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NEXT-LEVEL LOYALTY 
Customer-speci f ic offers, outs ide- the-box rewards and detai led data analytics are 
power ing today's most successful loyalty programs B y T a m m y Mas t rober te 

RETAILERS THROUGHOUT T H E CONVENIENCE 
STORE INDUSTRY k n o w loya l t y p r o g r a m s are 
an I m p o r t a n t pa r t o f t h e c u s t o m e r e x p e r i 
ence , f r o m b o t h a serv ice a n d c o m p e t i t i v e 
p e r s p e c t i v e . B u t l oya l t y Isn't w h a t It used 
t o be, as m a n y cha ins are r e v a m p i n g 
a n d re launch ing the i r p r o g r a m s t o b e t t e r 
e n g a g e a n d In f luence the i r s h o p p e r s . 

W i t h i n t h e pas t six m o n t h s , a n u m b e r o f 
c - s to re cha ins a n n o u n c e d ref reshes, I nc lud 
ing B i r m i n g h a m , N.Y-based Ml rab l to , o p e r 
a t i ng m o r e t h a n 100 s tores, a n d T o n a w a -
nda, N.Y.-based N O C O Express, o p e r a t i n g 
3 9 loca t ions . T h e r e also have been m a n y 
n e w loya l t y p r o g r a m s I n t r o d u c e d , such as 
Savannah , Ga. -based Parker 's , w i t h 53 loca
t ions ; Kw lk T r ip Inc. In La Crosse, Wis. , w i t h 
near ly 6 0 0 loca t ions ; a n d Global Par tners 
LP's A l l t o w n Marke ts , based In W a l t h a m , 
Mass., o p e r a t i n g m o r e t h a n 7 0 loca t ions . 

" W e d e c i d e d t o launch a loya l ty p r o g r a m t o 

g e t a be t t e r u n d e r s t a n d i n g o f ou r business at t h e c u s t o m e r 
level a n d u n d e r s t a n d h o w Indiv idual c u s t o m e r s are s h o p 
p ing w i t h us," A m y Murphy -S t . Laurent , loya l ty m a n a g e r 
f o r A l l t o w n Markets , t o l d Convenience Store News a b o u t 
t h e n e w A l l t o w n A d v a n t a g e p r o g r a m launched t h r o u g h 
K ickback Rewards and P97. " W e d e v e l o p e d a s t r a t e g y 
t h a t w o u l d o f fe r va lue t o t h e c u s t o m e r and a c c o m p l i s h ou r 
business goals . " 

O n e o f t h e b i g g e s t a d v a n t a g e s o f o f f e r i ng a loya l t y p r o 
g r a m Is co l l ec t i ng c u s t o m e r d a t a a n d t h e n us ing t h a t 
d a t a t o pe rsona l i ze o f fe rs based o n c u s t o m e r behav io r . 
W i t h t o d a y ' s bus iness In te l l igence ( B l ) t e c h n o l o g y , 
c u s t o m e r s can be s e g m e n t e d b y the i r n u m b e r o f s to re v is -
Its, w h a t t h e y pu rchase , If t h e y are a f ue l -on l y c u s t o m e r a n d 
m o r e . Retai lers can push o u t c o u p o n s a n d o f fe rs re levan t 
t o the i r needs. 

"I be l ieve t h e c u s t o m e r base Is g e t t i n g savv le r b y t h e m i n 
u te , a n d t h e y are b o m b a r d e d b y an Inc red ib le a m o u n t o f 
c o n t e n t f r o m social m e d i a a n d more , " M u r p h y - S t . Lau ren t 
sa id. "If t h e y are g o i n g t o e n g a g e w i t h retai lers o n a o n e - t o -
o n e basis, t h e y w a n t t h e retai ler t o be re levan t t o t h e m a n d 
respec t t h e m as a s h o p p e r a n d w h a t the i r hab i ts look like." 

