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CAMMMUT

Software package: Belorusneft gas stations

SAP CRM, SAP Marketing, SAP BW and

Predictive Analytics network loyalty program 2020




Choosing a system:
background

Why SAP?




Sales system

o Sale preparation
Establishing contact

Attracting the customer’s
attention. They are informed
about a product or a

promotion; a message is
sent.

The customer visits a filling \
station or the website, or signs

into the mobile app. QQ%
1 h 1111

Sale

Analysis. _
Selling the product at the

Sales analysis. Processing the feedback, filling station, via the
communications from customers, social website or the mobile app.
media comments.
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Cultivating the right consumer and behavioral patterns
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} Bathroom break, toilets, disposal of rubbish

Services, tire inflation, vacuum

‘ } cleaner

A store, car accessories,
groceries

Fuel, a choice of petrol
types, diesel fuel, gas,
electrical energy

Cafe, fast food, coffee

Parking, long stay car park

Info, internet, gadget charging station,
telephone, map

Mobile Service Provider

# telephone service

2 internet, TV, video/photo/educational hubs,
payment services, etc.

Grocery store

# groceries

v

Ready-to-serve precooked foods, bakery,
manufactured goods, big data on consumer
choices, sublease

Banks

# deposits, bank credits

> Mobile services, insurance, pension schemes,
brokers’ assistance



Proactive sales

Communicating the information to a _B

filling station operator

Taking secondary factors into
consideration: seasonal changes,
weekends, national holidays, weather

Proactive sales are an up-to-date tool used to generate
additional sales, not a script an operator is forced to
follow. It is important to keep the offer to the customer
Aligning with the customer’s portrait based relevant by processing the history of shopping, non-

on non-shopping activity shopping activity, and additional factors; and to issue the
offers simultaneously with the receipt generation.




Ways to identify a customer

lastic card QR code in a mobile phone
’ mobile app number
| ==,
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Software powered by SAP 2020

Managing customers’ data and segmentation
Single customer database

000 Single customer profile
Segmentation and analysis of the existing audience
Personalization

Loyalty policies
Bonuses
Discounts
Promo codes
Gifts

Predictive analytics
Marketing and advertising campaigns

Communication with customers
via different channels: email, sms, push, viber, mailing campaigns

Analytical reports
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Personalization

] _ Communications =
SOCIaI medla 8 communication channels to build a o— >
Interactions (likes, post sharing, comments) contact’s profile C—
from customers in social media o
Transactions
Real time information on customers’ . .
ourchases Historical data
Full data on customers’ purchases
\ — over N years
Behavior

Scoring

Real time assessment based on all the />\

data in a contact’s profile

Analysis of customers’ moods
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Analyzing the moods
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Segmentation

i Mogerns cermenTaumu: Yekn, MpomMokoabI.

fouck Q,
¥ VInGopMauuA no uexam
W Banwora vexa
s Bpeun nokynia
% Cymua uToro
¥ Tpynna kapis noANLHOCTH
W Nata cuens
i KonuuecTao nosuumi 8 wexe
W Hakonnewusie Gannsi e yeke
1T Bpema cmedsl
I ﬁ mnr;:apn;lﬁ
ﬁ OTosapeHHse

% OTHOW. & 6paMTY y KApTEI ...
s Nana nokynin
g Nnatexyan cucTema

Wn.: 28, Mpodwne: Bee notpebuteny (B2C)

i Buns omnycra
¥ IMUTEHT KADTE NOANEH., 1-.
i IMHTEHT KBDTH NOANLH., 2-

% Nnatexsiaa cucTema
¥ UngopMauma N0 NOIHUNAM YEKOB
b KouTaktel ¢ B2C knmenTamia
» Mkghopmayma no GoRYCHOA Npor...
* [lasHbie MapLIPYTOB BelarusN.

¥ Tpuensa k ToprogoMy oBrexTy

¥ Dasneie w3 coy. ceted
7 Lenesan rpynna

KpacHbii|h

Y pruknn s

TN KapTsl NOANLHOCTH: 00001
KonnyecTso: 6.098

B B % 100% @ Q
ﬁ! Bce notpeluTenn
(82C)
244,042
——
Y Kamnawus CRM = Y Kateropua =
& €-00000210 ConyTcTe. Tosaps!
10 73.268
4] |- A
Tt |
Y Crunka ponee 50
pyGned
7.406
A
n enbHBIA p cermenTa: Ckuaka gonee 50 pyGnen 5 Kpyrosan uarpamma
CoxpaHuTs MckmounTs » 1 (10w | flowck o, THN KAPTI NOANLHOCTH
Bui...  Tun.. Onucanue KonuecTeo | cooot
| 60003
00001  KapTa NOANLHOCTH «BanopyCHedTEs 6.098 Ocrarox < 2%
00003  KapTa NOAMLMOCTH «BEnOpyCHEdTL-AUTOHELP» 1.235
00005 Barwoscran kapta “Baiikapa” 73l

MpouerT oBwero konuyecTea (7.431): 82,06

Sannecs

{pacHbIn
AK

BUNYEULUIYHOO3U  WXEYdLIO

ougddtfou A



Managing the loyalty
program and the
predictive analytics




Loyalty program mechanisms

G[ Earning bonuses:

» buying fuel, related goods and food, » active behavior in social media;
depending on the level of participation; > filling out a questionnaire;
» combined purchase; > taking a survey.

