SLoLrrnnd 'VI_HV_\%'VMMJI LT 1l *166166* A PERSONAL
"COVMUNI CATI | CES BASED CUSTOVER LOYALTY FULFI LLMENT PROGRAM 5
. Background anj mmmnmmm‘me | nvention The invention relates to a method of
conducting cu m y fulfillnment program using personal
conmuni cati on devi.ggge+ Nore particularlylbut not exclusively to all ow
custoners who purchase goods and/or services froma conpany, to redeem

their rewar lver e ee to
such cust orPERSQRAT COMMENFORBIBN BRvIRAS B skt itk LAPAGTY, of
bonus points, rebates, di scouwygsFAEMERSPROGCIAMYES Which are issued at
a pre-determned rate according to the value of the custonmer's purchases.
For exanple, for every dollar spent on a conmpany's 15 products/services by
a customer, a certain anount of pre-determ ned bonus points, rebates

and/ or discounts are given to the custoner. Such rewards may be used
subsequent IBack@&ousd eNFBWTHRY Bwehti®e goods or services, or used to offset
the costs of uture purchases of goods or services fromthe conpany. 20
Customer loyalty fulfillnment prograns provide the nethods for custoners to

redeem theaht (o) . iver .the r emed rewar ds
to the custq} élﬁelglg&ﬁﬂyog Srieg&qa{? ér@p%??(gﬁw §B%‘%:°té‘§% dctE %thn %éllﬁg%ﬁg Lﬁﬁ@mfgth{;%?m o]
deli ver gr akingipasdnahsommuaicaticndesicds) merd heattailiriie betuasoeRNEiveBX RERIBNCE

with the conpany; to win the tqQp of custonmers' mnd share; and to build
cust oner | 69"§PW¥S e P\érﬁb@sy,goegﬁﬁ%ﬁs{%gerﬁlg%s Bomapompany, torFedeemhihensenards t o

al 1 ow tie! fand WS REREBpA® b AWRR A RERANHNRR B 5Ech (ERAKGS. di scount s and

ot her incentives. xanpl e, custoners can redeem vouchers with their
rewards fromthe conpany by logging into the web-site of the conpany; or

by calling the conpany by telephone; or by sendi an_SMS to t he conpany;
or by maili tod?efpﬁ%ﬁ%g P%/%éa%d i GRStOmaS iy kP Pﬁi-"&‘éﬁrﬁﬁﬁ% Tgbatgsy

goi ng per sefgbhnts bAd biiftr GRERARY wH¥H &6 ¥REA hid PR-dd¥&mined rate according to the

value of the customer’s purchases. For example, for every dollar spent on a company’s

15  products/services by a customer, a certain amount of pre-determined bonus points,
rebates and/or discounts are given to the customer. Such rewards may be used
subsequently to redeem vouchers, free goods or services, or used to offset the costs of

future purchases of goods or services from the company.

20 Customer loyalty fulfillment programs provide the methods for customers to redeem
their rewards and for the compﬁny to deliver the redeemed rewards to the customers. It is
an important process that allows the company to deliver gratifications to customers to
enhance the customers’ experience with the company; to win the top of customers’ mind
share; and to build customer loyalty. Currently, companies use a few fulfillment methods

25 to allow their customers to redeem their bonus points, rebates, discounts and other
incentives. For example, customers can redeem vouchers with their rewards from the
company by logging into the web-site of the company; or by calling the company by
telephone; or by sending an SMS to the company; or by mailing or faxing the redemption
form back to the company; or by going personally to the company. After verifying the

30 authenticity of the reward redemption from the customer, the company mails the
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~ 30 authenticity of the reward redenption fromthe custoner, the conpany
mai l sithe ~l1~~~~ LIl VIII VIII VIIl VIIl ~~~~ ~l|t *@000R* 2 redeened
. vouchers to the custoner. Alternatively, the custoner can collect the
redeened vouchers fromthe conpany. Such vouchers can be used to redeem
for free goods or services, or used to gffset the costs of future
purchases of goods or services fromthe conpany. 5 Such custoner |oyalty

ful fill ment t hods, .however uffer,.,froma disadvantage in that the
custoner 1 SRR LR BfE f et uieBREY AeohE BN ERER R SsMtTEY sedfied
therefore vbliggrafiem @@CddnjRny aSHeH véidBrsidad- RCtidedetoafded o Bte BBods or
sufficient to retain the custoners to encourage -themto use the loyalty

programs mSe¥ices, cjuesad g offaplotheesostsi ey tnugehapes afogaadstort sgevies deamitheon

process iscginpxypand it can take a few days, depending on the efficiency of
the | ocal postal’ service, before the custonmer receives the vouchers by mail
after tle custoner had nade the redenption. Another further disadvantage is

that the custoner has to rengnber t ring the vgoucher when the custoner
want's to uSuch Rustopex,lovalty ﬁmtsmﬁgp&nhowew; sufier femimdisadyantage i that

