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FULFI LLMENT PROGRAM 5 Background and Field of the Invention The j |
relates to a nmethod of conducting customer loyalty fulfill ment ﬂ@g@@ﬂm‘mﬂmm
usi ng personal comunication devices, nore particularly but not

to allow custoners who purchase goods and/or services froma conpany!®%9
redeemtheir rewards 10 and for the conpgny to deliver the redeened rewards
to such custoners. Custoner |oyalty programs reward custoners in the form
of bonus poi ued
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purchases. For exanple, for evEULFRIDLMENTERROGRAM conpany's 15

product s/ services by a customer, a certain anount of pre-determ ned bonus
poi nts, 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 of set the costs of future purchases of goods or services fromthe
conpany. 5 20B&kgtomg 2 el ¢ ent prograns provide the nmethods for
custoners to redeemther r rewards and for the conpany to deliver the
redeened rewards to the custoners. It is an inportant process that allows
the COWDaHYTﬁéJ irf¥@htiotefelés td E'Iﬁéthb@%? cbﬁdrﬁ:ﬁﬁé QuStofnet %ﬂﬂ?@ﬂﬁﬂm&ﬁe rogram
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web-site of the conpany; or by calling the conpany by tel ephone; or by
sending an SM5 to the conpany; or by mailing or faxing the redenption form
back to the R&{ oat.h 0 r yi ng
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custonmer | oyalty nt met hods er, suf froma di sadvant age
in that therebalss candfori disenuty ade @wep thethe t dustonuest Gweh xewatdsc nmyt be usedpany
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programs mofieurk pafihass by omfseﬂn&s&aﬂmab@ﬁﬁmys 10 that the redenption

process is slow and it can take a few days, depending on the efficiency of
the | ocal postal service, before the custoner receives the vouchers by nail
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wants to ustheiritewards aiieforalisicdripamy po delivier tel rydecaed réwardb o theloustomefs. It is

custoner disappointnent if the
an Kl)tgportant 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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1 S'custoner forgets to do so. In other customer loyalty fulfill nment

‘met hods, the conpany sends short text nessages to the handphones and/ or
PDAs of the custonmers to reward themfor their loyalty. As a variation to
short text messages, a specially designed | ogo or picture can be sent to

t he 20 handphones and/or PDAs. By retrieving and showi ng the short text
message or logo or picture in the handphene or PDA, the custoner can get
pre-determ ned free goods or services; ox pre-determ ned di scount for
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short text nessages or 10Qgos or pictures aré’ sent to the handphones and/ or
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proactive, instant, and copveni ent because nost cusfoners always carr
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disadvantaggmhﬁn%hat it is not secured because the text nmessages or | ogos
or pictures 1n the handphones and/ or PDAs 3 are not authenticated and the
conpany fannot control and nonitor their proper usage to prevent fraud. It

is an objec f the inventi to proyi de .a net hod.,of . conductjng cust r
| oyal ty 5 1o ithamer Wvaly SRR Retor oautr oS R ifedRtape o BAT
di sadvant ag@g btohlef iP ehfigedonly WHERTEHeY cdtorhdteconfac@tHeOdbiaap fadil MBertford he
invention, there is provided a nethod of conducting customer |oyalty 10
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“fin-voucher” to the personal comunication devices of a 15 custoner; .

aut hent i cat ¢ffigienqyeof the docab pesial, seryies, bgfore, thecqustommas receiisa the veuehers bynail
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advant age ofOUCHEr AR (RIS, BRfe Fafebe e SNECS A SHBtoglT | dsappoiptrpapg, if the

Fin. - veychgishomdrForgbR tadbRgnt i cated and thus it enables the conpany to
nonitor and control the usage of the "mvouchers” to prevent fraud. Another
advantage is that by delivering personalized reward in the form of
"mvoucher" . to,the persqnal nicatio vice of th 5 .cust oner he
company 1 s Bt S SusbERG Wy TR Be G 5 oy s o T BeRREsRA so
that there {he HaR@pIRAEE dnd/bAPDAS! GBthet diBtomess R Bdwatd Itherfi TOO BRirt IBalsOMBARY as
the preferred conpany. It also allows the conpany to reward the custoner
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of the Draw An enbodi ment of the invention will now be described, by
way of exanple, Wmth reference to the acconpanying draw ngs, in which: 10
Figure 1 shows a schenmatic representation of a systemfor conducting
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and/or PDAs of customers is an improvement 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



