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Leo Mrsic

* Lantea Group CEO (1000+ employees)

— largest regional (Croatia, Slovenia, Bosnia,
Serbia) textile retail company (170+ stores)

* M.Sc. in data MiNiNG memmz
* co-author of two |
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Tibor Cuturilo

» Tekstilpromet CIO (300+ employees)

— largest regional (Croatia, Slovenia, Bosnia,
Serbia) textile wholesale

* experience Iin business system
development and implementation

— largest regional textile wholesale
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Marin Maletic (guest)

e Lamaro CEO

— experience in marketing solutions and mobile
marketing

« pioneer in mobile marketing in Croatia
» several succesful projects in portfolio
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Presentation

* Introduction (Leo Mrsic)
— loyalty programs (history, development)
— Lantea Group ideas

» Lantea Group PremiumClub (Tibor

Cuturilo)
— technical aspect

— real life experience
* Conclusion
— Q&A



Customer loyalty

I work for MONey,

If you want foyalty,
get & dog.
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Can you see a problem?

(vour cusToMER ) { vourR COMFETITION )

ePage

( FYOUR FPROBLEM -:}
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Loyalty = wisdom

* |oyalty after loyalty
— awarness about personal data

* bull weight case study

— individual errors were bigger than results
average

 lost submarine case study

— different discipline experts give very pr'se
average location v

source: James Suroviwecki “Wisdom of masses”



<t
Customer loyalty network

expected unexpected
* how customer
expectation 3
fact ShoDD 1= 2 3]
affect s Opplng § pleasure zone thrill zone
pleasure, thrill T
and loyalty 5 | |
E [ ”
S indiferent loyalty zone
o customer
o

source: 2002-2006 Affinity Consulting, Brian Ward
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Loyalty <> profit

* "As a customer's relationship with the
company lengthens, profits rise. And not
just by a little. Companies can boost
profits by almost 100 percent by retaining
just 5 percent more of their customers”
(F.P.Reichheld)
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History

* originally started in Germany in 1950s
linked with govermental price restrictions
In some industries
— 1950 S&H Green Stamps give away shopping

stamps in vegetables and fuel stores with
possibility for trading stamps for goods

» first modern loyalty program was launched
iIn 1981 by American Airlines

— soon after it has been copied by many



o
Loyalty program - advices = -

* be clear in defining value added by your
program and communicate that value to
customers

 use collected data for customized offers
which can show you as a different
competitor and can be highly accepted by
customers

* be prepared to support project to the end
(with careful adoptions to project only if
neccessery)



Customer loyalty circle

Cﬁrm ﬂl‘?
¥ Service ™
Loyalty Awareness
Trust Image
1 Customer L
Loyal
Value yalty Distribution
Repeat Trial
e -~
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PremiumClub

way to communicate to all customers in
wide company

way to reward loyal customers

way to collect data about customers and
their shopping behavior

way to promote modern, technology
oriented company values as service to
customers
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PremiumClub

* In touch with techology even in most
complicatd (textile) retail

— customer needs to see and feel clothes

* in touch with urban way of life
— minimum boundaries

exi
exi
exi

D
D

D

ity in signing in
ity in accumulation of points
ity in usage of points



PremiumClub

 additional member benefits
— on demand reward programs (seasonal)

* status symbol
— unique club membership
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Lantea Group: PremiumClub :

» “Lantea Group PremiumClub: club that fits
you perfectly”

PremiumClub!3)|



System in brief

S
l

identification
w‘
l X
application —> message
store data N
e
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System in brief

ATABASE . e
- GENERATION <
= o
A“"::[[l:;zf;“ QX USER IDENTIFICATION &
I:l PIN GENERATION

D S, [ et
VERIFIGATION ",
CENTER -
SHS
GATEWAY

a‘/% E.':::,'.m

picture: Lamaro




qo13
Solution technical details

GSM gateway
mathematical model for coding and code supervision
system for receiving, first level analysis and data storage

system for second level analysis, confirmation and data
storage

system for third level data analysis and unique code
error report system

system for supervision and points usage

analyst report warehouse with all kind of reports



Solution - partners

® Tekstilpromet

Q,

LdiNaR0o
kreativhe komunikacije
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Proces

Registration
Accumulation of points
Points usage

System supervision
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Registration

