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1 .Purchase Frequency
2 .Customer Lifetime Value, CLV
3 .Word of Mouth, WOM
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1 .Customer Acquisition Cost, CAC
2 .Customer Acquisition Cost, CAC
3 .Word of Mouth, WOM
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.Marketing Efficiency
.Conversion Rate
.After-sales Service Costs
.Return on Investment, ROI
.Return on Investment, ROI
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2 .Perceived Value
3 .Positive Eqectations Effect
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1 .Big Data
2 .Machine Learning
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1 .Conversion Rate
2 .Customer Churn Rate
3 .Return on Investment - ROI
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.Customer Experience

.Customer Experience Management - CEM
.Customer Journey

.Big Data Analytics

.Behavioral Analytics
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.Avrtificial Intelligence - Al

.Machine Learning

.Seamless Experience

.Customer Relationship Management - CRM
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.Surveys

.Interviews
.Behavioral Analysis
.Big Data Analytics
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1 .Data Analysis Techniques
2 .Business Intelligence - Bl
3 .Big Data Analytics



== k1 O gl sl swgl Jguol

Bl )lS 9 ;».ws 6)9159_“ 5 Sy - wLo) u”-"ﬁ‘ @ i )9.b

Sloal Gy y5 ¥ al> 4o

WL 61y 6 S0l o5 g asiiuo Blanl yansi 1, s

o3l oIl e sl o 4l i (g oy il 8l wile

(CLV) (s 3o yas Job
drogs )3 Gom al> e ol it Slajls (plulid § Beiod al> e 5l
FB oy paie Slaal i (@9e Gltie oL o sl2l
sl bolyen Glosle IS 5lmal b sl Slaal pl .l (6 ,.50 514l
oBak Lad> g (gilwlel 5l (S Az a5 wiS sl mly ok 4 g
@ el 5 Ol )by ralidl auile (Blaal o) e LAt L i
Glo)lae s 4 dg e jee Job b5l Gl g 586 slaw >
9 g3l il 35505 sl plaialy aSly (ilS o s 1) oDl by
RECIPTAINON
s azli s 3,k I el oY laml Blaal pl 4 Slaws gl
(Jie sl prysls @rSoslil BB USe a1 bplMs Slas guuls
G 5 ol W LSS 25 Gub il Wlsiee bl il

1 .Customer Lifetime Value - CLV
2 .Key Performance Indicators - KPI¢
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1 .Customer Churn Rate
2 .Customer Satisfaction Scores
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1 .Membership Levels
2 .Points Accumulation Method
3 .Rewards Type
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.CRM systems

.Marketing Automation Platforms
.Data Analytics Tools
.Personalization
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.Data Analysis

.Artificial Intelligence - Al)¢
.Recommendation Systems
.Machine Learning
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1 .Software Platforms
2 .IT Tools
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.Customer Relationship Management - CRM
.Content Management Systems - CMS
.E-commerce Platforms

.Marketing Automation Platforms

.Loyalty Management Systems
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.Alignment with Needs

.CRM Systems

.Marketing Automation Tools

.Data Analytics Platforms
.customer clubs software
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1 .Flexibility
2 .Scalability
3 .Data Security
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1 .Testing and Optimization
2 .A/B Testing
3 .Analytical Dashboards
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1 .Staff Training
2 .Customer Experience
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1 .Effective Communication



—— 51 O glyido sl sugl Jguol

Silwaias 9 2Lyl F al> o

‘5|).3 (LKPI) é).il.o.c oS ‘_.;Ubuaéub 3l eolaswl :o)SJ.a.c uwb
Aol Cuddgo =1'S3)

