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Section 1: Introduction
Ever wondered how to keep your business clients coming 
back for more? You're in the right place. This playbook is 
your ticket to mastering B2B loyalty programmes that work.



Let's face it, keeping customers happy is crucial for success in 
any industry. And in the B2B world, loyalty programmes are 
game-changers. They're not just about giving out points or 
discounts. They're about building relationships that last.

Founder & CEO
Propello Cloud

Mark Camp

So what's in store for you in this guide? 



You'll learn how to craft B2B loyalty programmes that resonate with your clients. We'll explore strategies that boost retention 
and drive growth. Plus, we'll share real-world examples that'll get your creative juices flowing.



Ready to transform your customer relationships? Let's jump in and discover how to make your B2B loyalty programme a 
powerful tool for success.
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Example Clients:
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Section 2: Benefits of Implementing 
a B2B Loyalty Programme
B2B loyalty programmes are designed to encourage businesses to continue purchasing from and engaging with a particular 
supplier or vendor. This structured marketing strategy concentrates on building long-term relationships and adding value to 
the overall business partnership.


The programme achieves this by offering rewards that are more focused on business needs and goals, such as discounts on 
bulk orders, free shipping, or access to exclusive product lines.


Some of the many benefits of this loyalty scheme include:
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circle-right Customer Retention

Keep your clients close and your profits closer. A 
solid loyalty programme turns one-time buyers 
into lifelong partners. Watch your churn rate 
plummet as satisfaction soars.

circle-right Increased Sales

Happy customers buy more. It's that simple. 
Loyalty programmes encourage repeat purchases 
and higher order values. Your bottom line will 
thank you.

circle-right Strengthened Relationships 
via Personal Affinity

Build bonds that go beyond transactions. Loyalty 
programmes create touchpoints for meaningful 
interactions. This adds a personal touch that 
promotes trust and loyalty.

circle-right Data Collection and Insights

Get to know your customers inside out. Loyalty 
programmes are goldmines of data. Use these 
insights to tailor your offerings and stay ahead of 
the curve.

circle-right Competitive Advantage

Stand out in a crowded market. A well-crafted 
loyalty programme sets you apart from the 
competition. It gives clients a reason to choose 
you over others, time and time again.

circle-right Brand Advocacy

Turn satisfied customers into vocal champions. 
Loyalty programme members are more likely to 
recommend your business. Harness the power of 
word-of-mouth marketing.

circle-right Customer Lifetime Value

Watch your customer lifetime value skyrocket. 
Loyalty programmes encourage long-term 
engagement, leading to sustained revenue 
growth over time.

circle-right Personalised Experience

Tailor your approach to each client's needs. Use 
programme data to offer personalised rewards 
and communications. Show your customers that 
you really know them.
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Section 3: Overcoming Challenges 
in B2B Loyalty Programmes
Implementing a B2B loyalty programme has its fair share of hurdles. But fear not! Here are some common challenges and how 
to tackle them head-on:

Budgeting

Challenge Limited funds for programme launch and maintenance.

Solution Start small and scale up. Begin with a pilot programme for your top clients. As you see results, 
gradually expand your budget and reach.

Loyalty Programme Type

Challenge Choosing the right programme structure for your industry.

Solution Tailor to your sector. For tech firms, consider a tiered system based on usage. For distributors, a 
points-based programme might work better.

Reward Selection

Challenge Offering rewards that truly motivate B2B clients.

Solution Ask your clients what they value. Conduct surveys or informal chats to understand their preferences. 
Offer a mix of monetary and non-monetary rewards.

Programme Simplicity and Adoption

Challenge Creating a programme that's easy to understand and use.

Solution Keep it straightforward. Use clear, jargon-free language in your communications. Create an easy-to-
navigate dashboard for members to track their progress.
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Integration with Existing Systems

Challenge Seamlessly incorporating the programme into current operations. 

Solution Choose a flexible loyalty platform. Look for solutions that offer API integration with your CRM and other 
key systems. This ensures seamless data flow.

ROI Measurement

Challenge Proving the programme's value to stakeholders.

Solution Set clear KPIs from the start—track metrics like customer retention rate, repeat purchase frequency, 
and average order value. Review and adjust regularly.

Member Engagement 

Challenge Maintaining long-term interest in the programme.

Solution Keep the momentum going. Use targeted email campaigns, exclusive webinars, or early access to 
new products to keep members actively participating.

