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ENIMOP®QTIKO MPOrPAMMA ZOQTIKHZ ZHMAZIAZ (100% EMIXOPHIHMENO)

MANAGING DIGITAL LOYALTY PROGRAMMES

23 & 24/ 04/ 2024 — KTpio «KEBE>», Asukwoia

To eknaideuTIKO nNpoypappa «Aiaxeipion Wnoelakwv Mpoypauudtwv Apoacinonc»
(Managing Digital Loyalty Programmes) 6a npoogépel duvaTdTnTa KATAPTIONG OTIC
KUMPIGKEC EMIXEIPAOEIG/OpYavIoPoUC O OXEON HE TNV anoTEAECUATIKR SOUNoN Kai
dlaxeipion npoypauuaTwv agooiwong neAatwv (Customer Loyalty Programmes),
Ta onoia 0dnyoUv og BEATIOPEVA ANOTEAEOUATA NWANCEWY. TO €V AOYW OgUIVApIo
Ba enikevTpwBei TOOO OTNV OTPATNYIKA OG0 Kal OTNnV TeEXvoAoyia TG diaxeipiong
EVOG NPOYPANHATOG aPOoTiwang.

OAokAnpwvovTac To npoypapua ol CUMUETEXOVTEC Ba PNOpPECOUV va avanTugouv €va duvapikd  HovTEAO
Alaxeipiong Wnoeiakwv Mpoypaupatwyv AQociwong nou Ba Toug enITpEWel agou eKTIMACOUV TNV napoucd
KaTaoTaon TnG niXEipnong Toug, va NpoXwpnoouv aTny eMAoyr TwV KaTAAMNA®V epappoywv nou 6a odnyrnoouv
TNV enixeipnon o€ BeATIPEVA anoTeAEéTaTa NWANCEwWY. AUTO Ba enITeUXBel HECW TN PHETATPOMNG TWV NEAATWV
TOUC O€ enavalapBavouevouc ayopaaoTec,

2TOXOz ZEMINAPIOY

O BaoikdG okonog Tou MpoypduuaTog eival va Pondnoel TIG eniXEIprnosic/opyaviodoUc va epapuooouv éva
oTpaTnyiko kai dopnuevo nAaioio «Aiaxeipiong Wneiakwv MpoypauudTwv AQociwonc». XTo ogivapio 6a
napouciacTouv kal Ba ene§nynBolv pe npakTikd TPOMO o1 Mo NPOCPATEG TEXVOAOYIKEG €EENIEEIG KAl EPAPHOYEG
nou aAAadouv To TPOMO LE TOV OMoI0 01 KATavaAWTEG AAANACENIOPOUV HE TIG EMIXEIPNOEIG. H JeTaTpon neEAaTwv
og moToUC ayopaoTEG €ival pia nNpOKANON yia TIC EMNIXEIPAOEIC NOU WMOpei va emiTeuxBei Pe TIG kaTAANAEC
NPWTOPROUAIEC Kal EVEPYEIEC. AEV ANAITEITAl TEXVIKO UNOBABPO yIa TOUC GUUETEXOVTEG YId QUTO TO OEUIVAPIO.

Mg Tnv 0AOKANP®WOT TOU NPpoypapHaTog ol katapTi{Opevol 0a gival o€
0£on, peTa&U aAAwyv, va:

nepIypagouV Kal anapiBuouv Ta 7 oTddia diaxeipiong npoypaupdtwv Wneiaknc Agooinong: Strategic Analysis,
Customer Experience, Loyalty Incentive Design, Technology Selection, Loyalty Programme Structuring, Loyalty
Campaigns, Evaluation & Monitoring.

ENIMETPOUV TNV anodoaon Tng enixeipnong AayBavovrag unoyn: Ta anoTeEAEoUATA NWANCEWY, TWV KAVaAoV
NWANCEWY, dIaTAPNON NEAQT®Y, TNV anodoan TnG eNEVOUCNG HAPKETIVYK.

nePIYPAPOUV, avaAlouv kal napakoAouBouv Tnv dpacTnpioTnTa NWARCEwY NEAAT®V AauBavovrag unoyn Hia
oEIpa PETABANTWV Kal PETPROEWV ONWG TNV AVTAMNOKPION O  KAUMAVIEC NpPowBnong, aAAaywv OTIC TIPEG,
KivNTPWYV, ENOXIAKN HETABANTOTNTA Kal AGAAQ.

