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Customer Loyalty is the key to 
a business’ success. In an 
increasingly competitive context 
it is crucial for companies that
want to satisfy and maintain the 
acquired customers. How to do 
it? Thanks to Loyalty Programs’ 
implementation.

Find out with us the main 
features of a Loyalty Program, 
some examples of its application 
in specific industries and how it 
can be a real game changer for 
companies.

Many companies’ goal is being 
able to attract new customers, 
but it is not the most difficult 
one to achieve. Actually, 
customer retention is even 
more challenging. In a hyper-
competitive environment, 
where customers often stop 
buying from a brand to try new 
ones, offering a good product or 
service is not enough. The first 
step for companies that want to 
stand out in the market and 
build a portfolio of truly loyal 
customers is satisfying them by 
responding to specific needs.
What are customers looking for 
today? They are looking for 
brands able to offer an 
experience and not just a 
quality product. Above all, they 
are looking for companies that 
show how much they care 
about their customers. 

How? Involving them in 
engaging activities, rewarding 
them with discounts and 
coupons, staying in touch with 
personalized offers and 
communications. That’s why, 
over the years, loyalty programs 
have become a must-have for 
many companies. 

• 81% of customers are more 
likely to interact with a brand 
that offers them an incentive.

• 68% of them would abandon 
a brand they know to choose 
one that offers better 
incentives such as loyalty 
points or discounts.

(Prizelogic)

What is a real game changer for 
companies? Rewarding 
customers and assisting them 
during the entire purchase 
process with a tailored strategy.

https://prizelogic.com/new-research-incentivized-engagement-report/
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Engaging Customers and 
Making an Ordinary Brand 
a Love Brand

Loyalty programs have been around for decades and consist in 
awarding recognition to customers who purchase from a specific 
brand. This tool has evolved over time with new features, while 
maintaining the same goals: engaging customers and making an 
ordinary brand a love brand. A loyalty program helps companies build 
a deep emotional connection with customers through special content, 
services and experiences indeed.

A customer loyalty program is a program 
run by a company that offers benefits to 
regular customers. ... These benefits can be 
in the form of discounts, reductions, free 
products or other promotions. - Study.com

Another important aspect companies need to take into account is the 
possibility of collecting customers’ data. A loyalty program is an 
important tool when it comes to gathering relevant information about 
users and enhancing marketing strategies with additional data. This 
allows brands to segment their users and customize the offer.
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You saw what we mean by Customer
Loyalty and Loyalty Program, now
let’s dive deeper into the reason why
today they are so important. Did you
know that loyal customers have the
highest Lifetime Value? Literally,
LifeTime Value is the value a
customer will have for a company
over time. Therefore, it indicates how

much the company will earn thanks
to them. Loyal customers not only
have a higher LifeTime Value, but,
through word of mouth, they also
help to acquire new customers. That’s
why many companies are putting a
lot of emphasis on loyalty programs
and you should definitely follow their
lead if you haven’t already.

Loyal consumers have 
greater Lifetime Value

Loyal customers feed the 
business

Research by the Luxury Institute 
LLC states that:

Therefore, investing in a Loyalty 
program can help companies 
retain customers. They will 
satisfy them over time, saving 
money on new customers 
acquisition while increasing 
profits from loyal customers.

27%

Probability that a 
customer will choose 
the same brand after a 
single purchase.

54%
Possibility of loyalty after 
the three purchases.

The new customers’ attitude and 
needs:
Being loyal to a brand no longer 
means just buying its products, but, 
for example, also advising other 
people on choosing them. Therefore, 
companies should implement 
Loyalty programs that reward every 
kind of activity a customer performs 
towards the brand.

The importance of social proof

88% 
of customers trust online reviews.

(Bigcommerce)

It is another fact that underlines 
the importance of a Loyalty 

Program: with it, companies can 
incentivize user-generated 

content (reviews, ratings, etc.) 
easily approaching new clients. 

https://www.bigcommerce.com/blog/customer-testimonials/
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Customers make purchases 
on different touchpoints

Among customers’ new needs, 
establishing an omnichannel 
contact with brands deserves a 
detailed analysis. Why? Today, 
customers make purchases after 
interacting with a brand on 
different touchpoints. For example, 
they often order a product online 

completing the purchase in the 
physical shop. What should brands 
think about this behavior? Basing a 
loyalty program on a single channel, 
be it physical or digital, will 
absolutely limit their loyalty 
strategy. 