ACGCUMULATION OF POINTS

IHHI & PN
SMS 2: H[ITIHI:AIII]H SHS 2 ¢

wﬁ?/ﬂ ——
i

POINTS
SMS 3

PREMIUM
GLUB
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Accumulation of points

Point of sale (POS) — code generation
Sending code through SMS

Analysis and storage center
Confirmation and notification
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POS code generation

Unique identifier of the POS receipt
String length
36 character code, later modified

4 character sets, control character, total of
13 characters



SMS sending

* Sending to GSM providers
* Forwarding to call center
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Call center - registaration andS=.s

processing

Formal validity
Initial confirmation

Forwarding to central system for final
check

Update of points



C13

hroug

Final control — central system

* Formal validity
» Content validity
* Final confirmation
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Accumulation of points

ACGCUMULATION OF POINTS

‘ SMS 1§
7 USER IDENTIFICATION
\ s “,,,',{',':‘,?,ﬁ“'“s [PIN GENERATION)
SMS 2: Hunm:mnn S—

/
54 E/E ——
/

SMS EMEWAY

ACCUMULATION OF
T POINTS

i
SMS 3

o
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Accumulation of points

* Club membership confirmation

Cestitamo! Postali ste
clan PremiumCluba.
Vasg PIN je 345963




ol
Points usage (redemption) ™

POS - cashier initiate process

Call centar — sending PIN code to
confirmation center and waiting for
activation code

POS — cashier enters activation code In
POS

Server — transaction details storage
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Points usage

REDEMPTION OF POINTS

CUSTOMER IDENTIFICATION
= BY PIN AT :nsn REGISTER
=1 N USER IIIEHTIHI:IIIIIII
SMS 1: AUTHORIZATION SMS 2: REDEMPTION
NOTIFICATION & . CONFIRMATION § PI INITIALIZATION OF

|

|
3= =) — ﬁ
|

|

v / CONFIRMATION
SMS GATEWAY

REDEMPTION OF
POINTS

j

picture: Lamaro
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System supervision

* Formal supervision — code structure,
special signs (0,0,8,9,L,1)
« Content supervision

— comparing data from SMS to actual data in
system

— fraud analysis (heavy or abnormal usage)
— other
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System scrennshots

* Python enviroment
« PL/SQL enviroment
* Oracle Discoverer / OBl EE Reporting



ASCI| data collection

" Mote pad++ - C:\simpa\Work\Loyality_Lantea\backup\Za_provjerulbatch-lamare-2007_11_06-21_00_0M

File Edit Search WMiew Format Language Setbings Macro Run Plugins  MWindow 2
cEHHEE G &« s @€ | & 'i';iﬂ 2 x| BE =1 EE| M W ES L::Z:]

[= batchdamaro-2007_11_06-21_00_0

1 |6c:1b5f008uDDQ2;- BT HiEh SR228:26;061107:318; 6210 00 L

Z  3Q1BSFOO7ROOSS;-=1 & o0 SRS%;134:9:061107;279; CLTE SAEESS %l s T4 E T Rt i 3

5 6albSE00y4003n; -+ fasa e J226:3:061107;1228;CL 00 s Famia e Elasiaie b ie Fdasansde Gt Sl s Baw. Sakb

4 121b5f02530022 ;- $:38:2;061107;2899; Ans o0 Wigh mEsba caai e

5 331b5f007r00rmm; - ¥ y 2111:22;061107;279;CL8 : -

&  341b5£002c000de; == 0 ¥ o p112:13;061107;:348;CL 8 e Ba . i S $ &

7 761h5f004=z017r;= 00 0 PRmE 25843, 061107; 179 CL0E e . o . .

5  1lilkh5f0lie0lrb;- : ! ;54:63:061107; 1953;CL 0 L S L g * T LE t . A
9 5nlkh5£009p0066; - T2 SR :203:6;061107:349; Prise 40 t2 st Db R wi aa g 3
10  Z61h5f00Z800Lz; ahemme] o 78:15;061107;80;261b8

11 031b5£008100 b+ = ¢ : 23:19;061107;289; CLUE il wiiba # . L ¥ »
1z 3r1k5£009£005h; - : $135:5:061107;:339; CLUS JAalisiis 5 0s svaie, fue

13 6alb5f00i100em; - : SN EE6:14:061107; 649 CLIR sihe da T rait 18 e 4 ta t * bt ™

14  331b5f02e202s5c; 4R8SSE e ¢ ;111:;100;061107;3095;

15  331b5f003h02ow; -+ &0 : ©2111;96;061107;125;CL 8 g it - S N - .
18 1r1lb5£008v00ia; + : S0t pB3:18;0681107:319;CLTS i . arx s . R : z .

