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Brands  mus t follow trending habits  but also create their own. Image credit: Amazon

 
By DANNY PARISI

NEW YORK Building good customer experience is all about creating and cultivating the right habits.

This is the philosophy of Forrester senior analyst TJ Keitt, who spoke about the subject at Forrester's annual CX NYC
event on June 19. People are creatures of habit, and building habits that are beneficial both to customers and to
brands is the key to success.

"We say customer experience drives loyalty," Mr. Keitt said. "Part of what makes that loyalty possible is that a good
CX caters to a habit customers have and want to keep or a habit they want to form."

Building habits

Habits form the core of human behavior. Everyone has habits, whether they are conscious of it or not, that shape the
way they think and act.

In Mr. Keitt's  view, it is  essential that brands understand this and build their customer experience around it.

As an example, Mr. Keitt points to Borders, the now-defunct bookseller that was once quite popular. Before it shut
down, the company was doing quite well among book lovers who enjoyed going into a physical store and browsing
the titles on display.

But eventually the company fell anyway. What happened?

"I have a simple answer," Mr. Keitt said. "Borders catered to a bookstore habit long past when going to the store was
a desire for book lovers.

"If you wed yourself too closely to a specific habit, you stay anchored to it even when it no longer is needed," he
said.
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Mr. Keitt uses jetBlue as an example of an effective brand. Image credit: jetBlue

In other words, Borders had cultivated a habit among consumers, browsing through lots of books every now and
then and maybe buying one or two, that was not sustainable. Meanwhile, other booksellers such as Amazon evolved
with the times, offering new ways to consume books that captured the way consumer habits were changing.

In fact, Amazon's ability to capitalize on existing habits and to guide the creation and establishment of new habits
among customers is part of the reason it has been so successful at building a massive audience of repeat
customers.

"Amazon's CX vision is pretty simple," Mr. Keitt said. "It's  a focus on price, selection and convenience.

"They have a deep database of customer data, innovative devices and a large partner network that supports new
interactions," he said. "What's the result of this?

"Customers keep coming back, creating repetitive behavior. That value is so powerful that it overcomes performance
snags."

Getting ahead

One of the largest benefits to cultivating these habits among consumers is that it creates a real sense of loyalty.

Mr. Keitt cited Amazon and jetBlue as brands that have honed in on cultivating consumer habits and which enjoy
great loyalty from those consumers in return.

Consumers today are faced with a plethora of choices, making brand loyalty and trust even more important for
retailers.
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Amazon has created whole devices built around the habits it has cultivated. Image credit: Amazon

According to a new report from Euclid, four in 10 consumers would seek out a favorite retailer online or travel
further to a physical store if their nearest location closed. Millennials are more apt than their predecessors to follow
a preferred brand to ecommerce if necessary, with this generation not as concerned about the convenience of a
brand's physical footprint (see story).

As the ultimate example, Mr. Keitt cited Netflix. While many cable companies have completely lost touch with how
consumers watch television today, Netflix has not only been following trends but has been actively creating them
with the advent of "binge watching."

"There's a misalignment, a misunderstanding among cable companies with what people want," Mr. Keitt said. "But
Netflix has helped shape consumer habits that benefit them."
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