» memorable dates;

6[ Redeeming bonuses

6 Offering discounts

-
a Buying and redeeming promo codes

G Gifts and prizes

_& 2020

IV MEXXOYHAPOOHbIA HEGTErA30BbIA
—— CAMMMWT



Predictive analytics

Two models to predict customers’ behavior:

&/

([ ]
Classification Association
Based on historical data of Based on the current receipt
customers’ purchases for the customer and the

buyer experience of
combined purchases
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Predictive analytics

Mogenb knaccudgpukauum

KnueHT (kntoy)

Kateropusa toBapa PewieHue

BeposiTHOCTb
peuwenns, %

0000000411 Makcum Enucees
0000000196 MNaBen BoxoHko
0000000339 Omutpuii TpeTbsikoB
0000000226 BukTop ATpoLieHko
0000000278 Masen BuluHeBckuin
2000000239 Cepreit Bonkos

CHeku 1.02.08

YKeBaTtenbHas peauHka 1.02.03
lopsaune Hanutku 1.23
lopsune HanuTkm 1.23
lopsune HanuTkn 1.23

[opsuune HanuTtku 1.23

47,45%
48,33%
50,89%
53,91%
54,66%
55,07%

Mogenb knaccugukaumm

MpaBuna accounauum

Homep
npasuna MpepwecTBeHHuK 1

10 Tlocyaa u ynakoska 1.12.04
ToBapbl ANst XpaHeHus 1
NpUroTOBIIEHUS MPOAYKTOB

11 2.13.01

31 MMpoaykuusa dactdyqa 1.12.01

6 Yuncwl 1.02.04

KoHauTepckue napenus my4Hsle
16 1.09.02

KonauTepckue naaenus mydHsle
5 1.09.02
<

MpepwecTBeHHUK 2 MpepwecTBeHHUK 3 MocnepoBarenb

Mpoaykuus dactdyaa
1.12.01.76.0

Mpoaykuus actyaa
1.12.01.76.0

Mocyna u ynakoeka 1.12.04

Hanutku cnagkue
rasvposaHHele 1.10.05

CaxapucTble KOHAUTEPCKME
nagenus 1.09.01

HanuTku cnagkue
rasupoBaHHble 1.10.05

HocTtoBepHOCTb, %

80,44%
25,44%
16,57%
16,51%
13.34%

11.69%

l MpaBuna accounaummn




Communication channels

@ A wide range of communication channels:

» Viber » Personal account on a website

» SMS » Push notifications

»  E-mail » Mailing campaign

» Mobile app » Uploading calling lists to be used by the contact center

' Trigger-based mailing

. Creating unique individual content for each customer

‘ Analyzing the efficiency of marketing campaigns by communication channels
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Analytical system




Customer information reporting (customer’s card)

Full customer data:

guestionnaire data

@

data on purchases

|11
—

activities in social media

status

@ loyalty towards the company
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FRAUD

top 5 most active

station operators
operators

{ identifying abuse by filling } [
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FRAUD

SADS
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P¥T1 BENOPYCHE®Tb-
macrep BPECTOBNHEGTENPOAYKT |1 MA3C 0.42%
PYT1 BENOPYCHE®Th-
Aawamox l0.B. | pppcToBNHEGTENPOIYKT |53 A3C SO
P¥T1 BENOPYCHE®Tb-
PYCAXTS gPECTOBNHECTENPONYKT |47 A3C 29.47% -
4 »
l ®poa no onepatopaM A3C ®pon no A3C t
ﬁ- ©pop no onepatopaMm A3C + OTCNEXNBaTE USMEHEHHA: BhIKn. 4 4 Crpammualumzl+ b M | 5 | 95 EI S5 6 MHH. Hazag




RFM

Customer segmentation by:

frequency of purchases

amount of purchases

age of receipts
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Leaky bucket

analyzing customer outflow

identifying customers inclined to leave or change the filling
station

retention tool and forecasting customer flows



KPI reporting

Key performance indicators:

ull

dynamics customers sales enterprises
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Target results




Project’s target results

By aggregated SAP industry indicators

%g A loyalty program member’s average receipt rise by 15%

Loyalty program members’ purchasing frequency rise by 25-30%

Sales volume rise by due to implementation of recommendation
- engine

@ Sales conversion for related goods at gas stations rise up to

______ ® Loyalty program members’ engagement in marketing activities rise up to
. 15%
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