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DISCLAIMER

By hosting this webinar, California Grocers Association (CGA) is providing an opportunity 
for its members and attendees to learn general information that may be of interest as your 
company explores related topics. The webinar is designed to provide practical and useful 
information on the subject matter covered. However, CGA is not engaged in rendering 
legal, accounting, or other professional advice or services.

CGA does not review or approve the content of the webinar presented by guest speakers 
and others, and makes no representations or warranties about the accuracy or legality of 
any information or recommendations provided during the webinar. If legal advice or other 
expert assistance is required, the services of a competent professional should be sought.



Agenda ● The State of the Industry
● Programs across the industry
● Preparing Your Store

○ Structuring Rewards 
○ Consumer Data Compliance

● Preparing Your Shoppers
○ How Ava’s Market enrolled 

their first 1K signups
● Live Q&A



Today’s Speakers



State of the industry: 
Why loyalty right now? 



Why loyalty 
right now?

Key takeaways about shoppers

● Adopting new behaviors to 
lessen the impact of 
inflation on their wallets

● Meticulously plan their 
shopping trips

● Are familiar and open to 
exchanging information 
cash-in on loyalty programs 
and deals



80%
Have changed their 

behavior to cope 
with inflation.

77%
Buy private label to 

save money.

Shopper Behavior Changes
THE TIME IS NOW

63%
Make a shopping 

list. 

75th Consumer Expenditures Study: Taking the Pulse of Shopper Attitudes.
Progressive Grocer, 2024.

https://progressivegrocer.com/75th-consumer-expenditures-study-taking-pulse-shopper-attitudes


Behavior Changes
THE TIME IS NOW

U.S. Grocery Shopper Trends 2024: Finding Value (p. 19). 
FMI & The Hartman Group, 2024

https://www.fmi.org/forms/store/ProductFormPublic/u-s-grocery-shopper-trends-2024-finding-value


Price Sensitivity & Planning
THE TIME IS NOW

26%
of people live 

paycheck to paycheck.

77%
of shoppers look 

for coupons before 
shopping.

86%
of shoppers consult 
2-5 coupons before 

shopping.

Shopper Evolution & Promotion Revolution: Insights for Grocery.
Inmar Intelligence, White Paper, 2024

– Bank of America 
Institute, 2024

https://www.inmar.com/blog/insights/trends-webinar-2024


Price Sensitivity & Planning
THE TIME IS NOW

U.S. Grocery Shopper Trends 2024: Finding Value (p. 37) , FMI & The Hartman Group, 2024

https://www.fmi.org/forms/store/ProductFormPublic/u-s-grocery-shopper-trends-2024-finding-value


Loyalty Familiarity 
THE TIME IS NOW

Studies show, consumers are finally:

Comfortable 
sharing 

purchase data 
& contact info

Willing to take 
surveys, sign up 

for comms, 
download apps 
for incentives

Get frustrated if 
brands & 

retailers don’t 
personalize  
interactions



Why loyalty 
right now?

Key takeaway for stores

● Modern tools for 
independents are more 
accessible and turnkey than 
ever. 



Rapid Fire: Shopper Engagement 
Programs We Love



Connecticut & Massachusetts | 7 Stores

Geissler’s Supermarket
PROGRAM EXAMPLE #1

Value to members: 
● Priority & exclusive offers

● Personalized discounts 

● Digitized coupons

Shopper Loyalty App 
by App Card



Los Angeles Metro Area | 10 Stores

Erewhon Market
PROGRAM EXAMPLE #1

Value to members: 
● 10% back in points 

● Free grocery delivery 

● Member pricing & priority access 

● Monthly free member drink 

● Access to discounts outside of the store (i.e. hotels, 

apparel, Classpass, Rivian test drives)

Paid Memberships (Monthly & Annual)
by Erewhon



Richmond, California | 1 store

VoriOS Customer A
PROGRAM EXAMPLE #3

Program highlight: SMS Messages 
● Spent $42 spent on SMS campaign

● 3.5% redeemed the coupon

● $9k in resurrected shopper net sales

● 40% of these shoppers have returned multiple times

VoriOS Loyalty, since April 2024
by Vori



San Rafael, California | 1 store

VoriOS Customer B
PROGRAM EXAMPLE #4

Program highlight: Sign-in & CRM Built-in to POS
● Migrated 35k members

● 72% sign-in a checkout

● 6.03% basket lift for members after enrollment in VoriOS 

Loyalty

● Members spend 52.5% more than non-members

VoriOS Loyalty, since May 2024
by Vori



Preparing your store



Rewards should cost you 1-3% 

● Aim for a list of rewards that are short and 
broadly applicable 

○ Free Bananas > specialty tea
○ Basket coupons are discounts that 

work for everyone
○ Avoid shopper paralysis: 3-5 rewards 

● Be more generous with your higher end 
rewards.