Figure 2 shows a schematic representation of an alternative system of
Figure 1 for conducting custoner loyalty fulfillment program Figure 3
illustrates the flowhart of the process flow of the custonmer loyalty
fulfillment 15 program according to the preferred enbodi nent of the

i nvention; Figure 4 illustrates an exanple of the short nessage sent to a
personal conmunication device according o the preferred enbodi ment of the
i nventions; Figure 5a illustrates an exanple of the infornmation input

of the o s ayobapRlEatlSnd TSRy i cpidfand il BGEPec bl AT

reward is iprevemt fraudf "di scount”; Figure 5c illustrates an exanple of the
di splay on the conputer term nal or Point of Sales term nal when the reward
is in terns of "points"; and Figure 6 illustrates an exanple of the display
on the compytierant S4:dp rs ks f ; r & HEme her"
I S redeene flgranv%é(;eﬁg?{ sﬁhgﬁle}f%klpfééefggg@?a i&(lé)tnﬂogféq F}%{dgr e eﬁ‘? ed Errnr%)\ggli%&cnent
30 The f bl | fulfillmgntiprogram wbich allévidtehat leastone dfitheidisadhvantapésofshepridriartat i on:

5 Customer relationship --- means the relationship of the conpany with her
custonmers which creates loyalty in these custoners. 5 Loyal custoners ---
means cust oSehmaof thel W Who choose the conpany as the preferred
conpany and who buy repeatedly fromthe conpany. Loyalty program --- neans
a program conducted by a conpany to devel op or enhance cust oner

oibe Hi os. oot . ¢ ; ; .
company o Aeerdie FEIRE Byeftion! TRAS ifuloBidl S mbGS U AL choRkt RSB 2.
be in the ffliineht pubgramt dsingi p&@sbriad copiimication ewides pwialibw, cubtermfiers niviso or

| ucky draw nunbers givers to the customer. 1 S Loyalty fulfillnment ---

means a pr okelase gepdhaRd/PHagvicet Tiopse GREPENY: do redeeBhihetietemvarda#lidaor dhg £ or
the Co”pa”yc&@aﬂg Ith \ﬂgﬁ\herr Pfe FeREGHRMPLWaRINA0 Sach Cudtdifiers UPA iEMBd cRmPALE the |
nmeans cash incentive that 1s given by a conpany to custoners or Dbuyers for
t he purchasstepsfofom t he conmpany. 20 Bonus points --- neans points that are

i ven by a conpany to custoners_ _as a.bgnus for c .
g y senggg short message or “m-vouche?nto 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. It 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”.



t hei'r purchases fromthe conpany. These points have a certain
pre-determ ned val ue which can used to exchange for goods or services from
pre-sel ected conpani es. 25 Voucher --- a coupon issued by the conpany which
can be used by the holder of the voucher to redeem or exchange for free
goods or services, or used to onset the costs of future purchases of goods

or services fromthe conpany; Redenptiong--- nmeans the process by which the
cust oner who has been rewarded by the 30 conpany nakes a claimfor the
rewar d; 6 Custoners --- neans peopl e who purchases products or services
fromthe company M nd share --- neans the share of the custoner's m nd

whi ch encouTlggiaseritioa alsostlatesito heompatep pﬁgran opemble Yo perfornethprabbes nethods
conpany. SMS - nmeans short sagi ng service which is a neans of sending
short nessaﬂj’ésawmlsb’%e%w SOQPYIRT BOSFAYBi | e phones, pagers,