ENIMETPOUV, NAapakoAouBouv kal NpoBaivouv o€ GUVEXNC BEATIMOEIC TwV KIVATPWY KAl KAVAAI®V ENIKOIVOVIAG
rnou €Youv OXedIAaTEl yia TNV NPoweNnan TNG aPpoainong TwV NEAATOV HE TNV XPAON TNS WNPIAKNGS NAATPOpUAc.
avantUooouV ENIXEIPNKATIKA OTPATNYIKN HE £UPAcn OTn OTPATNYIKN HAPKETIVVK Kal NWARCEWYV, dlaxeipion
OXEOEWV HE NEAATEG, avaAluon NwANoewv NEAATOV, apoaiwan neAatwv (customer loyalty) kabwg kai dIAPopeS
AAAEG TEXVIKEG MOU OXeTICovTal JE auTo.

avantUooouv NPOoypduHaTa agooiwong MEAAT@V Kal PETAPOPA aAUTWV OTO JIadikTuo XPNOILOMOIWVTAC
WNQIakES NAATPOPHEG.

oxedialouv kivnTpa pe Bacn NoANANAEG NPOTEPAIOTNTEG, MY AVAKTNON XAWEVWY Aoyaplacpwv, eniBpapeuonc
NIoTOV NEAATWV K.d.

OpYavmVouV Kai BEATIWVOUV TIG IKAVOTNTEG EEUNNPETNONG NEAATWV, EMIKOIVWVIAG, JAPKETIVYK KAl MWANCEWV.
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

MANPOPOPIEG Kal KOOTOG

Hpepounvieg AicEaywyng: Tpitn 23/04/2024 kai Tetaptn 24/04/2024

Xwpog AicEaymyng: Ktpio «KEBE», Asukwaia

Aiapkeia IdpupaTikoU MEpoug: 14 wpec kal Ba dieEaxBei oe 2 NUEPEC

‘Qpeg AieEaywyng: 08:30-17:00

Aiapkeia Evdoenixeipnoiakol Mépoug: Eniokewn Tou eknaideuTr) diapkelag entd (7) wpwv o€ kabe
OUMHETEXOUOA ETAIPEIA, YIA EEEIDIKEUPEVN €Ni TONOU PEAETN Kal oulnTnoN TwV EPApUOYwY Nou Ba npenel va

AABOUV XWPAa OTN CUYKEKPIMEVN EMNIXEIPNON OE OXEOT KE TO AQVTIKEIUEVO TOU NPOYpPANHATOG.

Mwooa Aidaokaliag: To npoypappa Ba diegayBei aTnv AyyAikn yYAwooa, Opwg oulnTAOEIG kal NapeBATEIg
MMopouv va yivouv kai otnv EAAnvikn yAwooa.

Apxikd KOoToc npoypappaTtoc ava ouppeTéxovta: €2100 - 100% Eniyopnynon ano AvAA

To npoypappa emxopnyeital €€ oAokAfpou ano Tnv AvAA.
EN undpyxei onoiadnnoTe OIKOVOUIKN ENIBApuvaon yid TIG ENIXEIPROEIS / opyavioHouUg.

To npdypappa eykpibnke and Tnv AvAA w¢ ZwTikng Znuaciag. O1

EMIXEIPAOEIC/OPYAVIOHOI TTIOU CUPPETEXOUV HE EPYOSOTOUNEVOUG Apxi Avam'u&]c
TOUG, 01 OTOi0I IKavomoloUv TiI¢ mpoiino®gaosic Tng AvAA, 6a Avepwmvou
TUXOUV TNG OXETIKAG EMIXOPNYNONG Auvuulxou

MNepiypa®n Ynown@inv

To npdypappa ansubluveral o ISIOKTATEG, MeEvikoUG AlIEUOUVTEG, AIEUBUVTEG Kal YNOJIEUOUVTEG THNHATOV
Kal YEVIKA 0€ AVOTEPO Kal ENICTNHOVIKOG NPOowWNIKO ENIXEIPNOEWV KAl OPYAVICH®V NOU £XOUV ungluouvn
0éon ava@opikd HE TIC NWANCEIG, TNV €EUNNPETNON TWV NEAAT®V, TO MAPKETIVYK KAl YEVIKA TO
oTPATNYIKO OXESIACHO.

