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WHY 75% OF LOYALTY
PROGRAMS FAIL



The bad news? 75% of loyalty programs fail.
The good news? White Label Loyalty’s mission to fix loyalty is helping
businesses around the world get loyalty right. 

We’ve seen just about every way a program can go wrong. From our
experience, there are 3 main reasons why loyalty programs can end up
failing...
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LOYALTY IS
BROKEN. 

The reasons why 75% of loyalty programs fail

1. They are not mobile-first. 

Innovation in loyalty has stagnated. There are over 6 billion smartphone
users in the world today, yet over 50% of all loyalty programs are not
available on mobile. Today’s consumers expect to interact with brands on
smartphones, and it’s time that loyalty programs adapt to our
digital world. A digitized loyalty program means less friction for the
customer. 

2. There’s no personalisation. 

When it comes to loyalty, one size does not fit all. Each program should
be unique and tailored to a brand’s target audience. Research shows
that personalization works, and customers want (and even expect) it.
According to Accenture, “81% of consumers want brands to get to know
them” and personalize their experience accordingly.

3. They’re not flexible enough. 

99% of existing loyalty programs are only transactional - they only reward
purchases. A loyalty solution should be flexible enough to react to any
kind of customer action with any kind of result. This level of flexibility
allows brands to drive the specific customer behaviours they want to see. 



Customers want to be rewarded on digital
platforms

Going beyond transactions is key to meeting
customer expectations

Personalization can create emotional loyalty

A continuous digital transformation of the market means that
customers expect to interact with brands on digital
platforms. As a result, businesses must evolve their
strategies in order to create a frictionless digital customer
experience. 

In 2022, customers want to be rewarded for more than just
purchases. For example, brands can reward customers for
actions such as interacting with a businesses’ social media
platforms or referring a family member. 

In 2022, customers receive an abundance of messaging from
brands. That’s why it’s more important than ever to stand
out. Businesses can stand out by creating a relationship that
is based on emotional loyalty.  This ‘type’ of loyalty is
created when brands understand their customers on a deep
level and interact with them based on personal values,
behaviours and interests.

These factors will differentiate between a good loyalty
program from the 2010s and a successful loyalty program
today. 
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WHAT ARE THE KEY
TRENDS IN CUSTOMER

LOYALTY IN 2022?
 
 

Loyalty programs are more important in 2022 than ever before. Customers
are demanding more, and our digital world makes switching to competitors
quicker and easier. The following trends are shaping what customer loyalty
looks like this year…



There is a problem in the loyalty industry that underpins the reasons
why some loyalty programs fail: data. 

Or more specifically, a lack of understanding of customer data. When
a brand doesn’t truly understand customer preferences, desires, and
needs, it’s almost impossible to build a relationship. A lack of insightful
data also makes it difficult to personalize successfully. 

WHAT'S THE
BIGGEST PROBLEM

IN CUSTOMER
LOYALTY?

WHAT ARE THE
SOLUTIONS?

 
TURN DATA

INTO INSIGHT.
To satisfy your customer's expectations, you must not only collect the
right data, but you need to be able to turn this data into insights. Then,
you need to have the right tools in place to use the insights for satisfying
your customers’ wants and needs. 

But first, how do you collect customer data? 

W
H

IT
E 

LA
BE

L 
LO

YA
LT

Y 
W

H
IT

E 
PA

PE
R



W
H

IT
E 

LA
BE

L 
LO

YA
LT

Y 
W

H
IT

E 
PA

PE
R

There are different data capture methods that make collecting customer data easy
whilst also ensuring the customer has a frictionless experience with you. 

RECEIPT SCANNING
Best for retailers, B2B manufacturers/wholesalers, and restaurants

Using apps can engage an increasingly digitized audience and
expand the reach of loyalty programs. For many businesses,
however, most of the customer journey still occurs offline. Can the
online and offline worlds work together? With receipt scanning, yes!
Receipt scanning extracts data from a printed receipt or invoice to
collect customer information and feed it into a loyalty program.

Gather detailed insights into what your customers are buying.
Receipt scanning is a popular way of gaining 1st party customer
data for your scheme. It also allows you to discover what
customers are buying alongside your products: 

 A fast and accurate method of collecting data. Do you have an
unusual receipt layout? Don’t worry. Receipt scanning AI can
quickly map the layout of any receipt or invoice.

Multiple use cases. Receipt scanning is an ideal solution for any
business with little end-customer data due to complicated or
fragmented sales channels.

Advantages of receipt scanning:

- What are they buying from your competitors? 
- What is the total spend of your customer's basket? 

- Where and when are they purchasing your products? 

DATA CAPTURE
METHODS.

Disadvantages of receipt scanning:

Receipt scanning data capture has some barriers. Customers need
to be proactive in taking a photo and uploading their receipt or
forwarding an invoice. If a photo isn’t clear enough it has to go into
manual review, which means it will take more time to process. If
you’re looking for a more seamless data capture option from a
customer experience perspective, card linking may be the right
solution for you. 

https://whitelabel-loyalty.com/technologies/data-capture/receipt-scanning


Quick and easy to set up. Our card linking system integrates
directly with Visa, MasterCard, and American Express, meaning it’s
already compatible with your existing payment terminals.