PDAs and any device that can receive text messages. 10 Software engine ---
means sof tware that i's used to conduct the custoner |loyalty program and the

cust onmer 51 oBud i enDrawingy am G atification ---- nmeans the
satisfaction and pl easur e experl enced by the customer or 15 buyer. Personal
communi cati on devices --- nmeans handheld el ectroni c devices used by people

for their pghSaidip@imaniieainvemiol Wil ohebe dRetibedeH9 WaE loftekatipld piEgNES,

pagers, PDAs, handhel d conputers or other nobile electronic communication
devi ces. 20refeaentpito ths accompasying drawsings, iewbish: nobi | e t el ephone devi ce t hat
peopl e use for their personal connunlcatlons over the tel ephone and

w reless network; PDA --- nmeans "Personal Digital Assistant” and it is a

smal | haodhﬁgﬁkeei slidwsOa ishefigit Geprésentafioh ofOfikRniifte cofdutkinggastbiet loyalty
D ket program astording to the preforrod cmbodument of the fmvention; ¢ cPone and
Figure 2 shows a schematic representation of an alternative system of Figure 1 for
conducting customer loyalty fulfillment 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 rewatd 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:



Internet --- means an electronic network used to connect different
‘termnals, devices and conputers at different geographical |ocations

t oget her. 30 7 Server --- means the conputer system on which the software
engine is coded, stored and executed. 5 Figure 1 shows a schenatic
representation of a systemfor conducting custoner |loyalty fulfill nment
program according to the preferred enbodisment of the invention. At the back
end of the system there is provided a conputer systemor server 10l which
contains a software engi ne responsi ble for conducting the customer loyalty
program and the custoner loyalty fulfillnment program The information or
dat a requi r@astémiert hedativptipiar-e mbdnsetigi redatioaship o ths sompawyf witheher uaistomers

| oyal ty ful ijlsémant ?ysf eg:htﬁre stored in the database 102. The conputer
system or sWRIGRFreaigs Iqya BEtWHOME™ he communi cation server 103 whi ch
allows the software engine in the server 101 to send short nessages through
the wireless 15 comruni cation network 104 to the personal comrunication
devi ces 305LoyaD Epstd®Rrsof-- tnkeans aestomens sof10 ompaey. whs aipbsesthefcomipany @s she
communi cation.network are the GS W GPRS or other wrel ess
conmuni catiUﬁ@&@ﬁﬂ@?ﬂ&i%’é.@‘ﬂ]@%mﬁﬁ%ﬁ?wgﬁe%‘&P%‘V- 103 can send short
nmessages such as but not limted to SM5, by using a network of wreless
nodens or using the conmunication |ines provided by 20 tel econmuni cation
operators oLo:@gmrcgram ovimtansa programecopdugted, by agrosapany do idevsieih aF enlgnce he
process flow of th ustomer loyalty fulfillnment programaccording to the
preferred e%go e&éﬁ?&(’ﬂs@ﬁe invention. Typically, a loyalty programrecords
t he purqbases of each customer together with an identification of the 25

custoner, and calculate the rewards, to be gjven to the custoner accordi ng
to pre det eRAW#Ed-T BERS Rioray fpinegntive thit ILENER P 2 qoBIPaRY & § YSOMSF TRt on
t he conpany, er Vi : AV : C i .
pre-determ %%8%%% %hf)é)hl%n‘go\é&?@bz eeté&g?ltd o‘%&gi&g gl Of}ll’? t @E‘%‘?%p%@m Q{I%l&?htg ’

cust orer . Tiebateg\twnads poifits) disdounts oo flucky drawmpembers givemtosthocestomar.t he dat abase
102 which is subsequently retrieved and processed by the 30 software engi ne
of the loyalty fulfillment program 8 When the loyalty program at step

301 det @5m Newity NRfiIRneAt SI-OfRAns' 8 rlcd3§ tRAL provRIEs Tor Bhstomérsh@r rddeMAreir it
will trigger thé custoner loyalty fulfillnment program 303 at step 302 to

send a shor tewaedssmddomthe sompag(to debiver e redessadaiewansisiol thecastoperslevi ce 10S,
| 07, 402 of 5 the custonmer 106, 108. For exanple, the short nessage can be

but not limted to, a SM5 which is sent to the handphone or PDA of the
cust omer . TRebgid 0L tméiRS Tadeindditive the is gfven ot é&nm?'"tﬁwﬁbtbﬁlem&ch@éfs for

