Overhauling how Shipt does
Retailer Loyalty Programs.




The tl;dr

Introduction

Context

Although Shipt allowed members to connect their retailer loyalty
programs to their Shipt account, this feature was hidden and not easy to
find. We weren’t doing enough to inform members of the feature.

Observation

Data and qualitative feedback showed that when members linked their
loyalty accounts, they saved more, ordered more frequently, and
expressed higher satisfaction — but the experience to do so wasn’t easy
or obvious.

Opportunity

This presented a clear opportunity to invest in loyalty — because doing it
well could increase retention, AQV, strengthen retailer partnerships, and
make Shipt’s value proposition stickier for members.



The tl;dr

Impact

+137.8%

in Loyalty program enrollment.

+0.9%

in Average Order Value.
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Rewards programs

Get the most out of your benefits and save.

MyLidl
Your membership number:

43210987654

Remove

Explore rewards programs

CVS ExtraCare
Add membership

Winn-Dixie Rewards

Winn/Dixie
Supesmariet

Add membership

- Costco Rewards
€Cosrco

Add membership
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Cart

0 Get 3% off on your order

Link your Lidl MyLidl rewards
card to save on your order.

$0 delivery fee on orders $35+
Spend 29.33 more for $0 delivery fee

No delivery fee on orders over $35.

Horizon Organic Whole @ 1
DHA Omega-3 Milk

$6.59 64 fl oz

Add note or backup

Hormel Black Label 2
Original Bacon

$11.89 16 oz

Backup: Organic Hass Avocados... >
Note: Please try to get one that...

Nestle Coffee mate 2
Hazelnut Zero Sugar
Liquid Coffee Creamer
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Subtotal

X

MyLidl rewards

You have saved $45.18

over 7 orders from Lidl!

Your membership number

1234567890

Join the myLidl Family!

Did you know? myLidl members receive an
additional 3% off every order! Not yet a myLidl



What data told us this was worth investing in?



Retailer Loyalty Benefits provide actual and perceived value that customers
expect; however adoption is low.
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55% 33%

41%

76%

of non-Shipt users cite cost as the one of Habituated Shipt members call out of orders from retailers with loyalty of customers placed an order with a
of the top two reasons they do not use Loyalty Rewards as a key driver of value. linking include a loyalty profile, leaving linked loyalty profile.
delivery services. a large portion untapped.

Source - Barriers to Grocery Delivery, Jan 2025 Source - Habituation Survey, Feb 2024 Source - Loyalty Stats as of 3/14/24 Source - Loyalty Stats as of 3/14/24



https://docs.google.com/presentation/d/1IUr9BAm-vf-xP_hf0cuExPbuP83Q_i00XRw8nJwk8gU/edit#slide=id.g2ad7cd04bdd_0_653
https://docs.google.com/presentation/d/1tiT_RON3rIoIxKbCb1Mik2Fc8Zp_kBmmi4SRYwuJJ3Y/edit#slide=id.g221be669682_0_17
https://docs.google.com/spreadsheets/d/1IR1iD9AePFA9EtQjxrXa5XBioALUE1pR2ImVKCBZq2w/edit?gid=1206612960#gid=1206612960
https://docs.google.com/spreadsheets/d/1IR1iD9AePFA9EtQjxrXa5XBioALUE1pR2ImVKCBZq2w/edit?gid=1206612960#gid=1206612960

Among all grocery customers, loyalty programs remain a key differentiator
when choosing where to shop.

Low everyday pricing
Weekly ad specials

Digital coupons

Loyalty points accrual

Gas / Fuel discounts

Store credit card cashback

Delivery / curbside discounts

0% 20% 40% 60% 80%



Editing a rewards program in their account was the second most powerful
driver of habituation.
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Chart: What digital engagement behaviors drive habituation?



CASE STUDY #1

Status Quo

Members could access this page
from their ‘Account’

e This page is hidden in account.
« Users are not able to find out more
about these rewards programs.
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Members see this callout to add a
rewards number during checkout

e Again, members don’t know why they
should add a rewards number.



A holistic loyalty program ecosystem lets members do three things...



Loyalty benefit accrual

Letting members link their loyalty
cards with their Shipt account, and let
them accrue these benefits



Immediate savings

Provide real-time markdowns and
order discounts to members who have
their rewards card linked



Loyalty benefit redemption

Let members use the benefits they
have accrued towards their order



Competitive Analysis

Loyalty benefit accrual

Letting members link their loyalty Q 0 Q
cards with their Shipt account, and
lets them accrue these benefits

Immediate savings

Provide real-time markdowns and ° ° ®
order discounts to members who have
their rewards card linked

Loyalty benefit redemption

Let members use the benefits they ® ® ®
have accrued towards their order



Desired position in 18 - 24 months

Lag

Loyalty benefit accrual

Letting members link their loyalty
cards with their Shipt account, and
lets them accrue these benefits

Immediate savings

Provide real-time markdowns and

order discounts to members who have
their rewards card linked

Loyalty benefit redemption

Let members use the benefits they
have accrued towards their order

Current ‘ Desired



We split this work into three phases.

JUL 2025
Launch Phase 1
®
® FEB2025 ©® oct2025
Phase 1- Loyalty Benefits Amplification Phase 2 - Introduce Loyalty Pricing
v/ Be more pro-active and encourage members to link v Let members get access to reduced pricing for
their rewards card with their Shipt account. supporting retailers when they link their rewards

card with their Shipt account.
v Make the feature more discoverable. Highlight the P

benefits of linking rewards card in contextually apt
locations.

v Members should be able to explore and sign up for
new memberships.



