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Making every journey better

COMARCH LOYALTY
MANAGEMENT & MANAGED

SCOPE OF THE PROJECT:

Re-launch of previous loyalty program
- ,WorldPoints” as ,,Heathrow Rewards”

CLM Modules: Business Administration, Contact
Center, Member Portal and Business to Partner

responsive website (web + mobile)
Comprehensive integration: all touch points
across 420 outlets at the airport feeding data
loyalty hub

Program Management is being conducted by
Comarch marketing and analytical specialists

additional services of operational management
analysis & promotion suggestions

Call Center and Partner Management
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OPEX REDUCTION
DESPITE SIGNIFICANT
MEMBER GROWTH

14%

INCREASE IN
ACTIVE MEMBERS

400% ©

INCREASE IN MEMBERS,
NOW 1,500,000

MIGRATION TO COMARCH LOYALTY
PLATFORM DELIVERED IN

6 months ()

FROM CONTRACT SIGNATURE

INCREASE IN NUMBER
OF TRANSACTIONS

150%

INCREASE IN REDEMPTION

POINTS ACCRUAL
INTEGRATION
WITH OVER

120

20%

INCREASE IN SPEND PER VISIT

£70 HIGHER
THAN NON-MEMBERS




Comarch Loyalty Management

& Location Based Services
Hudson’s Bay Company

FEATURES:

Microlocation and indoor navigation

Personal assistance (appointment
booking, personalized chat, Aftersales
NPS Review)

Personalized offers
Product & location-triggered:
= Notifications
= Offers
= Coupons and vouchers

Support for sales associates: notification
of the customer arrival, customer
information and history
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19:29
STORE MAP
Hudson's Bay Flagship

De Vieeshal and Rokin 21 and 49 LEVEL1
Amsterdam, Rokin







RESULTS: IMPROVED AUTOMATION

Automation of Customer Impact Analysis

Time in seconds

1600

1100

600

Receive the st
alarm and keep it
[0s]

Look into KEDB
for service
and tree info
[4th s]

Correlate
info
[6th s]

Retrieve SAE into
the MO ID alarms
[754th s]

MO ID alarm
correlated list
discovering
[34th s]

Alarms
Received
[4th s]

Actions
Correlate Alarms
of same MO ID
[8th 5]

Discover SAE
[10th s]

Submit TT to
Customer Care
[994th s]

Suppress non
relevant events
[14th s]

HEl With NGSA

Inform

Customer Care

[1594th s]

Auto TT
[24th s]

Show only
SAE with TT
info and
suppresion
note
[55th s]

to Customer
[50th s]

Bl Without NGSA
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