cust omer  diygAppgint afed Bfly her HR! ARRImd: Ut fsf
~custoner loyalty rpuﬁi&fqgrf%ent mgt hgecrgfh%t e (%Jﬁgc;n?czse{n}%s&s or¥ a’%@)g?érgrr@gesages
to the hankhyhweesactine tatherRbiis pof-adtive and sitaymert e tsofficena taretdie thef austoimees r
| oyal ty. a_ variation to short text nessages, a specjally designed.l ogo
or i oF ur e.10 ERSPUBRECCIRR tp 3¢ Fl BYalePaSRERCROtE e POy AERVERF Y and
show ngj ¢ hensih@etreHEptidIE PRAES N shoR0an@'it cih GAE' & £l BAR, RBHGRARENE Qhe PDA,
the custoner_can get pre-determ ned free goods or services; or _
pr e- det er nmieffwiengdy of smloctlopostal rsetvigse befote theouisiomer gecedves \the weuchens rhyt thail
COMPANY- " after the customer had made the redemption. Another further disadvantage is that the
customer has to remember to bring the voucher when the customer wants to use the
voucher and this potentially, can be the source of customer disappointment if the

15 customer forgets to do so.

In other customer loyalty fulfillment methods, the company sends short text messages to
the handphones and/or PDAs of the customers to reward them for their loyalty. As a
variation to short text messages, a specially designed logo or picture can be sent to the
20  bhandphones and/or PDAs. By retrieving and showing the short text message or logo or
picture in the handphone or PDA, the customer can get pre-determined free goods or
services; or pre-determined discount for purchases of products or services from the

company.

25 The method whereby short text messages or logos or pictures are sent to the handphones
and/or PDAs of customers is an improverhent from the considerations of being pro-
active, instant, and convenient because most customers always carry their handphones
and PDAs with them. This method, however, suffers from a disadvantage in that it is not

secured because the text messages or logos or pictures in the handphones and/or PDAs



" 25 The method whereby short text nessages or |ogos or pictures are sent to
-t he handphones and/or PDAs of custoners is an inprovenent fromthe

. considerations of being pro- active, instant, and conveni ent because nost
custoners always carry their handphones and PDAs with them This method,
~however, suffers froma disadvantage in that it is not secured because the
t ext nessages or |ogos or pictures in thd handphones and./or PDAs 3 are
not aut henticated and the conmpany cannot control and nonitor their proper
usage to mreencenuthentended dtid the compahy earinootoithsl and\adiiiod theioppervisdge &

met hod of conduciing custoner loyalty 5 fulfillnment program which

al | evi at esPHveRt ~one of the disadvantages of the prior art. Sumary of
the Invention According to- the invention, there is provided a nethod of
conducting custonmer loyalty 10 fulfillment prograns using personal

communi cat ltois aeebieets of ¢healinvention to erevide whmethodr etheselugtingd susiomiéo foyalty

el 1 ver St nbitpfiet R R Al h SRS R, Moo R S Bttt B PP REe. t no

steps of sending a short nmessage or "mvoucher"” to the personal

comuni cation devices_of a 15 custoner; authenticating the "mvoucher"
using the f 0% ati on and uni que code of the "mvoucher" when
the custonmer uses the "mvoucher” to redeemhis or - her rewards; and
canceling the redeemed "mvoucher” to prevent it to be used nore than once
by cancel Aegoriimg tonthgusventide, texoisi oededvathethdd of ehdureing icdstoinef loyalky on
fromt database. 20 An advant age, of the, preferred enb?ldi ment of the

| nvent il FUBIRE PIRETas YSIBE HRSFONal, SPmmBicRtAm RYiFes o AUAMCHHRIBers {Who

A R N W ol
company to deliver the redeemed rewards to such customers. The method comprises the
steps of
sending a short message or “m-voucher” to the personal communication devices of a

15 customer;

‘authenticating the “m-voucher” using the customer identification and unique code of the
“m-voucher” when the customer uses the “m-voucher” to redeem his or her rewards; and
canceling the redeemed “m-voucher” to prevent it to be used more than once by
canceling the unique code associated with the customer identification from the database.

20 |
An advantage of the preferred embodiment of the invention is that the “m-vouchers” can
be authenticated and thus it enables the company to monitor and control the usage of the
“m-vouchers” to prevent fraud. Another advantage is that by delivering personalized
reward in the form of “m-voucher” to the personal communication device of the
25 customer, the company is pro-actively capturing the top of mind share of the customer so
that there is increased chance that the customer will choose the company as the preferred
company. If also allows the company to reward the customer instantly with “m-voucher”.
- A further adVantage-is that the “m-voucher” is convenient to use because the majority of
customers carry their personal communication devices with them most of the time and

30 thus it is compelling for customers to use the “m-voucher”.



