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Alot has changed in the two-and-a-half years since COVID started, writes

, CEO of . Digital experience has
grown and business needs to look at different ways to keep customers coming
back.
With COVID slowly becoming less intrusive across the country, most businesses are now fully SUBSCRIBE TO OUR
open and trying to adapt to a new way of working. Newsletter
The move toward digital has grown exponentially since COVID began, so businesses need to Weekly business news and

look at the different ways they can retain customers in this new marketplace. imsights, delivered to your inbox

Here are three ways businesses can keep customers coming back again and again.

1. Know your customer

The entire COVID experience was unusual from a business perspective in that the products
didn’t change. It was the customer that changed and the way they interacted with your
business. To ensure repeat business in a post-COVID world, it's going to be critical to

understand what your customer experiences when interacting with your company. software@NE
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Digital natives, those who have grown up with technology and eCommerce, are already very

%

comfortable interacting in this new business world.

Others have been forced to quickly adapt to a changing environment. | call these types of
people ‘digital immigrants’. For these customers, digitally well-trained staff will certainly add a
great deal of value. Continued dealings with a business may depend on how well it
demonstrates that staff have been empowered to use newly-implemented digital tools.

For businesses relying on going back to the way things used to be, this could sadly mark the
end for them.

2. Forget tech for tech’s sake

The ultimate test for every business isn't the technology itself, but how it is applied.

As Annette Franz, founder and CEQ of CX Journey says, “customer experience is the sum of all
the interactions that a customer has with an organisation over the life of the relationship with
that company or with that brand.”

This means your customer experience (CX) - which is everything related to a business that
affects a customer’s perception and feelings about it - is more important than the actual

technology itself.

All the technology is now in place, but it's vital that a business understands the correct way to
implement these processes. You need to keep the customer’s experience at the very top of
your list of considerations.

The better the overall experience, the more likely you'll keep customers coming back.

3. Empower your staff

In this new world of technology, there is one thing that sits in the middle of the customer and

the product, yet outside of technology. And that's your staff.

Just as customers have been forced to quickly adapt to a new world, so too have staff. Who
would have thought that high-end restaurants would have changed to become takeaway or
home delivery venues? Many businesses have been forced to chanae the wav thev do thinas



and it's important that they continue to embrace this flexibility.

Having well-trained staff who are able to understand what the customer wants and needs
could be the difference between a customer for life and a one-off sale. Your staff need to
deliver this experience for customers across new technological boundaries.

Empower and train staff to embrace the new economy and that will filter through to a better
customer experience. And ultimately, a happy customer keeps on coming back.

Want more? Get our newsletter delivered straight to your inbox! Follow Kochie’s Business

Builders on Facebook, Twitter, Instagram, and Linkedin.

Now read this:

Do you want customers for life? Try these four steps to

cultivate loyalty

In the battle to win and retain customers, one single poor experience with your business

can mean the loyalty and trust you've been building vanishes overnight, writes Jason du

Preez, SVP Asia Pacific. SugarCRM. If you can't deliver a seamless, frictionless and
effortless customer experience (CX) that delights your customers and cultivates brand

loyalty for ..
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