
Loyalty programs:
Ensure your customers return



Hello, I’m Arseniy
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CRO/UX Strategist
Customer experience strategy, CX audits, A/B testing

BSc in Economics & Business
Specialization: Retail

Background
Technology startups, ideation and problem solving 
facilitation, process optimization
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Realize that an effective loyalty program increasingly 
connects with the broader user journey and business 
processes
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#1 Understand that loyalty program is a powerful tool for 
enabling your audience

#2
Get useful insights about starting a loyalty program or 
stepping it up in a structured manner#3

My goals for you
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1. Defining customer loyalty (program)
2. Measuring success
3. Building: start, grow and excel

+ Bonus

Agenda
Loyalty programs



1. Defining customer loyalty 
(program)



Customer loyalty - the act of choosing 
one company’s products and services 
consistently over its competitors.

“
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As neatly put by: Nice Reply

https://www.nicereply.com/blog/the-importance-of-customer-loyalty/
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What impacts customer loyalty to a brand

Customer service 

Availability of 
great deals

Trust
Authenticity/humane 

interaction

Personalized 
experience



What customers expect 
from loyalty programs

CUSTOMER LOYALTY
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Experience
Personalized experience > low prices

Transparency
Clarity on how the rewards are earned, what the 
progress towards them is and how to redeem 
them

Flexibility
Different channels, redemption options, level of 
participation in the program, and data sharing 
and use.

Source: Incisiv (2022)

https://www.incisiv.com/hubfs/Benchmark%20Reports/Punchh%20-%20Loyalty%20Program%20Index%202022/Loyalty%20Program%20Index.pdf?utm_medium=email&_hsmi=213971462&_hsenc=p2ANqtz-8CxWvP9AQtRoZUBV9ySVCZveeBJ6DYAwTQEHcejlNS9WougEX5RiKSG3-7vR2i-B2XI7-hmiwJLs5coRvxDtX1ywyggQ&utm_content=213971462&utm_source=hs_automation


Points- based

Types of loyalty programs

Tiered Paid Value-based

⭐ �� �� ��

Source: Shopify (2022)

https://www.shopify.com/ca/blog/loyalty-program


Starbucks - Points-based program



Farfetch - Tiered program



Amazon Prime - Paid program



The Body Shop - Value-based program



How loyalty programs work

Rewards Users are motivated 
for repeated 

purchases

Sales improve

Source: Incisiv (2022)

https://www.incisiv.com/hubfs/Benchmark%20Reports/Punchh%20-%20Loyalty%20Program%20Index%202022/Loyalty%20Program%20Index.pdf?utm_medium=email&_hsmi=213971462&_hsenc=p2ANqtz-8CxWvP9AQtRoZUBV9ySVCZveeBJ6DYAwTQEHcejlNS9WougEX5RiKSG3-7vR2i-B2XI7-hmiwJLs5coRvxDtX1ywyggQ&utm_content=213971462&utm_source=hs_automation


“Loyalty program is the most efficient way to 
increase purchase frequency

80%
of companies in North America offering a 
loyalty program plan to significantly increase 
their investment in customer loyalty over the 
next three years.

73%
of US loyalty program members more 
likely to recommend brands with good 
loyalty programs.

90%
of loyalty program owners in North America  
who measure ROI of campaigns reported a 
positive 90% ROI

71%
of US loyalty program members spend more 
money to maximize points earnings.

64%
of companies in North America are satisfied 
and their existing rewards program 
contributes to sales, delivers great ROI, and is 
popular among consumers.

71%
of consumers who are members of loyalty 
programs say membership is a meaningful 
part of their relationships with brands.

Sources: Antavo (2022),  Bond (2021)

https://antavo.com/reports/north-america-customer-loyalty-report-2022/
https://dc-docs.dcatalog.com/Bond-Brand-Loyalty/TLR-2021/ea224c14-999b-404d-9ec9-c2bd8a2ffab3/TLR2021_ExecutiveSummary_USA.pdf?v=16351975111190.2676058934113973


higher likelihood of users spending on the brand if 
the loyalty program is paid (vs 30% higher likelihood 
for free programs)

“
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3.5x more transactions per member if a loyalty program is 
being run
Source: Comarch (2022)

60%
Source: McKinsey (2020)

of consumers say they are interested in receiving loyalty 
rewards in the form of cryptocurrencies.44% Source: Forbes (2021)

https://www.itp.net/cloud/2022/04/22/COMARCH-GLOBAL-MARKET-REPORT-2022.pdf
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/coping-with-the-big-switch-how-paid-loyalty-programs-can-help-bring-consumers-back-to-your-brand
https://www.forbes.com/sites/bryanpearson/2021/05/24/retailers-are-accepting-crypto-should-loyalty-programs-be-next/?sh=644fe9091368


Trends for loyalty programs in 2023

Strategic 
partnerships

Card linking for 
richer data

Supporting ESG 
causes

Source: Antavo (2022)

https://antavo.com/wp-content/uploads/2022/12/Global-Customer-Loyalty-Report-2023-by-Antavo.pdf


2. Measuring success



Benchmark: 44.8%
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ROI Benchmark: 4.9x

Adoption rate

Program KPIs

Redemption rate Benchmark: 48.6%

Sources: Antavo (2022), Cheetah Digital (2022)

= Revenue / Cost

= Revenue attributable to loyalty 
program / Total Revenue

= Total Points Spent/Total Points 
Issued

https://antavo.com/reports/global-customer-loyalty-report-2023/
https://www.cheetahdigital.com/blog/4-kpis-capture-success-your-retail-loyalty-program/
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Program KPIs

Sources: Antavo (2022), Cheetah Digital (2022), Epsilon (2022)

Repeat purchase 
rate

Benchmark: 20-40%

Customer 
Lifetime Value

= Repeat customers/total buying 
customers

= Total spend by a member 
throughout their history with you

https://antavo.com/reports/global-customer-loyalty-report-2023/
https://www.cheetahdigital.com/blog/4-kpis-capture-success-your-retail-loyalty-program/
https://www.epsilon.com/emea/insights/blog/how-to-measure-a-customer-loyalty-programmes-success#:~:text=Marketing%20experts%20say%20any%20repeat,in%20customer%20retention%20and%20loyalty.