“reward in the formof "mvoucher"” to the personal comunication device of
the 25 custoner, the conpany is pro-actively capturing the top of m nd

. share of the custoner so that there is increased chance that the custoner

wi || choose the conpany as the preferred conpany. It also allows the
conpany to reward the custonmer instantly with "n-voucher". A further
advantage is that the "mvoucher" is convenient to use because the mgjority
of customers carry their personal comruné#cati on devices with them nost of
the time and 30 thus it is conpelling for custoners to use the
"mvoucher”. 4 The invention also relates to a conputer program operable
to performthe. above ds and a conputer system which conprises the

th
conput er pr Ogt BFaL ?Oelfe?alffessterai COMRWETHTOZIE PReashle ipsperforeyihe gbonermetbeds: he
i nvention wld b ' : jth reference to the
acconpanyi \rll\%ddd% awi n‘ggr Q?%Hmﬁgﬁ?o@%nélg?éﬁféor@gﬁjggrgm Schemati c
representation of a systemfor conducting custoner loyalty fulfill ment
program accr.ding t.o.the ferred enbodi mrent of the invention; Figure 2
shows a 2cheHEkPECHRNnG A PREHT an alternative systemof Figure 1 for
conducting custoner loyalty fulfillnment program Figure 3 illustrates the
flowhart of the process flow of the custoner loyalty fulfillnment 15

progr am accond¢mepdimenthef shefinventen evilouowebe defcribed; bynweayt bbrexariplguvethd.

illustrates | e. of the.short.nessage .sent to a personal
conmuni catirc?%&er?e\??g%e LERBPEHE @‘SW%’ 'Br‘g?“él?'r ed embodi nent of the
inventions; Figure 5a illustrates an exanple of the information input
needed tg authenticate the "m voucher”; 20 Figure 5b illustrates an
exanpl e 18f Figureq] shows agshematicaspisseniatiarepha sustern foPernduciaig Sastarser logaltyi nal
when t he rem]gm' i L di "o Fiagure Be.illustrates an exanple
of the display oér?%f) L%T%g%%)tr ngrmg%(g{rh%iﬁ%hgge I(t))lgéri:'fne H‘Ofé f fention,

Figure 2 shows a schematic representation of an alternative system of Figure 1 for

conducting customer loyalty fulfiliment program;
Figure 3 illustrates the flowchart of the process flow of the customer loyalty fulfillment
15 program according to the preferred embodiment of the invention;
Figure 4 illustrates an example of the short message sent to a personal communication
device according to the preferred embodiment of the inventions;
Figure 5a illustrates an example of the information input needed to authenticate the “m-
voucher”;
20  Figure 5b illustrates an example of the display on the computer terminal or Point of Sales
terminal when the reward is in terms of “discount™;
Figure Sc illustrates an example of the display on the computer terminal or Point of Sales
terminal when the reward is in terms of “points”; and
Figure 6 illustrates an example of the display on the computer terminal or Point of Sales

25 terminal when the “m-voucher” is redeemed for vouchers.

Detailed Description of the Preferred Embodiment

30 The following definitions will be used throughout this specification:



“term'nal when the reward is in ternms of "points”; and Figure 6 illustrates
an exanple of the display on the conputer termnal or Point of Sales 25

. term nal when the "mvoucher"” is redeemed for vouchers. Detailed
Description of the Preferred Enbodi nent 30 The followi ng definitions wll
be used throughout this specification: 5 Custoner relationship --- nmeans
the relationship of the conpany with her custoners which creates loyalty
in these custonmers. 5 Loyal customers ---3means customers of a conpany who
choose the conpany as the preferred conpany and who buy repeatedly from

t he conpany. Loyalty program--- neans a program conducted by a conpany to

devel op or enhance custoner rel atipnshjps. .10 ward --- neans a form of
i ncent Pve tﬁﬁfm{‘@r GEIUOnsBP =- dB"r?Béﬁge Fglatonshipy ghthe F%’Pp?‘ﬂysw‘ts[}?eéﬁé‘?@g‘efsr om

t he conpanywhith@rdats96ydltyen BBe B&tdheshe formof but not limted to,
rebates, bonus points,” discounts or |ucky draw nunbers given to the

custoner. 15 Loyalty fulfillnment --- means a process that provides for
customarg tggr dceetmthei__r_ rewards and f.or the conEang to tg}eliver t he
redeemed”r eWSYHSE O ¢ JRBIEFSOMEL AL & Py Mo chagse; the SRMPERY ehille i s
given by a gefeadontabyatdWhs dupfepeaté@lySrdm the dopaiylr chases fromthe
conpany. 20 Bonus points --- neans points that are given by a conpany to

custoners as a bonus for their purchases fromthe conpany. These points
have a certqj re- rm Wa ed to exchange for .goods
or servi ces%%cl)& %rro gl-eaégl"écrﬁ%gs \é%g’m es!_)ﬁd}:é&@gb&g%ggmp_%}y §° g%‘ﬁ %% grg%%%? by
t he conpanycwdioraér reltiofshipssed by the hol der of the voucher to redeem or
exchang?ofor free goods or services, or used to offset the costs of

Reward --- means a form of incentive that is given by a company to a customer for his

purchases from the company. The incentive can be in the form of but not limited to,

rebates, bonus points, discounts or lucky draw numbers given to the customer.

