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Simplicity Induces Trust
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Personalization Needs a Human Touch

As a loyalty industry, we still have a way to go to make loyalty a bit
simpler. Clients should know exactly what they are going to get, and
in doing so, we believe it induces a little bit more trust. Clients have
said three things to us: make my life simple, make my life special, and
look after me.

What’s also important in this whole process of loyalty is not to lose
sight of the basic principles. And for me the basics are in psycholog�.
Being loyal is a natural human characteristic. And loyalty programs
are based on that principle.
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Data is Key to Exceeding Clients Expectations

The core of a loyalty program is indeed powered by data. Yet it’s the
human touch which involves truly understanding the client at the end
of that cycle, which is key. It’s the magic touch actually at the hotel
which will make all of the di�ference. That’s what loyalty is about
today.

For me at the beginning of the cycle, the focus is to listen to the client,
then look at the data, and then just really focus on the data. At the
beginning, the customer insights were actually telling us more about
what they needed than the data, but now the focus is data, data,
data. There are some things clients don't even know they want or
need. And so by wowing them through the data, you actually achieve
a lot more. But we do still listen to our clients every time they come
into our hotels as well.
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You can look at your data and you see exactly what our customers like
and how they react. For me, the answer is very clear. If you don’t have
a program at the beginning, the situation is di�ferent, but once you
have the program, the focus is really on the data side.
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