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Is Your Loyalty
Strategy Ready for Al?

Only if your fundamentals are ready first.

Henry Christian

Head of Loyalty, Marketing & Partnerships, Metro Singapore

2026 Loyalty Leaders Summit « 23 September 2026
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THE WRONG FIRST QUESTION

What can Al do for loyalty?

Is your loyalty strategy
strong enough for
Al to amplify?
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Al does not fix loyalty.
Al reveals it.
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Al amplifies. It does not repair.
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Personalisation without

relevance is just smarter
noise.

N\ 20% OFF
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Rewards that

Just for you kS fit your life

New reward

Clarity wins.

Curated for you
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Customers do not see your tech stack.
They feel the experience.
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APP STORE SERVICE REWARD REDEMPTION

Silos break loyalty.
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One broken moment
can undo ten good ones.
Al cannot compensate for a broken experience.
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Depth beats presence.
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Data doeg not
make decisions.

Eeaders do.

Al needs leadership, not just infrastructure.
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CAN WE? . SHOULD WE? .
Automate this? Automate this?

Speed Empath
= 4 sp @  Empathy

‘ Scale v s | ilnust

H Routine m ®  Judgment

4l Relevance g
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Recognition

Automate friction. Preserve humanity.
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THE AI-READINESS TEST

Before you ask what Al can do,
ask these five questions.

01 Is our value exchange clear?

02 Is our customer experience consistent?
03 Are our teams aligned?
04 Are we simplifying, or adding noise?

05 Do we have the courage to act on the data?

If the fundamentals are weak, Al will only scale the problem.
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The future of loyalty
will be powered by Al.

But it will still be won by humans.

Don't use Al to make loyalty look smarter.
Use it to make loyalty feel more meaningful.

Henry Christian
Head of Loyalty, Marketing & Partnerships, Metro Singapore
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