15 Loyalty fulfillment --- means a process that provides for customers to redeem their

rewards and for the company to deliver the redeemed rewards to the customers.

Rebate --- means cash incentive that is given by a company to customers or buyers for
the purchases from the company.

20
Bonus points --- means points that are given by a company to customers as a bonus for.
their purchases from the company. These points have a certain pre-determined value

which can used to exchange for goods or services from pre-selected companies.

25 Voucher --- a coupon issued by the company which can be used by the holder of the
voucher to redeem or exchange for free goods or services, or used to offset the costs of

future purchases of goods or services from the company;

Redemption --- means the process by which the customer who has been rewarded by the

30 company makes a claim for the reward;



" future purchases of goods or services fromthe conpany; Redenption ---
nmeans t he process by which the custoner who has been rewarded by the 30

. conpany makes a claimfor the reward; 6 Custoners --- neans peopl e who

pur chases products or services fromthe conpany M nd share ---neans the
share of the custonmer's m nd which encourages the custonmer to 5 choose a
conpany as the preferred conpany. SM - ans. short nessaging service
which is a neans. of sending short nessaggs to nobile wireless devices
such as nobil e phones, pagers, PDAs and any device that can receive text
nmessages. 10 Software engine --- neans software that is used to conduct the

customer | @uslomerPrOfledid pedBR WIEpsreRdsedBrodL Y %}‘ Sfvickd Frbin! (HE mflnQQr am

Gatification ---- neans the satisfaction and pleasure experienced by the
custoner or 15 buyer. Personal conmunication devices --- neans handhel d

el ectronic [ ‘u opl for their rsonal communi.cation W th
ot hers and Ntéﬁessga?;é ﬁcﬁﬁ%@’gﬁhﬁgﬁﬁﬁoﬁe@? CUSLYBRFSS “%ﬁﬁ@?ﬁﬁﬁw&ﬁaegfﬁt@dﬁ%WF 0 or
ot her nBbi khodskacbipangachepuiteed tapagvi ces. 20 Handphone --- neans the

wi rel ess nobil e tel ephone device that people use for their personal
communi cati ons over the tel ephone and wirel ess network; PDA --- neans

"Per sonal R t j . L] : I Ld,. troni c device
25t hat - peayis uneAS oo S8 ivideCw e T8 8 mdBR hSefaife, Sior PRishe®T 10 ¢
can oper at g10bie avireldse deeicephaheasamdbild phdres,spapetspPTkAs hid @fijn@évice thafreans an
el ectronic netm?gé used to connect different termnals, devices and
conput er s RCHFFFRIETR2EG¥0gr aphi cal | ocati ons toget her.

10

Software engine --- means software that is used to conduct the customer loyalty program

and the customer loyalty fulfilliment program.

Gratification ---- means the satisfaction and pleasure experienced by the customer or

15 buyer.

Personal communication devices --- means handheld electronic devices used by people
for their personal communication with others and these include handphones, pagers,
PDAs, handheld computers or other mobile electronic communication devices.

20
Handphone - means the wireless mobile telephone device that people use for their

personal communications over the telephone and wireless network;

PDA --- means “Personal Digital Assistant” and it is a small handheld electronic device
25 that people use to manage their personal data and communications, and it can operate

over the telephone and wireless network.

Internet --- means an electronic network used to connect different terminals, devices and

computers at different geographical locations together.
30



30 7° Server --- nmeans the conputer system on which the software engine is
coded, stored and executed. 5 Figure 1 shows a schenmatic representation of
. a system for conducting custoner loyalty fulfillnment programaccording to
the preferred enbodi nrent of the invention. At the back end of the system
there is provided a conputer systemor server 101 which contains a

sof tware engi ne responsi ble for conducting the custonmer |oyalty program and
the custoner loyalty fulfillnment progran¥ The information or data required
by the software 10 engi ne for processing of the custoner |oyalty

ful fill mentSeyet-emmears the eoapuien sydtem odavidtiage sbfidareléngizaspoded; soysd id or
server 101 is connected to the comunication server 103 which allows the
software enfii¥!n the server 101 to send short messages through the

wi rel ess 15 conmunication network 104 to the personal conmunication

devi ces 105, 107, 402 of the custoners 106, 108. Exanples of wreless
communi cation network are the GSM CDVA, W CDMA, GPRS or other wreless
conmmmuni catign technol ogies. The co ni cation seryver 103 can send shqrt
msssagesgs uﬁ'lgu%?sfBﬂ?wﬁgtscﬁ?wt{cer&pf%%é’,“ By2 S&%?Iﬁg%cm’ﬁm&m&fowrrlevﬁ S
modens or  URilfilEndnk PropRamLERtG@ldg00 the PEFePEDMMBEHMEY: of2fe AU KE BAdKON
operators or service providers. Figure 3 illustrates the flowhart of the
process f| ofhdodf theesysigny shase is prpyided af eamputemsyistem pr sggverm (dcwbichlicagtains at he