EKnaideuTng

To EnigoppwTikd npoypappa 6a 0i1dagsl o &voc guneipoyvapovag k. Philip Ammerman.
O Philip eival enixeipnuaTiac kar €nevouTikoG oUPBouAoc and To 1993. ‘Exel OUMBOUAEYEI
VEOQUEIC EMIXEIPNOEIC, ENEVOUTEG Kal EMIXEIPNOEIC OXETIKA HE TNV WNQIAKN HETACXNKATIOUO, TN
dleBvonoinon kai Tnv avanTugn e yvwpova Tig enevduoelg. O1 eEeIdIkeVUOEIG TOU NepIAaBavouv
Tnv anoTigynon (valuation) kair avanTtu€n Texvoloyikwv startups kaBwc kai Tn dlaxeipion
wnoplakoU £pyou (project management), To wnelakd HAPKETIVYK, TNV avanTugn DeepTech, Tov
€Navaoyedlaopo  €NIXEIpPNUATIKQV  dIadIKkaoiwv, Tn  XPNMATOOIKOVOMIKR  JOVTEAOMOINGN
(financial modelling), Tnv avahuon kivdUvou (risk analysis) kai Tn O¢ouoa eniPEAEIa
(due diligence). O Philip eivar exnaideutrig Tou KEBE yia 24 kai nAéov Xpovia kai Exel
napouocidoel OAa autd Ta Xpovia OekAdEC EMIHOPPWTIKA MNpoypaupata {WTIKAG onuaciac
enixopnyoupeva and Tnv AvAA. Eival eniong oUpBouhog otnv Eupwnaikry Enirponr|, oTto Mpdypaupa Horizon, ot
dlGpopouc opyavigpouc TnG EE, os digbveic Tpanelec avanTuéng, kabwc Kal eNevOUTIKA KEPAAala.
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

AnA®OEIG ZUPHETOXNG

O1 evdia@epopevol NapakalouvTal ONwE GUPNANPWOOUV NAEKTPOVIKA TN OXETIKI ONAWGCTN GUPHETOXNG
natovrag EAQ 1o apyoTepo péxpl Tn Asutépa 15 AnpiAiou 2024.

ZnUavTiko: Mépav TG NAEKTPOVIKNG dNAWONG CUPKETOXNG Nou Ba cupynAnpwaoeTe yia To KEBE, yia va Bswpeital
€yKUPN N €yypagpr oac aAAd Kal yia va PNopeiTe va NapakoAouBrosTe To GEIVApPIO, NEpinou pia £RJdoudda npiv
TNV nuepounvia Oie€aywyng Tou oegdivapiou, Ba anooTaloUv OTIG CUUMETEXOUOEG ETAIPEIEG MEPIOCOTEPEC
nAnpoPopieg kabwe kai 0 apIBUdC pappPoync Tou NPoyPAATOC ToV ornoio 6a XpnoIUONOIEITE YIa va KAVETE TNV
EYYPAPN 0AC OTO CEUIVAPIO KAl HECW TNG WNPIAKNG NAATPOpHAcg «EPMHZ»,

Ma nepIcoOTEPEG NANPOPOPIEG 1 DIEUKPIVICEIG UMOPEITE VA EMIKOIVWVEITE PE TNV KA. Zwn Migpidou, Acitoupyd
KEBE, ata TnA. 22889746/ 22889715, email: z.pieridou@ccci.org.cy.

Mg eKkTiUnon,
XpioTog Tavtehég
AvmTepoc Asiroupyog KEBE

FENIKH ZHMEIQZH: O1 enixelpnoeig /opyaviopoi nou €mOudoUv va OUMPPETEXOUV OE  ENIHOPPWTIKA
npoypduyata enixopnynuéva and tnv AvAA, edv dev To €xouv NON Kavel, Ba npeEnsl anapditnTws va
NPOXWPNOOUV AUESA JE TNV €YYPAPN TOUG OTN WNQIAKn nAaT(opua «EPMHZ» (https://ermis.anad.org.cy/ ):

1. Eyypa®r unoyn®iwv yia CUPHETOXN OTO INTPWO TNG AVAA w¢ PUOIKA Npocwna.

2. Eyypaon eTaipeiag oTo unTpwo TnNG AVAA WG VOUIKO NpOcwno.

3. YnoBoAr aitiuaTog Taipeiac yia Tnv anokTnon Tou poou «EpyodoTnc».

4, Z0vOeon unown@iwv yia GUPPETOXN HE TOV Epy0dOTN TOUC, e KwIKO €E0UaI0d0TNONG MOU TOUG NAPEXEI

0 £pyodoTNG.

H nio navw diadikacia eyypapnc TnG enixeipnong/opyaviopou w¢ NopIke Npoowno, kabwg kal Twv PUCIKmV
npoownwv aTov «EPMH» yiveTal ydvo pia gopa.