We split this work into three phases.

JUL 2025
Launch Phase 1
®
©® FreB2025 ® ocr202s
Phase 1- Loyalty Benefits Amplification Phase 2 - Introduce Loyalty Pricing
v Be more pro-active and encourage members to link v Let members get access to reduced pricing for
their rewards card with their Shipt account. supporting retailers when they link their rewards

card with their Shipt account.
v Make the feature more discoverable. Highlight the P

benefits of linking rewards card in contextually apt
locations.

v Members should be able to explore and sign up for
new memberships.

R o

)\ N The focus of this
case study



Designs
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MyLidl rewards

Enter MyLidl rewards phone number

Phone number

By entering your rewards number, you are directing Shipt to
9:41 all & & share transaction information with CVS.

You can always find your earned rewards in the Lidl

A n ew e nt ry pOi nt S e e Pharmacy® app and may take up to 48 hours to

appear. Earning qualifications apply. Rewards can

i . be redeemed in store or online at CVS.com®. Not
@ Store rewards @ Store info + pricing . . .
valid for redemption on Shipt purchases.

We want to make this feature more discoverable, right
Check benefit eligibility

. . . . 0™ \ ]
now It’s hidden in account. For all retailers, we can li=| ﬁb ﬁ?
| S ) @
consider adding a way for members to find out, and BuyAgaln  Lists Browse  Household P Benefits of the program
. . Essentials
link their rewards card on the RHP. % 3% off on all your Lidl orders

Flat 3% off on all your orders when you link
your MyLidl rewards card with your Shipt
account.

New Year, New You

Earn as you shop

Earn reward points as you shop at Lidl. You

Save now

can redeem these points for future orders.

=

(4 Join now )

Headline

Lorem ipsum dolor sit amet,
consectetur adi.




A home renovation

We re-designed the rewards program home within the
Shipt experience, allowing members to find and
discover the loyalty programs in their area. An added
focus was highlighting the perks and benefits of
linking a loyalty program.
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Get the most out of your benefits and save.
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MyLidl

Your membership number:
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Remove
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Winny Dixie
Supermarkst

CVS ExtraCare
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Winn-Dixie Rewards

Add membership

Costco Rewards

Add membership
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MyLidl rewards

You have saved $45.18

over 7 orders from Lidl!
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Your membership number

1234567890

Join the myLidl Family!

Did you know? myLidl members receive an
additional 3% off every order! Not yet a myLidlI

member? Learn more and sign up

By entering your rewards number, you are directing
Shipt to share transaction information with Lidl.

( Remove )
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Save now
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card to save on your order.

$0 delivery fee on orders $35+

The approach was to weave the designs into the
Spend 29.33 more for $0 delivery fee

Get 3% off on all orders

when you link a MyLidl rewards

member’s existing shopping journey. Callouts

card with your Shipt account. No delivery fee on orders over $35.

Included locations in Cart, checkout and promo
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Note: Please try to get one that ...

Nestle Coffee mate 2
Hazelnut Zero Sugar

Liquid Coffee Creamer
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We launched this as
an experiment...
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+137.8%

in Loyalty program enrollment.

+0.9%

in Average Order Value.
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We are getting ready to launch Phase 2

JUL 2025
Launch Phase 1
®
©® FreB2025 ® ocr202s
Phase 1- Loyalty Benefits Amplification Phase 2 - Introduce Loyalty Pricing
v Be more pro-active and encourage members to link v Let members get access to reduced pricing for
their rewards card with their Shipt account. supporting retailers when they link their rewards

card with their Shipt t.
v Make the feature more discoverable. Highlight the I[ptaccoun

benefits of linking rewards card in contextually apt
locations.

v Members should be able to explore and sign up for
new memberships.



All stores near you Unlock additional savings!

HEB Red apples
2.1 mi - Accepts EBT - Loyalty pricing 9 $0.59 $0:62 1ct

DRGSR - No markups with rewards card

Target
1.4 mi - Accepts EBT - Pickup available

9:41 Save on this item and more when you link a

& Overall best Giant Eagle myPerks rewards card with you

« apples| Shipt account.

Winn Dixie Supermarket .
WinnJ Dixie . - Link rewards card
Supermariat 1.4 mi - Loyalty pricing

No markups

Produce Beverages Electronics

Do not show again

Buy Again

Honeycrisp
i Apples - 3lb...
$6.19 31b

Walgreens ——
2.1 mi - No service fees - Accepts EBT

Q @

Orders Search Account

SNEAK PEEK
2538 items

Phase 2 Designs
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almond
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Q Search Lidl P o !

@ | msttiten | 228
$1.69 $0.22 $0.22 ke
$0.99 with rewards card Fuji Apples - o

: Discounts on your favorites
Granny Smith Apples lct Qeyrks Y .
1ot when you link a Giant Eagle myPerks Malk Organics
rewards card with your Shipt account MALK Organics Malk Unsweetened Pure
Almond Milk - 28 fl oz
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$5-89 16 oz

$4.89 with rewards card

] Link your store rewards card to
your account for extra savings.

45 % & % X ¥¢ (2100 reviews)

Hass Avocado Banana
1 ct 1 ct Add to cart

$1.69 $3:99 $2.99 53.99
with rewards card with rewards card ( Add a note or backup




