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Did you know?

Loyalty programs that effectively combine
behavioral and attitudinal strategies can
boost customer retention by up to 40%
(McKinsey, 2023). However, only 30% of
retailers manage to strike this balance
effectively, leaving substantial growth
potential untapped (Bain & Company,
2023).

The secret? A rule-based approach that
automates campaign classification,
measures performance, and drives
optimization. This playbook offers a
step-by-step guide to designing a loyalty
program that not only retains customers
but maximizes their lifetime value.



Loyalty programs have evolved beyond mere transactions—they are now key drivers of long-term customer

relationships. By integrating both behavioral and attitudinal components, retailers can elevate customer
retention rates significantly. This playbook is crafted for of mid-sized
retail businesses, providing a structured approach to building, implementing, and optimizing loyalty programs.



Building Rule-Based Campaign Classification

Effective campaign classification is the foundation of efficient loyalty management. By accurately tagging campaigns
as either loyalty-focused or engagement-driven, businesses can streamline interactions, enhance targeting, and

improve overall efficiency.

Establish specific criteria for classifying campaigns:

Primary Objectives Content Focus Call-to-Action (CTA):

p Transactional Goals: Drive p Loyalty Campaigns: Include p Loyalty CTAs: “Redeem points
repeat purchases, point rewards-based offers, tier now,” “Earn double points this
redemption, or tier progression. upgrades, and point accumulation. weekend.”

» Emotional Goals: Foster brand » Engagement Campaigns: Focus » Engagement CTAs: “Explore our
connection, collect feedback, or on storytelling, event invitations, latest collection,” “Join our

promote event participation. and feedback collection. upcoming event.”



@ Implement rule-based engines that
automate campaign tagging based
on defined parameters:

» Use dropdown menus to select campaign

types.
p Set up validation checks to ensure accurate

classification.

Pro Tip: Automation can

Improve campaign
alignment by 28%,

enhancing overall marketing An automated tagging system within the CRM that

efficiency (Forrester, 2023). streamlines campaign execution, ensuring precise

targeting and enhanced customer engagement.




Designing
Effective

Loyalty

Programs

Why It Maters

A successful loyalty program must integrate both behavioral incentives and
emotional engagement to create sustainable customer loyalty.

&: | 1 Initial Assessment: Analyze the Current Loyalty
ud
2 Landscape

» Data Collection: Use historical tfransaction data and RFM analysis to understand

spending behavior.
p Customer Surveys: Gather insights to identify emotional drivers that influence

loyalty.

Example: Tailor rewards based on customer preferences to enhance both
transactional and emotional loyalty.

Deliverable:

A Loyalty Diagnostic Report that details customer segments, spending
patterns, and emotional connections, setting the groundwork for program
design.



p Design Tiers: Create a tier structure (e.g., Silver, Gold, Platinum)
with unique benefits for each level, catering to both behavioral and
attitudinal loyalty.

p Define Rewards: Include a mix of transactional rewards (e.g.,
discounts, points) and emotional incentives (e.g., VIP events, early
access).

p Develop Communication Strategies: Personalize messaging
based on RFM segments, guiding customers toward engagement
or redemption.

Deliverable:

A Loyalty Program Blueprint that blends structured rewards,

tiered incentives, and personalized communication strategies.

3. Seamless
Implementation

Integrate Systems: Link CRM,
POS, and e-commerce platforms
to capture transactions and
manage points in real time.

Train Staff: Ensure staff
understands both the
transactional and emotional

elements of the loyalty program.

Case Insight: Integrated loyalty
systems have led to a

250/ Increase in point
(o

- redemptions and a

307 boost in program
(o

participation

(Gartner, 2023).



Continuous Measurement and Optimization

Regular measurement and optimization keep the loyalty
program aligned with evolving customer needs, ensuring

i

p A/B Testing: Test different reward structures,

ongoing success.
A

messaging, and engagement triggers to
|l|| identify what works best.
’ » Churn Reduction: Develop re-engagement
campaigns for at-risk or lost customers, using

» Behavioral Metrics: Redemption rates, visit

frequency, and average spend among loyalty personalized offers.

members.
» Attitudinal Metrics: Net Promoter Score (NPS), 0 Pro Tip: Regular optimization can reduce churn by

- . - 20% andincrease program efficiency by 15%

customer satisfaction levels, and engagement
rates. ¥  (HubSpot, 2023).




Create a comprehensive LPI that combines behavioral,
attitudinal, and profitability metrics:

» Track redemption impact on overall margins.
» Correlate point balances with incremental sales.

A Loyalty Performance Dashboard that tracks
real-time metrics, identifies optimization areas, and
supports dynamic adjustments.




Real-World
Case Study:
Boosting

Engagement
and Loyalty
Participation

A mid-sized retailer implemented the eWards Consultancy Framework,

achieving:

4 )

257

O

increase in loyalty
program participation.
\_ /
How They Did It:

-

30%

growth in customer

engagement.

p Automated campaign classification ensured precise targeting.

p Tiered rewards encouraged higher participation and spending.
p Personalized campaigns based on behavioral insights and customer

feedback drove deeper emotional connections.



Conclusion & Next Steps

This playbook outlines a rule-based approach to loyalty management that drives sustainable growth. By integrating
both behavioral and emotional strategies, retailers can enhance customer retention, improve conversions, and

maximize lifetime value.

Download the complete Loyalty Playbook from eWards Lab and start

driving better results today. Contact us to schedule a consultation and explore how eWards can help you implement a

rule-based approach to loyalty management.
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DISCLAIMER

The presentations are created merely to guide the delivery of the products of
eWards. The content includes indication about the product offered by eWards. The
content presented are free from any plagiarism and copyright violations under

copyright act.
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