
Best Of: Optimizing 
Engagement Between 
The Transactions.
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More Than A 
Transaction…

A loyal customer is

they are your greatest assets
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Engagement in between the transactions 
ultimately drives emotional loyalty.. which drives 

future transactions
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Emotion = 
Loyalty

Emotion is the Number 
One Driver of Loyalty
- Forrester Research

Consumers with High 
Emotional Engagement 
Buy the Brand 82% of the 
Time
- Capgemini



The Dynamics 
Are Changing.
• Next best transaction vs. Future 

transactions

• Sales-driven vs. Engagement-driven

• Short-term opportunity vs. Long-lasting 
relationships
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Engagement Done Well: 
Reviews.

Create product review 
and surveys to engage 
the member to provide 

details of their experience 
with the product and 

brand... 

Even better –
Reward them for it!
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Create and utilize 
personalized content to 
drive deeper sentiment 

and engagement... 

Even better – reward 
them for it!
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Engagement Done Well: 
Personalized Content.



Encourage and utilize 
member stories to 

showcase members and 
create moments of 

engagement… 

Even better – Reward 
them for it!
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Engagement Done Well: 
Member Stories/UGC.



Determine the tactics that 
will drive engagement with 
your members and build a 
meaningful value exchange 

01

04
Deploy those tactics, and 
utilize measurement to 
determine engagement 
post-activation

Key 
Takeaways.

02
Define a strategy to engage 
your members at all 
available touchpoints

Develop the measurement of 
defining the tactics to your 
engagement scores and 
overall loyalty of your 
members 

03
Are you integrating engagement in 
between the transactions or delivering 
authentic engagement tactics that add 
value for the long-term loyalty 
relationship?
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