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Chief Strategy Officer at Mando-Connect, a loyalty specialist
partnerships & rewards agency working on programmes including ® O
VeryMe Rewards from Vodafone, BMW Inside Edge, Lidl Plus & Shell Go+ Py

Author of the “What the Brits Want from Loyalty” and “Understanding
Loyalty in Europe” white paper series

Editor at Large for The Wise Marketer, Faculty Member of the Loyalty
Academy, Let’s Talk Loyalty Podcast Host and Conference Speaker

Passionate about understanding what people want from loyalty and
using that insight to develop brilliant loyalty, reward & partnerships
solutions

https://www.linkedin.com/in/charlie-hills1/
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Our research

Europe je00050 stelels wlelulelntele e

e _ 0 & 0.0 0 0.0 .0 0.0 0.0 0 0. 0
......

oooooooooooooo
© 0 0.0 0.0 000 0.0 _0_0
0%¢® %0%°¢%0%¢%0%¢%0%0%-%
® 0 0 0 o o ° 0 _o_ 4o
ooooooooooo
0°0%0%0%0%¢%¢%0%¢%¢ %0 %"
e _0_o_
oooooooooooo

oooooooooo
e _® 0 _0 0 06 _0 0 _0_0_0 o0 _¢o
e _® 06 _o o 0 0o 0 .0 0 _ " o
e _ 0 _" 0 _060_0 0__0_0_ o0 o
° ®© © .0 0 0 0 _0_0_0_0_0 0 _0o
® e 0%°6% 0%°0%0%¢%¢%°:%¢%0%%0%:%%¢%°
oooooooooooooooooooooo
QQQQQQQQQQQQQQQQQQQQ
S e e e 2% % % %% %% % % %% %
®_ 0. .0 _0_0 0 0 0 o0 e _0 o _o ® e _o o _o0o_0_0
.............................................
ooooooooooooooooooooooooooooooooooooooooooooooo
2% .c; ooooooooooooooooooooooooooooooooo
) L J @ @ @
%o 0 0,0,0,.0.0.0.0.0,0,0. 0. 0.0 0 o, 0,000 0.4
®© 0. 0 0. 0.0_0_0_.0_0.0 0 _0_0_ e 0. 0. 06 = o e_0 o_¢
000000000000000000
e e _ 06 06 o o _ 06 0 _0_0_0_0_0
ooooooooooooooooooo
p o 0 _o0_0

e o
Understanding loyalty programriie membership, o o Mando-Connect
appeal & impact in 24 European Countries L AR YouGov

Published March 2023:
e 24 Markets’ Data

* Loyalty Membership, Appeal and Impact

* 7 Market Experts

* 3 Deep Dive Programme Case Studies

 New Loyalty Gauge™

* PLUS Let’s Talk Loyalty Podcast

Extended September 2023:
 New Market Experts
* New Case Studies

Spyros Doukas

Retail Loyalty and CRM Director
OPAP S.A. www.opap.gr




Why? Actionable Insight...

It’s important

to und

il

What people
actually think
& feel

erstand

What behaviours
really are

What impacts
loyalty
programmes
have

It’s critical to take the
time to look out

For inspiration

For connection

For learning
what works and
what doesn’t

We believe in data;
we want to learn

What the British What the British
want from loyalty want from loyalty
programmes programmes

3.0




* Rising to 86% in Norway
* Falling to 31% in Turkey

»
* 61% are members

#1. Loyalty is big news

Loyalty Membership across
24 European Markets
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#2. Greece has low membership @
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Loyalty Membership
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*24 European market average is 61%

* |In Greece, 56% are
members of loyalty
programmes

e Greece sits in 19t position

(out of 24 markets)

100%
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#3. There is a lot of love for loyalty

Europeans love loyalty

56% think loyalty 42% think
programmes every brand

35% join loyalty
programmes
each time they
are given the
opportunity

are a great should offer
way to reward a loyalty
customers programme

Vs 55% Greeks Vs 48% Greeks Vs 27% Greeks 4

Greeks index higher for appeal than membership

14t for great way to reward customers
9t for every brand should offer a programme
22" for joining each time they are given the opportunity



#4. Brits think programmes are great! e o’

Loyalty programmes are a great way to reward customers

Great Britain | — 70%
Ireland |y ©9%,
Poland | 68% ‘
Bulgaria | 66% '
Slovakia | ——  66%

¢
¢
Germany | mmm—— 66% '
Romania | — 65%

¢

Croatia | 63%

Czech
Republic

Spain I 62%

. 62%

56% 58% 60% 62% 64% 66% 68% 70% 72%

55% of Greeks agree, but the Danes are the most sceptical (29%)

*24 European market average is 56%
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#5. Bulgarians want a lot of loyalty o0

| think every brand should have a loyalty programme

Bulgaria |  59%
Ireland | 55%
Romania | 55%
France | I — 4%
Croatia | 51%
Poland | — 50%
Slovakia | 29%
Great Britain | 29%
Greece |, 18%
Ity | 48%

0% 10% 20% 30% 40% 50% 60%

70%

48% of Greeks want every brand to have a programme. ...the Danes definitely don’t (19%).

*24 European market average is 42%
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#6. Poles will always join in e

| will join a programme each time I’'m given the chance

Poland | 52%
ltaly e 46%
Ireland T 45%
France T 43%
Finland | 41%
Norway T 40%
Hungary | 39%
Romania | 39%
Croatia | 39%
Great Britain | 39%

0% 10% 20% 30% 40% 50% 60%

27% of Greeks will join every time ...the Dutch play hardest to get (16%)

*24 European market average is 35%
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#7. Loyalty has a positive impact o o

* 43% say it makes
them even more loyal

* 36% say they are more
likely to recommend
* 33% feel more
* @ emotionally connected

* 29% will spend more




#8. Greek impact is strong o o
* 42% say it makes
35% them even more loyal (vs 43%)

* 42% say they are more likely
to recommend (vs 36%)

42% 22%

feel more emotionally
connected (vs 33%)

e 22% will spend more (vs 29%)






#9. Greece is in position 16

Net Loyalty Gauge Score
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#10. Be inspired in Greece

«

EMIBPABEYZEIX

OPAP is the biggest for games of chance
Launched in 2021, has over 1M customers
Players scan their slip & get rewarded
* Rewards Wheel with a chance to win
*  Completing weekly missions
*  Monthly draw to win 3rd party prizes
like trips and mobile phones.

*Case Studies provided by Spyros Doukas

AEGEAN J;

Milest3onus

Aegean is the largest airline company
Launched 20+ years ago, Miles+Bonus
Offers numerous ways to spend miles on
airline tickets, seat upgrades, hotels, car
rental, shopping and much more.

Tiered (Blue, Silver and Gold) with
increased benefits as you go up.
Provides special offers for specific periods
like x2 miles, redeem 20% less miles or
50% off on miles redemption to specific
services.

cosmoTte DEALS FOR YOU

Cosmote is the incumbent Telco

Launched approx. 10 years ago

Unique offers like discounts on products
and services of 3" party companies across
entertainment, food, shopping, travel,
education and more.

Favourite offer is to get 2 for the price of 1.
IKEA, Shell, Aegean airlines, Hellenic
Seaways are some flagship partners.



#10. Be inspired!
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Key Take-Outs

#2. Greece has low membership

#3. There is a lot of love for loyalty

#6. Poles will always join in

#7. Loyalty has a positive impact

#10. Be inspired!
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Download the white paper at mando-connect.co.uk O
White Paper:
https://www.mando-connect.co.uk/whitepaper/
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Thank you
www.mando-connect.co.uk
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