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«MANAGING DIGITAL LOYALTY PROGRAMMES»
(100% Emxoprijynon ano tnv AvAA)

' . AHAOFH
Hpepopnvieg AisEaywyric: 22 & 23 / 03 / 2023 ZYMMETOXHE

N6AN ka1 Xapog AiEaymyrig: AEYKQEIA, SENOAOXEIO «HILTON NICOSIA» ~ NATHZTEEAQ

To IdpupaTiko péPog Tou EknaideuTikoU Mpoypauparog, To onoio £xel diapkeia 14 wpeg, Oa dicgayxOei o JUO NUEPEG.

O Baoikdc okondc Tou npoypaupaToc €ival va BonBnosl TIC enixelpriosic/opyavioyolc va epapuooouv €va
oTpaTnNyIkoO Kal dounuévo nAaioio Alaxeipiong Wnolakawv Mpoypappdtwv Agociwong (Managing Digital Loyalty
Programme). 210 ogpivapio 6a napouaiacTouv kal 8a eneEnynBoUv Pe NPAKTIKO TPOMO Ol Mo NPOoPATEG dIABECIHEC
TEXVOAOVIKEG €EENIEEIC KAl EPAPHUOYEC Nou aAAalouv To TPOMO KE TOV OMoio O KAaTavaAwTEC AANAOENIOPOUV HE TIG
ENiXelpnosiC. H peTatponn neAaT®v o€ MIOTOUC ayopaoTEG €ival hia NpoKANGN yia TIC ENIXEIPNOEIC NOU WNOpPEi va
EMITEUXOE Pe TIC KATAANAEG NPWTOBOUNIEG Kal EVEPYEIEC,

OMoKANpwvoVTag To NpOYPAHA Ol CUMHETEXOVTEG Ba UNOPECOUV va avanTUuEouv éva duvapikd HovTENo Alaxeipiong
Wnoiakwv Mpoypappdtwv Apoacinong nou 8a Toug emiTpéwel agoU eKTIMNOOUV TNV napoucda kaTtaoraon yia Tnv
ENIXEIPNON/0pYaviopo TOUG, Va MPOXWPNOOUV aTNV €MIAOYN TwV KATAANAwV gpapuoywnv nou 6a odnyroouv Tnv
ENIXEipNon/opyaviopd o€ BEATIOMEVA ANOTEAEOMATA NWANCEWY. AuTO Ba emiTeuxBei PEOW TNG METATPOMNNG TWV
NeEAATWV TOUG O eNavaAduBavouevous ayopaoTEG.

3TO PETA KOPOvoio, uwnAoU nAnBwpioyoU nepIBAAov oTo onoio BpiokopacTe, auto Ba eival éva avekTiunTo
£KNAIDEUTIKO NPOypaPpa yia TIG KUunpiakeg eTaipeieg. Asv anaiteital Texviko unopabpo yia TOUG GUHHETEXOVTEG YId
auTod TO OgUIvapIo.

Me TNV 0AokANPwWON TOU NPOYPANHATOG Ol KaTapTI{opevol Ba gival oe Béon va:

e MEPIYPAPOUV Kal anapiOyouv Ta 7 otadia diaxeipiong npoypappdtwy Wneiakng MoroTtnTac:

Strategic Analysis

Customer Experience

Loyalty Incentive Design

Technology Selection

Loyalty Programme Structuring

Loyalty Campaigns

. Evaluation & Monitoring

e enmYeTpoUV TNV anodoon TNnG enixeipnong AapBavovrag undwn: Ta anoTeAEONATA NWANCEWY, TWV KAVAN®V
NWANCEWY, dIaTHPNON NEAAT®Y, TNV anodoaon Tng enévouong HAPKETIVYK.

e nepIypdgouv, avaiUouv kal napakohouBoUv Tnv dpacTnpioTNTa NWANCEWY NEAATWV AaUBavovrag unoyn pia
oEIpa PETABANTWV Kal PETPROEWV ONWG TNV aVTAnokpion O  KAWPMAvieC npowBnong, aAAaywv OTIC TIPEG,
KivNTPWV, ENOXIAKN HETABANTOTNTA Kal AGAAA.

