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When is Your 
Brand Loyalty Built?
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Top driver of Brand Loyalty 
is Product Quality

CONSUMERS: Survey 2022: Q: Continue to think about your experiences with [brand] (selected 
from previous question). When did you decide you would keep using or buying from that brand? 

Response to ‘When I used the product/service and liked the quality’.

Total

46%

“When I  

used the 
product

/service  and liked 
the quality”

PWC customer loyalty surveys 

When did you decide you would keep 
using or buying from that brand? 
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But there is a 2X Disconnect in 
Consumers vs Executives 
on the importance of Product Quality

EXECUTIVES: Survey 2023: base of 410.  Q: At what stage of the customer 
journey do you think customer loyalty is either won or lost? (Select one) 
CONSUMERS: Survey 2022: base of 3,378.   Q: When did you decide you 

would keep using or buying from that brand? (Select one)

When is 
BRAND LOYALTY 

WON or LOST?
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service and like the

quality

Receive good
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2X

PWC customer loyalty surveys 
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Consumers show loyalty in 
fewer ways than Execs think
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PWC customer loyalty surveys 
EXECUTIVES: Survey 2023: base of 410.  Q When you think about customers buying 

from your company, how do you define customer loyalty? Customers who … 
CONSUMERS: Survey 2022: base of 4,036. Q: Which of the following, if any, are 

ways you show loyalty to a company or brand?

EXECUTIVES:.  
Q When you think about customers 
buying from your company, how 
do you define customer loyalty? 
Customers who … 

CONSUMERS: 
Q: Which of the following, if any, 
are ways you show loyalty to a 
company or brand?
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