17 701b5f00dh01lvu; - 13 RO EBErT0:061107:485:C1 0 b ‘e € Sibih At s =

18 391b5f004p00jn: -+ = 0 S p117:19:061107;:169;:C1W S4B B e G A i e e 3 By

18 451b5L003 10091 +hEsmsmsai 288 ;1 147:9:061107; 109 CLTUR, /e Saie b P '
20 331bS5f01uS00ee; - : #¥%:111:14;061107;2385; (A4S $a 't Ta, g T g t e EE
21  211kh5f00il006e; - 13 SRR V3;6;061107;649; CLUE . e wo e - 408 T t 1.8
2z Tele5f005001us; 0= s S0 25B:66:051030;180:27¢
23 7e1bh5f006700ph; = = ¢ S0 ;258:25:;061107;250;CL0R LR e S e tiim 1 1 i e Tead T
24 1ri1b5£f00510180; -+ SRR sB3:311458:061107;1151 v £ b it Wi S s miail 5t
25 091b5f006902w]; - 13 v 2:103;061107;225; CLUE “aa & Daad ' ait Tl ey Anibm 11 ti; Tesveds
26 E2tlbSf001al0kb;-= = os s ess e 101;11,;061107; 46; CLTH HE e $ a1 sdtida vt T LL : ™
27  271b5f009400s0; s hStsste 79:28:061107:328:CLUE D vin e - g & t T
28  6clbh5£001901kb; - : FR888;:225;47;061107;:45;:CLTS, Safgs Faie $.a s faspim t " b
29  1wlh5£015n0033; - : BEERE:68:3:061107;1459;CLTS £4 TaD SECHNECE 4%, 5w

300 M11b5f01sd00dx; s WERSSESNeeRE 255,15, 0611072317 CRAR Heeai s e seh o8 bR

31 1hlbS5£02070054; - ;53;28;061107;2599; 1L
FE 1hib5f01d=z000s; + ©:53:24:061107:1799;: 1k

33 3tlbS5f00x202nf; - e +137:95;061107;1190;3

34  4ilb5f0063017n; aNSSSE "Slesee; 162:43;061107;244 :CLHR, Ha s T fatbait, 5. Bap & b8 t t P4

35  Owlb5f008k00SL; -+ = ¢ LR 531:9:061107;299; CLUE. S0 au o ey d foavaaping 3§ LR afian &9 " $40
36  EtlbS5f00hh00fwv; - : #0;101;15;061107; 629;CL 8 & Fasdigre min T owme 1 . u mg

3 Galb5f00ch00cO; + 1% 226:12:061107;449;: CLTH# e 341 358 3. ta sy t.m

38 BwlhS5f00epl066; -+ = o . ;212:6:061107;529; CLUS, H & Faaleam, wp FHUATIECE JEaECTEL §. e fe

o) P PV SER e e ol M T T oo M e M - . ERiEE P G gegmiatan s )_\_

Marmal text file nb char : 9459 Lnil Col:il Sel:0 LINT AMST NS




Python source
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= Motepad++ - C S\simpa\Work\Loyality_Lantea\loyality. py

Eile Edit Search Yew Format Language Setfings Macro Run Plugins  WWindow 2 b4
PRl F 2 T P =
[=] Toyality. py ]
169 —class Datahase: )
170 # Standard
171 def  init (3elf username,password,datshase):
172 self.username = username
173 self.password = password
174 self.database database
175 def open(self):
178 self.conn = cx_Oracle.connect({self.username,self. password,self.database)
177 gelf.cur = self.conn.cursor(}
178 H def close{self):
179 self.cur.close()
180 | self.conn.close()
151 def commit({self): 1
152 self.conn.comnit() ‘E—
183 = def rollback(self): ‘ |
184 | self.conn.rollback() i
185 def nextval{self, seqname):
186 gelf.cur.execute('select %s.nextval from dual'%segname)
187 return self.cur.fetcchall{) [01[0]
188 # Additional
139 def insertiraj slogove(self,datoteka):
190 [ for dict in datoteka.parsed_data:
191 id = self.nextval{'LY 3EQ'}
192 dict['id']=id
193 Belf.cur. sxEcue ("
G o] INSERT INTO . -
195 .
196 i .
197 VALUES
198 Erdd,. stelefarn,. U,
199 rorgied, :br_rac, TO _DATE(:datum rac,'DDMMYY'),
200 T tiznos_rac, tkorisnik, SYSDATE, :kod)
201 e kkdicr)
20z # Azuriranje begin i end id-a
203 = if datoteka.ly_id begin is Hone or datoteka.ly_id beginxid:
2049 | datoteka.ly id hegin = id
208 if datoteka.ly id end is Hone or datoteka.ly id end<id:
208 T datoteka.ly_id end = id
L1 i ot A s s =

