
GLOBAL 
LOYALTY 2022
Remaster, Renew & Reimagine

A 1-day summit to supercharge your loyalty offering and 
boost overall company profits. International Keynote 
speakers, geared for anybody working in loyalty or  
considering developing a new loyalty initiative. Insights 
into successful loyalty initiatives.

Thursday 28th April , Kilkea Castle, Co. Kildare 

Tickets €195.00 plus VAT 
Available to purchase online via www.irishloyaltyawards.ie/tickets



AGENDA
08:30 Registration 

09:00 Welcome

09:10 Charting Growth Paths for New Norms Bond Loyalty

Based in Canada, Bond Loyalty is a global customer experience marketing, management and measurement company that 
specializes in building brand loyalty for the world’s most influential and valuable brands. The annual Loyalty Report, conducted in 
partnership with Visa, is recognized as one of the longest-standing and largest global studies of customer engagement, loyalty 
attitudes, behaviours, drivers, and disruption. The global report features an unprecedented assessment of more than 900 loyalty 
programs in 20+ markets by more than 55,000 consumers across a range of key sectors including payments, retail, grocery, gas, 
dining, hotel, airline, entertainment, CPG, and coalition.

Consumers now have “new norms” that necessitate leading marketers to truly deliver relevant customer-centric experiences. 
Through the insights of Bond’s The Loyalty Report and the real-time market examples of Bond’s Mkt Intel, their team will bring to 
life the new habits and rituals being established across the customer journey informed by data and enabled through person-
alization.  Bond will also outline a new standard for accessing member’s perceptions of program performance that connects 
programmatic and brand drivers of loyalty. 

 Aaron Dauphinee, Senior Consulting Director, Insights, Bond Loyalty

As the lead consultant delivering The Loyalty Report, Aaron called consults for some of Bond’s most 
valued clients as well as many of Visa’s clients around the world. He has over 20 years of experience in 
consumer-centric and data-driven marketing, market research, and the loyalty and rewards industry.  
He is a recognized thought leader on how brands can use data intelligently to deliver value through their 
marketing efforts to meet their business objectives.

Prior to joining Bond, Aaron was a senior marketer at Rubikloud (CMO) and Aimia, has led client services 
for the small business division of Gartner CEB, been on corporate development and business develop-
ment teams within divisions of Alliance Data, and the retail-marketing team of Shell Canada. He also 
taught Marketing for 5 years at Ryerson University in Toronto, Canada.

Maegan O’Neill, Managing Director, Consulting

Maegan is a strategic marketing and loyalty leader with 20  years’ experience working on impactful retail 
and loyalty strategies to deliver measurable results. Known for her creative thinking, ability to tie strategy 
to key data insights and turn concepts into executable plans, Maegan has a proven record of engaging 
complex business issues to deliver thorough and robust solutions. Her breadth of experience includes 
loyalty program design, customer lifecycle management, designing innovative customer engagement 
strategies, 1 to 1 program design and implementation, digital and direct marketing program develop-
ment, designing and building product platforms and program measurement. Maegan has also lead 
client service teams building key relationships, delivering aligned and impactful marketing solutions 
and contributing the broader strategic plans of her clients. Prior to joining Bond, Maegan held a number 
of senior loyalty roles with LoyaltyOne as well as retail marketing and loyalty roles with Grand &Toy and 
Indigo Books & More.



09:50 How bank-linking technology enables omni-channel loyalty

11:00 Coffee Break

10:50 Q&A Check in

11:15 Weathering The Storm… Accelerating the Transformation 
Engaging Customers Through The Customer Lifecycle.  
From Loyalty To Customer Engagement. 

Cormac Quinn CEO & Founder of loyalBe

Cormac is the founder & CEO of loyalBe. Prior to founding the company, he had worked for American 
Express and Kainos, a FTSE250 software company. Whilst working at American Express, he gained an 
insight into loyalty and saw the regulation change coming which forced banks to create open APIs to 
enable data-sharing (aka Open Banking). He recognised there was a huge opportunity to combine this 
new technology with loyalty in order to help brands attract and engage with customers like never before 
possible.

loyalBe, in partnership with Visa, uses new bank-linking technology to help brands grow their busi-
ness with frictionless loyalty whilst also providing unique customer insights, such as share of wallet.
In this talk, Cormac will share insights from partners, specifically on how brands can use this new 
technology to:
• Increase personalisation
• Drive omni-channel sales, with increased basket sizes 
• Understand customers on a deeper level than ever before
• Offer a delightful customer experience

Kim Hardaker  Managing Director, Etihad Guests

Kim Hardaker has an unwavering focus on creating meaningful experiences. From starting her career in 
brand, marketing and advertising agencies in Sydney, the customer has been at the heart of everything 
she does. Moving into Qantas Loyalty to lead their digital portfolio, Kim expanded her view into user 
experience design and technology, focusing on how positive digital experiences create loyalty in today’s 
world. Currently based in Abu Dhabi, Kim leads Etihad Airways travel and lifestyle loyalty programme, 
Etihad Guest. For two years running, the programme has been awarded Best Frequent Flyer programme 
in MENA and multiple industry awards in 2021 for their innovative mobile app. Balancing her customer fo-
cus with generating commercial value, Kim also acts as an advisor alongside some of the Middles Easts 
largest retailers and payment providers.

