
Digital tools for loyalty programs
Jurij Triller
This session introduces the key digital tools for building effective loyalty programs intourism destinations covering the main challenges of fragmented systems and unused data,and presenting Smart Destination, an all-in-one platform that connects stakeholders,centralizes data, and personalizes guest experiences. One formula to remember: Loyalty =Data + Behavior + Ecosystem.

Presentation script (introduction, objectives…conclusion)
Introduction
Smart Octopus Solutions develops Smart Destination, an integrated platform enablingtourist and commercial destinations to grow their revenue through four complementarymodules: Gift Card Management — solution designed for shopping centres and multi-locationbusinesses Loyalty Management — customer loyalty across the entire interaction journey Event Management — comprehensive solution for all types and sizes of events Marketing Automation — a user-friendly tool for automating marketing activities
Key message: ONE system to control and grow destination revenue.
2. Challenges facing today's tourism sector
Operational challenges (Market Reality) Isolated systems that are not connected to each other Data collected but not activated — Business Intelligence potential unused No segmentation or personalization — the same offer for everyone Data exists but is not shared or used effectivelyField challenges Getting guests to join the loyalty program Getting guests to engage over time Connecting stakeholders (hotels, restaurants, shops, activity providers...) Connecting heterogeneous systems
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Note: Existing solutions on the market — discount cards, mobile apps, standalone loyaltysystems, booking platforms (Booking.com, GetYourGuide) — address these challenges onlypartially and remain fragmented.
3. What loyalty really means
Loyalty is not just about points or rewards. It rests on two fundamental pillars:1. Understand the guest2. Collect behavioral dataPersonalization ensures consistency and relevance across the entire Customer Life Cycle,directly contributing to increased Customer Lifetime Value (CLV).The customer cycle: Acquisition → Attract / Discover / Consider / Evaluate → Conversion →Buy → Retention → Enjoy / Advocate / Retain → Loyalty Loop (back to Acquisition)The 4 strategic actions: Segment & Personalize / Communicate / Understand / Collectbehavioral data
4. Our system — Technical architecture
The Smart Destination platform centralizes data from all touchpoints: POS System (point of sale) → all transactions Backend systems → reservations, stays, purchases during stay Website → members, online purchases, online store Gift Card Management System → gift card transactionsAll flows converge into a central Loyalty Data Platform that handles: point calculations,reward allocation, member data sync, individual discounts, campaigns, and products.The platform then feeds: BI & Analytics — reporting and business analysis AI Module — advanced analysis and marketing campaigns Marketing Automation System — personalized communications (emails, etc.) sentto members
5. The Shift — From systems to experience
Smart Octopus Solutions proposes a transformation built on 4 principles:# Pillar What it means
01One Ecosystem All stakeholders connected in a single unifiedecosystem
02Connected Infrastructure All customer-facing systems linked together
03Central Data Hub Single source of truth for all data
04Real-Time Insights Live data and actionable insights
In practice, the Smart Destination connects: Accommodation / Wellness / Food & Beverage/ Retail & Services / Gift & Loyalty Card.The Central Data Hub collects transactions, behaviors, and preferences to produce: 360° Guest Profiles
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 Behavior Analysis — understand & predict Personalized Offers — relevant, timely, effectiveResult: Better experience · Higher engagement · More revenue
6. Connecting the destination — The entry model
Faced with a multi-provider destination and a single guest, Smart Octopus proposes a two-step approach:Multiple providers → One guest Step 1 — Entry: Gift Card → a simple, universal, frictionless acquisition tool that getsthe guest into the ecosystem Step 2 — Then: Loyalty + Data → once the guest is inside, the loyalty program isactivated and data collection beginsThis model allows destinations to progressively onboard visitors into a connected ecosystemwithout forcing immediate full registration.
7. Key takeawayLoyalty = Data + Behavior + EcosystemEffective digital loyalty is not a standalone tool. It is the union of: Data — collection and quality Behavior — analysis and personalization Ecosystem — connecting all destination stakeholdersWithout all three components working together, a loyalty program remains ineffective.
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