"mvoucher”. Each "mvoucher" sent by the custoner [oyalty fulfillnment
programis thedyrdiesessiam hesPBWaRY, t he dat abase 102. |10 The process of
triggeri e t he sendi ng of short nessages at step 302 is controlled by rules
set by tzhe conpany. For exanple, the conpany nay set the rule to informall
cust ormer s oBotiepaints U+ Bedns penRs tiat ate giveraby a companyt foneistomstrsiay a lbbines fon

every Friday of the week at. 5.00 pm _Anot her exanple is the conpany nay set
ot o- det er m HEd R SFOm i EORATO /L HSESPAIBSS HAYE (7 EeriAn REF-SIRRARL Nabh e
total purchafs cRh uskdidTkAFBEe FRFOHILsr R14&8%rom 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;



15 tthis pre-determ ned anount, it triggers the loyalty programat step 302
‘to notify the custoner. A further exanple is the conpany may set the rule
to trigger the loyalty programat step 302 to send an updated "m voucher”
to the custonmer after each purchase by the custoner. 20 The "mvoucher” is
received and stored by the personal conmunication device 105, 107, 402 of
the custonmer at step 305. Figure 4 illusgrates an exanple of the
"mvoucher” 401 received and stored by the personal comrunication device
402 of a custoner. The "mvoucher” 401 contains the 25 foll ow ng
information: 1. custoner identification 403 2, unique code 404 3. reward
i nf or mat i onCukEdinerk e-- meahopeipld wiknparchasas produet® 8r servioesefiorh thd @emgany y t he
custoner. For exanple, it can be 30 an uni que nenbershi p nunber assigned to
t he custoner by the conpany or the uni que 9 handphone nunber of the
cust omer onyisnalcflel i AheSIRAR (R Lhdime’s AMANGKiEh 8RG0ATe! fllcAibmePdl can
be used to i1dentify the custoner uniquely. The unique code 404 is a
random y5 geshepset &cbrpany abthetpreferrad companyl oyal ty ful fill ment program
containing conbi nati on of nunbers and/or letters and it is unique to each
"mvoucher". The loyalty 5 fulfillnent program uses the custoner
identifi CatSMB A%aﬁ@%drhﬁl %ﬂtgeseﬁﬁ&ewﬁﬁﬂ it @aBédns roftsending BiRoHt nfeddaged fie
validity of the "mvoucher” he reward i nformation 405 inforns the
cust oner ofmabile wirelnssr devines sheh pevwebile phaneshpageys, DAy and ary Heviee that can i n
the form of__bonu rebates and/or discounts. It can also contain
ot her inforﬁg? %XP&%Q&%ne next higher reward | evel and how t he custoner
can rea¢b the next higher reward 10 level. For exanple, it may informa
custoner that the current discount for the_cus is 10% that if the
cust omer s pfliarg engmeror dleaphiotiyare Hahis wed to mﬁb% cvttomefs@v Pt PrRgram pe

appar ent thﬁﬁibt%‘ S@Hﬂib %ﬂjnin s to other rewards such as bonus
points and re g farjt case tﬂﬁ stoner accidentally erase the

"mvoucher" 401 fromthe per sonal conmuni cation device 10S, 107, 402, the

o RS oe REAE fo SEAERS chPeehied Bt Rt ™"

be sent 150 fiiy3r.0r her personal conmmuni cati on device 105, 107, 402.

