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disruption
[dis-ruhp-shuh]
dal latino «is-rumpere»

«disruptivetechnologies
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| 2080 =l Retentionomics:
BN (e ol e Path to Profitable Growth

A Global Study Of 300 Retail and Publishing Executives
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Dunkin' Brands sharesjump
as loyalty program hits milestone

Monday, 22 Aug 2016 | 4:33 PM ETCNBC.com

FORTUNE

This s Why StarbucksVlight Not Be

the Best Stock tBuy Right Now
21st April 2016

Ron Antonelli | Bloomberg | Getty Images
Dunkin' Donuts

Shares of Dunkin 'Brands rose nearly 2 percent on Monday

after the company revealed that its loyalty program had reache
anew milestone .
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http://data.cnbc.com/quotes/DNKN

Come laLoyaltyha cambiato il Marketing

V, 01 OEAT OREtdiliodl Al 1l A
\VV Nuove misure di successostomerbased

V/ La raccolta sistematica di dati individuali di cliente (DB)

V. 8AAT UETT A AEAAEOOA AE 00O

V| programmi fedelta
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Disruption
nel
Loyalty Marketing
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frequent flyer
programs

Y113d34 Ol4dOLVAYISSO

-
carte fedelta retail X+

CRM

social

media
coalitions
mobile

promotion

apps
aggregators

gamification branded currencies

wearable wallets

devices

OF

trading stamps

cobranded
credit cards

promozioni
mirate/
comarketing

Fonte: Osservatorio FedeltdniPR
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Digital
Revolution

Social
e Mobile

F =)
u Fonte: Osservatorio FedeltdniPR

Nel 2020 80% utenti Internet accedera da mobile; 60% di loro trasmitartphone(Forreste)
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V| programmiloyalty diventano mobile esocial
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Get Social...

E—) Refer a Friend Share on Facebook
40
For each Referal, you and your friend will both earn 40 Each time you share a Tea Spot product on Facebook
Loyalty Points after your friend's first purchase has you earn 1 Loyalty Point. (Earn up to 3 points per day.)

shipped. This is a true win-win!

Share on Twitter Share on Google+
1
Each time you Tweet a Tea Spot product you earn 1 Each time you Google+ a Tea Spot product you eam 1
Loyalty Point. {Earn up to 3 points per day.) Loyalty Point. (Earn up to 3 points per day.)

YANKEE CANDLE
FAN CLUB

+250 POINTS

REFER h
A FRIEND 93% deloyalty program

premia ancora solo per
gli acquisti fatti

OF —

Share on Pinterest

Each time you Pin a Tea Spot product you earn 1 Loyalty
Paint. (Earn up to 3 points per day.)

Connect your Facebook and hang
with friends IRL to earn points

> 3650

Fonte:Capgemin2016
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V| programmiloyalty fanno partnership
col nuovi player
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Partnership con I nuoyalayers

Doppiopricingsu Expedia: standard rate e
«riservato ai membri ddbyalty program,
ma visibile a tutti

’ 81 1T AAAOOAOET OOEI O
pricingOO0 ' I AUTT A "T11C¢C

HOTELS
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V| programmiloyalty e

gli strumenti diprice promotion
convergono
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Target’s Cartwheel

O 4 E A isto Apheal
to coupondrivenandrewarddriven
shopper®
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DA<}~ 59%
Websites 51%

Ch TexU/SMS 45% o

Coupans
= Motule Wallet _ 44% der Defivery Updade
. o
1 RAoile PasTiint Ao Credin Cand

Boandirg Pazses

10 Casdy

el Tickess

Femirders (Lepiratione, Uslances)

Il 54% deglsmartphone e
usersi 8 EA OOAOT Al A
una VOI’t\a pe,r attiVIta A Dty Aeceipls / Warmanty

~ABOOA DAC;A[A' OlQmm
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V Gli strumentiloyalty e il pagamento
convergono
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Con un sgand csoi fimo s
la ricetta, si paga, si

accumulano i punti del
programma loyalty Extra Care 'cvs p ay

di CVS e si deducono i coupon

pharmacy

KOHL'S
OFFERS
FORYOU

Seamless savings at checkout

When we say fast savings at checkout, we mean really
fast. T h a begasise K 0 h Pay san automatically
redeem offers, K o h Casl¥® and your Yes2You
Rewards® thaty o u &aved in your Wallet