preferred ewgsl' t . of aveption.. Typi cal a lqyalty progra

records the’ pur ngégx é‘% of és@%&‘#ﬂ%u@%ocr?f’é]fluf%%eg%el’%é\tnomr gﬁyqltéfemogﬁ“gaﬁq@on‘eof

the 25 cust ousesmeraogaltaiibfillngdn® prdi&ame The dsfotrfatht & YRR réquifed byCs ts8RRAre
to pre-. determ,ned rates at step 301. For exanple, for every

accor di

dol | ar ggen?“gé‘ﬁ: fore PEQsEpnE o the enstrmpey knyplly dulfillmpnt |sestern sarenaseredaine dhet ai n
amount of pggaggg$gﬂined bonus points, rebates and/or discounts are given
to the custoner. e reward information of custoner

The computer system or server 101 is connected to the communication server 103 which
allows the software engine in the server 101 to send short messages through the wireless
15 communication network 104 to the personal communication devices 105, 107, 402 of the
customers 106, 108. Examples of wireless communication network are the GSM,
CDMA, W-CDMA, GPRS or other wireless communication technologies. The
communication server 103 can send short messages such as but not limited to SMS, by
using a network of wireless modems or using the communication lines provided by

20 telecommunication operators or service providers.

Figure 3 illustrates the flowchart of the process flow of the customer loyalty fulfiliment
program according to the p.referred embodiment of the invention. Typically, a loyalty
program records the purchases of each customer together with an identification of the
25  customer, and calculate the rewards to be given to the customer according to pre-
determined rates at step 301. For example, for every dollar spent on the company’s
products/services by the customer, a certain amount of pre-determined bonus points,
rebates and/or discounts are given to the customer. The reward information of customer
is then stored in the database 102 which is subsequently retrieved and processed by the

30 software engine of the loyalty fulfillment program.



"is then stored in the database 102 which is subsequently retrieved and
processed by the 30 software engine of the loyalty fulfillment program 8
. When the loyalty programat step 301 determ nes that a customer is to be
notified of his or her rewards, it will trigger the customer loyalty
fulfillment program 303 at step 302 to send a short nessage at step 304 to
t he personal comrunication device 105, 107, 402 of 5 the custoner 106, 108.
For exanple, the short nessage can be but8not limted to, a SM5 which is
sent to the handphone or PDA of the custoner. The short nessage shall be
referred to as "nobile voucher” or "mvoucher". Each "-voucher" sent by the
custoner loyalty fulfillnment programis recorded and stored in the database

102, 10 TheeBils lovakty pragige el sgp BRé dstammings thet asustomemissiodoperotified of bis 302
is controll S; . e [ nay

sot “the rul oS ittty Mo SOME Wy G RIBBTH Surah S0 R TRA Y07 B

particul ar sende shod mesgage destepdavier e ipeisdayl cofmunzaneelevdte 165,207,402 of

Anot her exanpple is t c ny may sef pre-determ ned nonetary anmount in
dol l ars ortrﬂgéeﬁomﬁﬁ%f&gﬁaymw eF}&%meﬁag‘t%’s'@sb‘éfmé%@msmach
or exceed 1{hichiis sBhtCrodfehamipRshe PPN of thel EdsBIRLS .Tthgesﬁl)lqyrﬁésrsy PLRERM at
step 302 to notify the custoner. A further exanple is 't ecorrpaﬁw may set
the rul e toreferieggée ashémplileavoychept ogr 4mvancter’ep Bk tm-weherdinsenpdsgt g

"mvoucher” to the cust r after each purchase by.the custo . 20 The
"m voucher" C‘fsgor?eé?g#%ﬁlgﬁ@e a‘t%?%ramdfi r?‘ﬁ’ééeﬁl@r"géﬂfal@dgﬁﬂﬁ? H‘é{% devi ce
105, 107, 402 of the custoner at step 305. Figure 4 illustrates an exanple

of the "mvoucher" 401 received and stored by the personal comrunication
devi ce 482 bhe progasstadreggeripgahe sandingaifehort 40ssagen atasters 30hes confrolled bymilesg

I nformationg, :By tﬁé"%&%ﬁfr{y. !FQF re‘%e{rrflﬂl&%hé %Qm%gr?y m§y sé{r{hg e §8 %sfoﬁrg %ll customers
of their current rewards at a particular time and day like on every Friday of the week at

5.00 pm. Another example is the company may set pre-determined monetary amount in

dollars for each customer and when the total purchases of a customer reach or exceed

15 this pre-determined amount, it triggers the loyalty program at step 302 to notify the
customer. A further example is the company may set the rule to trigger the loyalty

program at step 302 to send an updated “m-voucher” to the customer after each purchase

by the customer.

20  The “m-voucher” is received and stored by the personal communication device 105, 107,

402 of the customer at step 305.

