Love plays a
fundamental role in
the life of a business.

The power of love
Most companies look at their
performances and success through
financial results. Financial results are
important, yes, they are, but they are
just results, which means they are at
best a testimony of the actions taken
in the past. This is all about the
difference between what is important
and what is essential. Most people
feel that financial orientation is not
enough to pilot sustainable growth,
there is a missing piece in the game,
the equation is unbalanced. To
discover what is missing, we need to
ask ourselves:
What is essential in our life? in our
world? for our world?
What is the missing ingredient
turning a life or a business into a
wonderful story?
Love plays a fundamental role in the
life of a business. There is a strong
link between growing revenues and
love from customers. For some
executives, this represents an entirely
new mindset and new behaviors. It is
about thinking of customers,
employees, and suppliers as people,
not just numbers on a balance sheet.

What is love?
Love is a matter of perception and
perception is reality. We form
perceptions based on our first
impressions, observations, past and
current experiences, memorizations,
beliefs, opinions, and stereotypes that
we may hold. Perception drives
people's behaviors every day.
Perception might be even more
important than reality. Indeed, if
someone perceives something to be
true, it is more important than if it is
true.
Every human being carries his truths
so if you want to alter their truths, you
need to alter their perceptions.
Businesses should alter perceptions
even before performances because if
the business image is bad in people's
minds, performances will not change
the game. Perception is the gamechanger.

The love
components

Imagine a product you totally
recommend because it meets your
needs and there is no effort involved
in obtaining it, using it, or getting
support from the company that sold
it. Would you leave the brand to go to
competitors?

The power of recommendation and
easiness
Recommendation plays a vital role in a company's ability to attract
new customers and retain existing ones. According to NIELSEN
AND ROPER Reports, 92% of all consumers report that a word-ofmouth recommendation is the “leading reason they buy a product
or a service from a company.” This insight showcases the
importance of grounding your business strategy with a focus on
the power of the recommendation
watch the video. Net
Promoter Score was first introduced in a 2003 Harvard Business
Review article by Fred Reichheld entitled The One Number You
Need to Grow.

▶

Easiness also plays a vital role in a company's ability to attract new
customers and retain existing ones. GARTNER found that 96% of
customers who experience a high-effort service interaction
become more disloyal, compared to just 9% who have a low-effort
experience. Customer Effort Score rose to popularity in 2010, with
the publication of an HBR article entitled Stop trying to delight
your customers.

The Love Matrix
The Love Matrix has been designed to allow companies to make love from
their customers visible. The idea is to ask two simple questions to your
customers:
Would you recommend our company to a friend or a colleague?
Is it easy to do business with our company?
Then, discover answers on the matrix and start from here. The idea, you get
it, is to have most customers in the love area.

