Destwin Fuel Dealer Solution™ Quick Reference
Console Version 2.0

Using the Loyalty Module - Rev 1.0

14-JAN-12

This Quick Reference describes how to use the Loyalty Module.

Part 1... Points Accumulation, page 1
Part 2... Points Redemption, pages 2 — 7
part 3... Samples, page 8 - 9

Part 1 - Points Accumulation
In this version of the Loyalty Module, you must contact Destwin® to enable the rule or rules that will
define how loyalty points are accumulated.

The basis for the rule can be anything that Destwin can track from the database. Rules can be
designed to encourage certain customer behavior or spending.

Sample Basis for Rules
* Accumulate points for each day someone is a customer.
* Accumulate points for each day a customer is on automatic delivery.
* Accumulate points for each dollar spent regardless of purchase.
* Accumulate points based on dollars spent on fuel.
* Accumulate points for each day a customer is in a service plan.
* Accumulate points for each dollar spent on a service plan.

The number of points assigned to the qualifying item or behavior is somewhat arbitrary as these points
will be assigned a conversion value for each individual redemption item.
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Part 2 — Points Redemption

The Loyalty Points menu is accessed from a link beneath Admin Functions.

) New England Bioheat - Loyalty Redemption Requests - Mozilla Firefox = IEIIﬂ

File Edt ‘“iew Hstory Bookmarks Tools Help

.I—-—lv c x Tor Whttps:;’,l’newengland.destwin.com,iloyalty ﬁff - I':T"|Goog|e )’::' %

(( otRS::Login (( OTRS :: Manual |j [IrT] Sign in |j my.inkinc.net @ Destwin, LLC, CRM |j Inbo - Outlook Wweb .. @ Dropbox - Log in - Onl...

J \j Mew England Bicheat - Loyalty Rede... | + |T

Do you want Firefox to remember the password for “admin” on destwin,com? Remember Never For This Site ok Mo | 8

-

Dealer Management Console v2.0

Web tools for the Qil & Propane Industry
Client: Mew England Bicheat

or Fromijs days ago To Status| pending | Type| Al =] Refresh Datal
from 2011-05-20 13:46:37 and BEFORE 2011-05-25 13.46:37
e [ Amount | Date Requester |Email Address Status | Notes | Reject | Approve
er| $120.00|2011-05-20 15:25:40 | Ellen Beets | ellenbests@destwin.com | pending reject |approve

Access the Loyalty Module by clicking on
Loyalty from the Admin Functions drop down.

y— /

‘ https: finewengland. destwin.com/loyalty E A

There are three primary screens within the Loyalty Module:
* Redemption Requests
* Loyalty Points By Account
* Loyalty Redemption ltems
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Redemption Requests

The Redemption Requests screen shows a historical record of redemption requests. By default the
display shows the most recent five days. You may use the available filters at the top of the page to

display more or fewer requests.

¥) New England Bioheat - Loyalty Redemption Requests - Mozilla Firefox

=10l |
Fle Edit ‘“iew History Bookmatks Tools Help
- c A 1T mhttps:,l’,l’newengland.destwin.com,l’loyalty birdig I-‘l'|Google j.' C:a
(( otRs::logn (( OTRS :: Manual |_1'] [IrT] Sign in |j my.intinc.net ® - Destwin, LLC, CRM |j Inbox - Outlook Web ... @ Dropbo - Login - Onl...
J |j MNew England Bioheat - Loyalty Rede... |_~| F
éﬁ' Do you want Firefox ko remember the password For “admin” on destwin.com?

Remember Mewver for This Site Tok Mowe | %] |

I -
N/ Dealer Management Console v2.0
‘ Wah tngls for the Qil & Propane Industry
T

Client: Mew England Bioheat

To access another primary
screen within the Loyalty
Loyalty Redemption Requests mOdU|e’_ click 9” 0!’16 of the
wiew Loyalty Points by Account alternative active links.

Wiew Loyalty Redemption ltems
Account: or From:fs days ago To Statusfpending | Type[ A =] Refiesh Data |

Showing records starting from 2011-05-20 13:46:37 and BEFORE 2011-05-25 13.46:37
# | Account | Points | Type | Amount | Date Requester |Email Address
1130000 | 60000 | dinner | $120.00 | 2011-05-20 15:25:40 | Ellen Bests | ellenbeets@destwin.com

Status | MNotes | Reject | Approve

either of the above.

pending reject | approve
To reject or approve a
|°°”e. . : request click on one or
Typical Loyalty Module Summary Screen with 1 Redemption Request

Redemption Requests are summarized in the Loyalty Redemption Requests screen. Points for

redemption requests are not applied to the account until they are approved. It is important therefore to

actively monitor the log and deal with requests promptly.

A redemption request can be rejected or approved within this screen by clicking on the reject or
approve columns.

Sort filters in this screen allow you to look for a specific Account, Status, or Type. You can also set the

From and To date fields to view a specific time window. After entering search criteria click on the
Refresh Data button to implement the search and refresh the display.