Figure 4 illustrates an example of the “m-voucher” 401 received and stored by the
personal communication device 402 of a customer. The “m-voucher” 401 contains the
25  following information:
1. customer identification 403
2. unique code 404
3. reward information 405
The customer identification 403 is used to identify the customer. For example, it can be

30 an unique membership number assigned to the customer by the company or the unique



© 3. reward informati on 405 The custonmer identification 403 is used to

I dentify the custoner. For exanple, it can be 30 an uni que nenbership
‘nunber assigned to the custonmer by the conpany or the unique 9 handphone

nunber of the customer or any other unique conbination of nunbers and/or

|l etters that can be used to identify the custoner uniquely. The uni que code

404 is a randomy generated text by the custonmer loyalty fulfill nent

program containing conbination of nunb& s and/or letters and it is unique

to each "mvoucher”. The loyalty 5 fulfill nment program uses the custoner

i dent i f i cahansiphangnambertdfethe gugiomer ot anyl other unigue kembingtion ofisumbersaad/ohe

validity of .the.."mvoucher'. The r rd i.nfaornati 5 _i.nfor e.

cust ot ofetfi el oHR BE es an Ml B uiPet TRidRE, TR i TR 4mn, 1
the form otandonilis geabrated, t6:@bsy etheadétomeni16gadtyn fislfillintntC Pro@hmO doBrHirEAd)
other information |jke the next higher reward |evel and how the custoner
can reach teabinatian of pebers apdprletiors angdf is ymiquestogash e m-veuches/. The inyalty
cust oners t Raknh I t.. di : ' % . and ahnd f

t he custsorre_r spge}ﬁdg%ﬁ%g ur?tg)ér g,ﬁgﬁrgoﬁc@gﬁ%ﬁ gmﬁétﬁr@?c?%dagégt{%u@g%&#t I"O%M |
be appar entogettat tohmutientiogit ¢he aaliditys of #gpimesutierat Tk reveard ridformsticrh 465

bonus poi nt and rebates. .15 I n, case the custoner accidentally erase.the
R voubhor O theGRRORET 95 hE AahS BT e BRI b PRbroumteds it { he

custonmer 10% folR%MRMus BHits2 febled End QR discolu®s UR $hn hRo (cBBtalPyRbL ¥iformation
fulfillment programto request for a replacenment "rn-voucher”™ with a new

uni que codédke theprext bighen wwward leyel mrh%t@cﬂ\ﬁtommamelraehtthm@@ éig'hﬁreremgl |
107, 402 ' " " . . .
the 1 ost » ISVOE FoF B0 gy MK R UGt fhef B oyt 488 uph P Gl mes A

ful fillmentloWw, egdakat iftheedustdiercipehdin®I00106re, RSB diseneit waill ihdiease Mo MG Her "
401 in the personal comuni cation device 105, 107, 402, the custoner can

i mredi at el il 5 appareqs thatdtbe example cap P EpPUg=0; gtherg waEsdsraugh ay BRRUSA0H!S f r ee
goods or sgr¥idpgfs. OF discount for purchases of :

15 in case the customer accidentally erase the “m-voucher” 401 from the personal
communication device 105, 107, 402, the customer 106, 108 can send an electronic
request to the loyalty fulfillment program to request for a replacement “m-voucher” with
a new unique code to be sent to his or her personal communication device 105, 107, 402.
The replacement “m-voucher” replaces the lost “m-voucher” and the lost “m-voucher” is

20 cancelled from the database 102 of the loyalty fulfililment program.

After the customer 106, 108 received the “m-voucher” 401 in the personal
communication device 105, 107, 402, the customer can immediately use it to redeem the
rewards 405 in the fo_rm of vouchers, free goods or services, or discount for purchases of
25 goods or services from the company. For example, the customer 106, 108 can use the
“m-voucher” 401 in the personal communication device 105, 107, 402 at the payment
counter of the company when he or she is paying for goods or service purchased from the

| company.



" 25 goods or services fromthe conpany. For exanple, the custoner 106, 108
can use the "mvoucher" 401 in the personal conmunication device 105, 107,