Yes2You Kohl’'s Cash
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Old Navy ha introdotto le casse dedicate per chi paga
,\F mobile, per aumentare comodita e velocita
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Paymentsindustry Disruption

Tecnologie:
Smart.pho.nes ExHIBIT 1.2 | Evolution of Consumer Digital Payments
tdoker}lsatlon of card "

etails Broad 4 Muitt devices,
NFCreaders @Aﬂ :
Connected
standards Ny iiances R
biometric e . 1)
M s Be
guthentlcatlon ptidladio l Beacons
3rd party wallets
E' D Apple Pa: ; lSdaLnsu ng Pay cmc:::ted
ndroid Pay Social

N u OV| entrantl E. Single channel PayPal Pte. Ltd. payments amazondash

deV|Ce 2 el closed Multi-purpose M\:all :l"a"t Facebook, Inc. Fﬂ':;u
w Uber Technologies Inc. ) . ots S
manufacturers ©F Neiman Marcus ym
tech Compames Tata Starbucks Ltd. ) proved
. Visa Inc. Secure .- “'“mﬁi"“
reta”ers E Amazon.com, Inc. credentials & 3 @
teICO oOnline PayPal Pt;ai:rpassm by Token Ad:ﬁ;&d A
startu PS Narrow MasterCard® computing ;&E
8 2000-2014 2015-2019 2020+
Time horizon: Mainstream adoption
Sources: BCG experience and research.
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MEEE ¢4

Alibaba com

| leader

_ fAlibabapartner di KFC per dare sconti
Amazon in browserpayment riservati ai clienti che usandlipay =
<
. I
Starbucks in-apppayments Samsungparnter di Alibabaper permettere §
_ _ agli utilizzato_ri di Samsun&ayappdi JU>'
Paypale Alipay. onlinewallet pagare corAlipay m
: %
ApplePay. mobilewallet fBaidu- il Googlecinese- I A£OA 1 & XWiE
cashbac AO 1 6 001 A Alalletb O
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New blockchainbased
rewardsnetwork todisruptthe
loyalty industry

SeptembeR6, 2016

BitScanhaslaunchedan ICO toraisemoneyfor development
onits Incentproject aninitiative aimingto provide
blockchainbasedoyalty rewardsprogramfor merchantsThe
ICO beganon Octoberl, 2016 ¢ — =
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Lyle & ScottunveilsbPay
contactlespaymenfjacket

Thedigital walletis in thecuff of this coolweathemwearable
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In questo scenario

di grande cambiament8 8
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Ricerca Osservatorio 2016:

V Gestire itouchpointin ottica diCustomerExperience
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CustomerExperience

O, | snodarsi delle risposte
sensoriali, affettive, cognitive,
comportamentalie relazionalidi un
individuo ad un brand o
azienda che si produceattraverso
una serie di contatti con |
touchpoint del brand/aziendanelle
fasipre, durante e post acquisto,in
confronto continuo con le
contemporanee esperienze che
| 6 ET A EeQlizzA él proprio
Al AEAT OA?

(Homburget al. 2015
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Dopo la Disruption: una nuova era

Marketing Mix e CRM non sono piu separati: si stanno fondendo in u
NUOVO UNiCO approccio

Il CustomerExperience Management
v, 61 AEAOOEOI &E&ETAITA 7 1T A E£AAAI OU
\/La cultura su cui si fonda e guardare le cose dal punto di vista della reazione del
cliente (esperienza)
\/ Si realizza attraverso processi di disegno non del prodotto ma delle esperienze d
cliente
\/ Che si concretizza nel disegnotduchpointsche siano:
\VConnessi
\/ Coerenti
\/ Sensibili al contesto
\/ Che raccontano il brantheme
V2EAEEAAA ET1T1 OAUETTA 1T OCAT EUUA OEiighted A O
alleanze esterne
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Digital mind8 analogueheart
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