e empeTpolv, napakohouBouv kal NPoRaivouv o€ CUVEXNG BEATIOOEIG TWV KIVATPWVY KAl KAVAAIOV EMIKOIVWVIAG
rnou €xouv oXedIAaTEl yia TNV NPoweNnan TNG aPoainong TwV NEAATOV HE TNV XPAON TNS WN@IAKNGS NAATPOpUaAc.

e avanTUOOOUV ENIXEIPNUATIKN OTPATNYIKN WE €JQAON OTN OTPATNYIKA MAPKETIVYK Kal NwANRcswv, diaxeipion
OXEOEWV HE NEAATEG, avaluon NwANCewv NEAATOV, apoaiwan neAatwv (customer loyalty) kabwg kai dIAPopeC
AAAEG TEXVIKEG MOU OXeTICovTal JE auTo.

e @vanTUCOOOUV MPOYPAMMATA aQOCIi®woNG NEAATWV Kal PETAPOPA AUTWV OTO JIadiKTUO XPNGCILONOIMVTAG
WNPIAKEG NAATPOPHES,

o oxedialouv kivnTpa pe BAcn noAAAnAEC npoTepaldTNTEC, MY AVAKTNON XAWEVwY Aoyaplaopwv, €niBpdpeuonc
NIOTWOV NEAATOV K.d.

e OPYAVWVOUV Kal BEATIQWVOUV TIG IKAVOTNTEC EEUNNPETNONG NEAATAV, ENIKOIVWVIAC Kal JAPKETIVYK KAl NWANCTEWV.

NOUTAWN e

38 Grivas Dhigenis Ave. & 3 Deligiorgis Str., 1066, P.0.BOX: 21455, 1509 Nicosia, Cyprus
T: +357 22889800 F: +357 22665685 E: chamber@ccci.org.cy W: www.ccci.org.cy


mailto:chamber@ccci.org.cy
http://www.ccci.org.cy/
https://forms.ccci.org.cy/loyalty/
https://forms.ccci.org.cy/loyalty/
https://forms.ccci.org.cy/loyalty/

of Commerce

. A Chambe, CCCI VITAL IMPORTANCE TRAINING PROGRAMME
and Industry

Nepiypa®n Ynownginv:

To npoypappa ansuBiveral os ISIOKTATEG, FevikoUG AlIeuBUVTEG, AIEUOUVTEG Kal YNOSIEUOUVTEG THNHATOV
Kal YEVIKA o0t AvoTepo kal EMIOTNHOVIKO MPOCWNIKO EMIXEIPNOEWV KAl OPYAVIOH®V MOU E£XOUV
unewuBuvn 6€on avaPopikad HE TIC NWARCEIC, TNV e§UNNPETNON TOV NEAAT@V, TO MAPKETIVYK KAl YEVIKA
TO OTPATNYIKO OXESIAOHO.

Aopn Tou NpoypappaTog:

To npoypauppa ivalr NnpakTiknG uong kai nepiAayBavel Téoo Idpupatikn (14 wpeg) 6oov kalr Evdoenixeipnoiakn
katdpTion. O eknaideutnG Oa nPaydaTonoinoel eniokewn 7 wpwv O KABE CUPMPETEXOUCA EeniXEipnon yia
€€eIOIKEUPEVN €Ni TOMOU PEAETN Kal ouliTNON TWV £(PApPoywv nou Ba npénel va AaBouv Xwpa oThn CUYKEKPIYEVN
EMNIXEIpPNON OE OXE0N PE TO QVTIKEIUEVO TOU NPOYPANHATOC.

EknaideuTnG:
To ev Aoyw EnmigoppwTikd npoypappa Ba di1da&el o EEvog euneipoyvapovag k. Philip Ammerman.