MNa nepiocoTEPEG NAnpoPopicG / SIEUKPIVIOEIG PNOpPEiTE aneuduvOEeiTE 0TO appodio THAHA TNG
AvAA, TnA. 22390300 (ext.2).
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

ANAAYTIKO NMPOrpPAMMA
TPITH 23/04/2024 (Huépa 1M)

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

o 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
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

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

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 (AQV)

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

TETAPTH 24/04/2024 (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):
o Prodata Chip-and-Card System
Prodata Card System
Liquid Barcodes (2-3 options)
Yotpo
Smile
Reperks
Marsello
Glue Loyalty

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.
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

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
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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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

MANAGING DIGITAL LOYALTY PROGRAMMES

23 & 24/ 04/ 2024 —«CCCI» Premises, Nicosia

The training programme «Managing Digital Loyalty Programmes» will offer training
opportunities to Cypriot businesses/organizations in relation to the effective structuring
and management of Customer Loyalty Programmes, which lead to improved sales
results. This seminar will focus on both the strategy and technology of managing a loyalty
programme.

Upon completion of the programme, participants will be able to develop a dynamic Digital Loyalty Programme
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.

2TOXOz ZEMINAPIOY

The main purpose of the program is to help companies/organizations implement a strategic and structured
framework for «Managing Digital Loyalty Programmes». 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. No technical background is required for participants in this seminar.

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

e describe and list the 7 stages of Managing Digital Loyalty programmes: Strategic Analysis, Customer Experience,
Loyalty Incentive Design, Technology Selection, Loyalty Programme Structuring, Loyalty Campaigns, Evaluation
& Monitoring.

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

e 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.

e measure, monitor and make continuous improvements to the incentives and communication channels
designed to promote customer loyalty by using the digital platform.

o 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.

e 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.

e organize and improve customer service, communication and marketing and sales capabilities.
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

Information and Participation Cost

Seminar Delivery Dates: Tuesday 23/04/2024 and Wednesday 24/04/2024

City and Venue: «CCCI» Premises, Nicosia

Duration of Institutional Part: 14 hours. The seminar will be held in two (2) days.

Conducting Hours: 08:30-17:00

Duration of the In-house Part: A seven (7) hour visit by the instructor to each participating company, for a

specialized on-site study and discussion of the applications that should take place in the specific company in relation
to the subject of the program.

Language: English
Discussions and interventions can also be done in the Greek language.

Program Cost per participant: €2100 - 100% SUBSIDIZED BY THE HRDA

The program has been approved as a Vital Importance program and it is subsidized 100% by the HRDA.
There are no financial charges for businesses / organizations.

The programme has been approved by the HRDA as Vital Impor-

tance. Enterprises/organisations participating with their employees Human Resource
who satisfy HRDA's criteria, are entitled to subsidy. Development
Authorlty of

Participants’ Description

The program 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 training program will be delivered by the expert Mr. Philip Ammerman. Philip is
a consultant, entrepreneur and investment advisor who has advised start-ups, investors
and enterprises on digital transformation, internationalisation, and investment-led
growth since 1993. His specialisation include the valuation and the development of tech
startups as well as the digital project management, the digital marketing, the DeepTech
development, the business process re-engineering, the financial modelling, the risk
analysis and the due diligence. Philip has been a CCCI trainer for over 24 years and he
has presented over the years dozens of vital importance seminars subsidized by the
HRDA. He is also a consultant for the European Commission, the Horizon Programme,
various EU Agencies and International Development Banks as well as investment funds
and venture capital firms.
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VITAL IMPORTANCE TRAINING PROGRAMME (100% SUBSIDIZED BY THE HRDA)

Participation

Interested parties are kindly requested to fill in the relevant online participation form by clicking HERE no
later than Monday 15 April 2024.

Important: In addition to the electronic participation that you will fill in for the CCCI, 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.

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

Yours sincerely,
Christos Tanteles
Senior Officer

GENERAL NOTE: Companies/organizations that would like to participate in training programmes
sponsored by HRDA should proceed immediately by 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).
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TRAINING PROGRAMME
TUESDAY 23/04/2024 (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
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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

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)

WEDNESDAY 24/04/2024 (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):
o Prodata Chip-and-Card System
Prodata Card System
Liquid Barcodes (2-3 options)
Yotpo
Smile
Reperks
Marsello
Glue Loyalty

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.
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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
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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