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Exchange Solutions – The Customer Engagement Experts™

Exchange Solutions designs, builds and operates intelligent customer engagement programs that substantially 
improve our clients’ customer acquisition, retention and profitability.

Intelligent Customer Engagement programs put the customer in control of their relationship with a company, by 
allowing them to configure the value exchange – incremental behaviors in exchange for incremental benefits. 
This can occur at any point of interaction, in real-time, across all channels. Intelligent rules ensure that the 
outcome of this exchange will be increased value for both the customer and the company. This approach inverts 
traditional marketing programs, which push offers and observe acceptance rates, and yields deeper, stronger 
and more profitable customer relationships.

Exchange Solutions delivers our programs via our Managed Services Platform which allows for rapid time to 
market, customized to our clients’ needs. Our proprietary approach and in-market learning helps our clients 
realize quicker results, better ROI and deeper and more enduring levels of customer engagement than 
traditional loyalty programs.

Intelligent Customer Engagement for Online Businesses

Intelligent Customer Engagement for Online Businesses can drive any of the following behaviors:

 • Buy: We motivate users to buy new products and services.
 • Upgrade: We convince users to move from free to premium paid subscriptions.
 • Refer: We influence users to introduce friends and family to the organization or to a product 
     or service from an organization sponsor.
 • Retain: We motivate users to renew their membership or subscription, with a drive to longer 
     terms in order to increase average customer lifetime.
 • Participate: We motivate users to write reviews and provide feedback about products and services.
 • Trial: We inspire users to try new products and services, whether proprietary or   
                 sponsor/advertiser based.
 • Experience: We encourage users to visit and engage with previously unvisited parts of websites or  
     apps, read editorial content, and engage with advertiser/sponsor content, etc.
 

Benefits for our Clients

 • Increased Member Value: By incenting members to engage in incremental behaviors, our clients 
     can increase the value that member brings to their community.
 • Deepened Member Engagement: By sharing value with members when they create value, our clients  
     typically see more engagement from members in their communities.
 • Increased Member Profitability and NPV: By sharing with members only a portion of the value they  
                create through their behavior change, our clients are assured a positive ROI from program activities.

Intelligent Customer Engagement
for Online Businesses
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How It Works
Intelligent Customer Engagement for Online Businesses consists of a Managed Services Platform and 
supporting services. Our proprietary approach embeds best practices in customer engagement, in order to 
enable and optimize one-to-one, real-time negotiations between a company and its customers.

There are three key steps to Intelligent Customer Engagement:

An In-Market Example

An implementation of our solution for a publicly-traded, online member services company had the objectives of 
increasing member engagement, reducing the cost of acquisition, and finding additional ways to monetize 
members. The company’s economic model consists of membership fees and advertising revenues.

Some of the in-market results (versus control) include:

Learn More

To learn more about how Exchange Solutions can help your organization drive incremental customer behaviors, 
maximize profitability and ROI, please contact:

The bottom line? The organization achieved more than a 10% increase in the NPV of the customer franchise.

By definition, Intelligent Customer Engagement treats each customer individually, because each customer has 
different behavior gaps and is motivated by different kinds of benefits. As a result of these customized 
treatments, Intelligent Customer Engagement is the epitome of one-to-one marketing. The benefits to this 
two-sided approach include a better experience and deeper engagement for the customer and, at the same 
time, positive ROI for the company.

1. The company exposes the customer to the benefits that it is willing to offer in exchange for 
specific behaviors or behavioral changes from the customer.

2. The customer chooses the mix of behaviors and benefits that are most to his / her liking.     

3.  Underlying decision rules, based on the company’s economics, ensure that any configuration    
 chosen by the customer results in incremental profitability.

• A 10% overall lift in overall customer engagement activity 
• An over 20% lift in referrals, driving much cheaper acquisition
• Retention increased from an average of 4 to 4.7 years
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