
THE
LOYALTY LOOP
Andrew Davis 
Author



THE
FUNNEL



THE
FUNNEL



1898 - St. Elmo Lewis



1898 - St. Elmo Lewis



1898 - St. Elmo Lewis



FUNNEL

INVERTED TRIANGLES



FUNNEL

INVERTED TRIANGLES

FUNNEL INSIDE A  MORE 
COMPLICATED FUNNEL



FUNNEL

FUNNEL INSIDE A  MORE 

THE FU FUNNEL



THE
FUNNEL
A lot has changed since 1898













































The instant we trade 
money, data, or time for 
information, to buy a 
product or a service, or to 
support a cause.
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A series of micro-encounters 
that leave an impression.
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We don’t sell a financial product or a service.

We sell an experience.

CRAFT OUR
LOYALTY LOOPS



BUILDING A
LOYALTY LOOP
Starting with the moment 
of commitment.



STEVEN JONES
CEO & Founder 
Tulsa Renew







“At Tulsa Renew, we believe that 
you should know exactly what’s 
being done to your house - even 
when you’re not at home - every 

single day we’re on the job.”
CRUCIAL CONCERN











Stop telling people we’re different. 
Start showing them we’re different by 
making them feel different.
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Micro-moments define our experience, 
differentiate our product or service, 
and truly build the brand.
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Micro-moments leave a 
major impression.

Micro-moments define our experience, 
differentiate our product or service, 
and truly build the brand.



…we transform our Loyalty Loop experience?
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WHAT IF…

ASK YOURSELF…
…what’s our customers’ or members’ crucial concern?
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LOYALTY LOOPS
BUILD TRUST.















“Vanessa began 
custom-making your 

order…”





John!
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But more importantly 
it invites us to share our  
heightened enthusiasm!

THE ORDER TRACKER

RAISES ANTICIPATION















$1 Billion Online Orders

Ordering a pizza is no longer a task.

It’s an experience.

BY 2012

Andrew Davis
@DrewDavisHere



WHAT IF…

ASK YOURSELF…

…we raise anticipation the next step in our 
customers’ or members’ experience?

… what’s our pizza tracker?









RICHARD YOO
Founder 
Cymitar
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RICHARD YOO
GOAL: GLOBAL DOMINATION







TEAMS OF FOUR



Sr. Support Engineer

Jr. Support Engineer

Account Exec

Customer Success

TEAMS OF FOUR













$10.2 BILLION
2006



WHAT IF…

ASK YOURSELF…
…who’s on our customer’s or member’s team of four?

…we build mutual trust and respect 
between our team and our account holders?







SECRET CODE:

LoyaltyLoopers.com

RetailBankingRox
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EVERYONE SHAPES
THE EXPERIENCE



GREGG  
BUCHBINDER
1998



HANOVER, PA

FOUNDED 78 YEARS AGO



1940 ALUMINUM CHAIR

Wilton C. Dinges



200,000 CHAIRS / YEAR BY 1995

1006 NAVY CHAIR



1998 - NEAR BANKRUPTCY



1999 - TOURING FACTORY



DEBORAH



GIORGIO 
ARMANI



$65 MM / YR



iRobot



The Dark Knight



Kingsmen



Kingsmen



Maze Runner



WHAT IF…

ASK YOURSELF…

…Gregg hadn’t been touring the factory that day?

…am I being a Deborah?



#Don’tBeADeborah
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EVERYONE SHAPES
THE EXPERIENCE











Where did Elisa 
buy her car?
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We don’t sell a financial product or a service.

We sell an experience.

CRAFT OUR
LOYALTY LOOPS



SECRET CODE:

LoyaltyLoopers.com

RetailBankingRox

adavis@monumentalshift.com
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