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LOYALTY
PLANS MANAGEMENT

In recent times, the increase in the number of shopping centres, shops, leisure centres, travel
agent’s, airline companies, hotel chains, etc., has led to the proliferation of so-called "Loyalty
Programs" that aim to prevent customers from diversifying.

The strategy used is very clear: "If you use our services or buy our products, we will give
you free gifts". The aim of this system is for companies to attract new customers and hold
on to their existing customers.

CURRENT PROBLEMS

w High management costs in cases which require the reception of documentation associated to
the service or sent by the customer (Claims, Feedback, Quality Commitments, etc.)

w Lack of optimisation in storage and retrospective data query. Mainly due to the fact that this
documentation does not belong to the company’s operations.

w Incidences and logical delays in manual information processes: Data recording, service validation,
etc.

w Difficult interaction between companies with loyalty programmes and partners associated with
the programme, regarding claims management.

SGAIM SYSTEM

As a leading company in the introduction of Outsourcing solutions, SGAIM proposes a solution
based on digitalising the paper documentation sent by the client. SGAIM relates all of this information
to other company data, focusing the entire management process within a single integration portal
for all users (corporate or partners) associated with the programme, SGAIM’s TTID platform.

Starting with this document base, the information is extracted and classified to create the necessary
catalogues and templates according to the type of document, origin, format or different validation
rules defined in the consultancy phase prior to the start of the service.

In accordance with the different documentation classifications, the necessary BPM (Business Process
Management) is applied to ensure that the information is handled according to its importance,
guaranteeing its reception by users and assuring the correct process management.

During the process, intelligent data capture techniques are used via advanced recognition of printed
documents by applying different technologies (OCR, ICR, OMR, etc.) and with the backing of integrated
automatic validations.



All of the information extracted in the data capture supplies a support database which, if required,
enables the information to be transferred to the client’'s databases to be processed in corporate
applications, as well as the generation of important metadata to obtain knowledge that can be directly
applied to the decision-making process via the TTID’s Repository solutions. (E.g. Study of maximum
timeframes in resolving customer claims).

Depending on document flows, the administrator can specify the management rules to be applied.
Parallel to departmental classification, it categorises by concept and relevance. E.g. claims segmented
by preferential and non-preferential customers (Gold Customers, Platinum Customers, etc.)

SGAIM BENEFITS

Drastic reduction in processing costs and timeframes concerned in the management of claims by
customers within the loyalty programme.

MLP centralises the processes of reception and management, ensuring control, good organisation
and constant updating of these massive information flows.

By optimising classification times, relevant information is filtered with minimum costs for the company
and a positive response time in the decision making process, which is very important in any customer
services department.

The original paper documentation is secured, under suitable conditions, in the SGAIM archive system.
The information received is stored in one repository that ensures selective real-time recovery and
advanced search of its contents.

Studying business logic and its application in the BPM process ensures the automatic distribution
of the information to its rightful destination and the application of appropriate processes and actions
at each time.

TTID has modules for integration with the client’s business applications, enabling it to perform as
a transparent platform for the user. In the same way, it enables queries to be made by partners associated
with the programme on the status of the claims associated to services provided by these partners.

Disaster prevention via secure hosting with duplication of information and replication of access
channels.

Guarantee of the availability of vital information, for the necessary time periods according to its
content, contracts, changes in procedure with economic implications, etc.

Rapid implementation of the whole process guaranteed by SGAIM’s solid experience in this type
of Outsourcing application.






