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Stimulating Loyalty and Revenue: 5 Steps 
for Delivering Superior Service 
 

The Loyalty-Revenue Relationship 

Commoditization is sweeping many industries, and your company is not immune.  

Considerable time and money has been invested to win your customers. You can’t 

afford to lose them, not one.  You need to deliver customer service that is a 

competitive differentiator, a loyalty builder, and an aftermarket revenue generator, 

fast. Your CRM system can help.   

 

Tangible Impacts on Revenue 

Because customer service representatives (CSRs) are in constant contact with 

customers, they can be leveraged as a low-cost sales force to up-sell, and 

potentially, cross-sell products.  A survey by AMR Research has noted that 

aftermarket services represent approximately 24% of revenue and often contribute 

40% to 80% of profit.1 The key is to ensure that front-line reps are equipped with 

access to customer history, so they can easily identify up-sell and cross-sell 

opportunities during routine conversations with customers. 

Step 1: The Personal Touch  

We’ve all heard the adage, “people buy from people.” Enabling your CSRs to engage 

in personal dialogue with call-in customers is critical. If your CRM and telephony 

systems are integrated, the phone number can identify the customer calling and pull 

the appropriate record automatically, allowing the rep to greet the customer by name 

and to quickly scan the history and speak intelligently with the customer.  Instead of 

wasting valuable call time wading through screens searching for customer data, your 

rep can begin building a personal relationship with the customer, while focusing 

immediately on the reason for the his call. 

Step 2: Up-Selling Reactively and Proactively 

Reactive Up-Sell 

During a routine call, a natural up-sell opportunity may present itself to your rep. For 

example, a customer having trouble locating ink cartridges for the printer she 

purchased from your company a few years ago is calling customer service to 

complain. Your CSR pulls up the purchase history in the CRM system and 

determines that the printer has been discontinued. The rep is authorized to offer the 

customer a significant rebate if she chooses to upgrade to the newer model.  Thus, a 

reactive problem resolution becomes an up-sell opportunity. 

 

                                                      
1 “Service Lifecycle Management Suite of Vendors,” AMR Research, Inc., September 2006 
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If your CRM solution provides an interface to access business rules, you can create a 

process to query the purchase history when a call is received, then pop the relevant 

rebate offer on the rep’s screen automatically. Look for CRM solutions that offer a 

point-and-click wizard to guide you through the editing or creation of business rules. 

As the dynamics of your business change, you want the ability to tune your 

processes and up-sell offers quickly and affordably. If you have to rely on a 

programmer to code customized business rules, your implementation costs can 

ratchet up quickly, and you could miss out on time-sensitive up-sell opportunities. 

 

 

Figure 1: Create Opportunities directly from Cases 

Proactive Up-sell 

Taking the example a step further, your marketing department could proactively send 

a rebate offer to all customers who have purchased the discontinued printer, but 

have not upgraded to the newer model. If your telephony and CRM systems are 

integrated, customers can dial an offer-specific phone number and be routed directly 

to the CSRs responsible for execution. By streamlining the interaction, you maximize 

efficiency for both your rep and your customer and increase the probability of a 

successful up-sell.  

Step 3: No-Brainer Cross-Selling 

If your company has found an undeniable purchase pattern of product combinations, 

you may be able to enlist your CSRs to engage in cross-selling, either reactively or 

proactively. 

 

The key is finding the combination of products that is a no-brainer for customers. 

Perhaps you’ve found that customers who purchase a specific printer model 



CRM Buyers Guide, Volume III: How Can I Get the Most from My Chosen CRM 
Solution? 
 
 

3 

consistently add on a scanner. When routine calls come in regarding the printer, a 

business rule triggers a call script to pop on the CSR’s screen, enabling the rep to 

gently introduce the new scanner. Leveraging CSRs to solicit a straightforward cross-

sell can go a long way toward increasing your wallet share with the customer. 

Service Impacts on Loyalty 

More significant than up-selling and cross-selling, but much less tangible, is the 

impact of customer loyalty on long-term corporate revenue. Everyone has a personal 

example of how outstanding service has influenced brand loyalty. We receive offers 

for lower-priced alternatives, but would never, ever, consider switching brands, 

because our peace of mind from the superior service outweighs the lower cost. 