iz nieelel SIS plide Bl anng pid al>je )0
3 fbee il Jolis al b cal il 4y pglie giluaite 5 S5
sl asls il o's Slee sodS slajasls 5l oolatul L asly
i ga lSel e jlos 4 45 Sttt (gaiat ] (slo 3l o Shae (gauls
WS ol 093 sladsli y ans bl 5 lacabdge ¢ soS Dyg0 4 U
5] Csd Ay 00 Cyaad Blodl oo 43 8 i Ky, 5l Gaes ()0
A s b Sgup Aol Al sla i plaS a5 WS attis g
FoS EP s sy el wilgise 3 Slee ST slaals
L6 ptn ol waw 1) S slos 3 il olhee TolSal slael
4 loasls onl aial g ite bis 5 5 s e ee Job 33
2 Olyde oSk sl 25U (330 &jg0 4 B oS (oo S laglosl
s 58 o 9550 1) byt (5505 5 L3, (59,

ity 5 428y 0o Lo sl oslitl aiails 5 Shas sl
el g (3l 235 o5 5lanzr s ol a5 el o (5158 03 (gl

.Key Performance Indicators - KPIs
.Conversion Rate

.Repeat Purchase Rate

.Customer Satisfaction Level
.Customer Lifetime Value - CLV
.Retention Rate
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.User Interface - Ul
.User Experience - UX
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1 .Customer Relationship Management - CRM
2 .Sentiment Analysis
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1 .Data Mining



poade @ ol o b i oRAL sle l38l & 5 5l eolarul gl aid 3
S shrl aS S b ie 65loly JlBl g v92ge sl i)l
Pl oyl m @8 Jols S wieils syie sleelSiil
bl e cul g ie Dbz g gl Sl Gres S0 5 (2bNL

o)l b agzlge (Kigiz 9 gy Miso

Olye 4 (s i slaolil juslouddye (gl oyl (OB, 4o e o
odd bl (b i gl Lai> g slml 6l oS o1l S
L wlgee ide sboollil giluosly jwe (J ol Lo
oz 31 el 51l ko el 5 azg5 aiesli a5 wily ol e _la il
5 Capde 9 Obyde Slbux 5 ged b Sblpiiy Gl ol ()l
sl 00 (5l sloools I aplie o Jlow 5 4520

ololis @ (ol yiie oS5l sla,l3l ay) lagg,glid ol 5l eolizad
4 &S oadgilu gt Slolpriin (b g Gl )18, slagsll
odle S o ST s oo Gy LT Sz 5 Ll 4 350 sk
&y Sleldl gl p3Y (6 pduBllasil a5 (g ,loldg sladsl y dsgi ¢yl 5
o3zl o, lS g &y Wilgs oo wiylo 1) (g min 8, Ol pss 4 ly o
By Sgate |y (5 e 25 palns Heb 4y B oo

5 Gnleer 4 B &5 ol ot gluosly nl » opdle
@ Wlgee waiee (Al ploy o obiie sles,eil Sl p
Sgrt 0975 S50 5o |y garad)l laiin B ses ojl>l oS gcus
S Codie 0,953k bl SO slul gl Caws @ 03 (5 oy slaasl



—— 150 O ylyidoolSial g iyl s lag>ol g byl

B azgs o590 Ll slas 55 5L Sl ks aiiS o ule] ()l e T 50

S oo S Gl iie (5 oy 5 Culs) Gl a0 S e
J> 5 el 4 aged aiejli (g uie Gleollil sl o cudbse
g Bl olbls)l (gysld 5leslatul @b Sl vezee slaillr
dod Sag, cnl ST L el 0l i slas 555k g basls 4 (2555l
o5 45 4 A0 damsi | (550 (5 olby (gloasli y ol o oIS g

9 yodns Ay (Sl (6 AL 090 c0 i (6 e Zuld, Glalydl 4
QS o ool sans] 4o (5 )gl0 g

Ol ! 59 Ol yies oA slaojg p Consl Yo
Ol Olrl 5o plitie oL laojen s hYs Jlov 5 (o)
30 el el ol o o g Ll o (2l o cds YL ool oaias
oL 059y Sl Judo lgie a4y (goamie Julge 4y ouds plxil Slalllas
o)Ll i3 3l5e 4 lg3 oo o] alaz 5145 0nds o)L ol o b s
0,5
Conle 5 iie oS b o psgasl 5 oazn slaslb )
ALl Slgren b IS guns
szl caz QLI @ly oY ol 5 (S Cole pas Y
lasl ez
olojbe )3 (S )bSe pae Y
Obyiive l oo Colil pae ¥
oKl slac! slaatulgs 28,5 sasol .0



