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Measuring What Matters:
A Telco Guide to Loyalty Program ROI

How to Turn Loyalty Data into Retention, Higher CLV, and
Measurable Growth

Why Loyalty ROl Is Now a Board-Level Topic

Telecom operators invest heavily in loyalty and engagement programs, yet many
cannot clearly demonstrate the return on investment. Discounts, points, and partner
offers create activity, but not always measurable value.

This guide is designed to help leaders:

> Clarify what true success looks like in loyalty
> Align KPIs with retention, ARPU, and Customer Lifetime Value (CLV)
> Move from activity reporting to measuring impact

> Use platforms like Evolution to track and optimize ROl in real time

© 2025 Evolving Systems. All Rights Reserved. evolving.com



evolving

systems

“If you don’t measure
your loyalty ROI, you're
only guessing which
initiatives work.”

From Cost Center to Growth Engine :
Tick all that apply:

With rising churn and acquisition costs, loyalty
must earn its budget. Without measurement, We can compare ARPU for loyalty vs.
loyalty quickly becomes a cost center rather non-loyalty customers

than a source of strategic growth. We know churn rate for loyalty members

Measurement connects every reward and We track offer uptake by segment

campaign to: We see campaign ROl in one dashboard
> Reduced churn
> Higher ARPU
> Increased CLV If fewer than 3 are ticked - you need
> Better NPS and advocacy a measurement-first approach.

Seven KPIs Every Telco Loyalty Program Should Track

Metric What it tells you How to use it
Redemption Rate Shows relevance of rewards. Fine-tune catalog and mechanics
based on what subscribers actually
use.
Participation / Active Measures depth of engagement. Boost via gamification, streaks,
Member Rate challenges.
Incremental ARPU Reveals actual revenue uplift. Compare loyalty vs. control groups.
Churn Reduction Quantifies retention impact. Compute savings on
acquisition + win-back costs.
Customer Lifetime Value (CLV) Captures long-term loyalty profitability. Track CLV changes after program
enhancements.
NPS & Sentiment Indicates brand strength and advocacy. Correlate with loyalty engagement.
Campaign / Offer ROI Identifies high-performing campaigns. Scale winners, retire underperformers.
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4 Turning Insights into Real-Time
Loyalty Decisions

Measure loyalty on Metrics only matter when they change what

OUtcome_S’ not o how you do. Evolution helps move from static
many points are issued. reporting to real-time action and measurable
value.

> Unified Customer View

Evolution consolidates billing, usage, CRM, digital and
loyalty activity into one subscriber profile, eliminating
silos.

> Real-Time Triggers & Geo-Targeting
Low balance, dropped call, entry into a roaming zone or

LOYALTY MANAGER

partner store - each can trigger personalized,
automated interventions.

““““ o > Behavioral & Demographic Segmentation
Create and compare segments such as:

* High-data urban users

* Long-tenured prepaid customers

* Multi-line family accounts

> Next Best Offer & A/B Testing

Predictive models identify the best reward or offer per

- & segment and continuously optimize results.

A Practical Checklist for Loyalty ROI .

Checklist items: 6,478.091

\'%

Define core objectives (churn reduction, ARPU uplift, NPS, app adoption)
Establish baselines before program changes
Ensure loyalty data flows into a unified analytics platform (ex: Evolution)
Build dashboards for marketing, finance, and leadership
Track KPIs monthly; adjust mechanics accordingly
Retire low-performing campaigns

Revenue Location

Expand high-performing rewards Earned Covered

Use real-time triggers (usage, location, lifecycle stages)

vV V V V V V Vv YV

Conduct controlled A/B tests for every major offer
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“Design every loyalty
initiative with one
question: How will we
measure success?”

Sample Use Cases

Use Case 1: Prepaid Churn Reduction

Problem: High churn in low-ARPU prepaid segments

épr)roach: Evolution identifies at-risk users and triggers geo-aware boosters when
a

ance is low or user enters high-risk zones

Use Case 2: App-Driven Engagement & NPS Lift

Problem: Low app adoption

Approach: Rewards for self-care app actions + digital gamification

Use Case 3: High-Value Retention

Approach: Predictive risk scoring + targeted, real-time retention offers

How Evolution Helps You Measure and Improve Loyalty ROI

Evolution delivers

> Real-time CVM + loyalty management
> Unified subscriber view with full data integration

> Geo-targeting + behavioral and demographic segmentation

About Evolving Systems

With over 30 years of expertise, Evolving Systems is a trusted partner
in the telecommunications sector. We help CSPs adapt and excel,
backed by our 35-year legacy of reliability and innovation. Trusted by
80% of the world's largest Mobile Network Operator Groups, we
streamline (e)SIM processes and enhance customer data integration
with our Complete (e)SIM Lifecycle Management Suite and Evolution
platform.

For more information please visit:
evolving.com or follow us on Linkedin: linkedin.com/company/evolving-systems/
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> Lifecycle automation & retention triggers
> ROl dashboards tying rewards directly to CLV, ARPU,

and churn

Our Locations

United Kingdom

2 City Approach, Albert Street,
Manchester,

UK M30 0BL

India (Bangalore)

Gurudas Heritage, 3rd Floor, 59/2
100 Ft Ring Road, Banashankari
Stage Il, Bangalore 560070, India

Spain
Plaza de Carlos Trias Bertran, 4,
28020 Madrid (Ibercenter), Spain

© 2025 Evolving Systems. All Rights Reserved.

United States
871 Marlborough Ave. Ste 100
Riverside, CA 92507 USA

India (Kolkata)

Victoria Park, Level 5, Block GN,
Plot 37/2 Sector V, Salt lake,
Kolkata 700091, India

Canada

Montreal

505 Maisonneuve West, Suite

400 Montreal, Quebec H3A 3C2
Laval

6900 Boulevard Arthur - Sauve Suite
203 Laval, QCHTR 1K7




