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Introduction 

Why would CityGro offer solutions to bring customers back that 

don’t require CityGro?  

 

Great question.  

 

The truth of the matter is that the first steps to gaining loyalty are 

out of our control. They are found in your culture, your employees, 

your product/service and the benefit you provide. If you don’t start 

here then it doesn’t matter what system you pay for, it’s going to 

be an uphill battle.  

  

With that said, once you’ve checked off the list and are creating an 

environment where loyalty can thrive, CityGro will help accelerate 

your growth and multiply your efforts like you’ve never seen 

before.  

 

So put your foot on the ground and don’t cut corners. Here are 10 

practical actions that will fit into any business!   
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01  Greet Every Customer  

Have you ever walked in a business and felt like you don’t belong? 

Believe it or not, it happens all of the time. Curiosity brings a 

customer in, and when they don’t feel welcome, they take off.  

 

Greeting your customers is not just a good practice but actually 

has an effect on how openly your customers interact with you. A 

simple and positive greeting can affect whether customers feel 

welcome to look around, ask questions, and even plays into the 

duration of time customers stay in your store.  

 

So what do we do? We greet customers, every single one.  

 

Practical Advice 

Decide on a greeting that fits your customer base and make a 

policy that every customer is greeted within 10 seconds of walking 

through the door.  
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02 Play Upbeat Music  

The environment a customer walks into feeds directly into the 

experience they have with your business. Take, for example, the 

early morning stroll through the mall where everything seems dead 

and empty. You walk into a store with music playing and it instantly 

feels a bit livelier. It is no coincidence that when a party is over, the 

music turns off. Turning off the music is a sign that it’s time to leave. 

Background music replaces that sense of emptiness with a sense 

of belonging. As long as the volume is appropriate, upbeat 

background music can add a positive touch to just about any 

storefront.   

 

Practical Advice 

Research your target market and the music they like to listen to 

and play it softly from open to close.   
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03 Clean the Bathrooms  

Customers notice filth; there is no way around it. Even when you 

are specifically looking to create that hole-in-the-wall local 

attraction (admittedly some of our favorite frequents), your 

customers will cling to you if they feel they can use the restroom 

without putting on boots. In a recent survey, many customers admit 

to driving the extra mile just to get fuel at a gas station with cleaner 

restrooms. Whether they are mentally aware of it or not, your 

restroom is a key place for customers to determine the standards 

of your business.  

 

Make sure your store is cleaned multiple times a day and don’t 

hesitate to start with your restroom.  

 

Practical Advice 

Mandate a regular walk through of your storefront (including 

bathrooms) several times a day to identify trash. Find the strongest 

smelling cleaner, grease up your elbow, and make those toilets 

shine!   
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04 Collect Contact Info  

If you know CityGro, you know how we feel about capturing your 

customers contact information. Capturing emails and phone 

numbers from your customers gives you the ability to re-engage 

them. Just as you would never let your dream catch walk by 

without asking for a number (fellas, you know what we’re talking 

about), you can’t be shy in asking customers to stay in contact with 

you.  

 

Your customer contact list, whether phone number or emails, is a 

direct indicator of your future revenue. If your list is building, there 

is a good chance your business will be to.   

 

Practical Advice 

Place a fish bowl on your counter where people can drop their 

business card. Do a weekly drawing for some free product. Sign 

people up for brochures and catalogues or require people to 

register for rewards. Whatever you do, make it clear what you will 

be sending and if you want to send text messages in the future 

you’ll need a signature of consent (See www.citygro.com).   
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05 Send a Thank You  

Oh the power of a thank you. Appreciation for your customers 

should never be overlooked, no matter how fast pace your 

business may be.  

 

Our favorite part about a systematized thank you effort is the ability 

to couple it with bounce back offers, feedback requests, or social 

media invites. What if you were to receive an email or text soon 

after you left a restaurant with a message that said “We’re so glad 

you came in today, if you enjoyed your experience please click 

here to like us on Facebook.” If their experience was a good one, 

a quick thank you can lead to many things. Don’t miss out on a 

chance to thank your customers and combine it with a request for 

action.   

