
Sutherland proposed two 
strategies and identified 
metrics and markets to test the 
strategies for a limited time.

CASE STUDY

ABOUT THE CLIENT

Leading US-based movie theater chain with global presence.

CLIENT CHALLENGE

The client reached an enrollment saturation and was struggling to acquire new members into their legacy loyalty 
program. Retention rates for this single-tier paid membership were on the decline and membership drives and 
acquisition campaigns were becoming a waste of marketing dollars. The client needed a partner to help them revamp 
their loyalty program to attract and retain more customers.
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THE SUTHERLAND TRANSFORMATION

With Sutherland’s help, the client redesigned and relaunched their loyalty program. Sutherland proposed two strategies 
and identified metrics and markets to test the strategies for a limited time. We also determined key metrics and a 
reporting strategy to continuously measure the performance of the pilot. Automated dashboards were created and 
made accessible to executive management to continuously track performance.

This revised strategy provided valuable insight to the client on:
• value of membership and financial viability of the program
• how free member enrollment and free screening influences short-term and long-term behavior
• change in guest behavior when they redeem a reward and when they’re paying for concessions or tickets out of their pocket

Sutherland’s data science and analytics consultants worked closely with the client’s management team and built robust 
models that predicted the incremental revenue from each dollar redeemed, and the benefits consumed by each 
member. They could now measure the present spend by membership tier, migration between tiers, and estimated 
probability of churn.

PARTNERSHIP RESULTS

A two-tier refresh program was launched in July 2016. Since the launch of this program, the client has achieved 
exponential growth in member registrations. 

The client has benefited from:

As a process transformation company, Sutherland rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale 
and accuracy of data analytics. We have been helping customers across industries from financial services to healthcare, achieve greater agility through transformed and 
automated customer experiences for over 30 years. Headquartered in Rochester, N.Y., Sutherland employs thousands of professionals spanning 19 countries around the world. 
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Analytics & AI

For more information on how 
we can help you transform 
your processes, visit us at 
www.sutherlandglobal.com, 
email us at 
sales@sutherlandglobal.com, or 
call 1-800-388-4557 ext. 6123.

3X
increase in engagement 

11X
increase in enrollment rate

80%
growth in active memberships 

http://bit.ly/2rwwJ32
http://bit.ly/2qXihE0
http://bit.ly/2qXpfsL

