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How Loyal Are Your 
Customers, Really?
New research reveals shocking facts, common 
missteps, and how to keep customers hooked
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Loyalty isn’t one-size-fits-all.

Customers feel it in varying 
levels of intensity.

A great experience beats a 
discount any day.


One “wow” moment can really seal the deal.


How you treat 
your team matters 
— big time.


2.7X

Repeat product 
purchase again

Buy more items or 
spend more next time

Be willing to wear 
branded merchandise 
if provided

Write a positive 
public review online

Not even consider a 
competitor next time

Seek out this brand 
first the next time

Recommend 
brand to others

Complete a 
feedback survey

Want to dive deeper into The State of Brand Loyalty? 
Download the full report for more fascinating findings, 
expert analysis, and a whole lot of reasons why investing in 
great customer and employee experiences is a no-brainer. 


Customers are 2.7X more 
likely to feel loyal when 
brands seem to care 
about their employees.


It only takes one great experience for a customer to do the following:


70% of customers feel more 
loyal to brands when they have lower 
prices than their competitors do.


80% of customers feel 
more loyal to brands when they 
deliver a better experience than 
their competitors do.


The upside: redemption is possible!




How companies get customers to give them a second chance

Offered a deal or discount


Lowered their prices


Customer figured previous experience wasn’t typical

Sent a personal apology

Customer in situation with no other choices available

Offered a special status or privileges

Added new products or services to their selection

Customer convinced by someone else

Added a new location

Had new advertising

Added more employees

Something else not listed here

Customers who have never given a brand or company another chance
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71% of a company’s customers have some feeling 
of loyalty, but only a fraction feel very loyal


Not loyal at all,


29%
Moderately loyal,


36%

Slightly 
loyal,


36%
Very loyal,


36%

Download Full Report

About Medallia 


Medallia is the pioneer and market leader in customer, employee, citizen, and patient experience. Medallia Experience Cloud captures billions of experience signals across interactions including 
all voice, video, digital, IoT, social media, and corporate-messaging tools. Medallia uses proprietary artificial intelligence and machine learning technology to automatically reveal predictive 
insights that drive powerful business actions and outcomes.



For more information visit http://www.medallia.com.

Your favorite 
cleanser is 
back in stock!

Add to cart

LOYALTY POINTS

60/100

… but one bad slip 

may be a deal-breaker.


1 in 8
customers will abandon a brand 
forever after one poor experience.


https://go2.medallia.com/state-of-brand-loyalty.html?source=Marketing%20-%20Email&utm_campaign=FY25_GLBL_State_of_Brand_Loyalty_Content&utm_medium=text-link&utm_source=medallia&utm_content=loyalty-report&utm_term=cta-link
http://www.medallia.com