 

  Practical Advice 

If you capture contact information, send out thank you notes within 

24 hours of a customer’s visit and place a link to your Facebook 

page. If you don’t, have a manager thank each customer before 

leaving and suggest a bounce-back offer for bringing a friend.  
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06 Communicate Frequently  

One of the biggest myths we come across is the idea that 

customers don’t like to be contacted. It’s simply not true. A more 

accurate statement may be that your customers don’t like to be 

spammed. But the simple fact that they’ve given you the ability to 

contact them suggests that they want to be contacted. The 

difference between communication and spam is relevancy.  

So what do you say? You give them any and all relevant 

information as often as possible. When is too much? When opt-out 

rates start to increase. That is when you know your communication 

is being marked as spam.  

 

Practical Advice 

Start out by identifying all the different ways you can communicate 

with your customers. Text? Email? Facebook? Twitter? Treat your 

customers like a relationship and communicate relevant 

information as often as possible. What promotions do they need to 

be aware of? What new features are you offering? Focus 

everything on what you feel would be beneficial to your customers, 

even if it’s not directly related to your business.  
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07 Ask for feedback.   

Good business is about providing a value to your customers. The 

better you know your customers, the better value you will be able 

to provide. Make every effort to get genuine feedback from your 

customers through social media, surveys, email, etc.  

 

The largest reason customers don’t provide feedback is that they 

are not asked.  

  

Practical Advice 

 

Send an email to all of your customers with the subject line “How 

are we doing?” Make sure to invite them to reply directly to the 

email. Ask them specifically what you could do better so they don’t 

send the good and leave out the bad.   

 

Pick up the phone and call 3 random customers each week. Tell 

them your obsession is to make sure your customers are 

completely satisfied and ask what you can do better.  
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08 Exceed Expectations   

It’s not enough to do what you say, that’s already assumed. If you 

really want to create a buzz you need to exceed expectations.  

 

Here’s an example. When ordering online, it is very common to see 

the phrase “ships within 48 hours.” You aren’t blown away when it 

ships within the expected time but when you receive an email 6 

hours later that says, “wahoo, your item shipped early” you’ve got 

something to talk about. This is what it means to exceed 

expectations. The trick isn’t setting low expectations; it’s setting 

impressive expectations and delivering an even more impressive 

service. 

 

Practical Advice 

Identify as many customer expectations as possible and implement 

in-house policies that are a step above what your customers are 

promised. Think delivery time, product value, quality of service, etc. 

If you promised a 2-day delivery, and it’s simply not possible to get 

it to them any quicker, deliver it gift-wrapped. The point is to 

exceed expectations.   
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09 Create 5 Talking Points   

Did you know Disneyland does not sell chewing gum because 

Walt Disney did not want guests to step in stickiness around the 

park? Or that Leonardo DiCaprio has a Red Mango Machine inside 

of his house? Did you know that you are more likely to talk about 

these businesses now that you have a talking point about them? 

 

Sharing interesting facts is simply something that humans like to 

do. It gives us something to talk about and builds self-confidence 

when we can share things that others didn’t know. The only 

problem is that we run out of interesting thing to say. This creates 

an opportunity for your business to share something unique, tie it 

into your business, and spread the word.  

 

 

Practical Advice 

Identify 5 interesting facts that you can tie to your business and 

post them in your store. Think of unique and interesting facts about 

your business history, product, buildings, etc.; and give your 

customers something to talk about.  
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10 Be Consistent   

The difference between a short-lived company and a company that 

stands the test of time, is the ability to repeat goodness.  

 

You will find little benefit in greeting every customer a few days a 

year but will find an enormous boost in your business culture by 

greeting every customer every day. Consistency is key if you want 

to grow your business.  

 

Form a habit of excellence by identifying your goals and 

documenting them in a place that you review regularly. These 

goals will become the breath of your company and set your 

business above and beyond the rest.  

 

Practical Advice 

Create a one-page checklist of key values and initiatives. Use 18-

point font and keep it short and easy to read.  Hang this document 

up where it can be reviewed daily. Review this list with employees, 

in trainings, and use it when you are hiring. Don’t aim to have 

excellent days, aim to be excellent every day.  
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Summary 

We hope you’ve found our 10 Practical Steps to Customer Loyalty 

useful. The CityGro Team automates these same strategies to help 

thousands of small businesses thrive. By automating loyalty-

marketing strategies, CityGro boosts sales, increases customer 

frequency, and saves a whole lot of time.   

 

We hope to hear from you when you are ready to take your 

business to the next level. 

 

-Team CityGro 

www.citygro.com 

 