Profitable Rewards: Formulas
PREPARING YOUR STORE



Item vs basket based rewards

● Be excited if items are getting 
redeemed. 

● Baskets work well at higher 
redemption values.

● Point redemption is correlated with 
profitability. 

Profitable Rewards
PREPARING YOUR STORE



Menlo Park, California | 1 store

Rewards Example
PREPARING YOUR STORE

Program highlight: Reward Targets 
● Store branded hoodie for 15k points

● 7.48% basket lift once enrolled in loyalty

● Members spend 31.5% more than non-members

VoriOS Loyalty, since May 2024
by Vori



Grocery is a basket building business, help 
customers build a better basket

● Department rainbows
● Spending more or exploring the store
● Generally give customers more 

opportunities to find more things in 
your store. 

Segmentation Tips
PREPARING YOUR STORE



“Explore the Store” | VoriOS SMS Campaign

● Highest redemption rate out of all of 
VoriOS automated campaigns. (~10%)

Segmentation Example
PREPARING YOUR STORE



The Message

● Voice of the store 
● Keep it brief 
● Don’t just send the coupon

SMS vs Email

● Higher read/open & response rates
● Faster to implement

Personalization Tips
PREPARING YOUR STORE



Storing & collecting shopper data

● “Common sense isn’t common.”
○ Limit access to data.
○ Don’t print out data, or leave it on 

thumb drives, Google drives, or 
anything beyond a trusted server.

○ Lock computers when stepping 
away.

Data Privacy
PREPARING YOUR STORE



What to look for in a messaging provider

● Works with The Campaign Registry (TCR) 
for brand and campaign registration

● Good security practices
○ No shared accounts
○ Multi-factor authentication (2FA or 

MFA)
● Complies with industry and legal 

standards
○ CCPA
○ CAN-SPAM Act (email)

Data Privacy
PREPARING YOUR STORE



Consumer Data Compliance 101

● California Consumer Privacy Act (CCPA)
○ Programs must be opt-in

■ Contact info data is PII, different 
than PCI but take similar care.

○ Shoppers may request that data be 
deleted, but there are exceptions.

○ Notify shoppers if data is breached.

Compliance
PREPARING YOUR STORE



Consumer Data Compliance 101

● Text Message Rules
○ No laws, but rules from carriers (e.g., 

AT&T, Verizon)
○ Shoppers can opt out (e.g., “Text 

STOP to opt-out”)
○ Rate limits (e.g., 10K messages per 

day for T-Mobile)
● Staying in Compliance 

○ Have a privacy policy
○ Generate a privacy policy in seconds 

with Vori’s FREE template generator. 

Compliance
PREPARING YOUR STORE

Vori is not a law firm, nor gives legal advice. The privacy 
policy generated does not constitute legal advice. 

https://go.vori.com/privacypolicygenerator


Preparing your shoppers



Ava’s Downtown Market & Deli
PREPARING YOUR SHOPPERS

Juan Origel, Founder & Owner
Ava’s Market | Mountain View, California



Why loyalty at 
Ava’s Market?

Activated VoriOS Loyalty in 
June 2023 in order to:

● Increase sales & foot traffic
● Drive more awareness 

throughout surrounding 
community and 
engagement with shoppers

Photo of Ava’s manual shopper contact info collection 
process, 12 months prior to VoriOS Loyalty implementation. 



Ava’s: Branding the Program
PREPARING YOUR SHOPPERS



Ava’s: Building Community Awareness
PREPARING YOUR SHOPPERS

Shoppers helped spread the word by canvassing 
neighborhoods with buttons, postcards, and flyers. 



Ava’s: Enrollment Tactics Pre-Launch
PREPARING YOUR SHOPPERS

First 1,000 members: 

● In-store raffles 
● At register signage
● Social media & website
● Flyers & postcards
● Discussions w/ loyal customers

Once VoriOS Loyalty was activated at Ava’s, shopper 
enrollment and member sign-in to Friend’s of Ava’s 
happen at checkout via Vori’s POS.



Friends of Ava’s Results
PREPARING YOUR SHOPPERS

Program Results since June 2023
● Nearly 4k members

● Members spend $14.86 more per basket

● Members visit Ava’s ~12x more per year

VoriOS Loyalty
by Vori

Mountain View, California | 1 store



Live Q&A



Get in touch! 

Team Vori, sales@vori.com | 650-651-5058

Sarah Rivers, SRivers@igainc.com

Sunny Porter, sporter@cagrocers.com

mailto:sales@vori.com
mailto:SRivers@igainc.com
mailto:sporter@cagrocers.com
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