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CUSTOMER RELATIONSHIP MANAGEMENT

Loyalty Analysis

Sales and marketing managers analyze customer data to identify profiles of loyal customers,
track their behavior and develop loyalty programs that maximize profitability. Segmenting cus-
tomers by profitability and lifetime value allows marketing analysts to identify the best target for

loyalty programs. Depending on the characteristics of the segment, loyalty programs are created
Key Performance and generated to keep top customers engaged and satisfied while limiting lost revenue. The effec-
Indicators tiveness of loyalty programs is studied continuously to ensure that both of these objectives are
Attrition Rate being optimally met. Integrated predictive analysis capabilities allow marketers to run “what if”
scenarios to further refine loyalty program terms and conditions, and provide input into the
company’s budgeting and planning process.

Ratio of New Customers to
Lost Customers

% Change in # of Loyal

Customers
Variance in Satisfaction Level Sample Report: Forecasted Loyalty Program Performance
Duration of Relationship ) ) )
Total Frequent Flyer Frequent Flyer Miles Change in Frequent Flyer $ Change in Frequent
Lifetime Value Miles Earned (000) Redeemed (000) Mile Liability (000) Flyer Mile Liability (000)
Products Owned by Customer 2001 Actual 777,147 116,572 660,575 $1,982
% Change in # of Annual Visits
2002 Actual 950,257 114,031 836,226 $ 2,509
Top 25% of Customers by Sales
Profit per Loyalty Card 2003 Forecast 695,589 118,250 577,339 $1,732
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