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



The 'repl acenent "m voucher” replaces the |ost "mvoucher” and the | ost
“"mvoucher” is 20 cancelled fromthe database 102 of the loyalty
fulfillment program After the customer 106, 108 received the "mvoucher”
401 in the personal conmunication device 10S, 107, 402, the customer can
imedi ately use it to redeemthe rewards 405 in the formof vouchers, free
goods or services, or discount for purchgses of 25 goods or services from
t he conpany. For exanple, the custoner |06, 108 can use the "mvoucher” 401
in the pers CO i

of the corrp%érillgérv\he etgg&s gxeéysgeﬁ}%ﬂ)a?u LQ]Ze %@EH%E%IS@X%?’ E: rase from
t he conpanyexecutéd) To redeemthe revvards 405 |n the "mvoucher" 401, the
custoner retrieve the "mvoucher” 401 fromthe personal conmunication
device 105 107, 402 and shows the "mvoucher” 401 to the cashier at the
paynment counter. The cashier enters the custoner identification 403 and the
uni que code 404 of the "mvoucher"” 401 into the conputer 5 term nal or

Poi nt of 5 SaFigsret Eslmiwmh sdl@thatio rreprasehmﬁbh odital systeat fostcopd@fifig chstgmer loyalty

i |lustrat |l e of the di t Poi.nt. of
Sal o5, 1 or i RAIITEGL Brogrars A ying 18 1P eSS OOUEHTY Pf L YTRR AL A que
code 502. Abfdesfkisysem; tHePeelsCﬁﬁﬁﬂ&i a CBMpERARYHER or WeHerB01 WhRIA donkaii 4 ON

403 and uni que code 404 of the "mvoucher” 401 in the personal
communi cat | Witwiee i enging 0B:spargible for conducting cthe t enstomersloyaitya pregram: aushitbe 10

Cormna todsred ABRTSoEthukat BRI loribe By ol ieiliee & e2ofirs o
109 is qonnaigﬁx&dfdrOpideessﬁignﬁﬂttEé cuytdheM leyall?'eﬁilﬂhnéﬁ)lsyytbﬁq e sloféde fih @he OF
ot her el ectronic neans 110. The loyalty 15 tulfill nment program in the

conput er sydatahasei0%zerver 101 authenticates the "mvoucher™ 401 by checking
the custoner identification 403 and uni que code 404 at step 307 agai nst
that recorded and stored in the database 102. If the authentication fails,
it rejects Th@cdrﬁpiﬂﬁtpﬂy’smm atsmaHOB%cmdctbdlimﬂﬁ&ohimmmmﬁbﬁ serverl 03t wkich

authenticatl psse it owill | a thesreen of t C ut er

or i nal © o ABGYHRS eiare sabine in e broeh 40T i snd Ghor ropsvaget HRoUEH b arelss
cust onenss é&%ﬁﬂc&ﬁ&h%t\h&ksl'omtb Qﬁe% s&{aﬁ&ommuﬁjbamr&ewww 1071 402 d¥&he
cashier at step 309. Figure 5 igure 5¢ illustrate exanples of the

di spl ays of custneners it ek08; &xmmdﬂs of \rﬁmlass @imsaieation enctivaek at©3he Ha¥Ms how
t he custone or on_ in.terns .of discount. .and n

respectivel 9DMEV%§P%r (@% d8§ ﬂ%\f nﬁg?}e¥e\ﬁgmm¥°8tl?%d§§ﬁ?°3?ﬁ] ?h‘? m
the cashi er coifiunitationt Saper 208 Ran sHRI SRACKBIshEER sdbh asBUNhot! Ithited! tAESMSITBYIL er

termnal or Point of Sales termnal 109 at step 310. If the redenption
amount is nWing a@f petePEnhof (wirglesy tedemsher ising Hhe commumicatinp ine? previdadnby or

Poi nt of 0S I nd informthe custonmer of the
net annuntalfe% Qﬁé%é%g?tﬁ{'e Agusﬁcﬁgﬁaggto pay after deducting the
nonetary redenpti on value fromthe price of the purchase at step 311. 30

11 In the ove nputer termn Poi nt of Sle m nal s
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vouchers can be conducted at convenlently | ocat ed custoner service counters
equi pped with conputer termnals or Point of Sales termnals 109. Figure 2
shows a schenmatic representation of an alternative systemof Figure 1 for
conducting custonmer loyalty fulfillnment program according to the preferred
enbodi nent .