To npoypaupa Ba diegaxBei otnv AyyAikn yAwooa, Opwg oulnTnoelig kal napepPAcelg Ynopolv va yivouv Kai
otnv EAAnviknyAwooa.

Aikaiopa SuppeToXnG: (€1785 + €339.15 @.M.A.)

To npoypappa €xel eykpiBei anod Tnv Apxr Avantuéng AvBpwnivou Auvapikou (AVAA) w¢ npoypappa {WTIKNAG
onuaoiag.

To oepivapio snixopnyeital €€’ oAokAnpou and Tnv AvAA kal G €k ToUTou SEv undapyel onoiadnnoTe
OIKOVOUIKN EMIBapuvan yia TIG EMIXEIPNOoeIG, eEaipoupévou Tou @.M.A.( €339.15).

Na onueiwBei 6T To @.MN.A. ENICTPEPETAI OTIC ETAIPEIEC KAl OEV ANOTEAEI KOOTOC YIa TIG ENIXEIPNOEIC.

MpokeITal NpayuaTikd yia Pia avenavaAnnTn Kdl OIKOVOHIKG CUH(pEPOUCA €UKAIpia NMou NPOoPEPETal yia
avapadpion Twv Kunpiakwv Enixeiprioewv a@oU To NpaypaTikd KOOTOG CUMKETOXNG, av OV UMNPXE N ENIXopnynon
NG Apxng, 6a nrav Touhaxioto €1785 To aropo.

MpoTpénovTal OAEC 01 ENIXEIPNOEIC ONWG EKUETAAEUBOUV OTO €NAKPO TNV €UKAIPIA YId CUMKETOXN OTO €V AOYW

npoypapua.

AnA@oeig ZuppeToxng: O1 evdiaPepOUEVOl NAPAKAAOUVTAl ONWC CUMNANPWOOUV Tn OXETIKN OnAwaon
ouppeToXnG natwvrac EAQ, To apyotepo péxpl Tn Asutépa 13 MapTiou 2023.

ZnuavTiko: NMépav TnG NAEKTPOVIKIG SNAWONG CUHHETOXNG nou 8a cupnAnpwoere yia To KEBE, yia va
OewpeiTe £yKupn n eyypa@rn oag aAAd Kai yid va HMNOPEITE va NAPAKOAOUONOETE TO CEMIVAPIO, HId
€B3opada npiv TNV nuepopnvia die§aywyng Tou oepivapiou, 6a anooTaloUv OTIG CUMHETEXOUOEG
ETAIPEIEG NEPICCOTEPEG NANPOPOPIEG KAOMG KAl 0 apPIBUOG EQAPHOYNG TOU NPOYPAHHATOG TOV onoio Oa
XPNOIHONOIEITE YIa va KAVETE TNV €yypa®n 04G OTO CEHIVAPIO KAl HECW TNG WNPIAKNAG NAATEPOpHAG
«EPMHZ»,

H npakTikn ¢Uaon kai o TUNOG ToUu NpoypaupaTog BEToUV NePIopICHOUC OTOV apIBPO TWV CUPHETOX®Y, YI' auTO Ol
aIrioelc Ba yivovTal OekTEC PE aeipd NPoTEPAIOTNTAG.

lMa nepIooOTEPEC NANPOPOPIEG I SIEUKPIVIOEIC UNOPEITE Va ENIKOIVWVEITE PE TNV Ka. Zwr) Migpidou, Asitoupyo KEBE,
ota TnA. 22889746/15, email: z.pieridou@ccci.org.cy.