Kw lk Tr ip jus t l a u n c h e d Its f i r s t -eve r loya l t y p r o g r a m th is 
year , bu i l t c u s t o m fo r t h e cha in t h r o u g h t h i r d par t ies , 
Inc lud ing a n e w a p p . T h e reta i ler has an ln -house Bl t e a m 
t h a t runs c o l l e c t e d d a t a t h r o u g h a Bl t o o l so t h a t ana 
lysts f r o m m a r k e t i n g a n d loya l t y can f i nd n e w s e g m e n t s 
t h a t " m i g h t be w o r t h w h i l e t o t a r g e t w i t h spec i f i c o f fe rs , " 
exp la ined Dav id J a c k s o n , d ig i ta l m a r k e t i n g a n d loya l t y 
m a n a g e r at Kw lk Tr ip . 

"Even b e y o n d t h e ab i l i t y t o c h a n g e c u s t o m e r behav io r , It's 
a b o u t k n o w i n g w h o Is c o m i n g in to o u r s tores , " J a c k s o n 

shared . " . . . N o w , w e can see t h e t i m e s ou r loyal gues ts 
are v is i t ing us, the i r age ranges a n d o t h e r d e m o g r a p h i c 
I n f o r m a t i o n . It's g i v i ng us a b e t t e r idea o f w h o ou r gues ts 

are, so w e m a k e b e t t e r o f f e r i ngs as a who le . " 

Or ig inal ly, Kw lk Tr ip t h o u g h t It w o u l d take a year of da ta 
co l lec t ion be fo re t h e y cou ld take ac t ionab le marke t 
ing steps w i t h It. But, w i th in t h e f i rs t coup le mon ths , 
t h e y cou ld Ident i fy co f fee dr inkers, f oun ta in dr ink 
cus tomers and o the r var ious segmen ts , Jackson 
n o t e d . Since launch ing earlier this year, t h e p r o g r a m 
a l ready has 1.3 mi l l ion m e m b e r s s igned up and is 

expec t i ng t o reach 2 mi l l ion b y t h e end o f 2018. 

Creating Customer Benefits 
O n e of t h e key aspec t s o f any loya l t y 

p r o g r a m Is o f f e r i ng a t t r a c t i v e bene f i t s 
so t ha t c u s t o m e r s wil l j o i n a n d rema in 
ac t i ve pa r t i c i pan ts . 



\ 9 

C O V E R S T O R Y 

W h e n d e s i g n i n g A l l t o w n A d v a n t a g e , t h e 
cha in o p t e d fo r a p o i n t s - b a s e d s y s t e m 
us ing K i ckback R e w a r d s a n d P97 t e c h n o l 
o g y t o o f fe r c u s t o m e r s t h e o p t i o n o f a c a r d 
or a p p — a n d t h e a p p i n teg ra tes a m o b i l e 
p a y m e n t o p t i o n . C u s t o m e r s earn t w o po in t s 
f o r eve ry ga l lon o f fuel p u r c h a s e d a n d t w o 
po in t s f o r eve ry do l la r spen t ln -s to re . Points 
can be r e d e e m e d fo r a d i s c o u n t a t t h e 
p u m p or in t h e s to re . 

"Even beyond the ability to change 
customer behavior, it's about knowing 
who is coming into our stores.... Now, 
we can see the times our loyal guests 
are visiting us, their age ranges and 
other demographic information." 
— D a v i d J a c k s o n , K w l k T r i p 

NOCO Express 
refreshed its 
loyalty program 
to now include a 
monthly sweep
stakes prize 
giveaway. 

" C u s t o m e r s are ea rn ing po in t s so t h e y w a n t 
t o use t h e c a r d or a p p , a n d t h a t ident i f ies 
t h e m eve ry t i m e t h e y shop , " M u r p h y - S t . 
Lau ren t exp la i ned . " W e co l l ec t t h a t d a t a 
a n d can ana lyze It t o see c u s t o m e r f r e 
q u e n c y , t h e last t i m e t h e y s h o p p e d w i t h 
us, a n d the i r m o n e t a r y va lue. Then , w e t a k e 
t h a t d a t a a n d b r i ng It i n to m a r k e t i n g . " 

A l l t o w n A d v a n t a g e o f fe rs are c o m m u 
n i ca ted t o c u s t o m e r s v ia emai l , t e x t a n d 
push no t i f i ca t i ons t h r o u g h t h e a p p , a n d 
t h e reta i ler can t a r g e t t h e m t o spec i f i c 
c u s t o m e r s e g m e n t s , w h i c h it wi l l be d o i n g 
m o r e o f In t h e f u tu re . 

