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Key Questions 
1) How many customers does your business have? 
2) How many customers does your business have who purchased 

goods/services within the last year? 
3) What is the average transaction value? 
4) What is the average number of transactions per customer per year? 
5) What percentage of your customers don’t return? 
6) Why don’t they return? 
7) What is different and better about your business when compared with 

your competitors? 

Consequences for Your Business of Not Knowing the Answers 
1) Value of your customers to your business 
2) Number of dissatisfied ex customers spreading harmful ‘word of 

mouth’ information about your business 
3) Unaware of scale of revenue loss from ex customers and potential new 

customers 
4) Not maximising the potential from your competitive advantage 
5) Reduced profit and business value 

Customer Experience Loyalty Calculator 
1) Calculates the value of each customer to your business 
2) Calculates the value of the 3Rs 

- Retention level of customers 
- Repeat business 
- Referrals from satisfied customers 

3) Reduced profit and business value 