Mg ekTipnon,
XpioTog TavTeAEg
AvaTepog Aerroupyog KEBE

FENIKH ZHMEIQZH: O1 emX€IpAOEIG /OpyavIOHOi NOU ENIOUHOUV VA CUHHETEXOUV OE ENIHOPPOTIKA
npoypappara eniyopnynHéva ano tTnv AvAA, eav dev To £Xouv N3N kavel, 6a npéngl anapaiThHTeg va
NPOXWPNOOUV ALECA HE TRV EYYPAPI TOUG OTH YNPIakn NAAT@opua «EPMHZ»
(https://ermis.anad.org.cy/#/front ):

1. Eyypa®n unoyn@iwv yia CUHHETOXN 0TO HNTP®O TNG AVAA wG PUOIKaG npocwna.

2. Eyypa®n eTaipgiag oTo pnTpmo TnG AvAA G VOHIKO Npoo®Io.

3. YnoBoAn aiTfipaTog eTaipeiag yia TRV andékrnon Tou poAou «EpyodoTnc».

4. 20vdeon unoYyn@inv yia CUHHETOXN HE TOV EPYOSOTH TOUG, HE KWOIKO ££0UC1080TNONG NOU TOUG
napExel o EpyodoTng.
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H mio navw diadikagia eyyparg TNG enixeipnong/opyaviopoU we Nopiko npdomwno, Kadwg Kal TV
DUCIKOV NpoocON®V oTov «EPMH> yiveTal yovo pia @opd.

MNa nep1oooTEPEG NANPOPOPIeS / SIEUKPIVioeIg anguBuvOeiTeE oTnv AvAA, TnA. 22390300 (ext.2).

TPOMOI NAHPQMHZ
1. Mg EniTayr oTo ovopa Tou KEBE
2. Katabeaon aToug nio katw Aoyapiacpouc:

TPAMEZA KYNNPOY EAAHNIKH TPAMEZA

AP. NAOTAPIAXMOY: 0194-12-006537 AP. AOTAPIAXMOY: 121-01-013924-01

IBAN NO.: CY 16 0020 0194 000 000 12 0065 3700 IBAN NO.: CY25005001210001210101392401
BIC: BCYPCY2N BIC: HEBACY2N

3. Méow Tng Ynnpeoiag JCC SMART natovTag otov oUvdeopio: https://www.jccsmart.com/e-bill /32522039

*H nANPWHN PE PHETPNTA JeV YViveTal anodeKTR, CUHP®VA HE TOUG KAVOVIOHOUG TNG AVAA.

SYPAPPO CyRplinse anma TNV AVAA wa TwTikne ISnpoaaiog. O
EIPROEIG/OPYOVIONO! DU CUPMETEXOUVY BUE EPYOS0roduEvous
M ONOIOL IKOVONMOIoUuY TiCc noolUmoldosie e AvAaLs, do

YO «
TUNOUY TNG OXETINNG S IIOR0 ynanGg.
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ANAAYTIKO NMPOrPAMMA
TETAPTH 22/03/2023 (Huépa 11)

08:30 — 08:45 Registration

08:45 — 10:00 Understanding Digital Loyalty Programmes

This module introduces the concept of digital loyalty programmes in terms of technology, deployment, and results.
e Core concept of digital loyalty programmes

e How technology has changed over time
e Review of successful programmes

First Workshop: Vision for Digital Loyalty
Each company will brainstorm to see how they would like to position themselves and their digital loyalty
programme.

10:00 — 10:45 Part 1: Strategic Analysis

This module introduces the concept of strategic analysis as a precursor for developing digital loyalty programmes.
The concepts that will be covered include:
e Corporate profitability models: How is profit generated?

e Corporate sales models: Physical versus online Points of Sale
e Competitors and differentiation

e Customer Behaviour: B2B, B2C, B2B2C, P2P, etc.

e Post-COVID and Inflationary Impacts on Sales and Profitability

10:45 - 11:00 Morning Coffee Break

11:00 — 13:00 Part 2: Customer Experience

This module looks at customer experience and customer motivation. It introduces quantitative and qualitative
methods of assessing customer behaviour, and will cover B2B customers and B2C consumers.
e Customer Psychology and Consumer Behaviour

e Sales Analysis Methods

e Offline Customer Experience

e Online Customer Experience

e Integrating Digital Loyalty Measurement into Customer Experience

e Key Types of Loyalty Campaigns: Account Regeneration; Account Reward; Differentiation; Sales Steering; Store
Visits; Purchase Incentives; Purchase Frequency.