20 I'n Figure 2, the conputer termnals or Point of Sales termnals 209 are
‘'not connected directly to the conputer system or server 201 via, the
Internet or other electronic nmeans 21l. Instead, clusters of conputer
termnals or Point of Sales termnals 209 are connected to a | ocal conputer
server 210 which in turn is connected to the conputer systemor server 201
via the Internet or other electronic nea 211. The alternative 25 system
as illustrated by Figure 2 is useful for conpanies that have several shops
and each shop has many conputer termnals or Point of Sales term nals 209.
The | ocal conputer server 210 can be conveniently |ocated at the shop to
manage the Whes tie byalty progrint ey stée801 detesnings thai o tustdbméaik @s bé aotifiedos£hi2 09
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once. At st eyst@ner loyalty fifibmentwprogramds repofded and btorad:in theodptabase 102 her records
the details of all the redenptions of custoners 10 together with the
identification 313 of the conputer termnal or Point of Sales term nal 109,
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the nethod conprising the steps of sending a short nessage or "mvoucher”
to the personal communication devices of a custoner; authenticating the

"mvouchgr" en_ tﬂ@hﬁ“ t F 1 ' h
r ewar ds!ﬁ%an ﬂ%aﬁc‘;e I'NQ &%@gﬁéﬁe %}b%%égﬁ%?&a% 8%‘%‘%@%?’ rRlcF’k’%qp (5)’ ﬁfg’used
nmore than o#@Zof the céstomelaidtepd06r di ng to claim 1, wherein the short nessage
or "mvoucher" sent by the custoner loyalty fulfillment program and

received and stored in the personal communication device of the customner
contains t hejoahsOiifGéirates 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



15 i'dentification, unique code and reward information. 3. A nethod
‘according to claiml and claim 2, wherein the custoner identification and
t he uni que code of the "mvoucher" is used together, to authenticate the
validity of the "mvoucher” by conparing the custoner identification and
uni que 20 code of the "mvoucher' with that stored in the database of the
custoner loyalty fulfillnment program 4.9A met hod according to claiml to
claim 3, wherein a replacenent "mvoucher” is sent upon request by a

cust onmer t ace a t he nmet hod nn
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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 fulfillment 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 form 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.
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s s10% & () entering the customer identification 501 and unique code 502. Alternatively, the cashier

can scan the customer identification 403 and unique code 404 of the “m-voucher” 401 in

the personal communication device 105, 107, 402 of the customer using an electronic

10 scanning device connected to the computer terminal or Point of Sales terminal 109 at
step 306.

The computer terminal 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
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5 As a variation to the above example, the “m~voucher” 401 can be used to redeem or
exchange for vouchers from the company or from other companies that participate in the
customer loyalty fulfillment program of the company. Figure 6 illustrates an example of
the display on the computer terminal or Point of Sales terminal 109 at step 309 that
inform the cashier of the number of vouchers of pre-determined dollar value 601 that the

10 customer can redeem with the “m-voucher” 401. The customer decides how many
vouchers of pre-determined dollar value to redeem and inform the cashier who will then
enter the redemption amount 602 into the computer terminal or Point of Sales terminal
109 at step 310. The 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
conducting 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 terminals 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.
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voucher” at step 312 by canceling the used unique code associated with the customer
identification from the database 102, 202. Cancellation of redeemed “m-vouchers” 401
prevents “m-voucher” 401 to be used more than once. At step 312, the customer loyalty
fulfillment program further records the details of all the redemptions of customers

10 together with the identification 313 of the computer terminal or Point of Sales terminal
109, 209 so that the company, at a later time, can monitor and consolidate all the
redeemed rewards in dollar value from all the computer terminals or Point of Sales
terminals 109, 209 of the company or other companies that participate in the customer
loyalty fulfillment program of the company.

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.
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rewards to the customers, the method comprising the steps of sending a short

message or “m-voucher” to the personal communication devices of a customer;

authenticating the “m-voucher” when the customer use the “m-voucher” to

redeem his or her rewards; and canceling the redeemed “m-voucher” to prevent it
10 to be used more than once.

2. A method according to claim 1, wherein the short message or “m-voucher” sent
by the customer loyalty fulfillment 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.
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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.
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