Companies should learn to identify their customers’ preferences

1. Where do they prefer to browse 
and shop?

2. How do they like to spend their 
time?

3. Do they use digital channels, 
physical ones or both? 

Considering these simple 
questions, companies can really 
build a loyalty program 
answering to all needs and 
reaching their customers on all 
touchpoints.

Rewarding customers who make 
more purchases online with 
coupons to spend in physical 
stores could be a good idea. In 
this way the customer will feel 
very close to the brand, 
establishing a complete contact 
with it, both online and offline.
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MAKE THE LOYALTY 
PROGRAM ATTRACTIVE

OFFER ATTRACTIVE PRIZES 
AND GAIN CONFIDENCE

Companies need to provide 
users with incentives to 

register for the loyalty program 
and try not betraying their 

expectations.

Give your 
loyalty 

program a 
unique and 

eye-catching 
name.

Deliver a 
deep 

message 
that reflects 

your mission
and vision

Use 
gamification

tools 
to 

increase 
engagement.

Offer 
unique 

customer 
experience

BE CONSTANTLY PRESENT IN 
CUSTOMERS' LIVES

Offering discounts or rewards is 
not enough to engage users. 
Companies should create a 

relationship that goes beyond 
the purchase cycle.

Create 
custom 
actions

based on 
habits

Turn loyal 
customers 

into 
brand 

ambassadors

Engagement and creativity
are key concepts for a truly 
effective loyalty program. 

Companies should create the 
Wow effect!

What are the best practices when 
it comes to building a good loyalty 
program?
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Loyalty programs in the TELCO 
industry

The telecommunications sector is certainly growing rapidly as a result of 
investments in digital transformation and the transition to 5G networks. 
According to Statista, global annual spending on telecommunications 
services will increase to $1.595 billion in 2024. This will generate a highly 
competitive environment where companies need to develop a 
differentiating factor. That’s when loyalty programs enter the stage.

To companies, this means concentrating activities and resources on 
existing customers and not on acquiring new ones. Of all sectors, 
TELCO should find it easier to create a direct and fluid contact with 
users. Loyalty programs are thus added to the mix of strategic activities 
to achieve customer loyalty.

77%

Customers who are 
no longer loyal to a 
brand
(Accenture)

5% increase in Loyalty 
drives an increase in 
revenues from 25% to 

95%
(Fred Reichheld)

What could a TELCO company do to increase customer 
loyalty?

Creating personalized 
loyalty programs that meet 
customer expectations.

Continuously innovating
means, rewards and 
incentives.

Getting customer feedback
in a creative way to deliver
personalized experiences.

Offering omnichannel access
to loyalty programs, available
wherever and whenever users
want.

https://www.accenture.com/t20170216T035010Z__w__/us-en/_acnmedia/PDF-43/Accenture-Strategy-GCPR-Customer-Loyalty.pdf#zoom=50
https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf
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Loyalty programs in the RETAIL 
industry
A retail loyalty program should 
respond to the specific 
challenges of the sector. The retail 
market is characterized by a high 
purchase frequency because 
customers have access to a wide 
catalog of products offered by 
different brands. From these 
characteristics comes the need 
for differentiation from 
competitors. How? Through 
loyalty programs capable of 
retaining customers and making 
them feel important and 
rewarded every time they 

conclude a purchase. Because of 
fierce competition, loyalty 
programs in the retail sector are 
often based on individual 
transactions: customers’ rewards 
consist in offering a service that 
other competitors would rather 
charge, such as free shipping or 
returns. Also, companies could 
apply conditions that simplify the 
purchase process, such as 
allowing a longer period to make 
any returns.

FEATURES A RETAIL LOYALTY PROGRAM SHOULD DEFINITELY HAVE:

To quickly and individually 
communicate offers. Proximity 
marketing allows companies to 
send notifications to customers 
close to a store to invite them to 
the shop.

POS integration

Push notifications

VIP Club/Exclusive access

Connect online and offline 
channels by integrating 
POS devices that scan QR 
codes and barcodes. 

Customers really appreciate to 
feel unique and deserving of 
special treatment. Create 
groups only the most loyal 
customers can access to. 
Organize sales days with 
special offers, granting early 
access to loyal customers only.
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Loyalty programs in the ENERGY and 
UTILITY industry

In recent years, the utility industry has shown great interest in customer 
experience. The main reason is the liberalization, allowing customers to 
switch from one company to another in many European countries.