. 402 at the payment counter of the conpany when he or she is paying for

goods or service purchased fromthe conpany. 10 To redeemthe rewards 405
in the "mvoucher” 401, the custoner retrieve the "m voucher"” 401 fromthe
personal comruni cation device 105, 107, 402 and shows the "m voucher" 401
to the cashier at the payment counter. Th® cashier enters the customner
identification 403 and the uni que code 404 of the "mvoucher” 401 into the
conput er 5 Teredegal ther ravgirds 405 iSahes ni-sowmihed] 4009tHeocustundnenetrievatthornat
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usi ng ancel ectroni G, 10 nni.Ng_.devi connected to the uter. term nal
or Point> oft% AL OTN al?dﬁglélf’gl lé)ﬁ gﬁr %@g‘?&‘?ﬁ O BhyieR %&é){f'gg‘ﬁ? RafusHateo nt
of Sal es t edmexadlplel 0P thesdislay 06 ttBEl chMmplifee tEraiiil tRPoiftySt SAROlerBRAN F19 fdpl
via the internet or other electronic nmeans 110. The loyalty 15 fulfill nent
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of the custgepsjes reward which is simlar to that in the "mvoucher”, to
the cashier 'at step 309. Figure 5b and Figure 5c illustrate exanpl es of
the displays of the conmputer terminal or Point of Sales term nal 109 that
show the ct teoggrgxlpgterr ?t\:Narrr{ir?al or Point of Sales terminal 109 is connected to the computer
system or server 101 via the internet or other electronic means 110. The loyalty
15 fulfillment program in the computer system or server 101 authenticates the “m-voucher”
401 by checking the customer identification 403 and unique code 404 at step 307 against
that recorded and stored in the database 102. If the authentication fails, it rejects the
redemption at step 308 and informs the cashier. If the authentication passes, it will
display on the screen of the computer terminal or Point of Sales terminal 109, the
20  information of the customer’s reward which is similar to that in the “m-voucher”, to the
cashier at step 309. Figure 5b and Figure 5c illustrate examples of the displays of the
computer terminal or Point of Sales terminal 109 that show the customer’s reward
information in terms of discount and bonus points respectively. The customer decides
how much rewards to redeem and inform the cashier who will then enter the redemption
25 amount into the computer terminal or Point of Sales terminal 109 at step 310. If the
redemption amount is not sufficient to pay for the purchase, the computer terminal or
Point of Sales terminal 109 will calculate and inform the customer of the net amount in
dollars that the customer has to pay after deducting the monetary redemption value from
the price of the purchase at step 311.

30



“information in ternms of discount and bonus points respectively. The
custoner decides how nuch rewards to redeem and i nformthe cashier who
.will then enter the redenption 25 ampbunt into the conputer term nal or
Point of Sales termnal 109 at step 310. If the redenption anmount is not
-sufficient to pay for the purchase, the conputer term nal or Point of
Sales termnal 109 will calculate and informthe custoner of the net anpunt
in dollars that the custoner has to pa lafter deducting the nonetary

redenpti on va}lu from tre grice of the purchase at step 311. 30 11 1In the
above exanf ¢ #10¥e AMRICe the SOMPYST ?IHW‘%PNPOHF ofabales teppmplial 09 qagobean
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t he above ng pragnam'ofitheccomtpany. 401 can be used to redeem or exchange
for vouchers fromthe conpany or from other conpanies that participate in
the custoner loyalty fulfillnment program of the conpany. Figure 6
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the pref er 1GSdatestey @1 OETHe cashier issues the redeemed number of vouchers of pre-determined

dollar value to the customer at step 311. Besides payment counters, the redemption of
15  “m-vouchers” 401 for vouchers can be conducted at conveniently located customer

service counters equipped with computer terminals or Point of Sales terminals 109.

Figure 2 shows a schematic representation of an alternative system of Figure 1 for
condlicting customer loyalty fulfillment program according to the preferred embodiment.
20 In Figure 2, the computer terminals or Point of Sales terminals 209 are not connected
directly to the computer system or server 201 via the internet ‘or other electronic means
211. Instead, clusters of computer terminéls or Point of Sales terminals 209 are
connected to a local computer server 210 which in turn is connected to the computer
system or server 201 via the internet or other electronic means 211. The alternative
25 system as illustrated by Figure 2 is useful for companies that have several shops and each
shop has many computer terminals or Point of Sales terminals 209. The local computer\
server 210 can be conveniently located at the shop to manage the clusters of computer

‘terminals or Point of Sales terminals 209 at the shop.



20 In Figure 2, the conputer termnals or Point of Sales termnals. 209 are
not connected directly to the conputer systemor server 201 via the
-‘internet or other electronic neans 211. Instead, clusters of conputer
termnals or Point of Sales term nals 209 are connected to a | ocal
~conmput er server 210 which in turn is connected to. the conputer system or
server 201 via the internet or other eIe?%ronic means 211. The alternative
25 systemas illustrated. by Figure 2 is tiseful for conpanies that have

-several shops and_each shop has ny conputer termnals or, PQin Sal es
Corminal s 20T b rqsieavtl%rﬁfufwﬁ%@véfpweeaﬁﬁ%é}*e@ﬁ%rlpéﬁ&y! flpsiteq
at the Sho%é%ﬁg{fp{}ﬁg&gé}g@r Syttt Qo SsePler CATRY Shipdates! tBE H8Std B f t('?@'dglrstog‘fer@al es

term nal s p. 12 Arter each redenption of rewards by
cust oner, trhwamiustaredin theydatabasd 102,i 202maatthe pustemembojaityc prograne by sigduating or

server 101,201 dates the.record,of ,the custoner's eward, stored in the
Got wbase. 1085 TeskgBeN Fyarll BRETE hiip ol e 5t B S prr-Eah dos hErsC bighast
redeemeds r eiekgS312.0Thd tuddtlerBaig falfillent PR alSOVEHndEls fth® fedebed ahest
purchase 5 at step 312. The custoner loyalty fulfillment program al so

cancel s t hevomelpsd gk gtepra 12, by eanraeling thes uggd wiqueygodeapisediated Wike theseustamer que

code associgted withsthers LH%E?%Q@' 103 gﬁgﬁ igdp&mﬁ%fficif?ﬁ' ob rOIBlRE 4t gr(rii.’ 34%1 to