Second Workshop: Developing Digital Loyalty Strategies
Each company will be asked to prioritise which of the key types of loyalty campaigns it will implement in the next 2
months. This in turn informs the work during the company visit.

13:00 — 13:45 Lunch Break

13:45 - 15:30 Part 3: Incentive Design

This module looks at what kinds of incentives are truly useful. It also introduces methods of measuring the
perceived versus cash cost of different incentive types.
e Review of different categories of incentives

e Examples of each category
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e Calculating the cash and non-cash costs of incentives

e Profit / loss analysis of each category

e Black-out periods and other qualifiers

e Campaign budgeting for incentives

e Return on investment (ROI) of incentives

e Customer purchase behaviour and likely incentive response

e Staffing, fulfilment and delivery requirements for each incentive

15:30 — 15:45 Afternoon Coffee Break

15:45-17:00 Third Workshop: Incentive Selection and Design.

Each company will revise their vision for incentives in light of the specific budgeting and campaign methodology
introduced. Each company will be asked to select 1-2 incentives for each campaign type:

e Account regeneration

e Rewarding top clients

e New product launches

e Stock movement

e Increasing store visits, frequency and average order value (AOV)

e Increasing website visits, frequency and average order value (AOV)

MNEMNOTH 23/03/2023 (Huépa 21)

08:45 — 10:45 Part 4: Technology Selection & Implementation

This module will focus on the different categories of loyalty programmes in terms of technology. It will take time to
demonstrate specific online tools that are available and have been pre-selected by the trainer for their applicability
to Cyprus.

e The four types of loyalty programme technologies: chip-and-card; card-only; app with scanner; third-party app.

e Review of different loyalty technologies in each category. The following tools will be reviewed (these are a range
of different technologies):

Prodata Chip-and-Card System

Prodata Card System

Liquid Barcodes (2-3 options)

Yotpo

Smile

Reperks

Marsello

Glue Loyalty

0O O O 0O O O O

e Each review will include functionality, cost structure, pros, cons and a case study of an actual company
implementing the system.
e A sub-module will provide a methodology and timeline for implementation.

10:45 — 11:00 Morning Coffee Break

11:00 — 13:00 Fourth Workshop: Budgeting and Scoping

In this workshop, the participants will be asked to brainstorm what kind of budget they have available for a loyalty
app, and what this budget needs to cover: technology, external support for set-up, licensing fees, in-company
expenditure, etc.

13:00 — 13:45 Lunch Break
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13:45 - 15:30 Running Loyalty Campaigns

This module will present a methodology for running loyalty campaign. It will take a structured approach, including:
e Internal preparation and announcement to staff; staff training;

e Customer preparations and communications;

e Assuring stock and fulfilment capability;

e Marketing and communications campaigns;

e Campaign management;

e In-store, online; communications reactions and outreach;
e Scheduling and timing;

e Campaign risks and risk mitigation;

Fifth Workshop: Campaign Methodology
A campaign methodology worksheet will be distributed to each enterprise for reference. This will provide a detailed
checklist of everything that needs to be done in preparing and implementing a loyalty campaign.

15:30 — 15:45 Coffee Break

15:45 - 16:45 Evaluation and Monitoring

This module will close the training with an in-depth look at ROI evaluation and monitoring of each loyalty campaign
as well as the programme as a whole.
e Measuring ROI on a campaign basis

e Measuring ROI on a portfolio and enterprise basis
e Tangible and intangible results
e Next steps and future initiatives

Sixth Workshop: Campaign Planning
The last, brief workshop will ask enterprises to make a preliminary selection of what loyalty campaigns can be
offered, setting the scene for the in-company visit.

16:45 - 17:00 Conclusions & Closing

The seminar will close with concluding remarks. A communications plan with each company will be defined to
follow-up between the seminar and the company visit.