Integration with Existing Systems

Challenge Seamlessly incorporating the programme into current operations. 

Solution Choose a flexible loyalty platform. Look for solutions that offer API integration with your CRM and other 
key systems. This ensures seamless data flow.

ROI Measurement

Challenge Proving the programme's value to stakeholders.

Solution Set clear KPIs from the start—track metrics like customer retention rate, repeat purchase frequency, 
and average order value. Review and adjust regularly.

Member Engagement 

Challenge Maintaining long-term interest in the programme.

Solution Keep the momentum going. Use targeted email campaigns, exclusive webinars, or early access to 
new products to keep members actively participating.

Integration with Existing Systems

Challenge Seamlessly incorporating the programme into current operations. 

Solution Choose a flexible loyalty platform. Look for solutions that offer API integration with your CRM and other 
key systems. This ensures seamless data flow.

ROI Measurement

Challenge Proving the programme's value to stakeholders.

Solution Set clear KPIs from the start—track metrics like customer retention rate, repeat purchase frequency, 
and average order value. Review and adjust regularly.

Member Engagement 

Challenge Maintaining long-term interest in the programme.

Solution Keep the momentum going. Use targeted email campaigns, exclusive webinars, or early access to 
new products to keep members actively participating.

Data Privacy Concerns 

Challenge Protecting sensitive client information.

Solution Be transparent and secure. Clearly communicate your data usage policies. Invest in robust security 
measures to protect your clients' information.
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Section 4: Best Practices for 
B2B Loyalty Programmes
Crafting a successful B2B loyalty programme requires careful planning. Here are some best practices to help you create a 
programme that resonates with your clients and drives results:

chess-knight Personal Strategy

Tailor your approach to match each client’s unique needs and pain points. Leverage data-driven insights to offer personalised 
rewards, communications, and experiences that deliver true value.

folder
Ensuring Transparency in Terms 
and Conditions

Keep your programme rules clear and accessible. Use plain 
language to explain how points are earned, redeemed, and 
when they expire. Avoid hidden catches that could erode 
trust.

laptop Creating User-Friendly Interfaces

Design intuitive dashboards and mobile apps. Make it easy 
for clients to check their status, redeem rewards, and engage 
with your programme on any device.

star
Maintaining Consistency and 
Reliability

Design intuitive dashboards and mobile apps. Make it easy 
for clients to check their status, redeem rewards, and engage 
with your programme on any device.

medal Rewards

Offering a mix of rewards boosts your programme’s value proposition. Consider offering reward options like:

circle-right
Partner rewards: Collaborate with complementary businesses to expand your reward catalogue with partner products 
and offers.

circle-right Exclusive benefits: Provide early access to new products or special industry reports.

circle-right Co-operative rewards: Allow clients to accumulate points for larger rewards or even charitable donations.

circle-right Experiential rewards: Offer VIP tickets to sporting and entertainment events, workshops, or networking opportunities.
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gamepad Gamification

Add gamified elements to boost participation and engagement. Introduce time-limited challenges, prize draws and 
competitions. Use leaderboards, virtual badges, or progress bars to motivate clients to engage with the programme.

layer-group Tiers

Provide tiers that give customers rewards of increasing value. The higher clients climb the loyalty ladder (via spending or 
engagement), the more valuable reward options are. This encourages long-term loyalty and higher spending.

share Referrals

Integrate a referral system into your programme. Reward clients for bringing new businesses on board. Leveraging word-of-
mouth marketing delivers relevant leads who are more likely to become brand advocates.

rotate-left Feedback Loops

Loyalty programmes are not something you just "set and forget." Regularly collect and act on client feedback. Use surveys, 
focus groups, or advisory boards to continuously improve your programme and show clients that their opinions matter.
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Section 5: 12-Step Guide to 
Building and Launching Your 
B2B Loyalty Programme
Getting it right in the design and implementation stages sets the foundation for a successful programme. While the process 
might differ depending on your choice of programme, budget, and other considerations, here’s a comprehensive guide from 
initial planning to post-launch optimisation:
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Step 1: Define Objectives and Goals
Set clear, measurable objectives for your programme. Are you trying to boost retention, increase the average order 
value, or drive more referrals? Defining your goals will help you make the right decisions as you move forward.