This pas t year , m a n y c o m p a 
nies t h a t have been In t h e 

loya l t y g a m e fo r a wh i le 
have r e t h o u g h t the i r o ld 
p r o g r a m s t o be m o r e 
c o m p e t i t i v e a n d o f fe r 

i u n i q u e a n d a t t r a c t i v e 
bene f i t s t o c u s t o m e r s . 
A t N O C O Express, 
t h e cha in had a 
l oya l t y p r o g r a m 
fo r n ine years , 

I b u t on l y had 7 
y p e r c e n t ac t i v i t y 

f r o m its m e m b e r s , 
so it t r a d e d in its 
p o i n t - b a s e d sys
t e m . N o w , wh i l e 
c u s t o m e r s can 
still rece ive cen ts 
o f f fue l , there 's 
a lso a m o n t h l y 
s w e e p s t a k e s 
g i v e a w a y a n d a 
n e w a p p p o w e r e d 
by Pay t ron ix . 

"Eve ry t i m e 
s o m e o n e sw ipes 

the i r c a r d , t h e y g e t 
an e n t r y i n t o t h e 

m o n t h l y d r a w i n g , " 
said J i m DeFi l lpp is , v i ce 

p res i den t a n d genera l 
m a n a g e r at N O C O Express , 

exp la in ing t h a t t h e cha in pa r tne rs w i t h local bus inesses t o 
g i ve o u t pr izes based o n t h e season. A l so , If a c u s t o m e r 
v is i ts e igh t or m o r e t i m e s d u r i n g o n e m o n t h , t h e y b e g i n t o 
earn t w o ent r ies each t i m e t h e y s w i p e the i r ca rd . " W e have 
had s o m e p e o p l e w i t h 4 0 0 ent r ies , a n d 1,100 w i t h b e t w e e n 
9 0 a n d 2 0 0 entr ies." 

N O C O has g i ven a w a y a $1,300 p icn ic set, a $ 5 0 0 g i f t c a r d 
f o r t i res, a t o u r o f N iagara Falls, a l awn m o w e r , a gr i l l , a 
kayak a n d a f i re pi t . In S e p t e m b e r , t h e reta i ler wi l l g i ve a w a y 
a gene ra to r . The c o m p a n y n e g o t i a t e s w i t h local bus inesses 
a n d can o f t e n p u r c h a s e t h e i t e m a t cos t , a l t h o u g h s o m e 
wi l l o f fe r It t o t h e cha in f ree o f cha rge . The pr izes are even 
f e a t u r e d in t h e s to res t o g a r n e r e x c i t e m e n t . 

NOCO's r e v a m p e d p r o g r a m also of fers m e m b e r - o n l y 
d iscoun ts inside t h e store, such as a deal o n ene rgy dr inks or 
$3 of f p ropane . There are also f ree I tems every m o n t h t h a t 
can be r e d e e m e d t h r o u g h t h e app . In o rder t o co l lec t da ta , 
t h e chain requires c u s t o m e r s t o register the i r cards — and the 
incent ive t o d o so is t h e in-s tore benef i ts aren ' t ac t i va ted unti l 
t hey register, acco rd i ng t o DeFi l lppis. 

"They wi l l on l y g e t t h e gas d i s c o u n t if t h e y d o n ' t a c t i v a t e 
it," he shared . 

A t Kwik Tr ip , t h e cha in of fers a c o m b i n a t i o n o f benef i ts t o 
Its loya l ty cus tomers , Inc lud ing d iscounts , d ig i ta l c o u p o n s 
and sweeps takes entr ies. The retai ler used t o have physical 
p u n c h cards for milk, bu t has n o w t u r n e d t h e m Into "d ig i ta l 
punches " w h e r e m e m b e r s receive $1 o f f milk. The p r o g r a m 
of fers simi lar r ewards fo r bakery I tems and foun ta in dr inks — 
c h a n g i n g it up every six mon ths . 