38 Grivas Dhigenis Ave. & 3 Deligiorgis Str., 1066, P.0.BOX: 21455, 1509 Nicosia, Cyprus
T: +357 22889800 F: +357 22665685 E: chamber@ccci.org.cy W: www.ccci.org.cy


mailto:chamber@ccci.org.cy
http://www.ccci.org.cy/

of Commerce

A Chambe, CCCI VITAL IMPORTANCE TRAINING PROGRAMME
and Industry

«MANAGING DIGITAL LOYALTY PROGRAMMES»
(100% Subsidised by the HRDA)

SEMINAR DELIVERY DATES: 22 & 23 / 03 / 2023

CLICK HERE

CITY AND VENUE: NICOSIA, «HILTON NICOSIA» HOTEL FOR ONLINE

REGISTRATION

The main purpose of the program is to help companies/organizations implement a strategic and structured
framework for Managing Digital Loyalty Programs. The seminar will present and explain in a practical way the
latest available technological developments and applications that change the way consumers interact with
businesses. Converting customers into loyal buyers is a business challenge that can be achieved with the right
initiatives and actions.

Upon completion of the programme, participants will be able to develop a dynamic Digital Loyalty Program
Management model that will allow them, after assessing the current situation for their company/organization, to
proceed with the selection of the appropriate applications that will lead the company/organization to improved
sales results. This will be achieved by converting their customers into repeat buyers. In the post-coronavirus,
highly inflationary environment in which we find ourselves, this will be an invaluable educational program for
Cypriot companies. No technical background is required for participants in this seminar.

Upon completion of the programme, the participants will be able to:

describe and list the 7 stages of Managing Digital Loyalty programmes:

NounhwnNe

Strategic Analysis

Customer Experience

Loyalty Incentive Design
Technology Selection

Loyalty Programme Structuring
Loyalty Campaigns

Evaluation & Monitoring

measure the performance of the business taking into account: sales results, sales channels, customer
retention, return on marketing investment.

describe, analyze and monitor customer sales activity, taking into account a range of variables and metrics
such as response to promotional campaigns, price changes, incentives, seasonal variability and more.
measure, monitor and make continuous improvements to the incentives and communication channels
designed to promote customer loyalty by using the digital platform.

develop a business strategy with an emphasis on marketing and sales strategy, customer relationship
management, customer sales analysis, customer loyalty and various other techniques related to this.
develop customer loyalty programs and transfer them online using digital platforms.

design incentives based on multiple priorities, e.g. recovering lost accounts, rewarding loyal customers, etc.
organize and improve customer service, communication and marketing and sales capabilities.

Participants’ Description:

The programme is addressed to Owners, General Managers, Managers and Assistant Managers of
Departments and generally to Senior Officers and Officers of companies and organizations who
have a responsible position regarding sales, customer service, marketing and strategic planning,
in general.

Trainer:
The program will be delivered by the expert Mr. Philip Ammerman.
The program will be conducted in English, but discussions and interventions can also take place in Greek.

Participation Fee: (€1785 + €339.15 ®.1.A.)

The programme has been approved by the Human Resource Development Authority (HRDA) as a Vital
Importance Seminar. The seminar is fully subsidized by the HRDA and therefore there is no financial
burden for the companies, excluding the V.A.T (€339.15). Please note that V.A.T is refunded to companies
and is not a cost for businesses.
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This is truly an unprecedented and cost-effective opportunity that is offered for the upgrading of the Cypriot
companies since the actual cost of participation, if there had been no subsidy from the HRDA, would have been at
least €1785 per person.

All the companies are encouraged to participate in this programme.

Participation:

Interested parties are kindly requested to fill in the relevant online participation form by clicking HERE no later
than Monday, 13 March 2023.

Important: In addition to the electronic participation that you will fill in for KEBE, in order for your
registration to be considered valid and for you to be able to attend the seminar, more information
as well as the programme number, that you will use to register for the seminar through the "ERMIS"
digital platform, will be sent to all the participating companies, about a week before the date of the
seminar.

