CHANNEL LOYALTY | BEHAVIORAL ANALYTICS

Behavioral Analytics Is Transforming
Loyalty Systems into a Data
Intelligence Tool

From trackingpointsandpurchasestounderstandingdealerhealth,churnriskandthenext
best action.

A dealer may open a loyalty app simply to check purchases, points, targets and the latest incentive.
But behind that routine interaction, the dealer's behavior can reveal a much bigger story.

Order regularity, average purchase movement and performance against peers begin to show the health
of the relationship when viewed together over time.

83% 5.2X

of measured loyalty programs report median revenue generated relative to
positive ROI. program cost.

“The opportunity lies in asking a better question - not just
what did our partners do, but what is their behavior telling us
to do next?”

Behavioral analytics turns scattered activity into a clearer view of relationship health,
risk and opportunity.
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CASE STUDY

Turning Dealer Behavior into a Health Score

For a major brand in the building material industry, mjGRO developed a Dealer Health Card to
assess dealer health consistently using data rather than relying only on individual interpretations of

performance.

p0o0

Consistency

Looks at sales performance
across the previous three
months. Steady purchasing

suggests a healthier relationship;

erratic ordering can signal a

~

Growth or Degrowth

Compares the current fiscal
year's average sales with the
previous fiscal year's average to
show whether the account is
moving in the right direction.

Target Achievement

Compares current fiscal year
sales with the dealer's current
target, providing a view of
commitment against actual
delivery.

change that deserves attention.

Dealer health categories

Star Performer

What the score changes for the channel team

. Star Performer Recognition and opportunities to expand share of wallet.

. Healthy A targeted nudge may be enough to sustain momentum.

. At-Risk Requires a different intervention based on the reason behind deterioration.

Why it matters: categorization gives teams a practical way to prioritize attention instead of treating every partner
the same.
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CHURN INTELLIGENCE

When the Data Starts Explaining Churn

Scoring dealer health is only one part of the equation. The larger opportunity is to understand the patterns
associated with churn - and the reason behind the risk.

Al models in the framework
80-90%

well-designed churnmodelson

thehighest-risk segment. Identify combinations linked to churn, group dealers with similar

behavior, and test model performance against historical data.

Reason-tagged risk scores make prediction actionable.

A channel leader gains little from a churn probability if the next question is still “Why?”. Linking the
score to the factor behind deterioration creates a starting point for intervention and can also show
risk concentration zone by zone.

Turning churn risk into retention action

Identify risk > Understand nd nd -

Take action Capture Reassess
reason response dealer

A high-risk dealer is identified together with the reason behind the risk. An Al voice call can use a tailored script
based on that reason. The response is recorded, transcribed and analyzed for issues, sentiment and root cause.

The resulting insight can point to a next step related to pricing, service, credit or engagement. The dealer
response then feeds into the next scoring cycle, so the system learns from intervention rather than treating every
month as an isolated assessment.
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DECISION INTELLIGENCE

From Reporting What Happened to
Predicting What Will

Most loyalty dashboards are built around history: purchases, points, redemptions and campaign
participation. Behavioral analytics looks for the pattern behind those events and asks what the change
could mean.

CONVENTIONAL DASHBOARD BEHAVIORAL ANALYTICS

What happened? What does it mean?

® purchase volumes ® \Who is gradually drifting?

° . .
eSSl sl ® \Who is growing while another account

shrinks?
® Campaign participation
® Who is moving toward target - and who is

not?
® |[ast quarter performance

® Which partners show early churn signals,

and why?
What Al brings to the loyalty platform
Machine Learning Natural Language
Processing
Finds patterns in historical behavior, Readssurveys, feedback and call
dealer segments and churn forecasts. transcripts for sentiment and recurring
issues.

Generative Al Deep Learning

/‘\
N\~

Strengthens personalized Can surface more complex patterns and
communications and conversational anomalies beyond traditional rule-based
engagement. systems.
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GROW + PROTECT

Loyalty Can Support Growth and Protection

Behavioral intelligence can help a loyalty program do two jobs at once: strengthen partner relationships and
protect the program from emerging risk.

Q Grow Protect

Use behavioral data to: Use the same intelligence to:

® Segment partners by performance ® Assess partner risk

® Design personalized engagement ® Detect potential fraud

® Build incentive programs around actual ® Apply portal-level controls by risk profile
behavior

One loyalty platform, wider organizational relevance

e X e 1
Marketing Sales Channel Leadership
Improve engagement Prioritize accounts Identify relationships See where revenue or
needing intervention partner risk may be
emerging

THE BETTER QUESTION

What is your channel behavior

telling you to do next?

Move from passive reporting to proactive decisions on engagement, sales focus
and program risk.
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NEXT STAGE OF LOYALTY

Build a Loyalty Program That Learns from
Your Channel

mjGRO brings more than 12 years of experience in designing and operating loyalty programs for major
brands in India. The approach combines loyalty strategy, technology, behavioral intelligence and on-ground
execution.

Strategy Technology
Designaroundbusiness outcomes, not Createa platform that captures and
only reward mechanics. connects partner signals.

program experience Behavioral Intelligence On-ground Execution
Turn patternsintodealerhealth,churn Acton insightsandkeeplearningfrom
and risk insight. channel response.

The next stage of loyalty is not simply about rewarding
the partner who performed yesterday - it is about
understanding the partner who may need attention
tomorrow.

References for statistics

1. LoyaltyPass - Guide to loyalty program statistics
2. DS Stream - Loyalty analytics

Turn channel behavior into action.

Explore how behavioral analytics can help you understand dealer health, identify
risk, improve engagement and protect program value.

Atanu Saha
+91 91633 48019 atanu.saha@mjunction.in

services.mjunction.in/channelloyalty
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