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Successful Loyalization 
recipe…

Personalization1

2

3

4

5

6

Great CX

Customer Journey Mapping

Omni Channel Loyalty

Data Utilization and A.I

Digitization & Gamification

7 Emotional Loyalty
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Who in this room owns one of these?
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What about the people 
factor?

49% of buyers have made impulse purchases 

after receiving a more personalized customer experience

Customers who rate companies with a high customer 

experience score (i.e. 10/10) spend 140% more 

and remain loyal for up to 6 years. 
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What is the Mantra?

Employee Loyalty + Customer Loyaty 
=

Long Lasting Business Excellence

“Studies have found that companies with high employee engagement scores had twice the 

customer loyalty (repeat purchases, recommendations to friends) than companies with average 

employee engagement levels.”
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What is employee 
loyalty?
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The extent to which an 
employee forms an 

emotional connection 
with their role and their 

organization.

7

73% of customers believe that one of the 

best practices to “woo their  CX”  is by interacting 
with friendly employees

Oracle Customer Experience Impact Report
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Main Factors affecting EL…

1The extent to which employees hold favorable 

feelings towards their employer

Company Loyalty

2Refers to the overall happiness, and fulfillment that employees 

experience in their workplace, with factors such as job roles, 

compensation, working conditions, and relationships at work

Employee Satisfaction & Experience

3When employees are deeply involved with their work, dedicating 

more time and energy to their responsibilities. This engagement 

increases creativity & innovation

Employee Engagement



9

Engaged Employees… A 
Competitive Advantage
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Extra Mile Customer Service!

Customers who experience 

great customer service are 

10-30% more loyal than 

customers who aren’t.
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Customer Centric Mindset !

Employees who  understand customer 

centric business practices will help to 

increase customer loyalty.
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Brand love is in the air!

Customers are more likely to buy from 

employees that are passionate about the 

products they are selling.
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Similarities between EL & 
CL?
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Strategic Similarities

Personalize
Offer great 

experiences!

Use Data wisely

Meet your 

employees where 

they currently are
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It’s necessary to understand you current EL 

levels, identify areas of improvement and 

plan future steps. 

Stay interviews can be more effective than 

employee surveys due to the 2-way 

conversation, follow up and feedback.

Employee Surveys & Stay Interviews

1

2 Employee Net Promoter Score will give you a 

good indication of whether your employees are 

strong advocates of your company.

eNPS

Similarities in analysis & KPIs
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Employee Journey Mapping

Once you have gathered data from all 

of the above, segment your workforce 

develop personas,  build maps and 

take action!

4

3
Analytics

Churn Rates, Employee Involvement & 

Satisfaction, Benefits Cost & Usage Rates 

are some of the KPI’s that similar to CL, will 

be a good indicator of EL.
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Can we keep an 
employee loyal 
with emotional EL?
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What is the “emotional” success 
recipe of EL…

MEANINGM

A

G

I

C

AUTONOMY

GROWTH

IMPACT

CONNECTION
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Other tools…

Recognizing  

efforts is 

mandatory for 

all organiations

Recognition & 

Development

D

Constructive 

feedback  is 

essential for EL

Focus on 

feedback

C

Equip leaders 

with the right 

education! 

Coaching 

Leadership

A

Explain how 

important their 

job is and give 

them 

Sense of 

purpose

B
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‘I’ve learned that people will forget what you said, people will forget what you did, 

but people will never forget how you made them feel’

        Maya Angelou
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