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Executives have stated that 
their company’s loyalty 
program budget increased in 
the latest planning cycle. 

63%

PwC Customer Loyalty 
Executive Survey 2023 

53%

B2C marketing decision makers 
plan to increase their spend on 
Loyalty technology in 2023. 

Forester Marketing 
Survey 2023

Investing in Loyalty programs can help organizations overcome declining 
consumer sentiment and offset the challenges of a highly uncertain 

macroeconomic environment

Despite The Economic Uncertainty, Investment In 
Loyalty Technology Is Critical For Business Success

https://www.pwc.com/us/en/services/consulting/business-transformation/library/building-customer-loyalty-guide.html
https://reprints2.forrester.com/#/assets/2/593/RES178447/report
https://www.mckinsey.com/industries/retail/our-insights/introducing-the-australian-consumer-loyalty-survey


Source: Salesforce customer Sentiment Survey, 2021; KPMG - The truth about customer loyalty, 2019, Deloitte Insights - Customer Loyalty, Oracle Customer 
Engagement Study, 2020

However, Today’s Consumers Have Evolving 
Expectations From Loyalty Programs

61% Millennials prefer to donate their 
rewards to a cause than redeem it for 
themselves

70% Millennials are willing to pay a premium for 
for experiential benefits and personalized 
rewards 

36% GenZ want to receive personalized 
content as part of Loyalty programs

27% GenZ consumers want to engage with 
the brand on social media Social value focused

$350B
Spending power of 

Millennials & GenZ in 
U.S. (2021)

Digital-first

Willing to try new 
brands

Digital-first

https://home.kpmg/xx/en/home/insights/2019/11/customer-loyalty-survey.html
https://www2.deloitte.com/tw/en/pages/consumer-business/articles/gx-consumer-review.html
https://www.oracle.com/a/ocom/docs/dc/how-to-engage-consumers-across-every-generation.pdf
https://www.oracle.com/a/ocom/docs/dc/how-to-engage-consumers-across-every-generation.pdf


New-Age Loyalty Use Cases Can Address The Evolving 
Consumer Habits & Set Up Brands For Success     

Improve Brand Equity with 
Loyalty Tied to Social & 

Sustainability Causes

Personalized, Exclusive 
Access Benefits

Increase Engagement with 
Gamification

Coffee Rewards

Connect with Customers 
Based on Their Interests

The Shoe Store Co.

Happening at Gold Beauty

Find a Gold Beauty 











Source: Forrester, McKinsey, Salesforce Global Consumer Survey, 2023

Brands Need To Invest In A Modern Loyalty Program To 
Optimize Member Engagement  

MODERN LOYALTY 
PROGRAM 

IMPERATIVES

Personalization 

Social Media, In-store, 
Payment Integrations

Gamification 

Data-driven Behavioral 
Segmentation 

Experiential Rewards 

Community Programs

Mobile-first Approach 

Referral/ Influencer Loyalty

10% - 20% growth 

in customer 
acquisition

2X adoption of 

existing transactional 
reward types 

64% members more 

likely to purchase 
frequently

35% members more 

likely to choose the 
brand over 

competition

IMPROVE RETENTION & MEMBER SPEND

31% members more 

willing to pay a higher 
price to stay with a 

brand

Real-time & Predictive 
Analytics 

https://www.forrester.com/blogs/loyalty-is-a-lifeline-during-the-inflation-crisis/
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/next-in-loyalty-eight-levers-to-turn-customers-into-fans
https://www.salesforce.com/news/stories/customer-spending/


"Just having satisfied customers isn’t good enough 
anymore. If you really want a booming business, you 
have to create raving fans."

Ken Blanchard



Salesforce Has A 
Proven Track Record 

With Loyalty 
Management

2 years
Launched 2 years ago, Loyalty Management serves 

customers across industries globally 

PARTNER ECOSYSTEM

LOYALTY INNOVATION

ANALYST RECOGNITION

SUCCESS STORIES

Loyalty Management delivers 
innovation 

3X Annually 

Loyalty Management 
recognized as a “Strong 

Performer” in The Forrester 
Wave: Loyalty Technology 

Solutions, Q1 2023

Built for Industries
Industry Specific Templates

https://reprints2.forrester.com/#/assets/2/593/RES178447/report
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