Pythan File

nb char : 19531 Ln:21 Col:4 Sel:0 Dos\Windows ARSI

NG




Python source

Hotepad++ - C “\simpa\Work\Loyality_Lantea\loyality.py

Eile Edit Search Yiew Format Language Sethings Macro Run  Plugins Window 2 b
PR = e D oe | thip & % =1 o = [b [
= eyaltypy |

1 |import cx oracle [a]

2 import os

3 import time |

4 import random L

5 import shutil

a

7 from confiy import *

8

g ween

10 # Defsulti - iz config.py

11 DE_USERMAME = 'projekt'

12 DE_PASSWORD = 'projekt'

13 DB_DATABASE = 'lrob9.world'

14 B

i5 PATH Eh PROVJIERU = 'C:\\transferi\za provjeru'

16 PATH PROVJERENI = 'C:ih\transfer‘\proviereni'

17 PATH_ARHIVA = 'C:\\transfer\\arhiva'

ig

13 PATH ISFLATA = 'C:Vi\transfer))isplata'

20 PATH_ARHIVA ISPLATA = 'C:l\transfer))\arhiva_isplata’

21 s

22

23 H PUTANTE:

24 # Datoteke za provjeriti

25 # Provjerene Dafoteke

26 # Arhiva

27

2B #5truktura filea:

ed #KOD - izworni kod

30 # TELEFOM -broj maobitela

31 # ORGJED —sifraorg. jedinice (ducana)

3 # BR_RAC -braj racuna

33 # DATUM_RAC - datum razuna u formetu DM Y

34 H# IZNOS5_RAC - zaokruzeni iznos rasuna

35 # KORISMIK - ko raspolazete podatkom o imenu i prezimenu osobe,

36

37 def nvil{value,default}:

38 if walue is not Hone:

Python file

nb char : 19531 Ln:1l Colil Sel:0 Dos\Windows  ANST
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Oracle Discoverer 10g

B3 open Workbook from Database x|

Choose a target worksheet by browsing available workbooks and selecting a worksheet

iewe: |AII Warkbooks "| [% '| Mame contains: ‘ | | Clear |
Workboaks:
Name = |Gwne_r Modified
@ LAPC - LANTEA - promjena cijena PROD_ELL Jul 15, 2008 2:51 PM =
‘@ LAPL - LANTEA pregled planova PROD_EUL Moy 15, 2007 2:32 PM
@ LAPR - LANTEA prometi PROD_ELL Sep 5, 2008 9:58 AM
@ LARA - Lartea razno PROD_ELL Jul 10, 2008 12:57 PM
@ LAZA - LANTEA zalhe PROD_ELL Sep 5, 2008 9:00 AM 7

- LOLA - Loyality LANTEA PROD_ELL Mar 17, 2008
E LOLA-1 Rekapitulacija Premium Club po PJ

E LOLA-2 Pregled racuna za razdoblje - po satima

E LOLA-3 Rekapitulacija Premium Club po PJ itelefonu

""" E LOLA-4 Rekapitulacija Premium Club - isplaceno

EE}"-@ PPLA - Pregled prometa Lantea PROD_ELL Mov 23, 2006 2:21 AM

-4 SIFA - Sifamici PROD_EUL  Aug 31,2007 10:21 &M ||
EE}"-@ TRLA - Transferi Lantea PROD_EUL May 31, 2007 2:09 AM [+
{] [ |

