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Loyalty

The willingness of someone
— a customer, an employee, a
friend — to make an investment
or personal sacrifice in order to
strengthen a relationship.



The loyalty ladder

Satisfaction
As much as, or more than, what was expected

Source: Adapted from The Value Profit Chain by Heskett, Sasser, Schlesinger



Easy to find our web site.

WWeb pages load quickly.

Images and graphics are visually appealing.

It 1z easyto print pages or application forms,

Documents and other infarmation were easy to understand.

Cur e-mail notification service, 505 jobs.

The information was easy to locate.

The waiting time to obtain an answer from e-mail is short,

The =ite has all the information | need.

It is clear what to do f | have a problem.

=atisfaction
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Overall, how s atisfied were you with the service we provide?

1 2 3 4 5]
Yery Dissatistiad Meutral satishied Very



The loyalty ladder

Frequent purchasing
A larger “share of wajllet” amczmg repeat customers

Satisfaction
As much as, or more than, what was expected

Source: Adapted from The Value Profit Chain by Heskett, Sasser, Schlesinger






The loyalty ladder

Commitment
Good loyalty that generates word of mouth

Frequent purchasmg
A larger “share of wallet” among repeat customers

Satlsfactton
As much as, or more than, what was expected

Source: Adapted from The Value Profit Chain by Heskett, Sasser, Schlesinger






The loyalty ladder

High loyalty while qonvmcmg others to purchase

Commitment
Good loyalty that generates word of mouth

Frequent purchasmg
A larger “share of wallet” among repeat customers

Satlsfactton
As much as, or more than, what was expected

Source: Adapted from The Value Profit Chain by Heskett, Sasser, Schlesinger
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The loyalty ladder

Ownershlp
Taking shared responSIblllty for contmued success

High loyalty while qonvmcmg others to purchase

Commitment
Good loyalty that generates word of mouth

Frequent purchasmg
A larger “share of wallet” among repeat customers

Satlsfactton
As much as, or more than, what was expected

Source: Adapted from The Value Profit Chain by Heskett, Sasser, Schlesinger
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Username:
Password:

Log in

Sign up!
Forgot your passwaord?

Forums

Firefox Marleting Ideas
Community Marketing
Projects

Syndicated Download
Counter

Thunderbird Marketing
Ideas

SF¥.com-related Forum
Recycle Bin

forums
Blogs
just another way of
spreading
Above 30% Gecko
Usage at

en.wikipedia.org
Firefox is the bestill
101 things that the
Mozilla browser can do
that IE cannot,
WhatPulse Team
Update #5

The Alternative Browser
Alliance

Firefox a CHET.com Top
10 downloads of the
past 10 years

Mew Firefox Anirmated
Prormos

Internet Explorer and
wieb Standards

Fundable Firefox

Spread Firefox!

BETA search spreadfirefox: _ Go

Spread the Word Forums  FAQ

70,085428

Add this counter

@ Spreading Fire: Qur most recent button referral comes from Mesothelioma Cancer (sfx page). Great wark!

Welcome to Spread Firefox Featured Projects

Posted by Blake Ross and Asa Dotzler (sfx team’ on Sun, 06/19/2005 - 15:07 :: Spreading Firefox

Check out these projects to help
spread Firefox.,

- Download.com Feedback

- Firefox 55 Project

- Firernonger project

- Five Minute Challenge

- Mosaic Image

Spread Firefox is the central meeting place for the Firefox open source marketing effort. We are an authentic,
creative, action oriented, and user-driven community.

If you love using Firefox, we invite you to become active in our community, YWe are counting on you to get involved by
spreading the word. Here are some easy starting points:

» Become a Firefowr affiliate: Once you sign up as a SpreadFirefox member, add a Firefox button to your website Projects Directory - Forums
and a link to your e-mail signature. (Buttons in languages other than Enaglish are available here.) Every time
someone clicks on your link, you'll get a point, Points earn you prizes and visikility in the roll call, which will drive

significant traffic to your wehsite,

Get Buttons and Banners!

Add a Firefox button to your web
site or promote Firefox in your
ermail sighature,

o Tell the world what you think: Help us encourage other people to use Firefox by reviewing and rating it at
popular download sites such as chnet Download.com (Windows Mac), ZDNet (Windows Mac), Windows
Marketplace and BetaNews (Mindows Mac Linuz),

Print a stack of flyers and leave them somewhere accessible to people. For example, if you're a college student,
leave them by your dorm's door. If you work in an office, leave them in your mailroom, {(Get permission if
necessary.)

Weekly Roll Call
Top 5 Climbers

ifrance 151 slots
ETESL Algren_San 92 slots
wwwlulencom 88 slots
sfateam's blog Tantawi Me... 81 slots
Free Compu... 76 slots
Firefox a CNET.com Top 10 downloads of the past 10 years

Posted by Blake Ross and Asa Dotzler (sfx team) on Sun, 07/10/2005 - 23:56 @ Spreading Firefox Top 5 Affiliates
&5 part of its 10 year anniversary celebration, CMET.com has posted a list of their Top 10 downloads of the past 10 Mesothelio... 15,261
years and Firefox comes in at #4, It's an amazing accomplishment and all of us here at Spread Firefox should take craigslist 8,183
great pride in helping to get Firefox in front of tens of millions of users, DSL Tarife 8,158
CMET.com's Download.com is the premier download site on the web and there is no doubt that all the great Usenet 8,069
reviews you all have contributed there are helping to drive downloads at this astonishing rate. If you haven't yet, www.logome... 6,322

head aver to the Firefox listing and add your review (just click the "add your own review' button under the main
listing.)

wiew top 250 | report abuse

If you have friends and family using Firefox, let them know that this is one of the easiest and most powerful ways
to help spread Firefox, You can find a link for Download.com feedback in the Featured Projects box at the top right

e

Spot the Fox! Photo Galleries



Number one

indicator of growth:

“Would you recommend us to a friend
or colleague?”

Source: Harvard Business Review, Dec. ‘03, “The One Number You Need to Grow”



3-year growth (1999-2002)

Word of mouth among airlines
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A “buzz map” R

Fast Company ®
Company of Friends =

/Soluﬁon?eoFeeg
A few connections

that have helped el Kane
SolutionPeople land p—

magazine article Bill Gates
Robert Kozinets Adidas Mamentum
Fortune 500
. Northwestern Fast Compainy Harvard
University speaking Universit General Motors/
C I n S engagement Y Buick
Tea u:_:h_ing Giveaway of
position Andy Hines 500 KnowBrainer
tools
Dow Chemical Kellogg's Tom
General American Peters
Electric Express Group

_ Speaking gig at
General Mills chemical conf Mational Flastics

Association
conference

Capital One



Characteristics

of an evangelist:

% Spreads the word

¢ Recruits new customers

“ Helps you improve products and services
¢ Defends you

¢ Supports you
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