It’s safe and secure. Security is crucial when dealing with
payment cards. Make sure you choose software with full PCI
compliance and card tokenization.  Card network offline? Don’t
worry - all your customers’ transactions will be linked to their
loyalty app accounts as soon as a connection is re-established, so
nobody loses out.

A frictionless experience for the digital customer. Once your
customer has linked up to the system, your loyalty app can
reward customers even when they don’t have their physical cards.
Choose a system that works with mobile payment apps, such as
Apple Pay or Google Pay, for maximum convenience.

Advantages of card linking:
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CARD LINKING
Best for multi-tenanted businesses and retail

 
Card linking is a seamless data capture method that turns
payment cards into loyalty cards. Customers simply link their
main payment card to your loyalty scheme so that each and every
transaction is recorded, without customers having to log them
separately, scan QR codes or carry a physical loyalty card. 

Disdvantages of card linking:

Whereas receipt scanning collects a customer’s basket data, card linking
will not allow you to know exactly which items customers have bought,
as well as other data such as pricing details. If you want this level of
insight, receipt scanning is the best option.

N.B.: Card linking is not available in all markets and regions. Make sure to
check with your provider. 

https://whitelabel-loyalty.com/technologies/data-capture/card-linking
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DATA
INTEGRATIONS

EPOS INTEGRATION
Our solution already has the ability to integrate with many of
the world’s most popular ePOS systems, and we’ve got many
more in development. This means that you can import the
customer data you currently have with 100% accuracy. No
data is wasted. 

CRM/ERP INTEGRATION
You don’t want to be searching through different
information sources in order to see what your customers
are doing. Combine data from your existing CRM with
other sources, so you can see a complete overview of
your customers’ activity in a single view.

If you need a CRM, we can
provide CRM functionality out of

the box.

Once you have captured customer data, it’s time
to turn the data into insight…

https://whitelabel-loyalty.com/technologies/data-capture/epos-integration
https://whitelabel-loyalty.com/technologies/data-capture/crm-erp-integration
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Loyalty campaigns should be based on facts rather than
assumptions. 

However - your data is only useful if it is easy to access and interpret. That’s
why our technology allows you to generate charts by merging data from
multiple sources, allowing you to design your own dashboard of bespoke
graphs to make everything clear and actionable.

Analyzing data from your loyalty program can be complicated and time-
consuming. Fortunately, you don't have to do it yourself. Let AI help you
uncover crucial actionable insights and adapt your strategies by finding
hidden jewels in your data…

Insightful data needs to be supported by
flexible software.

You'll need to tweak your loyalty program as time goes on if you want it to be
as successful as possible. Only flexible software and platforms will be able to
adapt to changing sectors as technology advances in the coming years…

https://whitelabel-loyalty.com/get-in-touch
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WHERE TO
START? 

 
When designing a loyalty scheme, you must first establish
your end goal. If you struggle to come up with a more
specific answer than “to increase revenue”, consult your
data. 

Does the problem lie within infrequent customer visits? 
Do you need to increase the customer lifetime value? 
Do you need access to insightful first-party customer data? 

REWARD MECHANICS
Next, based on the goal you choose for your new loyalty
program, you can design the reward mechanics. Are you
going to reward members for shopping more often,
buying certain products, talking about your brand, etc.?
Once you’ve decided that, think about what rewards your
customers truly value. There are many different rewards
to choose from:

GOALS AND STRATEGY

Your own products -
physical or digital

Your own discounts,
codes or vouchers

 

Third-party digital gift
cards, vouchers, and

discount codes
 

Exclusive rewards such as first
access, VIP events, and other

perks
 

And so much more! We can find a way to implement the
rewards you have imagined…
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There are several options to choose from when it comes to the
type of rewards scheme you can run: 

- Points-based loyalty programs
- Tiered loyalty programs
- Paid subscription loyalty programs
- Spend-based loyalty programs
- Multi-tenanted (coalition) loyalty programs
- Purpose-driven loyalty programs
- Hybrid loyalty programs

To find out more about each type, check out our loyalty
programs 101 guide. 

LEVEL UP
Finally, take your loyalty program to the next level. With a
saturated market of reward schemes, knowing how to
stand out is particularly important. This can be done by
introducing loyalty tiers or gamification into your
program. Awareness and engagement are key to success
so don't be afraid to make your program exciting and
experiential. The more engaged your users are, the
better your ability to build an emotional bond with them. 

LOYALTY PROGRAM TYPES

Remember - modern customer’s needs change
constantly and brands are expected to be agile enough
to keep adapting. This can pose a real complication if
your business chooses an out-of-the-box solution. Rest
assured, this problem is one of the reasons that led to
the development of the White Label Loyalty engine. We
have created a platform flexible enough to fit any use
case or business sector with endless possibilities.

https://whitelabel-loyalty.com/blog/loyalty-industry-insight/complete-guide-to-loyalty-programs
https://whitelabel-loyalty.com/blog/loyalty-industry-insight/complete-guide-to-loyalty-programs


Burger King EMEA01
A restaurant loyalty software solution using receipt scanning to
capture transaction data across different POS systems.

