LOYALTY

STRATEGY

BLUEPRINT OUTLINE

Use this blueprint as a working outline during a customer loyalty strategy session or slide deck
presentation. Each section contains prompts to guide conversation and record decisions.

L. LOYALTY VISION + BUSINESS CASE

Purpose: Align the loyalty program with business goals and customer expectations.

Primary loyalty objective: (e.g. increase repeat purchase frequency, increase
customer lifetime value, improve retention of high-value segments)

Business challenge this addresses:
Executive KPI(s) tied to success:
Target launch timeframe:

North Star Statement: A one-sentence articulation of why your loyalty strategy exists
and how it will strengthen customer relationships.

. CUSTOMER INSIGHT FOUNDATION

A. Priority Segments

e Segment names & defining traits
¢ Segment value (LTV, visit frequency, AOV, etc.)
e Segment emotional or functional drivers

B. Key Behavioral Insights

¢ What motivates repeat engagement?
e What friction points erode loyalty?
e How do customers currently perceive value?

C. Data Inputs Needed (Select all that apply)

o Transactional history

o CRM data

O First-party digital behaviors
o Customer surveys/VoC

o Competitive loyalty audits

priceweber.com



. LOYALTY VALUE PROPOSITION

Purpose: Define what customers get and why it's better than alternatives.

Program Promise: A succinct statement of the core value, e.g., “We reward the right
customers for the right behaviors at the right moments.”

Earning Structure

e What actions earn value (purchases, referrals, behavior goals, engagement)?
e Earning rate (simple, transparent, predictable)

Reward Structure

e Types of rewards (monetary, experiential, surprise & delight, status tiers)
¢ Why these rewards matter to your core segments
o Expected cost-to-benefit ratio

Differentiators

¢ What will feel meaningfully different vs. competitors?

V. PROGRAM ARCHITECTURE

Purpose: Outline the mechanics and infrastructure of the loyalty program.
Program Type

o Points-based

o Tiered

o Perks/benefits program
o Subscription/VIP

o Hybrid

Tier Structure (if applicable)

e Tier names

¢ Requirements

e Benefits per tier
e Progression logic

Engagement Pathways Checklist:

o Welcome/onboarding flow

0 Repeat purchase incentives

o Milestone celebrations

0 Win-back logic

0 Seasonal or promotional overlays
o Referral engine
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V. BRAND EXPERIENCE INTEGRATION

Purpose: Ensure loyalty is embedded across the customer journey.

In-store experience elements

Digital experience elements

Employee enablement/training required

¢ Messaging guidelines for promoting loyalty value

Experience Principles: 3-5 “rules” that define how the loyalty program should feel
(e.qg., generous, transparent, VIP, empowering, effortless).

VL. DATA, TECHNOLOGY + MEASUREMENT

Purpose: |[dentify tech requirements and metrics for success.
Tech Stack Checklist

o CRM

o POS integration

o Email/SMS platform

o Mobile app

o Analytics/Bl

o Customer data platform
o Loyalty platform vendor

Core Metrics

e Enrollment rate

¢ Active member rate

¢ Repeat purchase frequency
¢ Incremental revenue lift

e Churn reduction

o Lifetime value

e Redemption efficiency

¢ ROI

VII. FINANCIAL MODELING + FORECAST

Purpose: Outline the economics without overcomplication.
Projected annual program cost:

Projected incremental revenue contribution:
Assumptions: (e.g., participation rate, redemption rate)

Scenario modeling: Best/Likely/Worst case

priceweber.com



Vil.  MPLEMENTATION ROADMAP

Purpose: Set priorities and align cross-functional teams.

Phases

Foundation: Data, segmentation, tech alignment
Build: Program architecture, UX flows, content
Deploy: Soft launch, testing, employee enablement
Optimize: /terate based on early data

Risks and Dependencies

e Tech limitations

e Internal adoption

e Customer understanding
e Budget fluctuations

IX. GOVERNANCE + LONG—TERM OPTIMIZATION

Purpose: Ensure the program continues to deliver value.
Owner and cross-functional team:

Quarterly optimization rituals:

Annual program audits:

Innovation backlog: (new rewards, tiers, partnerships, experiences)

X. FINAL SUMMARY

Write a one-page executive summary:

¢ Why the program exists
¢ Whoit's for

e What value it delivers

e Expected impact

e What's needed to launch
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