moves from one stage to the next. Within each stage, the level of intensity
changes gradually as the customer moves through that stage. The characteristics of the
five stages are outlined in the next sections.





 




 