Tech Note

Notification for Loyalty Points Redemption Requests
can also be sent to a specified e-mail address. This e-
mail address is set through an Advanced Site

Parameter (ASP). Contact Destwin to have this option
enabled.
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Loyalty Points By Account
The Loyalty Points By Account screen allows you to see the number of points on any given account
and make Adjustments.

Use t.he Account Search Click on the Adjust
B 3 —tunction to look up a

specific account PO oty 10
Loyalty Points By Account . adjust points for the

selected account.

View Loyalty Redemption Requests
View Loyalty Redemption ltems

Account Search
Individual Accounts
Acc Customer Hame Establishment? Last Update Balance (Ip} Adjust Points
35524 AARCN EISENBARTH 2008-12-28 2011-11-07 18:19:51 20821 Adjust Points
3BETO AARON HSU 2008-12-28 2011-02-07 16:28:20 17700 Adjust Points
35394 AARON OYSTON 2008-12-28 2010-08-10 11:18:10 6130 Adjust Points
31848 AARON SHELOR. 1965-03-05 20100810 11:17:51 586TD Adjust Points

Top of Loyalty Points By Account screen.

To make an adjustment to an account, click on the Adjust Points

button for that account. An edit box will appear. Make an entry with

a mathematical operator (+ to add, - to subtract) with the desired

Lovalty Points By A number of points and click on the Save button to apply and save
oyalty Points By Accoly, o odjustment or the Cancel button to exit without saving. For

View Loyalty Redemption Requesexample, to add 79 points to account 35524, enter +79.

View Loyalty Redemption ltems

i L

Account Search
Individual Accounts
Acc Customer Name Establishment? Last Update Balance {Ip} Adjust Points
35624 AARON EISEMBARTH 2008-12-29 2011-1107 18:12:51 m
Save

B65TO AARON HSU Z008-12-23 2011-02-07 16:28:20

17700 Adjust Points
6150 Adjust Points

35554 AARON OYSTON Z008-12-23

Loyalty Points with adjustment box open

2010-05-10 11:18:10

Adjusted Loyalty Points value
ﬁ—after adding 79 (+79) points to
account 35524.

Loyalty Points By Accou

View Loyalty Redemption Requests
View Loyalty Redemption ltems

Individual Accounts
Acc Customer Hame Establishment? Last Update Balance (Ip} Adjust Points
35524 AARCOM EISENBARTH 2008-12-29 2012-01-14 12:21:59 @ Adjust Points
265TO AARON HEU 2008-12-29 2011-02-07 16:28:20 17700 Adjust Points

I:B‘)/alty“l':’néfﬁrfgl after adjustmen:[““i(')wéccount 35524
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Loyalty Points Redemption Items

Destwin generally pre-populates the system with sample redemption items. Generally redemption
items fall into one of three categories, items or services you sell like fuel or service, items that would
be redeemed through third party merchants like a coupon at a local restaurant, and charitable
contributions. In the case of third party merchants you would need to make appropriate arrangements
with the merchant.

Redemption items appear in the customer portal and are set up in this section of the Admin portal.

Loyalty Redemption Items

View Loyalty Points by Account
View Loyalty Redemption Requests

Add New Redemption ltem

# [ Type Code Units | Units Per Point | Fixed Points Per Unit | Min Units Needed | Max Units Applicable | Max Points Applicable
1 | hvac money $0.008 nia $0.00 $10,000.00 100000
2 [silver i nia 4000 0 0 0
3 | charity oney —%0.001 nia $0.00 %0.00 0
4|anner Wmoney 5] 5000 50.00 50.00 0

High Efficizncy Heating & Cog —_ hvac (GQUipment) I

Apgly to amyuture purchads of high

amciancy haating and codling Asulpmant
fram majar name Bands such as Sagrker, 3158.00
ThermaPride and mamny athars will prov
waars of savings and imbogvad rellability

fi,Asilver (service) I

This sarvics pian provides comprahansive
coversge of MOst majar hasting
companemts. [t slsa prowides &
camprehenshve 24 hour suppart plan ac e
&z an all-inclusive annual ensrgy =Mck=ncy
tuns-up

Donation to Locat Schoot m
Aada=m your palmss ta baneft gur lacal kidc _
Spply Folrts
wiith a donathan mads in your nam.s. j2L.m )

Link field — see
page 7 below. I

gcharity (charity) I

-

dinner (third party
merchant)

Dinnezr Tor Tweo at Hm'ﬂ"ff‘,,,i‘i

Aadsam waur paints fr s night gut an usl
1| Taylars Pus ofers axsellant Sod and

Spply Folrks
=ntertalnment and ks known throughout the $0

Laio=s: Aaglhan.

i

Sample C¥stomer Portal View of Redemption Items

Description field — I
see page 7 below.

Image field — see I Name field — see I
page 7 below. page 7 below.

How to use the Loyalty Module page 5 of 9



Loyalty Redemption ltems

View Loyalty Points by Account
View Loyalty Redemption Request

Add New Redemption ltem

Item link. This will open an edit screen like the one

To add a new item, click on the Add New Redemption
shown below except that it will be empty.