 

Superior customer service is the key to creating and sustaining fervent customer 

loyalty. The following are tangible steps you can take to continuously improve your 

customer service quality. The competitive differentiation that only service can provide 

fosters revenue for years to come. 

Step 4: Continuous Quality Improvement 

Nothing turns off a customer faster than interacting with a rude, unprofessional 

customer service representative. Because they interact with customers more than 

any other group, CSRs are in the best position to enhance, or detract from, your 

brand. According to The Center for Customer Driven Quality at Purdue University, 

92% of U.S. consumers base their image of an organization on their experience 

using the call center. 2 

 

Obviously, your reps must have demonstrated strong interpersonal capabilities in 

their interviews, or they would not have been hired. They are empathetic listeners, 

trained to paraphrase questions and concerns, assuring the customer that her issue 

is understood. But are CSRs using these skills consistently?  

Ask Your Customer 

One key to monitoring and continuously improving professionalism is phone-based 

satisfaction surveys. For example, after interacting with reps on the phone, 

customers can be directed to an automated survey, where they are asked a series of 

questions and can leave recorded comments that are automatically emailed to you. 

Develop your survey to surface characteristics that have the greatest impact on 

satisfaction and loyalty. Statements might include:  

 The customer service representative was courteous and professional. 

 The customer service representative understood my issue or problem. 

 The customer service representative had good product and technical 

knowledge. 

 The customer service representative was clear and easy to understand. 

 My transaction or issue was handled to my satisfaction. 

                                                      
2“Press Release: Offshore Company Call Centers a Concern for U.S. Companies,” Purdue University 

Center for Customer-Driven Quality, Kelly Services, September 21, 2004 
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 I would recommend this customer service to others.  

 

Next, construct a numerical system that allows customers to easily rate their level of 

satisfaction for each survey statement along a continuum from “strongly agree” to 

“strongly disagree.” If the ratings are negative, you can quickly provide some extra 

customer attention to get the relationship back on track – that is, if the telephony 

survey is integrated with your CRM system.  

 

If you’re fortunate, your CRM solution shipped with VoIP (voice over Internet 

protocol) telephony capabilities developed entirely in software already integrated with 

the customer service application. If so, you can track survey responses in association 

with call tickets, and identify reps who may be suffering from burnout and need to be 

moved off the frontline.  

Listen and Learn 

Along the same lines, you must regularly record and score CSR calls. You may 

decide to vary the percentage by individual rep, focusing more heavily on newbies or 

reps with consistently unsatisfactory survey ratings. Recording allows you to pinpoint 

where reps are doing well and where they need to improve.  You can also play back 

star performances to help coach the whole team and improve their customer 

interactions. 

 

 

Figure 2: Monitor individual rep performance to ensure quality customer interactions 

 

Step 5: Use IVR Effectively 

Self-service interactive voice response (IVR) capabilities have been proven to both 

improve customer satisfaction and save you money. Customer experience research 

continues to show that customers highly value the ability to self-manage and self-
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serve. But when customers feel they have been trapped by your IVR system, 

satisfaction goes down the drain and loyalty goes out the window.  

A Warm Body 

Consider blending self-service with responsive human assistance, so your customers 

can speak to a live person when necessary. While IVR is well suited to callers 

seeking simple information such as order status or tracking, account balances, check 

clearance, stock quotes, flight status, or prescription ordering, the caller may have a 

problem that requires the help of a rep. A blended approach offers your customer 

more control over the way she interacts with your company, improving her 

satisfaction. 

A Warm Transfer 

Often, customers are unclear about how their question aligns to your IVR prompts, 

and they reach the wrong rep. In these situations, transfer to another rep will typically 

be required to resolve the caller’s issue. However, customer frustration levels 

heighten in direct proportion to the number of times they are transferred between 

reps. 

 

The key to reducing customer aggravation and creating a higher quality interaction 

for everyone is providing an intelligent handoff. The CRM system must enable your 

rep to identify the appropriate person with the skills and availability to respond to the 

customer. When the call is transferred, the customer should be formally introduced, 

while relevant information automatically pops on the next CSR’s screen. 

