Next Gen Loyalty
Programs

The Craft of Launching,
Relaunching,

and Creating Differentiation
for Lasting Success
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Meet the panel

Zsuzsa Kecsmar Rachel Mercer
Chief Strategy Officer Loyalty Operations
& Co-founder, Manager,

Antavo Benefit Cosmetics

Mark Galvin

VP of Strategic Program
Development,
Bloomreach

Manuel Tonz

Director of Client Strategy
EMEA,
Bloomreach
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What's in Store?

e Introduction by Zsuzsa: The State of Loyalty Programs
And What Makes Them Hot These Days

e Expert Panel Discussion: Next Gen Loyalty Programs

e Check Out the Chat Competition!
o WMost engaged participant wins $100 voucher
o & 2nd place wins $50 voucher
o Engagement includes: adding comments, asking
questions, answering poll questions, and completing the
post-event survey.
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Global Customer Loyalty Report

2022, 2023, 2024
Global GLOBAL (
Customer CUSTOMER
Loyolty Report LOYALTY REPORT

LOYALTY PAYS BACK
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Coming up

e 230m member actions analyzed Global Customer
Loyalty Report
2025

e 2600 survey answers

e (New) 10,000 consumer panel

M Tobelaunched in January

=
(%}
o




o

BLOOMREACH

antavo

LOYALTY CLOUD

9 out of

10 businesses

measure the ROI of
their loyalty

program,

with an average

ROl of Ded X

what they spend

According to marketers & program owners

ROI of 8x or greater - 14%

Negative ROI - 4%

ROI of 1x to 4x - 34%

ROl is bx to 7x - 35%
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Gamification &
engagement

37% are currently

playing games [ quizzes
to earn points or rewards -

45% would do this if

available

According to consumers
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Customized loyalty
programs

81% would shop at

brands that let them pick
their rewards and how they
edarn it, yet only

49% of program owners

want to offer
self-customization

According to consumers

Not Antavo customer

NORDSTROM

Rewards
look good on you.

Rewards for shopping. Exclusive access. Curated

“lwant to
decide what|
want!!”
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Agentic Al in loyalty programs
and its impact

67%

of marketers would feel
comfortable using an
Al-powered helper/expert
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Expert Discussion

Next Gen Loyalty
Programs

The Craft of Launching,
Relaunching,

and Creating Differentiation
for Lasting Success
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What is your favorite loyalty program to shop (as a customer)?

Sephora
Starbucks

Nordstrom

Target

McDonald's

Other

0.00% 10.00% 20.00%
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Which type of loyalty rewards resonate most with your

customers?
|

Exclusive
discounts/offers
VIP access to
products or events

Points that translate
to cash/credits

Experiential rewards |
(e.g., classes,
events) |
Partnered brand
rewards

Other

0.00% 10.00%

20.00%

30.00%

40.00%



If you’ve been contemplating a change to your loyalty program, what's

been holding you back?

Don’t know if current
program is working and
unsure how to assess
performance

Worried about customer
friction or dissatisfaction
with a change

It seems like a heavy
resource lift

It's on our roadmap, but a
lower priority

Our current program
delivers strong ROI, so not
contemplating a change

Other

0.00% 5.00%
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10.00%

15.00%

20.00%

25.00%
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How do you currently measure the success of your loyalty
program?

Customer retention
rates

Lifetime customer
value (LTV)

Repeat purchase
frequency

Engagement with
loyalty rewards

Incremental revenue
from program
members

Other

0.00% 10.00% 20.00% 30.00%
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What is the biggest trend you’re excited to explore in loyalty
programs next year?

Al-powered
personalization

Gamification

Partnerships with
other brands

Seamless mobile
app integration

Sustainability-focuse
d rewards
Surprise-and-delight |
perks for loyal
customers

0.00% 10.00% 20.00% 30.00%
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Thank you!




