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LOYALTY IN A FICKLE WORLD

Successful businesses are built on
developing customer loyalty.

Research demonstrates that customer
retention has a lower outlay and higher
value than customer acquisition.

What is it worth to build customer loyalty
over attracting new customers?
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BEGINNING WITH SOME FACTS

60-70%

T Probability of selling to an existing customer
5-20%

T Probability of selling to a new prospect

10 times

I How much more a loyal customer is worth
compared to their first purchase

25%-95%

T Potential increased profits by raising retention
rates by 5%

6-7 times

I How much more expensive to acquire a new
customer than keep an existing one

89%

i Of companies see customer experience as a key
factor in driving loyalty and retention
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BEGINNING WITH SOME FACTS

49%
T Volume of visitors who have holidayed in
Cairngorms before and wanted to return.

24%
T Volume of visitors who have holidayed in
Scotland before and wanted to return.

66%
T Of visitor survey respondents rated their

overall experience of Cairngorms 9 or 10 out
of 10 (average score 8.9/10)

1%
T Of visitor survey respondents are extremely
likely to recommend Cairngorms as a

destination i based on a rating of 9 or 10 out
of 10 (average score 9.1/10)
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