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E-Commerce Practical Points: A Few Tips for Retaining a Loyal Customer Base 

It’s no secret that having an online storefront opens access to an online customer base. 

But this (large and constantly growing) online customer base is armed with the power of search 

engines, forums and price comparison websites, ready to ditch and switch one online retailer for 

another in an instant for any multitude of reasons. 

It follows that any person or business trading online should strive to reduce the multitude of reasons 

for the ditch and switch to a minimum.  

Know-how is key here.  

Whilst anyone and everyone can set up online, not everyone has an optimal set up (whether from a 

legal, practical or functional point of view) that their customers will appreciate and tell their friends 

about or will recommend to others on forums. 

This article provides a very basic overview of some basic practical tips to help retain a loyal customer 

base and thus ultimately, get more out of trading online. It does not address any legal aspects in any 

detail. 

The design of your website: make it fluid, functional and easy to use. Usability testing is critical here. 

Remember, if your online customers find your website difficult to use, difficult to read with cluttered 

layout and poor product identification, they will go elsewhere. Fast. 

The promotion of your website: there is a lot that can be done here: emails, search engines, social 

networking sites, letterheads, business cards, billboards and television and radio adverts are 

examples. Fit your website into your overall promotional strategy and invest heavily in this aspect. 

And of course, make sure you comply with any applicable data protection, spamming and advertising 

law. 

Updating your website: do it frequently and enthusiastically. Engage your visitors, keep them 

informed, impress them and they are much more likely to return. 

Deliver value for money: people expect to find this when shopping online, so keep up to date with 

the competition and react accordingly, keep existing customers informed of your sales and special 

offers and having a strong delivery and fulfillment policy. 

The payment mechanisms on your website: make payment as easy but as secure as possible with 

various payment options and the use of encryption. Consider using a reputable, external company 

(PSP: Payment Services Provider) to manage your online payment system. Authentication of 

cardholders is worth thinking about too (an online “chip and pin” system) to minimize fraud. 

Customer service: it is essential that this is excellent if you want to maintain and grow your customer 

base. A “customer feedback” mechanism cleverly built in to your website will be of use here to help 

you identify areas for improvement, reassure customers, gain insight and build relationships. Make it 

clearly visible and user friendly. 
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Customer complaints: respond to them quickly, fairly and in a satisfactory manner. Turn them into 

opportunities to create higher levels of customer satisfaction. 

Technology and change: keep ahead of developments in technology, online marketing and shifts in 

online culture. Smart phones for example, are being increasingly used to shop online (m-commerce). 

Make sure your website is completely accessible and functional on a mobile phone. 
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