Ol yiee Gabzmlaw 5 ganail pae P

Ol e olSiL el p clin drnsgi pas LY

cwlio slo wloly &l sae A

Ol et ol8SL 138l 0 5 5 (59190 e Ll pae A
Ao olwlid Coddas s jo swlul milge laic 4 593 5 a0 lse
5 ks Sl Geee bl (&8s sl S a5l Sl Jelse
Lol oyl (28lg (351 4l g b yie S Les
5P @B g Gils aiel b yite oSSl Sreliuiban gl 5 (g3lailel,
lotund Sz b olal (biie g5lelly Sil38l 528 5 la b,
oBil sl cmlie lag b (g g« loly slaasly (L)
ol LYo b aiS o oSS LIS g @ Liils ol sl bt
Ol e i 5 Gz sl Slles sy Sal) 5 0ols (asis ]y cuss
RCEXLN
9 St 4y Sgnte 4 i & (b de sleolSil (sly2] o Codbse
stz Bl () o e aSlh S oo S5 il (g laleg g culs, ol
5 &lye ol @ azg nlpln 055100 @ald ik 5o b )Ssens Sl |,
5 Ll b Glsen jsliie ay baosls 5 lag,gld I (ide il ool
el 0392 (nl )0 Cuddge 4 (Sliws yo (ol oS (b it il

Lo gas 1o i oz g CublogsS

b ,5iS6 aloz 5l 0 yitis slRIL slacggae ;o Hlai apan 5 CblagS



—— 15V O glido oSl g slypl s lag>ol g eyl

s tSle 5 il il gluange 5 @loygd oy lne 4 0,500,
Sl Glyie glayld) g Dbz dajls Dliess el Cogas
@ pglae Dyge w4 baplejle a5 0S8 o Gl liul cpl (65,4
L1y Ll g ailoym 05 (g)loley (laaaliyy o Shae” Jolos o' L)
0 5o sl e | 5l slos g 5 B

S atb iy (sla ulos 55 slaools 1 esliial i, ol o
il T lasls it 5 Obite 6,18, slogSll olulis jsliie 4,
5 e solie 1 Aty e besls el sl 3,55 5 2Vl Caanl
gl (6 y5laez b i )i g oMl EOeles g > slo 515 alor
b T (588 Sl 5 ol b LS| sl (sl ol 5 o
15 e Ollgiin 5 Slass a1 fosis s st (sl o,
Srie g pls Sl g bosls ulul p (ilugasd cpl 0y
Oty 0B8]yl Dlslpaioy a4 09l Jol> liedsl U 0gd co ol
291 el (b ke lp 1y gaieiala, g 33

yolen 5 S35 5 (5,085 (SlaolKal ;o byt Fge Ll (sl
Cwslg®yo g Gliyide b opglas aygugs bLI)| ugae gloasly o
S JUS b 5 Wlgiege L) ol ol s 1 T 5 5,5
allSe slop il g o oloizrl sloaSed ool «Saly aboz I i
S S g ol

.Evaluation
.Analysis

.Big Data
.Personalization
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.Cognitive Loyalty
.Affective Loyalty
.Conative Loyalty
.Action Loyalty
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1 .Frictionless Experience



