


Because you need your customers
more than they need you!

Security dealers can boost their customers’ value with a
great client experience. For a variety of reasons, Mac-
Guard finds that many dealers don’t stay engaged over
the lifetime of their customers without a formal program
in place. Driving organizational commitment, listening to
what customers are saying, and acting on these
insights, can help improve overall satisfaction.

MacGuard is here to help.




Since 2016, customer retention
loss has risen 37% due to poor
customer service.

89% of companies
state excellent
customer service
plays a large role
in retention.

44% of
businesses focus on
customer acquisition,
while only 18%
on retention.

Probability of selling to an existing
customer is between 60-70%, while
to new customers is only 5%-20%.

Existing
customers are _
50% more The average American company
- will lose 23-30% customers
likely to try each year due to lack of
your hew customer loyalty.
product.

TOP DETAILS MACGUARD
UNCOVERS IN A TYPICAL
CUSTOMER SATISFACTION SURVEY

e The likelihood a client will stay with your company or LTS Score™
® How to better influence your customer’s overall experience
¢ Your customer’s propensity to upgrade equipment & service

Statistics from sources including Statista Premium, Invesp, HMI Performance Incentives,
and Loyalty 360 the loyalty marketer’s association.

We Are Customer
Experience Experts.

If you want to reduce attrition, understand your
customers’ Likelihood to Stay Score™ (LTS Score™),
and create a strong brand with a loyal customer
following, take advantage of our years of expertise
in creating successful customer experience
programs! Happy customers refer more, pay more
for products and services, and stay with your
company longer, but you need to know their pain
points and what motivates them.

TURN YOUR CUSTOMER
FEEDBACK INTO ACTION

Your success is our number one goal! Let us help
you stand out from your competitors, build stronger

customer relationships, and improve satisfaction

with a CX Plan for your business.

Call 503-744-0720 for assistance with
your plan, or for more information.

./ 7 ‘ ) ABOUT DEB MORETTI
. Deb Moretti is a 25-year security
industry veteran. Former Director of
e Customer Experience with Guardian
e Protection, she was involved in the
- formation, development, and daily

management of the Customer Experi-
ence function for this successful
integrator. Now, Deb brings her diverse
; experience, which also included Sales,
1 Operations and Administration, to
provide customized CX programs for
MacGuard clients.
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“It's important to think

about how your brand is
perceived in the eyes of
your customers. These
opinions are formulated
from their personal

experiences with every .
touchpoint they have ] s -
across various functions

within your business.”

-Deb Moretti

MacGuard is an AiN Group Services Partner

CUSTOMER EXPERIENCE SERVICES

e Customer Experience Strategy & Planning

e Customer Journey Mapping

e Transactional & Relational Survey
Implementation & Executive Summary

e Customer Experience Measurement
e Customer Satisfaction (CSAT)
e Net Promoter Score (NPS)

e Customer Analytics

e Employee Engagement




LET OUR YEARS OF SECURITY

EXPERIENCE WORK FOR YOU

Kirk MacDowell and MacGuard
Security Advisors are your A
trusted electronic security
experts. We understand the

trends that affect your bottom

line and the growth opportunities
within your reach.

Kirk MacDowell founded MacGuard Security Systems in
1982 as a bespoke alarm integration company. Over the
past 40+ years, he held leadership positions at a SDM
Top 50 company, GE Security, UTC and Alarm.com.
MacGuard Security Advisors has transformed to a full
service consultancy firm with expertise in:

e Business Strategies

e Strategic Growth Initiatives
e Builder Programs

e Acquisition Analysis

e SWOT Evaluation

e Customer Experience

TO IMPROVE YOUR CUSTOMER EXPERIENCE CONTACT:
Deb.Moretti@macguard.com

503.744.0720
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