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Chapter 1 Exercise: How Loved Is Your Brand?
As Chapter 1 of Winning Digital Customers argues, being loved by digital customers is the single most important factor in the success of a business. But generating this love doesn’t require being perfect. Analysis of our research reveals that there are three primary factors that are common across “loved brands:”

· They meet the needs of their target customers extremely consistently.

· They periodically do things that delight customers beyond their expectations and needs.

· They “stand for” something that resonates with their customers.

In this exercise, you’ll test this theory with own brand, examining how loved are you and how much are competitors are loved. Go through and answer the following questions with your team, then discuss whether the answers reflect a need for transformation:

1.  If you look at the Customer Love Continuum below, what level do we think your organization is on? To answer this question, ask yourself “How would your customers feel if your company went out of biz? How much would they care?”
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2. Think of your key competitors. How much are they loved? Is anyone in your industry loved? If so, how did they do it?

3. What do you see in your industry in terms of the impact of being loved?

4. Look at the Recipe for love in the diagram below. How well do you think you're doing these things? Do you see a connection between this recipe and the results you're getting?
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