● Net promoter score (NPS) - helps understand the likelihood 

of a customer referring your services to others

● Customer loyalty index (CLI) - standardized measure of 

customer loyalty over time that measures customer 

intention versus actual behavior

● Customer effort score (CES) - measures the effort 

required of your customers to solve an issue or 

purchase/return a product

Overall success KPIs
● Repeat customer rate - how many customers are willing to 

make a second purchase from you

● Repeat Customer Rate = # of Customers That Purchased 

More Than Once / # Unique Customers

● Purchase frequency - how often customers make repeat 

purchases

Purchase Frequency = # of Orders Placed / # Unique 

Customers

● Average order value (AOV) = Total Sales / Order Count

Source: Shopify (2021)

https://www.shopify.com/retail/customer-loyalty


Well-designed loyalty programs

Let’s have a look at some 
examples
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Customers earn rewards for each purchase based on a traditional point 
system. The innovative part is that members can choose how to use their 
reward points.

Beauty Insider members can redeem their rewards points for things like gift 
cards and discounts, helping to offset purchase prices without devaluing the 
products. Loyalty members can also redeem points for more exclusive things, 
like limited edition products or in-store beauty tutorials.

Giving loyalty members the flexibility to choose enables Sephora to offer 
customers the deals and products they really want without cheapening the 
perceived value of their products.

Sephora’s Beauty Insider
LOYALTY PROGRAMS - EXAMPLES

25m
Members

80%
Of sales are made by 

members

Source: Shopify (2022)

https://www.shopify.com/ca/blog/loyalty-program#3
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Customers earn points in the traditional way on every purchase, and in some 
unique ways, like attending The North Face exclusive events, checking in at 
certain locations, and downloading The North Face app. When it comes time to 
redeem rewards, customers can use points toward unique travel experiences, 
like a mountain climbing adventure in Nepal.

North Face’s XPLR Pass
LOYALTY PROGRAMS - EXAMPLES

They aren’t generic discounts on 
products—they’re curated experiences 
that help to build a stronger emotional 
connection between consumer and 
brand.

Source: Shopify (2022)

“

https://www.shopify.com/ca/blog/loyalty-program#north
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Customers can join the Access loyalty program in just three easy steps:

1. Creating an account and providing basic personal data.
2. Purchasing the first item. Then, customers are automatically enrolled in 

Access, and the amount they spend determines the tier they start on.
3. Becoming a member and finally getting access to various membership 

benefits and rewards.

The loyalty program restarts every 12 months and based on customer 
purchases, they either upgrade or downgrade. Now, customers are divided 
into five tiers according to their spending, which are:

Farfetch’s Access program
LOYALTY PROGRAMS - EXAMPLES

Easy to join Tiers tailored to 
customer segments

Source: Open Loyalty (2022)

https://www.openloyalty.io/insider/ecommerce-loyalty-programs
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SportlandID members get a permanent discount and exclusive deals via a 
convenient functionality integrated with My Account.

Sportland's Digital loyalty 
card

LOYALTY PROGRAMS - EXAMPLES

Download/add 
to Apple Wallet

Use both online 
and in store

No need for a 
physical card



3. Building: start, grow and 
excel



Make it easy to 
join & use

Best practices

Tailor to the 
target customer

Utilize the data 
to improve the 

offering

Have simple 
rules

✅ �� ℹ ��



Offer a choice in 
selecting rewards

Best practices

Learn and adapt to 
changing needs

Utilize 
partnerships

↔ �� ��



You need a comprehensive framework for 
starting/developing your loyalty program

From basic 
program 
offering

To a fully 
integrated 
platform



scandiweb loyalty accelerator

Your loyalty program 
assessment



Your 

Clients51%

Your Customer 
Loyalty Score



No loyalty Single channel, 
transactional

Offline & online 
engagement    1:1 personalizationExperience-based 

Basic data 
gathering

Free shipping

Purchase discount
Discount to sign-up

Tiers 
based on 

spend

Extra offline 
perks

Events

CDPs

VIP community

Loyalty Hub

1st party data 
gathering

At what stage is your loyalty 
program?

Digital 
loyalty

Free gifts

Extra 
service

Cash-back
Personalized 

offers
CX 

personalization



We’ll help you develop a new loyalty strategy or specific improvements, including full tech setup.
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1. Benchmark your program
We’ll benchmark your current loyalty program to see where it stands.

2. Fill in the gaps

Reshape your loyalty program in 30 days with 
scandiweb

3. Measure Customer Lifetime Value increase
We guarantee positive CLV trend after new loyalty program implementation.



Free assessment of your loyalty program 
state for the first 2 people to reach out 
to:  arsenijs.sergejevs@scandiweb.com 

BONUS

mailto:arsenijs.sergejevs@scandiweb.com


Thank you!
It’s Q&A time

LOYALTY PROGRAMS



Join our next webinar!
NEXT UP



Let's achieve goals together!
Thank you!

arsenijs@scandiweb.com glebs@scandiweb.com

mailto:arsenijs@scandiweb.com
mailto:glebs@scandiweb.com

