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“Nespresso & You” Loyalty Programme
Goals & Objectives

Customer Retention 
Program

❖ Enhances customer 
retention and loyalty.

❖  Provides private sales, 
complimentary 
shipping and machine 
warranties.

❖  Encourages brand 
loyalty and continued 
purchases.

Increase Purchase 
Volume

❖ Customers can attain 
categories (Connoisseur, 
Expert, Ambassador) 
through the programme 
by accumulating a specific 
quantity of Nespresso 
capsules annually.

❖ This is intended to 
encourage devoted 
consumers to purchase 
additional capsules.

Gather Customer Data 
& Insights

❖ Nespresso acquire valuable 
information regarding 
customer engagement, 
purchasing behaviour and 
preferences by 
implementing a customer 
loyalty programme.

❖ This information is utilised to 
tailor offers and enhance the 
consumer experience.

Contribute to the 
Sustainability Efforts

❖ Customers who purchase 
Nespresso products are 
demonstrating their support 
for the brand's sustainability 
initiatives and positive social 
influence, according to the 
programme.

❖ This is consistent with the 
messaging and overarching 
sustainability objectives of 
Nespresso's AAA Sustainable 
Quality programme.



“Nespresso & You” Loyalty Programme
Goals- Sales & General KPIs

Customer Lifetime Value (CLTV): €5,220

Retention Rate: 90%

Churn Rate: 10% per year

Purchase Frequency: Twice a month

Number of Participating Members: 1,400,000

Nespresso's tiered loyalty program boosts customer advocacy, revenue, and retention, resulting in low 
attrition and high retention rates, demonstrating its commitment to customer value and active involvement.



Nespresso Loyalty Program
“Nespresso & You” 



“Nespresso & You”
Current Loyalty Programme- Members 

Segmentation (By Levels)



“Nespresso & You”
Future Upgrade Benefits- “Nespro & 

You”



“Nespresso & You”
Members & KPIs

❖ 800,000 members (80%).

❖ Purchase frequency: Once a month.

❖ AOV: €30

❖ CLTV: €660

❖ Churn Rate: 10%

❖ CRR: 90%

❖ 400,000 members (40%).

❖ Purchase frequency: Once a month.

❖ AOV: €55

❖ CLTV: €6.600

❖ Churn Rate: 10%

❖ CRR: 90%

❖ 200,000 members (20%).

❖ Purchase frequency: Once a month..

❖ AOV:  €70

❖ CLTV: €8,400

❖ Churn Rate: 10%.

❖ CRR: 90%.



Reward System- Transactional 

Connoisseur Expert Ambassador



Reward System- Emotional

Connoisseur Expert Ambassador



Frequency & Intensity of the Rewards

Reward Type Description Frequency Time Map

Intensity (Emotional 

Appeal)

Free Delivery

Free delivery on orders over 

100 capsules Frequent

Connoisseur tier (0-1000 

capsules)

Moderate - Provides 

convenience and value

Machine Warranty & Servicing

Warranty and servicing for 

Nespresso machines Frequent

Connoisseur tier (0-1000 

capsules)

Moderate - Ensures reliable 

machine performance

Coffee Masterclasses

Access to exclusive coffee 

education events Frequent

Connoisseur tier (0-1000 

capsules)

High - Enhances brand 

experience and expertise

Accessories Discount

20% off Nespresso 

accessories Frequent

Expert tier (1000-1500 

capsules)

Moderate - Provides 

tangible savings

Exclusive Rewards

Personalized offers, 

anniversary gifts, and other 

premium benefits Infrequent

Ambassador tier (over 1500 

capsules)

High - Fosters a sense of 

exclusivity and appreciation

Sustainability Initiatives

Opportunities to support 

Nespresso's environmental 

programs Frequent across all tiers Ongoing

High - Aligns with customer 

values and brand identity



Sign up/Acquisition Plan



Nespresso Business Strategy



Nespresso Business Strategy



Technology Infrastructure



Dashboard 1
Section Metrics/KPIs

Program Growth
- New member acquisitions
- Membership growth rate
- Capsule purchase frequency of new members

Member Engagement

- Active member rate
- Capsule purchase frequency of active members
- Engagement with loyalty program communications/app
- Net Promoter Score (NPS)

Reward Performance

- Reward redemption rate
- Average reward value per member
- Incremental sales from reward redemptions
- Cost per reward

Program Impact

- Incremental revenue from loyalty program
- Customer lifetime value of loyalty members vs non-members
- Share of wallet from loyalty members
- Retention rate of loyalty members
- ROI of loyalty program investments



KPIs & Metrics Nespresso Loyalty Programme Levels Value

New member acquisitions
Connoisseur: 500-800 capsules, Expert: 
800-1200 capsules, Ambassador: Over 
1200 capsules

500 new members acquired in the 
last quarter

Membership growth rate

Connoisseur: 5% increase based on 
capsule purchases, Expert: 8% increase 
based on capsule purchases, 
Ambassador: 12% increase with over 
1100 capsules every 12 months for 9 
continuous years

10% increase in membership over 
the past year

Active member rate
Connoisseur: 60% active members, 
Expert: 70% active members, 
Ambassador: 80% active members

70% of members are active in the 
loyalty program

Engagement with loyalty program 
communications/app

Connoisseur: 70% engagement rate, 
Expert: 75% engagement rate, 
Ambassador: 80% engagement rate

80% engagement rate with loyalty 
program communications

Average reward value per member
Connaisseur: €10, Expert: €20, 
Ambassador: €30

Average reward value per member 
is €20

Customer lifetime value of loyalty 
members vs non-members

Connoisseur: 15% higher, Expert: 20% 
higher, Ambassador: 25% higher

Loyalty members have a 20% 
higher customer lifetime value 
compared to non-members



Conclusion



Thank You
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