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12 !"$%&'() 13!"nop89THE CHANGING LOOK OF LOYALTY12

Understanding what makes consumers feel more loyal should inform how you influence 
them to act more loyal. While rational reasons (e.g., offers, benefits, and rewards) are still 
vital, an increasing number of emotional drivers show significant importance.

3.  Brand loyalty is driven by much 
more than programs

EIGHT PRIMARY FINDINGS

4.  Brand engagement is critical to 
avoiding attrition
Loyalty programs can build brand trust, but one misstep during the customer experience 
can deeply erode the consumer-brand relationship. 

44% of respondents have stopped engaging with a 
loyalty program because of a single bad experience. 
And that percentage increases with members of Gen Y and Z. Loyalty is bigger than a 
program—it extends across the entire customer experience. (See appendix, question 10.) 

13OGILVY EXPERIENCE

High-quality products

Discounts, rebates, and promotional offers

Loyalty program rewards

Exceptional customer service

Knowing my privacy is protected

Brand values that align with my values

Brands that create unique experiences personal to me

Personalized communications

Something else

None of these

65%

60%

55%

52%

45%

36%

31%

27%

1%

1%

SURVEY QUESTION
What makes you feel loyal to a brand? Please select all that apply. 

Rational

Emotional

First, there’s the transactional,  
back-of-mind loyalty whose 
customers stick with a brand 
because it’s the easy, go-with-

the-flow thing to do. The vast majority of 
businesses land here—using data, technology, 
and automation by rote in hopes of bringing 
people back via regular communications, 
discounts, and promises of points-based 
currency. These efforts hinge on the loyalty 
of familiarity and customers’ fears of the 
unknown to prevent them from straying.

The problem is, this kind of loyalty is ripe for 
disruption—and easy to break. One email 
from a competitor offering a deep discount 
for a first-time purchase just might sway 
those seemingly loyal customers. Or what if 
a competitor boldly wades into a political or 
civil rights fray, and your customers—whose 
values align perfectly with that move— 
decide to purchase their next coat, brunch, or 
kayak from that brand. Maybe they even join 
that brand’s loyalty program.

The second type of loyalty, found 
more rarely, is akin to devotion. 
Yes, it also uses data, tech, and 
automation to measure and predict 

customer value, and keep people coming 
back. But it leverages these tools in more 
human, more creative ways—inviting 
customers to join something greater. This 
brand inspires, involves, and rewards them. 

And this type of loyalty begins the first time 
someone hears about your business and 
builds with every interaction.

This second type is what modern, long-
lasting brands aim to cultivate. In addition to 
rational elements, consumers today expect 
companies to deliver exceptional customer 
service, privacy, and brand values that align 
with theirs. Obviously, a lot is weighing on a 
brand’s approach to loyalty. (See appendix, 
question 9.) 

Is your loyalty strategy past its freshness date?

There are two categories of loyalty we see in today’s 
marketplace. 
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THE CHANGING LOOK OF LOYALTY12

Understanding what makes consumers feel more loyal should inform how you influence 
them to act more loyal. While rational reasons (e.g., offers, benefits, and rewards) are still 
vital, an increasing number of emotional drivers show significant importance.

3.  Brand loyalty is driven by much 
more than programs

EIGHT PRIMARY FINDINGS

4.  Brand engagement is critical to 
avoiding attrition
Loyalty programs can build brand trust, but one misstep during the customer experience 
can deeply erode the consumer-brand relationship. 

44% of respondents have stopped engaging with a 
loyalty program because of a single bad experience. 
And that percentage increases with members of Gen Y and Z. Loyalty is bigger than a 
program—it extends across the entire customer experience. (See appendix, question 10.) 
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High-quality products
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Exceptional customer service
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Brands that create unique experiences personal to me

Personalized communications

Something else

None of these
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SURVEY QUESTION
What makes you feel loyal to a brand? Please select all that apply. 

Rational

Emotional

First, there’s the transactional,  
back-of-mind loyalty whose 
customers stick with a brand 
because it’s the easy, go-with-

the-flow thing to do. The vast majority of 
businesses land here—using data, technology, 
and automation by rote in hopes of bringing 
people back via regular communications, 
discounts, and promises of points-based 
currency. These efforts hinge on the loyalty 
of familiarity and customers’ fears of the 
unknown to prevent them from straying.

The problem is, this kind of loyalty is ripe for 
disruption—and easy to break. One email 
from a competitor offering a deep discount 
for a first-time purchase just might sway 
those seemingly loyal customers. Or what if 
a competitor boldly wades into a political or 
civil rights fray, and your customers—whose 
values align perfectly with that move— 
decide to purchase their next coat, brunch, or 
kayak from that brand. Maybe they even join 
that brand’s loyalty program.

The second type of loyalty, found 
more rarely, is akin to devotion. 
Yes, it also uses data, tech, and 
automation to measure and predict 

customer value, and keep people coming 
back. But it leverages these tools in more 
human, more creative ways—inviting 
customers to join something greater. This 
brand inspires, involves, and rewards them. 

And this type of loyalty begins the first time 
someone hears about your business and 
builds with every interaction.

This second type is what modern, long-
lasting brands aim to cultivate. In addition to 
rational elements, consumers today expect 
companies to deliver exceptional customer 
service, privacy, and brand values that align 
with theirs. Obviously, a lot is weighing on a 
brand’s approach to loyalty. (See appendix, 
question 9.) 