The practical nature and type of the program place restrictions on the number of participants, so applications
will be accepted in order of priority.

For further information or clarifications, please contact Ms. Zoe Pieridou, CCCI Officer, tel: 22889746/15, email:
z.pieridou@ccci.org.cy.

GENERAL NOTE: Companies/organizations that would like to participate in training programs
subsidized by the HRDA should proceed immediately in registering on the "ERMIS" digital platform
( https://ermis.anad .org .cy/#/front ):

1. Registration of participants as natural persons.

2. Registration of a company as a legal entity.

3. Submit a company's request to obtain the "Employer” role.

4, Connecting participants with their company, with an authorization code provided by the company
as "Employer".

The above procedure is done only once.

For more information/clarifications, contact the HRDA, tel. 22390300 (ext. 2).

PAYMENT METHODS
1. By cheque in the name of the CCCI
2. Deposit to the following accounts:

BANK OF CYPRUS HELLENIC BANK

ACCOUNT NO: 0194-12-006537 ACCOUNT NO: 121-01-013924-01

IBAN NO.: CY 16 0020 0194 000 000 12 0065 3700 IBAN NO.: CY25005001210001210101392401
BIC: BCYPCY2N BIC: HEBACY2N

3. Through the JCC SMART Service by clicking on the link: https://www.jccsmart.com/e-bill/32522039

*Cash payments are not accepted, in accordance with the HRDA regulations.

To MpOypapupo cyxpliinse anmag Ty AvAA wa Twrtikng Inpoaiog. On

EMIXSIPROeIQ/OPYOVIONO! MOV CUMNMETEXOUY pE spyodorovpusvoug
YOUC, OF ONOIOL IKOVONTOIoUY TiIC NoolinoBdomniec y/ne AVvAAL, fo
TUNOUY TNG OXETINNG SMIXoanynanag.
0

38 Grivas Dhigenis Ave. & 3 Deligiorgis Str., 1066, P.0.BOX: 21455, 1509 Nicosia, Cyprus
T: +357 22889800 F: +357 22665685 E: chamber@ccci.org.cy W: www.ccci.org.cy


mailto:chamber@ccci.org.cy
http://www.ccci.org.cy/
https://forms.ccci.org.cy/loyalty/
mailto:z.pieridou@ccci.org.cy
https://www.jccsmart.com/e-bill/32522039

of Commerce

)
Ny / et ('{5 E{E,’.‘fie, CCCI VITAL IMPORTANCE TRAINING PROGRAMME
- Q A and Industry

SEMINAR PROGRAMME
WEDNESDAY 22/03/2023 (DAY 1)

08:30 — 08:45 Registration

08:45 — 10:00 Understanding Digital Loyalty Programmes

This module introduces the concept of digital loyalty programmes in terms of technology, deployment, and
results.
e Core concept of digital loyalty programmes

e How technology has changed over time
e Review of successful programmes

First Workshop: Vision for Digital Loyalty
Each company will brainstorm to see how they would like to position themselves and their digital loyalty
programme.

10:00 — 10:45 Part 1: Strategic Analysis

This module introduces the concept of strategic analysis as a precursor for developing digital loyalty programmes.
The concepts that will be covered include:
e Corporate profitability models: How is profit generated?

e Corporate sales models: Physical versus online Points of Sale
e Competitors and differentiation

e Customer Behaviour: B2B, B2C, B2B2C, P2P, etc.

e Post-COVID and Inflationary Impacts on Sales and Profitability

10:45 - 11:00 Morning Coffee Break

11:00 — 13:00 Part 2: Customer Experience

This module looks at customer experience and customer motivation. It introduces quantitative and qualitative
methods of assessing customer behaviour, and will cover B2B customers and B2C consumers.
e Customer Psychology and Consumer Behaviour

e Sales Analysis Methods

e Offline Customer Experience

e  Online Customer Experience

e Integrating Digital Loyalty Measurement into Customer Experience

e Key Types of Loyalty Campaigns: Account Regeneration; Account Reward; Differentiation; Sales Steering; Store
Visits; Purchase Incentives; Purchase Frequency.

