
MOVING CUSTOMERS FROM SATISFIED TO LOYAL  
     IMPROVES BOTTOM LINE PERFORMANCE 
 
SECTION LEADER:  TOM HERSHBERGER 
 
DESCRIPTION 
Moving Customers From Satisfied To Loyal Improves Bottom Line Performance provides valuable information about the 
current state of customer satisfaction and net promoter results in banking. The course will help students look at the 
benefits of employing research and measurement tools to demonstrate how examining customer experiences can impact 
bottom line performance. There will be a review of customer satisfaction surveys completed at community banks since 
1999 and an explanation of how the results were used to identify focal points for management decisions, planning 
strategies, changes in procedures and customer communications. In addition, students will receive implementation tools 
to replicate the successful strategies employed by other financial institutions. The course will help participants distinguish 
the difference between managing for customer satisfaction and investing in cultures that generate client loyalty. Case 
studies from community banks will be utilized to provide specific examples of how banks have utilized a structured 
process to address customer perceptions, relationship satisfaction, client retention and delivery of the organization’s 
desired customer experience. 
 
PURPOSE 
This course emphasizes the need for remaining focused on customer experiences to enhance relationship tenure, value 
and, ultimately, loyalty. Students will receive samples of customer satisfaction surveys, implementation checklists, case 
study examples and guidance for designing performance measurement tools to meet the individual needs of their 
institution. The materials from this course can be implemented for the institution’s entire customer base – or for specific 
segments by product, market segment, or business division. 
 
OBJECTIVES 
After successfully completing this course, students will be able to: 

• Identify acceptable research methodologies 
• Develop customer satisfaction and loyalty surveys and measurements 
• Utilize customer and employee feedback systems 
• Enhance information with employee surveys 
• Examine research results and create strategies for change 
• Apply customer experience ideas employed by other financial institutions 

 
FEATURES 
This course is taught in lecture format and features class discussion and case study exercises. 
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