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Earning Your Customer’s Loyaltyv7



Agenda

• Dave/Heidi background
• Key terminology & benchmarks
• The world has changed
• Key metrics to understand
• Creating a loyalty strategy
• Do’s and Don’ts
• Nsight Rewards – Case Study
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Dave’s Background



Terminology and Benchmarks
• Churn
• % of customers lost over a given period of time

• Good monthly telecom bundle benchmark = 1%*
* Customer Churn Reduction and Retention for Telecoms - Hughes
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Terminology and Benchmarks
• ARPU

– Average Revenue Per User
– Competition is usually the primary driver

– Conservative benchmark for triple play bundled 
services is $100/month
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Terminology and Benchmarks
• Lifetime revenue per customer

• Keep churn down and ARPU up = Maximizes lifetime revenue per 
user

Sales Sherpas LLC – Proprietary salessherpas.com – 800-287-7198

• Conservative benchmark 48 months customer life x $100 
ARPU = $4,800 lifetime revenue per user
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The World Has Changed

Increased Churn



Loyalty Strategy 1:
Listen to the Customer
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Customer Customer service, marketing, 
accounting, public relations, 
management



Loyalty Strategy 2:

What is your competition doing?

• Loyalty programs?
• Longer term contracts?
• Communicating with customers?
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Loyalty Strategy 3: Your Plan
1. Which customers are you going to target?
2. What is the desired behavior of participants?

– Increase ARPU (add/upgrade Internet/TV service) 
– Decrease churn
– Increase customer satisfaction
– Increase referrals
– Increase e-bill penetration
– Increase social media participation

3. How does the system work – related processes?
4. Who is involved in each step?
5. What technology are you going to use?
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Loyalty Strategy 3: Your Plan

6. What rewards are going to be provided? How?
7. Develop your timeline (provide yourself slack time)
8.  Coordinate regular meetings with key influencers.
9.  Create your marketing materials
10. Launch
11. Be prepared to make adjustments in processes
12. Make adjustments to meet or complement customer needs
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Loyalty Program Process



Do’s and Don’ts

1) Don’t confuse a discount program with a loyalty program

– Discounts do not build loyalty
– “If they buy on price they will leave on price”

2) Don’t forget to include all necessary departments
– Customer service, Marketing, Billing etc.
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Do’s and Don’ts
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4) Don’t underestimate the time involved (you and others)

5) Do allow slack time for process/program changes

6) Do hold regular meetings to plan and update



Do’s and Don’ts
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6) Do realize that your loyalty programs will need to be 
modified over time (to meet customer needs and changing 
market)



Do’s and Don’ts
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7) Do select rewards that will appeal to all customers
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My Nsight Rewards 
Why did they implement? 

1.Increase customer satisfaction
2.Decrease churn 

• Highly competitive market with Time Warner, Dish, DirectTV, Charter
3.  Motivate up-selling and cross-selling 
4.  Drive new sales
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My Nsight Rewards
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My Nsight Rewards
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My Nsight Rewards
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My Nsight Rewards



Metrics
Measures of Success:

1. Participation rate
2. ARPU increase (registered vs. unregistered)
3. Churn reduction (registered vs. unregistered users)
4. Increase in sales/up-sell & cross-sell
5. Referrals
6. Return on Investment
7. Redemption amount/rate
8. Outstanding rewards
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Metrics
Measures of Success:

9. Time on site
10. Page views
11. Bounce rates
12. Click through rate
13. Loyalty program satisfaction
14. Email subscribes/un-subscribes
15. Social media - Follows/Likes 
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Dave Gee 
• Talk – 800.287.7198
• Write – david.gee@salessherpas.com
• Learn More – www.bungeeloyaltyprograms.com

Sales Sherpas LLC – Proprietary salessherpas.com – 800-287-7198

Loyalty Questions?