Step 2: Research and Analyse Market Trends
Study the competition and keep track of market trends to understand what’s working well in your industry. This 
knowledge can reveal gaps that your products and services can fill.

Step 4: Develop a Loyalty Strategy
Now it’s time to iron out your loyalty strategy—setting your programme’s structure and rules. Will you be using 
points, tiers, or perhaps a hybrid model? Consider the needs of your target market to decide on the best reward-
earning and redemption mechanisms.

Step 3: Identify Target Customers
Group your B2B customers into segments based on company size, purchase volume, purchase frequency, product 
or service usage, and engagement levels. 


Create detailed customer personas to determine�

� Which groups will benefit the most from your programme, and�
� what their priorities are. 


Your loyalty strategy must align with the needs of these high-value customers to be effective. 

Step 5: Design Reward Structures
Create a compelling mix of rewards. Balance financial incentives with exclusive benefits that add real value for your 
B2B customers.
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Step 6: Choose Technology and Platforms
Decide between building your programme in-house or buying a ready-to-launch solution. Buying a white-label 
loyalty solution often delivers more scalability, customisation options, and long-term cost savings.

Step 7: Integrate with Existing Systems
Ensure that your loyalty platform seamlessly integrates with your existing systems (POS and CRM). This enables real-
time data tracking and reward point attribution, contributing to a smooth user experience.

Step 8: Create a Marketing and Promotional Plan
Your loyalty programme cannot succeed if people don’t know that it exists. Develop a strategy to generate buzz 
around the programme and its benefits. Launch email, social media, and direct outreach campaigns to promote it.

Step 9: Train Your Teams
Give staff the support and knowledge they need to communicate programme benefits to customers. From sales to 
customer support, everyone must understand how the programme works.

Step 10: Pilot Test and Collect Feedback
Run a small-scale test with a select group of customers. Gather insights from their experiences and make necessary 
adjustments before the final launch.

Step 11: Official Launch and Initial Promotion
Now go live with a bang. Really put that marketing plan to use here and implement strategies to drive sign-ups and 
engagement.

Step 12: Monitor Performance and Optimise 
Monitor key metrics from day one. Always be willing to pivot and adjust your programme based on performance 
and customer feedback.
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Section 6: Measuring 
Programme Success
Once your programme is up and running, you want to make sure it’s hitting the right targets on the road to achieving its 
objectives. Measuring success helps you see what’s working and what needs to change. 



Your loyalty platform must provide access to advanced analytics for measuring success. Yet another advantage of buying 
third-party software is access to built-in analytics tools and dashboards. Beyond tracking success criteria, you’ll also be able 
to identify at-risk customers and take action before they churn.



Here are some key programme success KPIs to track:


 Customer Retention Rate

Measure the percentage of customers you retain over a specific period. A successful loyalty programme should see this 
number increase.

 Customer Lifetime Value (CLV)

Track how much a client spends throughout their relationship with your 
company. Loyalty programmes should boost this figure.

 Repeat Purchase Rate

Monitor how often customers make repeat purchases. This metric indicates the strength of your client relationships.

 Average Order Value (AOV)

Measure if your loyalty programme encourages clients to spend more per transaction.

 Programme Engagement Rate

Track how actively clients participate in your programme. Look at point redemption rates and reward usage.

 Net Promoter Score (NPS)

Gauge customer satisfaction and likelihood of recommending your business to others.

 Referral Rate

Monitor how many new clients join through referrals from existing programme members.

 Loyalty Programme ROI

Calculate the return on investment by comparing programme costs to increased revenue and retention.
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Section 7: B2B Loyalty 
Programme Examples
Getting it right in the design and implementation stages sets the foundation for a successful programme. While the process 
might differ depending on your choice of programme, budget, and other considerations, here’s a comprehensive guide from 
initial planning to post-launch optimisation:
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Stax (Always on)

Stax Trade Centres, a major national wholesaler, supplies over 40,000 trade professionals and independent SME 
retailers across the UK. Faced with the challenge of rewarding only 1% of their audience despite spending £1.5m 
annually on rebates, Stax sought a scalable loyalty solution that could create significant value without directly 
impacting margins.



Stax implemented a Propello-powered loyalty programme designed to drive customer acquisition, increase lifetime 
value, and generate partner revenue. The programme rewarded customers based on recent spending activity, 
encouraging increased footfall and revenue. It also provided a digital platform for suppliers and partners to engage 
with customers, effectively funding the programme.