Description

Mo description available

Help Qpen ” Cancel
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Reports

| L1 | http:/fiasrh 1. tekstilpromet.hr: 7779 /discoverer fapp/plus?event=getPlusPlugin&remoteSessionlD=1 iy

LYo T.Md § 2 &= 4@ ﬁ@&
B¢ U s e BB, . BE Do

LOLA-1 E'

Page tems
1 £59,751,00 1,831 127,81%.00 £,350 22.83% 16.71% T
2 o0z 320,316.52 1,607 $3,607.00 243 4,174 26.10% 15.12% M
5 003 780,148.53 977 246,223.00 242 12,284 31.56% 2437596
4 00s 373EEE.92 79 100,973.00 208 S,020 27.03% 21.04%
5 007 37122250 1,858 6526000 168 3,293 17.74% D063
6 003 1,115,413.77 5,610 174,630.00 534 8,701 15.66% 10.59%
? 010 149,242,986 B1E 15,595.00 49 778 10.45% 003
E o011 146,881.50 B18 39,79%.00 109 1,981 27.10% 17 64%
g 012 152,907.10 456 30,507.00 57 1,521 19.95% 12.50%
10 013 247,268.28 2,743 21,289.00 73 1,089 B.B1% 26638 j
2,400k
2.000K W Suma izdanih raduna
[Broj izdanih raduna
1.600K
e 1aéuna za kaje su poslani
o dovi
Broj raduna za koje su poslani
1.200K .kndovl
[Broj badova
200K
W Udio kedova u sumi 1aduna
00K H l \ \ l l l \ | l [ Udio kodowa u broju raduna
i L T II..ll“l“nH hh IH hl ll|. lulhl ul.mll Wbttt Lot l l u.hll[ Ll \ ll..llllhl minml L ll
001 o007 012 015 ozo 025 DQQ 033 037 089 DQ4 101 106 11D 117 134 162 203 208 215 227 23 242 254 258 262 272 276
o003 o1 LiRE) oz2 oz7 035 039 043 049 DSE DES DEE 074 ﬂ?Q DBB DS? 08z likc} 101 22 137 143 14@ 155 164 205 213 218 225 229 239 252 256 262 270 274 278 287 ZQB

Double-click here to editthe text area

L [ LoLa-1 Rekapitulacia Premium Club po PJ L [ LoLa-2 Pregied rauna za razdoblje - po satima Lﬁ LOLA-3 Rekaptulacia Premium Club po PJ i telefonu L [C] LoLA-4 Rekapitulacia Premium Club - isplaéeno
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[ IR
vl

N il
1 09:00 - 10:00 111 20,763.00 Z
5 10:00 - 11:00 172 3% 73,688.00 %
3 11:00 - 12:00 FES 0% 98,411.00 10%
4 12:00 - 13:00 237 10% 3E,335.00 10%
5 13:00 - 1400 195 9% 4,843.00 9%
5 1200 - 15:00 157 7% 66, 707.00 7%
2 15:00 - 16:00 130 5% 51,311.00 %
8 16:00 - 17:00 194 9% 70,160,00 7% -
g 17:00 - 18:00 214 3% 86,67 1.00 %
1g |- 10 270 12% 145 436,00 15%
19:00 = 2000 248 119 117 . 849n.0n 179 E
0,03413%

4,205 %

Tig:l: [ [l 09:00 - 10:00

Oao:00 - 11:00

M 11:00 - 12:00

1T 1200 - 12:00

11.82% [ 12:00 - 14:00

W 1400 - 15:00

H1s:00 - 16:00

el Il 15:00 - A7:00

2 444% O47:00 - 1200

[ 15:00 - 19:00

8.,605% [O19:00 - z0:00

2,561% [ 2000 - 21:00
5.737% 5.020% Wz100-

Broj raéuna
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Experience, further reference

code structure problem (14 digits)

time segmentation (15 days from date of
purchase)

“points on points” situation
fraud analysis

technological reorganisation (problems
with two or more data sites)

personalisation



Conclusion

e commercial value

 technology
— aiming for simple architecture
— partner support quality
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Thank you!

leo.mrsic@lantea grupa.hr
tibor.cuturilo@tekstilpromet.hr
marin.maletic@lamaro.hr

www.lanteagrupa.hr
www.tekstilpromet.hr
www.lamaro.hr



 Discussion

Q&A

W Tekstilpromet
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