1.5% – 6.3% The average churn rate at European level 
fluctuation

What does it mean? Companies should really consider the adoption of
loyalty programs to retain their customers and offer them
personalized products, also considering the cost optimization.
Customer loyalty has become a fundamental aspect for companies in 
this sector, as loyal customers are more likely to maintain the service 
offered by the company and could also recommend it to other people. 
Activating loyalty programs also helps customers to perceive the 
brand not only as a "service provider" but also as an active player in 
their life.

But why is a loyalty program a winning strategy for the 
energy and utility sector?

It allows companies to retain acquired 
customers and turn them into loyal
ones.

The use of a communication strategy 
and associated promotions reduces the 
gap between customer and company;

A loyal customer often spreads the 
word that leads to the acquisition and 
engagement of new clients.
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Rewarding
System

Coupon
Manager

Targeted
Promotions

Membership

Rewards the most value
customers with loyalty
rewards, bonus points etc. 

Autonomously manages all 
engagements, from 
membership and tier 
administration to rewards 
accrual and redemption.

Creates targeted promotions 
at every stage of the 
customer journey, including 
coupons, discounts, gift cards, 
referrals, giveaways or loyalty 
points

Manages the entire coupon 
lifecycle, from creation to 
redemption

Gamification Insights & 
Analysis
Accurately provides 
insights and analysis of 
data collected from 
different sales channels.

Gamifies engagement 
through leaderboards, 
badges, incentives and others 

BIT2WIN’S 
LOYALTY 
PROGRAM
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Features & Functionalities

Loyalty Program Management
Maintain end-to-end control of the loyalty scheme

Offer multiple loyalty schemes, such as membership or tiers.
Define cycle such as recurring, recurring with duration,
promotion based on date and duration. Activate members,
assign a card to members, subscribe or unsubscribe
members, suspend members, downgrade members, assign
card to a member. Generate card code and define card
template.

Coupon & Voucher Program Management 
Manage the entire Coupon & Voucher lifecycle
Set up and manage events that enable program members or non-
members to benefit from engagement programs, for example
discounts, coupons, voucher or services, by setting appropriate
terms and conditions, such as date, duration, one-off transactions,
recurring transactions, type of coupon, rules or benefits.

Gamification
Stimulate ongoing engagement
Provide scorecards, contests, social photo contest, play and win,
form and win, buy & win, quiz, leaderboards, rewards or badges to
stimulate ongoing engagement.

Define the offer
Find the most suitable benefits for each customer
Set up and manage events that enable program members or non-
members to benefit from engagement programs, for example
discounts, coupons or services, by setting appropriate terms and
conditions, such as date, duration, one-off transactions, recurring
transactions, type of coupon, rules or benefits.

1

2

3

4
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"This document and its content are the exclusive
property of Bit2win. It is strictly prohibited to
reproduce, distribute, or use it in any way other than
as explicitly authorized in writing beforehand by a
representative of Bit2win"
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Bit2win 
The right partner to build your Loyalty 
Program.

Indepentend software company

born in 2011, provides an

innovative suite of cloud and

mobile applications that covers

the entire business-to-business

and business-to-customer

(B2B2X) quote-to-cash sales

cycle, including Loyalty and

Coupon functions , Customer

Engagement and Gamification.

About us Customer success is our top priority

We relentlessly innovate

We help companies get new 
customers and retain them over time

Contacts

info@bit2win.com

Bit2win allows companies to create any type of
loyalty program to turn occasional customers into
loyal members, offering them customized solutions
such as discounts and promotions, benefits, gift
cards, coupons and vouchers.

We live and breathe innovation. We anticipate all
your needs and ensure you the future for the
challenges of tomorrow. Our solutions push you
two steps ahead from your competitors.

Our agile team accompanies you in every step of
your digital journey. We get involved. We are
shareholders of the company. We listen to our
customers and meet deadlines, always.

https://www.instagram.com/bit2win.people/
https://www.facebook.com/Bit2winSolution/
https://www.linkedin.com/company/bit2win/
https://www.linkedin.com/company/bit2win/
https://twitter.com/bit2win_
https://www.youtube.com/channel/UCgOvcWBgVbyxjewJNKbVkwA