202. CancelTation of redeene m vou prevents "mvouc
be used norpgeventstmwvoacheft 461 epbSised b thars bacee At Istepad iy thef eustdohdr rieyity

program fur r records the details of all .the.redenptions, of custoners 10
t oget her mﬁlﬁﬁmgt PaRret Rwer gecesds e e ol b TeeIppiqns) O FUSRIPFE of
Sal es tgg mtegétherla?h tROReffidabigh 315 %CRERBAYuteR kerpin? 0f 'Poirt /B Safed erHafut OF
and consolidate all the redeened rewards in dollar value fromall the

conmput er t eh09i 12APsscothaPthetcogfpagyl atsa later timea| Gan1BOnitar0gndotonsebidato rallathy or

ot her conpani,es_ t.hat rtigipate.in.the custoner |oyalty fulfil
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conveni ent tgh6ingle 00920978 EHeCcoMpany or other companies that participate in the customer
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15
Using the above approach, a pro-active, instant, convenient and secured method of
fulfilling the rewards to loyal customers is thus possible to increase the level of
gratifications in customer relationship; to capture the top of mind share of customers; and
to help to retain loyal customers and win new customers.

20

Having now fully described the invention, it will be apparent to one of ordinary skill in
the art that many changes and modifications can be made thereto without departing from

the scope of the invention as claimed.



“fulfilling the rewards to loyal custoners is thus possible to increase the
| evel of gratifications in custoner relationship; to capture the top of

. mnd share of custoners; and to help to retain |oyal customers and win new
customers. 20 Having now fully described the invention, it wll be apparent
to one of ordinary skill in the art that many changes and nodifications
can be nmade thereto wi thout departing from the scope of the invention as
clained. 13 Cdainms 1. A nethod of condudBi ng customer loyalty fulfill ment
prograns that allows 5 custoners to redeemtheir rewards and the conpany
to deliver the redeened rewards to the custoners, the nmethod conprising
the steps of sending a short nessage or "mvoucher" to the personal
comuni cat i $#iB&vi ces of a custoner; aut henticating the "mvoucher"™ when

t he customer use the "mvoucher” to redeen1his or her rewards; and

canceling the rede v h rev be used re than
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met hod accordi ngn{eg g ak mld—v&&‘ﬂere’l t%' %ﬁ}eﬁeﬁs\ggar@&ﬂn&ﬂgatmn &evhcg% 8f f OcaattngF to
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according to cl aigmd ugegngdrgltlggrl%ncg\.herel n a replacement "mvoucher” is

2. A method according to claim 1, wherein the short message or “m-voucher” sent
by the customer loyalty fulfilment program and received and stored in the
personal communication device of the customer contains the customer

15 identification, unique code and reward information.

3. A method according to claim 1 and claim 2, wherein the customer identification
and the unique code of the “m-voucher” is used together, to authenticate the
validity of the “m-voucher” by comparing the customer identification and unique

20 code of the “m-voucher’ with that stored in the database of the customer loyalty
fulfillment program.

4, A method according to claim 1 to claim 3, wherein a replacement “m-voucher” is
sent upon request by a customer to replace a lost “m-voucher”, and the method
25 comprises the step of:
canceling the lost unique code associated with the customer identification in the
database;
generating a new unique code to replace the cancelled unique code; and
sending a replacement “m-voucher” with the new unique code to the personal

30 communication device of the customer.



" sent "upon request by a customer to replace a lost "mvoucher”, and the

met hod 25 conprises the step of: canceling the | ost uni que code associ ated
~with-the custoner identification in the database; generating a new uni que
code to replace the cancell ed unique code; and sending a replacenent
“"mvoucher” with the new uni que code to the personal 30 conmunication
device of the custoner. 14 5. A nethod _gccording to claiml to claim4,
wherein the "mvoucher” is cancelled bylghe custoner loyalty fulfill ment

programafter it is rgdee d by Ehe custonmer by canceling the used unique
code of the red od aecAsting 4p clat dnfo Haim dawhersinethe Smavoychersris gancglled

program oper abl gy 12 ARSI 'eﬂPﬁfH’és%?g,ﬁrePit%Bfe&@ﬁle&)fbgttﬁg ?ée?&?'\%redi ng

claims. 7. A conputer system conprising a tware program opera
perform a net hoby caoceliagctbedused wmiqengodnefothet relepmed éh-nopchedi fiom 15

‘database. '
5
6. A software program operable to perform a method according to any one of the
preceding claims,
7._ ‘A computer system comprising a software program operable to perform a method
10. according to any one of the preceding claims.

15