Is your loyalty strategy past its freshness date?

There are two categories of loyalty we see in today’s 
marketplace. 
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5.  Loyalty programs must evolve  
to meet the full range of  
consumer needs
The old approach of relying on regular communications, discounts, and point-based currency 
is not sustainable. 

A new approach, building emotional loyalty and personal relationships, is what’s 
needed. Eight in ten consumers surveyed indicate that emotional benefits help 
maintain engagement in a loyalty program. 

This is not about one type of benefit over the other. It’s about a balanced approach that 
appeals to a wide range of generational and regional segments. (See appendix, question 11.) 

An engagement approach that addresses both rational and emotional motivations helps 
programs evolve to provide richer experiences and targeted value to customers.

EIGHT PRIMARY FINDINGS

THE CHANGING LOOK OF LOYALTY14 15OGILVY EXPERIENCE

We believe brand devotion requires four types of consumer bonds:  
emotional, social, financial, and structural. 

BOND WITH CONSUMERS 
IN FOUR WAYS

By factoring in these four components, a company extends its brand value and 
differentiates its loyalty proposition. The strong bonds built can unlock advocacy or 
sustain negative interactions.

SURVEY QUESTION
Which of the following are most likely to keep you engaged with a brand 
loyalty program? Please select all that apply. 

Rational

Emotional

Promotions and offers

Earning points for rewards

Surprise gifts delivered to members periodically

A brand's reputation and values

Ongoing product and service enhancements

Program tiers to receive exclusive benefits based 
on my spending activity
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A brand’s loyalty strategy and the single 
customer view must work in tandem to 
achieve customer lifetime value. Customer 
data is the fuel for continuous analysis and 
measurement of the value proposition and 
the impact on the business objectives. 
Insights from these components guide 
changes to the program construct—and 
channel and marketing engagement—to 
meet shifting consumer needs and influence 
market and socioeconomic trends.

The creativity involved in delivering a 
personalized experience begins with 
capturing data to better understand a 
consumer’s behaviors and expectations 
for a brand relationship. Today's marketers 
then leverage this data, plus research, with 
behavioral, psychological, and technological 
tools to create a holistic, transformational 
approach to loyalty.

Best-in-class brands excel when they unearth 
unique insights about their customers 
and then translate those findings into a 
meaningful loyalty strategy.

To discover each brand’s singular loyalty 
insights, Ogilvy Experience uses a broad 
range of research methods, helping our 
clients develop deep empathy for their 
customers. We consider customers’ 
behaviors, mindsets, engagement 
journeys, and needs—both known and 
unknown. Then, based on newly examined 
customer data, we uncover insights to 
guide our recommendations for long-term 
engagement. Furthermore, our decades 
of experience building many of the world’s 
biggest brands enable our team to identify—
and this is key—opportunities unique to a 
client’s brand. 

DATA AS FUEL EMBRACE TECHNOLOGY TO 
DELIVER FUTURE STRATEGIES
Thanks to various technologies, it’s increasingly 
possible to meet the consumer in highly 
personalized ways at every touch point 
throughout the customer journey. On average, 
companies spend 28% of their budgets 
addressing tech debt. Perhaps surprisingly, 
that’s nearly the same as the 33% they spend on 
driving innovation.* 

What to do? Building a future-proof marketing 
technology stack requires adopting a 
composable approach. Leading digital 
experience platforms (DXPs) achieve this by 
composing, or combining, packaged business 
capabilities (PBCs). Each PBC is a feature or 
capability of the application and is typically a 
third-party software component. For example, 
a PBC could be a shopping cart, a promotion, or 
a business user. 

Organizations that use composable 
architecture see many benefits:

FASTER TIME TO VALUE
Using our Platform DXP, customers no longer 
struggle to implement beyond content 
management. 

BEST-OF-BREED APPROACH 
Our Platform DXP allows our clients and 
partners to assemble Sitecore solutions that 
work with a best-of-breed martech stack.

LOWER TOTAL COST OF OWNERSHIP
Customers shouldn’t have to battle with the 
high cost of hosting and annual upgrades. DXPs 
address both.

HIGHER ROI
With a composable solution, customers get to 
ROI faster and unlock further opportunities to 
accelerate growth.

FLEXIBLE DEVELOPMENT
This approach allows us to build client solutions 
with modern frameworks: Headless, Jamstack, 
MACH, etc.

DIFFERENTIATED SOLUTIONS
Partners can build value-add and differentiated 
solutions, and then go after a larger addressable 
market.

TECHNICAL TALENT POOL
Partners and customers can access a wider 
pool of talent across both .Net and Javascript 
communities.

FASTER DEVELOPMENT CYCLES
Modern CI/CD pipelines and DevOps reduce 
innovation cycles, thereby leading to far greater 
agility.

In summary, a composable approach 
uses various vendors, offering robust and 
comprehensive functionality; it doesn’t rely  
on a single vendor to produce standard 
functionality as a one-size-fits-all offering.

*  BusinessWire, "Study Reveals Majority of IT Leaders Consider Technical Debt One of the 
Biggest Threats to Innovation as They Build Back," June 15, 2021. 19
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