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The fiercely competitive Indian retail environment has forced the retail businesses to focus 

extensively on customer retention of their existing customers. As a result, leading Indian 

retailers launched their loyalty programs offering a range of attractive tangible and intangible 

rewards to their customers, with an aim to retain them and enhance the retail performance. 

These programs not only engaged increasing number of members over the years, but also 

generated huge proportion of sales and profits from these members. When consumers join a 

loyalty program, to accumulate rewards more quickly, they are likely to concentrate their 

purchases on one firm, such as buying all the things from one store only. Furthermore, because 

loyalty program members tend to overlook negative experiences with the firm and are less likely 

to compare the firm with competitors, they are more likely to buy exclusively from the firm.I 

have expressed my experiences in my own simple way. I hope who goes through it will find it 

interesting and worth reading. All constructive feedback is cordially invited. 
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