Second Workshop: Developing Digital Loyalty Strategies
Each company will be asked to prioritise which of the key types of loyalty campaigns it will implement in the next
2 months. This in turn informs the work during the company visit.

13:00 — 13:45 Lunch Break
13:45 - 15:30 Part 3: Incentive Design
This module looks at what kinds of incentives are truly useful. It also introduces methods of measuring the

perceived versus cash cost of different incentive types.
e Review of different categories of incentives
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e Examples of each category

e Calculating the cash and non-cash costs of incentives

e Profit / loss analysis of each category

e Black-out periods and other qualifiers

e Campaign budgeting for incentives

e Return on investment (ROI) of incentives

e Customer purchase behaviour and likely incentive response

e Staffing, fulfilment and delivery requirements for each incentive

15:30 — 15:45 Afternoon Coffee Break

15:45-17:00 Third Workshop: Incentive Selection and Design.

Each company will revise their vision for incentives in light of the specific budgeting and campaign methodology
introduced. Each company will be asked to select 1-2 incentives for each campaign type:

e Account regeneration

e Rewarding top clients

e New product launches

e Stock movement

e Increasing store visits, frequency and average order value (AOV)

e Increasing website visits, frequency and average order value (AQV)

THURSDAY 23/03/2023 (DAY 2)

08:45 — 10:45 Part 4: Technology Selection & Implementation

This module will focus on the different categories of loyalty programmes in terms of technology. It will take time
to demonstrate specific online tools that are available and have been pre-selected by the trainer for their
applicability to Cyprus.

e The four types of loyalty programme technologies: chip-and-card; card-only; app with scanner; third-party app.

e Review of different loyalty technologies in each category. The following tools will be reviewed (these are a
range of different technologies):

Prodata Chip-and-Card System

Prodata Card System

Liquid Barcodes (2-3 options)

Yotpo

Smile

Reperks

Marsello

Glue Loyalty

O O O 0O O O O

e Each review will include functionality, cost structure, pros, cons and a case study of an actual company
implementing the system.
e A sub-module will provide a methodology and timeline for implementation.

10:45 — 11:00 Morning Coffee Break

11:00 — 13:00 Fourth Workshop: Budgeting and Scoping

In this workshop, the participants will be asked to brainstorm what kind of budget they have available for a
loyalty app, and what this budget needs to cover: technology, external support for set-up, licensing fees, in-
company expenditure, etc.
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13:00 — 13:45 Lunch Break
13:45 - 15:30 Running Loyalty Campaigns

This module will present a methodology for running loyalty campaign. It will take a structured approach,
including:

e Internal preparation and announcement to staff; staff training;

e Customer preparations and communications;

e Assuring stock and fulfilment capability;

e Marketing and communications campaigns;

e Campaign management;

e In-store, online; communications reactions and outreach;

e Scheduling and timing;

e Campaign risks and risk mitigation;

Fifth Workshop: Campaign Methodology
A campaign methodology worksheet will be distributed to each enterprise for reference. This will provide a
detailed checklist of everything that needs to be done in preparing and implementing a loyalty campaign.

15:30 — 15:45 Coffee Break

15:45 — 16:45 Evaluation and Monitoring

This module will close the training with an in-depth look at ROI evaluation and monitoring of each loyalty
campaign as well as the programme as a whole.
e Measuring ROI on a campaign basis

e Measuring ROI on a portfolio and enterprise basis
e Tangible and intangible results
e Next steps and future initiatives

Sixth Workshop: Campaign Planning
The last, brief workshop will ask enterprises to make a preliminary selection of what loyalty campaigns can be
offered, setting the scene for the in-company visit.

16:45 — 17:00 Conclusions & Closing

The seminar will close with concluding remarks. A communications plan with each company will be defined to
follow-up between the seminar and the company visit.
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