The results were impressive�

This case study demonstrates how an 'Always On 
Rewards' approach can significantly boost customer 
loyalty, acquisition, and overall value. It also highlights 
the potential for such programmes to improve 
customer engagement, increase ratings and referrals, 
and create new revenue streams through partner 
involvement.

� New customer spending account conversions 
increased by 75�

� Propello users' average spend was 500% higher 
than non-user�

� NPS score among programme users was 52% higher 
than non-user�

� 90% of users said they would recommend Stax 
based on the reward�

� 84% reported they would likely remain customers to 
continue using the reward�

� Marketing emails through the platform saw a 70% 
increase in open and click-through rates
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British Business Bank

British Business Bank, a government-owned development bank dedicated to making finance markets work better 
for smaller businesses across the UK, sought to enhance its value proposition with a comprehensive rewards 
system.



The bank implemented a Propello-powered loyalty programme for Start Up Loans, offering over 200 'Always On' 
rewards tailored to the specific needs of small businesses and entrepreneurs. The programme included a smooth 
integration process, global prize draws, and an evolving suite of rewards designed to offset loan interest and 
support business growth.

Key targets for the programme include�

This case study showcases how a well-designed B2B 
loyalty programme can provide tangible financial 
benefits to customers while supporting their business 
needs. It demonstrates the importance of offering a 
diverse range of relevant rewards and the potential for 
such programmes to significantly enhance the value 
proposition of financial products like business loans.

� Potential savings of over £1,500 per year for average 
users through discounts on tech, business 
equipment, and everyday expense�

� Interest offset potential: One year of savings could 
cover the interest on a £23,550 loan over 24 month�

� Extensive business-focused rewards from partners 
like EKM, RMS, Fleetmaxx, Circle Loop, WIX, The FD 
Centre, WeWork, UHY, Sage, and IPS�

� Continuous updates to the reward platform, 
ensuring relevance and value for users
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Section 8: Checklist
Best Practices for B2B Loyalty 
Programmes


Personalisation Strategies


Rewards


Ensuring Transparency in Terms and Conditions


Creating User-Friendly Interfaces


Maintaining Consistency and Reliability


Gamification


Tiers


Referrals


Feedback Loops



Best Practices for B2B Loyalty 
Programmes


  Step #1: Define Objectives and Goals


  Step #2: Research and Analyse Market Trends


  Step #3: Identify Target Customers


  Step #4: Develop a Loyalty Strategy


  Step #5: Design Reward Structures


  Step #6: Choose Technology and Platforms


  Step #7: Integrate with Existing Systems


  Step #8: Create a Marketing and Promotional Plan


  Step #9: Train Your Teams


  Step #10: Pilot Test and Collect Feedback


  Step #11: Official Launch and Initial Promotion


  Step #12: Monitor Performance and Optimise
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Measuring Programme Success -      
KPIs to Track


Customer Retention Rate


Customer Lifetime Value (CLV)


Repeat Purchase Rate


Average Order Value (AOV)


Programme Engagement Rate


Net Promoter Score (NPS)


Referral Rate


Loyalty Programme ROI
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  

  
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  

  
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  
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Contact us today for a quick 20 minute demo Book a demo >

propellocloud.com/contact 0333 202 88 33 sales@propellocloud.com

  

Building a successful B2B loyalty programme goes beyond rewards alone—it’s about creating 
lasting partnerships. We’ve covered a lot of ground, but most importantly, remember to�

� Set clear programme objective�
� Understand your target market inside ou�

� Offer relevant, personalised, and valuable reward�
� Keep the programme simple and user-friendl�
� Leverage data analytics to refine and improve



Keep in mind that loyalty is a two-way street. If you show your customers that you value them, 
they’ll return the favour. Keep their needs, preferences, and pain points in mind as you build and 

optimise your loyalty programme.



Now you have almost everything you need to get started. All that’s missing is a white-label loyalty 
solution that streamlines implementation. Leverage the Propello Cloud effect to unlock�

� Fast deployment: quick launch without extensive coding�
� Comprehensive analytics: robust tracking tools for data-driven decision making�

� Effortless management: extensive support from planning to launch and operational stages.

Start Your Loyalty Journey Today!

https://propellocloud.com/book-a-demo/
https://propellocloud.com/contact/