 

A similar practice should be used for escalating calls. When a rep recognizes he is in 

over his head, don’t force him to plod through a script of tedious questions with the 

customer. Rather, empower him to immediately escalate the call to an available 

expert. If you are fortunate, your CRM system can facilitate escalation management 

by enabling CSRs to quickly ascertain which experts are available with a simple point 

and click. Rapid escalation coupled with a warm transfer reduces the time spent 

retrieving customer records and eliminates the need for the customer to repeat the 

problem. This improves both rep efficiency and customer satisfaction, resulting in 

higher retention rates. 
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Figure 3: Self-service Interactive Voice Response (IVR) capabilities 
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Conclusion 

With these steps, you can deliver the superior service necessary to increase 

customer loyalty and corporate revenue.  Your CRM system will enable you to 

leverage CSRs as a low-cost sales force and allow you to proactively identify and 

address potential quality issues before they impact satisfaction. Now, your service 

will become the sustainable competitive differentiator your company needs to 

stimulate loyalty – and revenue – today, and for years to come. 

 

Next, Volume IV: “The CRM Guide to Eliminating Guesswork: Crossing the Great 

Divide: 5 Steps for Aligning Sales and Marketing.” 
 

Your company has so many things going for it: superior product, smart people, and 

sound vision. Yet you consistently miss the revenue target. Inefficiencies between 

sales and marketing are killing your chances for success. You fit the mold of the 

Aberdeen study: 80% of marketing efforts to generate leads are wasted and ignored 

by sales, while sales spends 25% of their time recreating customer-relevant collateral 

that marketing should have developed.3 This dysfunction is pervasive in your 

company, derailing efforts on both sides and destroying the focus needed to 

collectively and effectively drive sales and revenue. It’s time to stop the death spiral. 

You must cross the great sales and marketing divide, fast. Your CRM system can 

help.  

 

If you found this information helpful, you may want to access previous volumes of the 

“The CRM Guide to Eliminating Guesswork” series, “Volume I: Don’t Get Caught 

Flatfooted: 5 Steps for Improving Predictability”; and “Volume II: Elevating Your 

Credibility: 5 Steps for Proving, and Improving, Revenue.” 

 

                                                      
3 “Streamlining Sales,” B2B Magazine, Dr. Harry Watkins, Aberdeen Group, April 11, 2003 
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About GoldMine 

GoldMine is a leading provider of mobile relationship management solutions 

designed for small businesses. With over 1 million users managing over 1 billion 

relationships, the GoldMine CRM application is one of the most widely used 

relationship management technologies in the world. 

The GoldMine solution enables organizations to build enduring relationships which 

enhances business performance through the improvement of employee productivity, 

customer and partner loyalty and better management of the entire business 

ecosystem. GoldMine is a division of FrontRange Solutions and is headquartered in 

Pleasanton, Calif. 

To learn more about GoldMine CRM small business software for contact 

management and customer management, visit us at www.goldmine.com or call: 

North America: 1-800-443-5457 

Caribbean +1 801 733 5344 

Latin America (except for Brazil and 

Mexico): +1 801 733 5344 

Brazil: +55-11-3301-5386 

Mexico: +52-55-4624-0112 

Australia Sydney: +61 2 8080 3300; 

Melbourne: +61 3 9823 6292 

China: +86 10 8520 0424 

India: +91 22 3088 1119 

New Zealand: +64 9 359 7402 

Singapore: +65 6829 2147 

Germany: +49 89 31 8830 

Poland: +49 89 31 8830 

Russia: +7 495 710 9930 

United Kingdom: +44 (0)1635 516700 

Italy: +39 030 22 19 32 63 

Spain email: 

info.spain@frontrange.com 

France: +33 (0)1 55 68 10 60 

South Africa: +27 (0)11 575 7555 

Copyright  2012 FrontRange Solutions USA Inc. All Rights Reserved. GoldMine, HEAT, and 

other FrontRange Solutions products, brands and trademarks are property of FrontRange 

Solutions USA Inc. and/or its affiliates in the United States and/or other countries. Other 

products, brands and trademarks are property of their respective owners/companies. 

Use of the software described in this paper and its related user documentation is subject to the 

terms and conditions of the applicable end-user license agreement (EULA). 

The information contained in this document is provided “as is” without warranty of any kind. To 

the maximum extent permitted by applicable law, FrontRange disclaims all warranties, either 

express or implied, including warranties for quality, accuracy, merchantability, fitness for a 

particular purpose, title and non-infringement; and in no event shall FrontRange or its suppliers 

be liable for any damages whatsoever including direct, indirect, incidental, consequential, loss 

of profits or data or special damages, even if advised of the possibility of such damages. 


