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ot BUT CUSTOMER EXPECTATION HAS EVOLVED
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ECOAOMIC CRISES  INCREASED COMPETITION  CUSTOMER VGHORAUCE

*OMLY 4 oUT TOP |0 BRAUDS RETAIMS 50 PERCENT OF HIGHLY LOYAL COUSUMERS YEAR OVER YEAR
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- FACTORS ENHANCING CUSTOMER EXPERIENCE

e ——

200| 2003 2004 2005 2006 2007 20l] 2013

* ANORE MNOBILE, MORE SOCIAL



~ TODAY'S CUSTORMR

|

COMPLETELY DISLOYAL



_REACTIONS TO CHANGE
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ENROLLING PEoPLE ENROLLING PEoPLE
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NEW PPARARAETERS
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CUSTOMER EXPERIENCE IS A PRODUCT BEHAVE FOR USE OF CONVENIENCE WHICH
* RELATED TO CONTENT AMD SKILLS TO BE MORE EFFECTIVE AND EFFICIENT

THEREFORE THIS EXPERIENCE HAS CAUSED TO INMPROVED TECHNOLOGY SPEED ALSO IN
OUR LIVES AND MADE INTO MAIN CONSUMPTION BEHAVIOUR
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OME M FOUR PEOPLE WORLDWIDE USE SOCIAL HETWORK'S M 20[3.

40 PERCENT Of PEOPLE SOCIALIZE ANORE ONLINE THAN THEY DO FACE-TO-F

IN 2012, EVERY MINUTE; ARE SENT
ARE SHARED ON FACEBOOK
ARE SEARCHED IN GOOGLE
ARE UPLOADED TO YOUTUBE
ARE SHARED ON INSTAGRAM
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, WILL BE AMORE M-USE CELL PHOUES THAU THERE ARE PEOPLE O4 THE PLAMET

ACCORDIUG TO RESEARCH WITH SHOPPIMG APPS:
OF PEoPLE HAVE INFLUENCED TO SHOP AMORE THAN PLANNED
OFf PEOPLE HAVE INFLUENCED TO MAKE UNPLANNED PURCHASES

AOBILE PAYAMEXT TRAUSACTION VALUES WILL REACH M 2013, A
MCREASE FROAN 2012 VALUES OF

ACCORDING TO FORECASTS, ANOBILE PAYMENTS MARKET wiLL BE WORTH
WITH AMORE THAH USERS By 2017
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WITH NEW WORLD, THE INMAAEDIATE  UMDERSTAUDIMG oF A DIGITAL PRODUCT FOR
THE USER ACTIOA AUD PREFEREUCES HAS BECOME AORE SIGNIFACNT AND
FORCED TO TAKE ACTION BY DIGITAL CORPORATES
BUSINESSES THAT ARE CURRENTLY PERSONALIZING WEB EXPERIENCES ARE

SEEING AN INCREASE IN SALES of AVERAGE
OF AMERCHANTS RESIPONDS: TO HAVE IN INSIGHT PERSONALIZING
DATA HAS AN HIGH IAAPACT ON RO WHILE SAYS EFFECT ON

ENGAGEANENT IS HIGH



EARLY RESULTS of EQUATIONA EXPERIEACE
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THE EARLY RESULT of THIS NEW wWORLD HAS SHOWED
To USt ABOVE PARAMETERS FOR A Utw PROJECT



Loyalty tools...

Now...




Mobile loyalty is a modern and
easy way to:

Grow your
customer
base and

Convert
one-time
visitors into
loyal
customers.

Make
existing

customers
spend more.

increase
foot
traffic.




The traditional loyalty cycle
remains valid...




But with multiple new opportunities

Digital wallets Photos

Check-in NFC

Reviews
Rewards

purchase Gamification

Social media

Data capture

Store locator

Barcode /
QR reader

Geolocation




App development needs




User retention is the key

“65% of a company’s business comes from existing customers, and it costs
five times as much to attract a new customer than to keep an existing one
satisfied.”

Source: Gartner



So retention is important, but how do you improve it?
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Game in loyalty programs

* Customer oriented point of view

Leaderboard Badges Levels Points



Performance Management
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Training and Coaching

Avg. grade Completeness Deadiine Effectiveness
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Social recognition and Rewards

Reedem

Amazonca Gift
Cortficate CADS2S

2428 orodits

Applebee’s Digital Gift
Card $10

Your cumrent balance is

Y o

Xbox Live 8§26 gift card
28 XBOX
Y ==

2600 oredits

Bewst Buy E-Qift Card 350
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Nikeo E-Gift Card S50 Starbucks E-Git Card 55

a

STARBUCKSIHA L

S000 crodits 000 cradesy

Fandango $28 Target E-Qift Card 315
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