<= VP O glio GlasSuib oxiT

Lg)ﬂ&o.? QlS.o‘ > 61-“6)9[-35 Q»Lu.n 39 ‘S)Lw‘saazw Y
Iy Gl gilu saseds g 059 Oluyzs U oS 0 SaS aylojl
Jolis ».\.;‘93‘50 Silwgars pl s &Ll b ie 6l
il g laml slatges 5 (o5)lhw Jgame sladog
02> 4 o o G155 ol 381 L 25909050 g 001d ool (5150 ¥
3 ookl wesls ol i el daosls cowl g cogas
Jbeon o pamw ST isu Sl Co pae oSl a5 s ol s,ls
pleal :gusn st g 0uisS S s Judxi g oy I eolawl LD
slaganidn sbnl oSl ()lsly slaaliy )3 (ogrtae Sigo
Lacjﬁgd‘o)slsow.ml)él)omszﬁ&. sl Jos g adun
B bla)l slerlpwl 5 oblpiin wed o ol
Obycin ool Jg78 gyt 5o (2l S w0 sl LS
il simlgs ool jo
Sl s loldg ol (sl 0T (sl g 51 !
el bl 5 bl sl i 5kl g loleg oll (ol
S reie Gilweatd g Guie 4y 59y p kS A a5 aS Sl
PG ol Lg‘).g d.do Lgl.tboo‘o 9 v 6L°L§)9t3 )" dib PRV
iz bwly cpl o aasS e eolainl b e b5 55 bL
LU oS SaS baS b 4wyl oo a5 0,10 0929 oS (ol ]

..\.uLo Cowd )‘».\.)Lo Lg)‘bléj



Sy b i olKSL o138l 6 3 oolazwl taud iy Silw paxis .
bl 0 g il patels Doy Slml 5 (6 i loosls ko
Ol e 41538 DMl g 0y 3 5l (Dl 3

kS g 4z LS Gl olnl TAllluis az,ls w
(sl g T (T alaz 51 e pola blis oole o b e 51,
Obyie 6)bg 5 Zols )y I3l jslae &

(155 5 eSS (e Sl I 18Tl slsl
e @opa a5 G B0L Cloys &5 ol bl )
L oky laolug, 4 (owws aiile wiS o palp ob i
& Lzl loas

2 olyiie clolizel 5 la sl e 38503 A1 2 (e 23k
Jol 3ll (nl ol b 5 lsline 5 5 Gees Ll obml jslae
Gl &S i eloiz! Cdginn o g Il Glaal 5l coles

wile Hsebsi slag ks xS failyly Gbagysls
5l oolaiwl g o pel g Blads g, lolig slaasl 3l lp 7 S
Jems Gl slul jshiie & Toags Jlnd slacSy
3 54y yazio

.Advanced Personalization
.Omnichannel Seamless Experience
.Experiential Rewards
.Value-Based Marketing
.Innovative Technologies
.Blockchain

NFTs
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1 .Predictive Analytics
2 .Strategic Partnerships
3 .Active Listening
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.Data Analytics

.Customer Behavior and Preferences
.SMART

.Customer Segmentation
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1 .Key Performance Indicators
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1 .Quantitative and Qualitative Analysis
2 .Key Performance Indicators, KPIs

3 .Customer Lifetime Value, CLV

4 .A/B Testing
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1 .Focus Groups
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1 .Targeted Content
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1 .Loyalty and Reward Programs
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. The Loyalty Effect: The Hidden Force Behind Growth,
Profits, and Lasting Value, by Frederick F. Reichheld, 2011.

. Customer Relationship Management: Concepts and Tools,
by Francis Buttle, 2010.

. Building Customer Loyalty: A Strategic Framework for
Creating and Sustaining Competitive Advantage, by Jagdish

N. Sheth and Rajendra S. Sisodia, 2006.

Loyalty Programs: The Complete Guide to Creating a
Winning Strategy, by Michael LeBoeuf, 2001.

. Customer Experience Management: A Strategic Framework
for Creating and Sustaining Competitive Advantage, by

Joseph Pine 1l and James H. Gilmore, 2011.
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The Customer-Centric Organization: How to Create a
Sustainable Competitive Advantage, by Michael Treacy and

Fred Wiersema, 1995.

The Service-Dominant Logic: A New Approach to
Marketing and Management, by Stephen L. Vargo and

Robert F. Lusch, 2004.

The Ultimate Guide to Customer Loyalty: How to Build a
Customer-Centric Business by Frederick Reichheld, 2023

Loyalty Programs: The Complete Guide to Creating a
Customer Loyalty Program That Works by Greg Verdino,
2022
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Approach by Paul R. Smith and Michael S. Tamer, 2021
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Jackie Huba and Ben McConnell, 2020
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Jacquelyn Thomas, 2021
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