" W e recen t l y I n t r o d u c e d a n e w sweeps takes f e a t u r e w h e r e 
gues ts can use the i r v is i ts as ent r ies . So, If I have 15 v is i ts , 
I can s p e n d t h e m as 15 ent r ies , f o r examp le , " J a c k s o n 
exp la i ned . "The f i rst c o u p l e pr izes i nc l uded g i f t ca rds a n d 
u n i q u e expe r i ences t h r o u g h va r ious N F L [Na t i ona l Foo tba l l 
L e a g u e ] sponso rsh ips . " 

Targeted Offers 
N o w t h a t N O C O Express Is co l l ec t i ng d a t a o n c u s t o m e r s 
t h r o u g h t h e loya l t y p r o g r a m , It wi l l be t a r g e t i n g m o r e o f fe rs 
t o c u s t o m e r s e g m e n t s in o r d e r t o persona l i ze t h e e x p e r i 
ence . O n e e x a m p l e Is a c a m p a i g n sen t o u t t o 7 0 0 gas -on l y 
c u s t o m e r s o f f e r i ng a f ree b o t t l e o f wa te r . T h e cha in saw a 
4 0 - p e r c e n t r e d e m p t i o n rate. 

" W e also w a n t t o r e w a r d ou r bes t c u s t o m e r s w h o c o m e 
In t w o t o t h r e e t i m e s a w e e k , so w e can o f fe r an ins tan t 
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r e w a r d l ike a f ree c a n d y bar, a n d w e wi l l a lso 
be o f f e r i ng a b i r t h d a y r e w a r d , " DeFl l lpp is sa id. 
" T h r o u g h Pay t ron l x a n d ou r a p p , if I send y o u 
a b i r t h d a y r e w a r d , l ike a f ree cake i t em , if y o u 
d o n ' t use it b y t h e e n d o f t h e m o n t h , It wi l l 
r e m i n d y o u . " 

A t Kw ik Tr ip , a genera l set o f c o u p o n s goes 
o u t t o m e m b e r s o n t h e f i rs t o f eve ry m o n t h in 
o r d e r t o keep p e o p l e e n g a g e d a n d l ook ing a t 
t he a p p . H o w e v e r , t h e cha in is also s ta r t i ng t o 
send o u t t a r g e t e d o f fe rs based o n c u s t o m e r 
behav io r . For e x a m p l e , co f f ee d r i nke rs wil l 
g e t a m o n t h l y c o u p o n t o c o m e In b e t w e e n 3 
p.m. a n d 7 p.m. a n d rece ive 5 0 p e r c e n t o f f a 
p r e m i u m c u p o f co f fee , J a c k s o n n o t e d . 

" W e also jus t f in ished a c a m p a i g n w h e r e w e 
t a r g e t l o w e r - f r e q u e n c y m e m b e r s a n d o f fe r 
t h e m a specia l Incen t i ve t o v is i t m o r e o f t en , " 
he said. "So far, w e ' v e g o t t e n 3 0 p e r c e n t o f 
t h o s e m e m b e r s t o d o u b l e the i r v is i ts c o m 
p a r e d t o p r io r m o n t h s . " 

W h i l e s o m e chains have pe rsona l i zed o f fe rs 

Kwik Trip launched its first-ever 
loyalty program this year. 

Earn free food 
^and drinks Kwik. 
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d o w n t o a sc ience, o the rs 
are still w o r k i n g t o w a r d th is goa l — b u t It shou ld 
de f in i te l y be a p resen t f o c u s a n d f u t u r e goa l o f a n y o n e w i t h 
a loya l t y p r o g r a m , J a c k s o n adv i sed . 

" O u r b i g g e s t push Is h o w t o m a k e t h e p r o g r a m m o r e 
pe rsona l i zed a n d re levan t t o each m e m b e r , a n d t h e n ut i l ize 
t h e l oya l t y p r o g r a m f o r o t h e r b ig p ro j ec t s d o w n t h e l ine 
w h e r e it wi l l he lp," he sa id, n o t i n g t h e cha in wi l l be m o v i n g 
t o w a r d m o b i l e p a y m e n t a n d k n o w i n g w h o the i r c u s t o m e r s 
are t h r o u g h t h e loya l t y p r o g r a m wil l he lp w i t h t ha t . "Even 
t h i ngs l ike c u r b s l d e p i c k u p in t h e f u t u r e c o u l d l eve rage 
loya l t y t o m a k e t h e e x p e r i e n c e m o r e pe rsona l i zed . " 