Wavin UK02
A B2B loyalty app solution using receipt and invoice scanning
technology to connect directly to end customers.

La Casita03
An end to end loyalty program for a high end, tapas restaurant
chain who utilised our full range of solutions to understand,
reward and communicate with their customers.

CASE
STUDIES

Want to discover more about some of the
loyalty solutions we've delivered?
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https://whitelabel-loyalty.com/case-studies/burger-king-emea
https://wll-marketing.vercel.app/case-studies/burger-king-emea
https://wll-marketing.vercel.app/case-studies/wavin
https://whitelabel-loyalty.com/case-studies/wavin
https://whitelabel-loyalty.com/case-studies/lacasita
https://whitelabel-loyalty.com/case-studies/lacasita


All About Loyalty

Complete Guide to Loyalty in 2022
Loyalty Programs 101: All You Need
to Know
Loyalty Tech Terms Explained

Getting Started

5 questions to ask when creating a
loyalty program
Common challenges & how to
overcome them
Myths and misconceptions debunked

Data Capture 

All about card-linking
Receipt scanning technology

MORE USEFUL
RESOURCES
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https://whitelabel-loyalty.com/blog/loyalty-industry-insight/complete-guide-to-loyalty-2022/
https://whitelabel-loyalty.com/blog/loyalty-industry-insight/complete-guide-to-loyalty-programs/
https://whitelabel-loyalty.com/blog/loyalty-industry-insight/loyalty-tech-terms-explained-all-you-need-to-know/
https://whitelabel-loyalty.com/blog/loyalty-industry-insight/the-5-critical-questions-you-need-to-ask-when-creating-a-loyalty-program/
https://whitelabel-loyalty.com/blog/retail-sector/common-challenges-of-loyalty-programs-and-how-to-overcome-them/
https://whitelabel-loyalty.com/blog/business/7-myths-and-misconceptions-about-customer-loyalty-programs-debunked/
https://whitelabel-loyalty.com/technologies/data-capture/card-linking/
https://whitelabel-loyalty.com/blog/loyalty-industry-insight/loyalty-program-receipt-scanning/


WHY CHOOSE US
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FLEXIBILITY

Our loyalty solution can integrate with
most of the world’s popular ePOS and
CRM systems (and we’ve got even more
in development).

Our system is also designed on an API-
first basis. This means that every aspect
of it can be linked via an API connection
- so you don’t have to build a new app
or site from scratch.

GO BEYOND
TRANSACTIONS

With our platform you can reward
any customer action. Examples
include referring a friend,
providing product reviews, or
even simply engaging with your
brand’s content. 

SEAMLESS
DATA CAPTURE

Our platform contains a range of
data capture technologies designed
to help you import your existing data
or build up your data capture
capabilities. 



WHY CHOOSE US
 

W
H

IT
E 

LA
BE

L 
LO

YA
LT

Y 
W

H
IT

E 
PA

PE
R

MARKETING
TOOLS

 Our marketing module allows you to
segment your users and create
targeted messaging that is tailored to
each group. This is key for brands who
want to deliver more personalised and
data-driven campaigns to drive
engagement.

CUSTOM
REWARDS

Our reward-fulfilment API can give
you access to rewards from
popular high-street brands, so
rewarding your customers with
something valuable is easier than
you think. 

INDUSTRY
AGNOSTIC

 

White Label Loyalty’s solution
is industry-agnostic, meaning
that we are able to work with
a range of sectors and
complex use-cases. 

https://whitelabel-loyalty.com/technologies/core-platform/marketing
https://whitelabel-loyalty.com/solutions/reward-fulfilment


WHY CHOOSE US
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SUPPORT
ALONG THE

WAY
 

White Label Loyalty provides
resources to help you get the most
out of your loyalty program. We can
also support you with account
management as well as technical
support and loyalty expertise to help
you be as successful as possible. 

SECURE AND
RELIABLE

 

Our loyalty solution is fully
GDPR-compliant and secure.
Our platform also has 99.999%
uptime so you don't have to
worry about losing data or
systems failure.

https://whitelabel-loyalty.com/solutions/reward-fulfilment


ABOUT US
 
 
 
 
 
 
 
 
 
 
 

White Label Loyalty was founded in 2015 with the goal of enabling
businesses to better attract, understand, engage and retain their
customers by developing a cutting edge cloud based loyalty platform. 
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Contact us:
whitelabel-loyalty.com
info@whitelabel-loyalty.com

We are now delivering on that vision with a range of clients from small
businesses to globally recognised brands which we serve from our
offices in Leeds, Bangalore and Poznan. 

https://www.facebook.com/WhiteLabelLoyalty
https://www.linkedin.com/company/whitelabel-loyalty/
https://twitter.com/whitelabelloyal?lang=en
https://whitelabel-loyalty.com/
https://whitelabel-loyalty.com/get-in-touch

