
Did you know? 

Acquiring a new customer can be 
25 more times more expensive than 
retaining an existing one. 

81% of emotionally connected 
consumers will not only promote the 
brand among their family & friends, but 
they will also spend more.

70% of customers with a high emotional 
engagement spend up to twice as much.

Email is ranked as an effective channel 
by major companies for loyalty & 
retention at 71%.
Source: Capgemini: Loyalty Deciphered- How 
emotions Drive Genuine Engagement

Key takeaways

In ‘Customer Loyalty and Service Excellence’, 
you’ll evolve to:

Learn simple ways to build connections 
with your customers using easy to 
remember questions and digital tools 

Keep the process simple by using the 
‘Ask, Offer, Connect’ model to engage 
loyal customers

‘Love your loyalty program’ and 
actively promote it so customers have 
access to helpful information and are 
consistently rewarded

  Competition time
We want to see how much you love your  
loyalty program! Get your team involved in the  
“Ask, Offer, Connect Challenge”! 

We’d like you to share how you and your team have started 
applying the “Ask, Offer, Connect” Formula. The prize will 
go to the pharmacy who shows the most fun and creativity 
to get the whole team on board!

Submit your video to Sigma.events@sigmahealthcare.
com.au before close of business on Thursday 6th 
August, 2020 and we’ll announce the winners during the 
PAAC closing event on Friday!

Meet the speakers

Vanessa Lontos 
Learning and  
Development Manager
Sigma Healthcare

Vanessa is a pharmacist and an 
experienced coach and trainer, 
with a passion for customer 
engagement, service excellence 
and empowering pharmacy teams.

How Vanessa has evolved 
in her role as Learning and 
Development Manager...
“I came to this role after 
many years in pharmacy and 
discovered there was more to 
learning than I ever thought 
possible! Quite often by just 
focusing on learning something 
small each day, over time you 
can really make a difference for 
your team and customers.” 

Christina Iliadas
Marketing Channels and 
Loyalty Manager
Sigma Healthcare

Christina is an experienced 
CRM, Loyalty & Channels 
Strategy Manager with a major 
focus on Customer Loyalty & 
Behavioural Marketing.
How Christina has evolved in 
her role as a Channel Strategy 
Manager…
“In my Loyalty roles at Flybuys 
& Sigma, I have witnessed the 
explosive growth of customer 
loyalty, digital marketing and the 
power of understanding customer 
behaviour. The most important 
thing in this age of unlimited 
choice, is the shift in power of  
listening to and understanding  
your customers.

Introducing customer loyalty  
and service excellence

In uncertain times and with digital disruption at our doorstep, 
service excellence in pharmacy is more important than ever. 
It’s about a laser-focus on the customer, developing lasting 
relationships and cultivating long-term loyalty. This is key to 
surviving through change and beyond. 

We need to know how to connect with each and every customer 
and offer real value. Part of this is understanding how to 
champion the pharmacy’s loyalty program – presenting  
customers with the opportunity to access personalised 
information, offers and rewards.

The success of each pharmacy’s loyalty program relies on the 
team’s ability to ‘ask, offer and connect’ – adding a few simple 
steps to each interaction. It doesn’t take long to help our 
customers understand the key benefits and by making sure we 
have a current email address, they never miss out on a thing.

Customer Loyalty and  
Service Excellence

Meet the speakers

Think