10:20 Case Study Sky VIP Programme 
Key Learning from Sky VIP loyalty programme and developing new partnerships 

Orlaith Ryan,Chief Commercial Officer, Sky Ireland

Orlaith Ryan is the Chief Commercial for Sky Ireland, with responsibility for the growth and retention of 
the customer base, including the sales and base management of Sky Sports, Sports Extra, Sky Cinema, 
Boxsets and Ultimate on Demand.  Sky VIP is a key programme within the Customer plan for Sky Ireland 
and seeks to reward existing customers for their tenure with Sky.

Orlaith joined Sky Ireland in 2016, having spent over 15 years working across the telecoms, utilities and 
financial services sectors, including Vodafone and Aviva. During this time Orlaith spent 6 years as a Man-
aging Director with FTI Consulting, leading their Customer Practice.



11:45 Workforce Experience - How More Than Reward And  
Recognition Can Enable Better Customer Outcomes 

Gary Notley, Director - Consulting

Gary leads transformation through the people lens and is the Director for HR and Workforce Transforma-
tion Consulting in Deloitte Ireland. Gary brings a blended 13 years of industry and consulting experience 
and has recently led a number of operating model transformations in the private and public sectors. 
Gary has experience in transformation design through to implementation and within the HR domain Gary 
has expertise in HR and Talent Strategies, HR Operating Models, Workforce Planning, HR Technology and 
advising clients how to deal with the disruptions from the Future of Work.

12:15 Q&A Check In

12:30 Networking Lunch @ Hermione’s Restaurant at Kilkea Castle Resort

13:45 The Six Competencies of Loyalty Marketing
What does it take to be exceptional in the discipline of loyalty marketing?  What skills are 
most important and why? Do you have the required competence?

In this session we’ll explore the 6 foundational elements that drive loyalty competence and 
provide a framework developed by the Loyalty Academy for self- evaluation. 

Mike Capizzi, CLMP™, Director of Education, The Loyalty Academy

Mike is the Dean of the Loyalty Academy, a Wise Marketer Group company, and the founding partner 
in Marketing Strategists, a US-based, loyalty consulting firm.  His body of work reflects a global practice 
with over 200 clients served and he has designed, launched, operated, analysed or shut down over 80 
individual loyalty marketing programs across all vertical markets.  

A 45+ year veteran of the Marketing Services industry with deep knowledge of the Loyalty Marketing 
space, Mike is a globally recognized speaker and author in the loyalty arena and is a Certified Loyalty 
Marketing Professional™ (CLMP). He has taught loyalty and marketing courses to more than 1,000 profes-
sionals and students at five US universities and among practitioners in fifteen different countries.  



14:50 Panel Discussion. Building Brand Loyalty In An Era Of Abundant Choice   

15:40  Closing Remarks from the Chair 

15.20 Formal Qualification in Loyalty Management Overview  
Launch of the Pan European Certified Loyalty Marketing Professional™ 

Meeting the demand for training and professional growth among data-driven, customer-centric marketers around the world, the 
Loyalty Academy has conducted seminars and/or full certification workshops in 5 countries to date – Australia, New Zealand, Can-
ada, Brazil and the US. Ireland marks the first time the educational offerings of the Loyalty Academy have been brought to the Euro 
Zone.

The CLMP workshop has helped ground hundreds of marketers in the concepts, best practices, and tools needed to successfully 
compete in the growing Customer Engagement and Loyalty industry. The Dublin workshop will also be led by Capizzi in September 
2022, a long-time activist for the European Loyalty marketplace. Mike will provide an overview of the CLMP workshop and what you 
can expect to learn over the two days.  

Insights from Microsoft Rewards

Adam Grupp, Director of Microsoft Rewards

Adam is the founder of Woodhaven Advisors, a consultancy that helps business and technology leaders 
to achieve breakthrough impact for their business, team and career. Adam’s practice blends consulting, 
training and coaching to address client needs across strategic planning, loyalty and growth marketing, 
business model design, organizational effectiveness and leadership development. 

During his 15-year tenure at Microsoft, Adam led global loyalty, including the successful rebrand and 
relaunch of Microsoft Rewards, and drove growth marketing and business model innovation across 
entertainment, commerce and productivity verticals. At the University of Washington, he serves as a 
consultant in residence with the Foster School of Business and teaches business and product strategy 
programs for mid-career managers.

14:15 Insights from Microsoft Reward 



An interactive forum to meet and discuss the challenges 
facing brands today

Why Attend

Case Studies Networking Discussions New Ideas

Location: 
Kilkea Castle
Kilkea Demesne,
Castledermot,
Co. Kildare
R14 XE97


