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FOSTERING 
LOYALTY IN THE 

CONSUMER 
GOODS INDUSTRY

INTRODUCTION:

It is fairly common knowledge that consumer goods companies spend a lot of money on 

advertising. In the United States alone, eMarketer estimates that consumer goods brands 

will spend over $9.4 billion on digital advertising in 2018. 

Despite this large expenditure and the payoff of brand awareness, consumer goods brands 

are struggling to make strides. “People are buying fewer units,” says Susan Viamari vice 

president of Thought Leadership for IRI. “The industry has really struggled to find consistent 

growth since the (economic) downturn in 2008.” 

In order to survive in an era when customer-centric experiences drive incremental spend 

and promote loyalty, CG marketers must take control of the customer relationship, as well as 

the data that is derived from the brands various touchpoints.  

CG brands have historically faced a unique challenge in the marketing space due to 

the nature of their distribution and the inability to tie back purchase data to individual 

consumers due to lack of access to POS data. 

However, recent advances in technology have now made it possible for CG brands to not 

only collect insight into the shopping preferences of their customers, but also leverage that 

insight to foster engagement and loyalty.

In this guide, we will take a closer look at the main challenges facing consumer goods 

brands and offer strategies to combat these challenges which, will help players in the 

consumer goods industry achieve brand loyalty.

https://www.emarketer.com/content/us-cpg-and-consumer-products-industry-statpack-2018
https://retail.emarketer.com/article/cpg-industry-struggles-find-growth/597a639eebd40003acdf2dcf
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CHALLENGES FACING THE CONSUMER GOODS INDUSTRY:
NO DIRECT RELATIONSHIP WITH CONSUMERS

The $760-billion consumer goods marketplace is a big business. Well known leaders, such as 

Proctor & Gamble or Tide, are extremely knowledgeable about packaged goods, how to make 

them, advertise them, and sell at a large scale. What is becoming increasingly more apparent, 

however, is the fact that CG companies don’t really know much about their customers. 

This issue stems from the fact that their goods are typically sold through retailers, such as 

Walmart, thus preventing a direct-to-consumer relationship. CG marketers have no direct access 

or insight into the people who actually use and buy their products, limiting their ability to collect 

customer data and break through the marketplace noise by providing personalized customer 

experiences.

DISINTERMEDIATED PURCHASE CHANNEL

A customer journey map describes a customer’s journey from the moment the brand enters the 

customer's awareness through the in-store process and into the post sale phase. Creating a 

customer journey map gives marketers a high-level overview of all of the touchpoints between a 

brand and a customer. This information is essential to creating informed marketing campaigns 

and customer experience decisions. Additionally, customer journey maps are incorporated into 

omnichannel initiatives in order to ensure that a customer’s experience is consistent across all 

channels. 

CG companies have a very hard time creating customer journey maps. Because their goods 

typically exist in numerous in-store and online retail locations, CGs have a difficult time keeping 

a log of customer interactions with the brand and tracking multiple data sources in order to form 

a single customer view with first party data. This, in turn, hinders CG marketers' ability to 

understand consumer behaviors and preferences and offer consistent experiences across 

different channels. 

https://retail.emarketer.com/article/cpg-industry-struggles-find-growth/597a639eebd40003acdf2dcf
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HOW CONSUMER GOODS BRANDS CAN SOLVE THESE 
CHALLENGES: 
COLLECTING CUSTOMER DATA MANAGEMENT

Creating personalized experiences with customers starts with intelligent data collection. If you 

don’t know who your customers are then it will be impossible to deliver timely, tailormade 

engagements that impact the bottom line. 

For CG brands, the most effective way to start collecting customer data is by investing in mobile. 

Consumers frequently shop for CG items in stores making mobile the best, fastest and most 

efficient way to access potential customers. With mobile, brands can understand their 

customer’s behaviors, preferences and habits, giving them the ability to customize and tailor 

their approach to give customers consistent offers and experiences across different channels. 

Today, the real-time unified, actionable data that CG marketers long for is largely unavailable 

with their current technology stack.

UTILIZING A CUSTOMER DATA PLATFORM

The concept of customer data management is not new to marketers and the IT folks that support 

them. What is new, however, is the emergence of a technology called a Customer Data Platform 

(CDP) that “unifies a company’s customer data from marketing, sales and service channels to 

enable customer journey modeling and drive customer experience” (Gartner). 

As a CG marketer looking to send personalized offers to a customer to encourage them to 

purchase merchandise from your brand’s website or mobile app, a CDP can enable this. The 

CDP will send a push notification or email to profiles that have never made an e-commerce 

purchase with a discount for an item related to previous purchases or by displaying a 

personalized offer in the mobile app via mobile inbox, push notification, SMS or in a feed.

https://www.gartner.com/smarterwithgartner/activate-customer-experience-analytics-for-marketing/
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TYING RECEIPT SCANNING INTO A LOYALTY PROGRAM

Due to the nature of their distribution, consumer goods brands have consistently faced 

challenges in the loyalty space. This problem stems from their lack of access to purchase data, 

which hinders their ability to tie back purchase data to individual consumers. 

Technological advancements now allow consumer goods brands to collect first-party data and 

glean insights from their shoppers preferences through simple receipt capture programs. By 

unlocking customer data and coupling it with purchasing data including location, time, SKU data 

and more, marketers are able to collect observations about customer preferences and leverage 

those insights to promote engagement and loyalty.

For a brand without a direct connection to the point of sale, encouraging customers to scan 

receipts when purchasing your brand's product is an effective way to foster a direct connection 

with the consumer while promoting loyalty.

Huggies® Rewards is a prime example of how a brand can modernize their program by 

leveraging mobile and receipt capture to target their shoppers based on preferences and 

purchase patterns.The program eliminates the need for customers to manually enter in codes 

found on participating products to gain rewards. Instead, they can download the Huggies 

Rewards app to their phones, link their loyalty cards and snap a photo of their receipt before 

receiving a new batch of rewards points which can be redeemed for baby card products and 

retail cards. 

"With SessionM, the stream of customer information is like 'opening up a 
spigot'. Now we know what you bought, where, and when, so we can tailor 

promotions." 

-Jose Corella, Senior Brand Manager for Kimberly-Clark
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The positive effects of this type of loyalty approach are the reason that consumer goods brands 

are increasingly partnering with loyalty vendors that offer technology like receipt scanning 

for data collection purposes. By utilizing this type of approach, CG brands are able to identify 

applicable SKUs and/or product descriptions. Combining this information with other points of 

brand engagement allows CG marketers to build a 360-degree view of their core consumers 

that includes their behaviors and preferences. This data also helps reveal information such as 

basket size or store location which can be used to help formulate customer strategies. 

Creating a cohesive relationship between CG products and receipt scanning will help brands 

design profitable campaigns to increase sales on certain products while bolstering loyalty by 

rewarding customers for their spend.

READY TO GET STARTED?

The CG industry is more competitive than ever before. In order for brands to survive, they must 

prioritize an omnichannel strategy based in customer data. This is the only way for brands to 

start collecting customer data for them to provide personalized experiences at the moment 

of impact.  By delivering tailor-made engagements when it matters most, CGs stand to gain 

significant revenue, cross-sell and upsell opportunities and market share in general. Those 

brands that wait for a digital transformation may find themselves in dire straits within a few short 

years. Your path to more purchases hangs in creating a direct path to purchase. The time to act 

is now. 

To request a demo or learn more information on SessionM, visit www.sessionm.com

http://www.sessionm.com



