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• Co-founder / CEO of LoyaltyLion

• UK economist 

• Deloitte Technology Consultant 

• First business at 9 years old

Charlie Casey



• Data-driven customer loyalty and 

engagement platform

• Over 4,000 merchants worldwide 

• £15 return for every £1 spent with 

LoyaltyLion



What we’re going to 

cover

• Times we operate in

• Time of your company lifecycle

• Loyalty case study 



Challenge #1

Ecommerce is impersonal by nature



Challenge #2

It’s harder than ever to reach customers





Only 9% of digital ads are viewed for 

more than one second

Source: Marketing Week 



Challenge #3

Most competitive market in the world



Amazon accounts for 43% of 

online sales.

Source: Inc.



Challenge #4

Customers demand an excellent experience



The impact of customer experience on loyalty

Source: Tempkin



81% of customers want brands to 

understand them better

Source: Accenture

78% of shoppers are dissatisfied with the 

level of personalisation they currently 

receive

Source: Segment



Loyalty as a strategic priority
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For top performing companies, >50% of 

revenue is from repeat customers by the 

end of year three.”

Source: RJ Metrics



Customers at larger stores are x2 more 

likely to repeat purchase, >50% revenue

Larger stores AOV is 66% higher

Top 20% of customers generate over 

53% of total revenue – same for all

Source: LoyaltyLion



Loyalty 

Apps + engagement

Loyalty 

stamps
Loyalty cards

Lifecycle + 

ecosystem 



Loyalty is no longer a tactic after purchase, 

but a strategic change linked to customer 

experience



Introducing loyalty from the start



Introducing loyalty to an established brand



Growing brand and loyalty together



Your company –

knowing when to invest in loyalty



Warning sign

Diminishing returns on your ad spend



Warning sign

You’re caught in a race to the bottom 



Warning sign

Your Net Promoter Score is declining



Warning sign

There’s a surge of competition 



Loyalty as a strategic response 

Case study: Dr. Axe



Heading
Dr. Axe has created the second most visited natural health website in the world, 

boasting over 10 million monthly visitors. Topics include nutrition, natural 

medicine, fitness, healthy recipes, home remedies and trending health news.

Aims:

• Increase reward redemption

• Drive recurring revenue

• Increase AOV



ESPs Reviews

Customer

Service

Subscriptions

Search



Launching the program

300% increase in 

reward redemption 

Complement user journey 

x2.7 increase in

spend when members

use rewards



Using loyalty tiers to incentivise subscription 

purchases

Driving recurring revenueLaunching the programReward subscribers and increase LTV



Launching the programDrive ongoing engagement

In 3 months loyalty program members 

spent $2.35m more than non-members



Your future success depends 

on your existing customers

Questions?


