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Covid impact on business and new trend born

New Trends

 The definition of workspace/workplace will be

rewritten.

 Business model will become more digital and

automated across all segments and industries.

 Supply chain will be redrawn for resilience.

 Many small and medium business will die and be

reborn.

 Governments and public sector will rethink their

role in society.

 Consumer demand change and with different

behaviors.The crisis has forced every company into a massive experiment in 

how to be more nimble, flexible, and fast

Kate Smaje, senior partner, McKinsey & Company“



The business environment and customers’ needs are
changing faster than ever, creating clear winners and
losers in business

Understanding and then harnessing these trends are
essential to become Ready for the Future

Why “Engaging customers” is important?

Engaged consumers buy 90% more frequently, spend 60% more per transaction and are five times more likely to

indicate it is the only brand they would purchase in the future. All of these factors lead to engaged customers

delivering three times the value to the brand over the course of a year.
Rosetta

“
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Global Digital Trends I The business landscape is changing and 
4 key trends have been identified

In a digital world,

Trust is king

In an uncertain world of shifting

loyalties, trustworthiness has

become a valuable commodity. 

Prioritising ethics is central to

winning the competitive race

The world is starting to

recognise the correlation

between profit and purpose.

A balance is being struck between 

humans and machines 

Business management is

learning to balance the skills

provided by humans versus

efficiencies provided by AI.

Disruption is putting people –

customers and employees – at the

heart of the business.

Businesses need to push 

themselves

to stay ahead of changing 

customer

needs in a volatile market.

Source: Vodafone Trends Barometer 2019
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Disruption is putting people – customers and employees – at the heart 
of the business. 

Customer Testimonial:

“We have an ambitious customer

loyalty plan involving a new system

that we’ve created in order to be in

contact with customers through SMS,

and to keep them informed of

promotions and private sales. Also

through mailings to customers.” -

Small Corporate, Textile, Non-IT, ES

Customer expectations are changing and rising quickly.

Source: Vodafone Trends Barometer 2019
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Businesses are changing the way they deal with customers...

The majority of businesses are seeking to change the customer experience 

Customer Testimonial:

“We’ve had to really focus on usability for

the customer.

Customers now look beyond their regional

bank. It’s vital to understand the customer
journey – there are now so many online

banks that do it really well.

Banking is boring to our customer, so we

need to make it as easy to use and

convenient as possible for them, to keep
them as customers.”

Corporate, Finance, IT, DE

Source: Vodafone Trends Barometer 2019
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How to get prepared for a customer centric world?
Changing the business way of working, adaption and engagement

Adaption of traditional 

programs with digital trends
Building Digital 

Engagement Strategy 
Loyalty beyond rewards



Building Digital Engagement 

Strategy 



C2 General

9 26 October 2020

Trends that are changing customer engagement today

 Call for brand authenticity & transparency

 The rise of remote work

 Hyper-personalization of customer experience

 Stricter privacy regulations

 Moment marketing
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Deliver consistent Omni channel customer engagement

Deliver personalized conversations with video chat

Provide real time engagement with live chat

Automate your customer engagement with chatbots

Provide live customer engagement with cobrowsing

Engagement 

Strategy 

Customer engagement is the extent of the relationship a customer has with a brand. It can be strengthened - or diminished - with every interaction. From making a

purchase to writing a review to joining a loyalty program, the depth of customer engagement increases and becomes more mutually beneficial the more closely a

brand can connect with customers’ preferences.
Academic Linda Hollebeek, writing in the Journal of Strategic Marketing“

How to build a powerful digital customer engagement strategy?

Key points of client engagement ideas in order to build a stronger customer base 

of Loyal Customers

Provide real time engagement with live chat

Collect customer feedback for continuous improvement

Regular communication is the key

Engage customers with in-app messaging

Nurture your leads with free trial and get them to upgrade

Build customer loyalty programs 

Measure your user engagement metrics



Adaption of traditional loyalty 

programs with digital trends



A digital loyalty program takes all the traditional aspects of making customers 

feel valued by a brand, and uses innovative techniques to ensure every customer 

enjoys a truly personal experience with a brand

The winning concept of a modern

loyalty program is not to discard the

traditional concept altogether, but

to build on it with new features.

Antavo, Loyalty management Platform

FlexibilityEasy to set up Convenience

DigitalTraditional
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How can a loyalty program’s business model be affordable and 
sustainable, while still attractive to customers?

 Find the right irrationality point - what customers find valuable

 Make your currency flexible - be prepared for consumer preferences changes 

 Be surprising - 80% of loyalty program customers said they prefer surprise deals or gifts 

 Build partnerships - to reduce cost and insure quality  

 Execute on core operational - ensure the proper redemption to secure a good experience

 Calculate correctly - right data and tools to analyze 



Loyalty beyond rewards



“Rewards need to be simple to earn and

simple to redeem” 
says Madhu Kejriwal of HSBC Bank.

Segment the 

audience

Use Omni 

channel 

strategy

Simplify 

marketing 

messages

Re-engage 

customers

Use the 

right 

technology 

tools

Personalize  

rewards and 

cooms

Monitor 

customer 

feedback and 

NPS

Measure 

customer 

engagement 

success

Capture 

engagement 

data

Customer engagement drives sales, promotes branding, strengthens 
loyalty, and powers retention

How should be an effective loyalty program?

48%

Of respondents say digital and Omni 

channel access are important to the 

success of a loyalty program.

Pulse Survey |Harvard Business Review Analytic Services
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Top loyalty goals: Attracting new customers, Building emotional 
connections

What business goals are primary drivers for investing in customer loyalty initiatives?

Source: Pulse Survey |Harvard Business Review Analytic Services



“As loyalty becomes a more digital
experience, we want to ensure that
we’re delivering a more personalized
experience for our loyal members.”

says Olivia Wirth, CEO of Qantas Loyalty

Aligning Loyalty Strategy with Customer Expectations: Digitalization 
and Personal offers are top changes

Source: Pulse Survey |Harvard Business Review Analytic Services
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Some takeaways to capture the opportunities:

 Look beyond traditional ways.

 Focus on simplicity.

 Build brand affinity through shared values.

 Partner with other businesses

 Invest in new technologies 