#| Type Code Units | Units Per Point| Fixed Points Per Unit| Min Units Needed | Max Units Applicable | Max Points Applicable
1| hvac money $0.008 n/a $0.00 $10,000.00 100000
2 [ silver months | n/a 4000 0 0 0
3 | charity money | 50001 To set up or edit an item,click on that item's 0
4 |dinner money 5 Type Code field, e.g. to edit the hvac item, 0

Sample Redemption Items

click on the hvac link. This will open a new
window to an edit screen.

The Code field is a unique identifier

@ MNew England Bicheat - Loyalty Redemption Item

e for the redemption item. It is not
displayed to the customer.

| Code

Units
| Units Per Point

Points to Reach 1

Unit

Minimum Units
Allowed

| MMaximum Units
Allowed
Maximum Points
Allowed

Name

Description

Link
Image

Display Order

T - - - - - - . |
i__i destwin.com | https://newengland.destwin.com/redemptiénitemTaction=edit8code= ‘

Loyalty Redemption ltem

hvac (no spaces or special |

characters) The Units field controls what

money ~ type of units are displayed on

0.008 the Customer redemption

0 page. The three options are:
money — for those items that

0 will display a dollar value e.g.
purchase of equipment that

10000 you sell or a charitable
donation.

100000 months — for those items that

have a time value, e.g.
service plan extension.

cents — for those items that
require a display in cents, e.g.
price per gallon on a fuel

& purchase.

High Efficiency Heating &

Apply to any future purchase =
of high efficiency heatingand |_
cooling equipment from major |~
name brands such as Carrier,

ThermoPride and many -

others will provide years of

hvac_thumb Add/Choose Image "

View assigned thumbnail
0

ReLdemption Item Edit Screen
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Units Per Point sets the conversion factor for
units to points. For example, if set to .008 as
shown, 10,000 points will convert to 80 units
(0.008 * 10,000). depending on the units
selected this would translate as follows:

Points to Reach 1 Unit sets the
number of points necessary to obtain 1
unit. For example, this field would
usually be used to set a specific point
limit required to achieve 1 month
imextension on a service plan.

|
irerd 22 Minimum Units Allowed sets a

(N0 Zpacesmm———

minimum number of units (if desired)
before a value for this item will be
displayed in the customer portal.

[T
Maximum Units Allowed sets a

maximum number of units (if desired)
that may be allowed for this item.

Maximum Points Allowed sets a
maximum number of points (if desired)
that may be allowed for this item.

|
Name sets the title for the item that ‘

will appear in the customer portal, see
page 5 above.

\
Description sets the description for the‘

H/item that will appear in the customer
portal, see page 5 above.

name brands such as Carrier, T

Link may be used to specify a link
to another web page that can be

<9 clicked on to take the customer to
Add/Choose Image

this page that provides additional
information about the item, see

page 5 above.
|

|
The Add/Choose Image link is
used to upload an image for the
—item, see page 5 above.

/J The Display Order field
‘/‘\‘

sets the location of the
item on the customer
portal page, lowest
numbers at the top.

[gmoney: $80.00
~-months: 80 months
‘cents: 80 cents ($0.80)
Loyalty Redemption It
| Code hvac
characters)
Units maney -
Units Per Point 0.008
Points to Reach 1 0
Unit
Minimum Units 0
Allowed
Maximum Units 10000
|Allowed
Maximum Points 100000
Allowed
Name High Efficiency Heating &
Description Apply to any future purchase  +
of high efficiency heating and
cooling equipment from major |
ThermoPride and many
others will provide years of
Link
Image hvac_thumb
View assigned thumbnail
Display Order 0
—
Redem/btion Item Edit Screen

The View assigned thumbnail
link is used to view the current
assigned image for the item, see
page 5 above.
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Part 3 — Samples

Accumulate points for each day someone is a customer
Basic Rule — accumulate 10 points per day for each day a customer is an active account starting from
the Start Date in the database.

Sue Destwin has been a customer since January 1, 2002
At January 1, 2012 she will have been a customer for 10 years and will have accumulated roughly
36,500 points (365 days per year * 10 years * 10 points per day).

Redemption items:

Equipment we sell

Units: money

Units Per Point: .005 (this converts to $18.25 per year; 3,650 points per year * .005 = $18.25)

In this example we are willing to appropriate $18.25 per year towards the purchase of equipment.

Extend months on a service plan

Units: months

Points to reach 1 unit: 7,500

This translates approximately to 1 “free” month of service plan extension for every 2 years someone is
on a service plan.

*This rule could be set to a specific start date for everyone, e.g. January 1, 2002 such that no

customer would start with more than 36,500 points.

Accumulate points for each dollar spent on fuel
Basic Rule — accumulate 10 points per dollar for each dollar a customer has spent on fuel for the past
three years and going forward.

Sue Destwin has spent the following:

2009... $4,000
2010... $4,500
2011... $5,000

Total... $13,500
Total Points... 135,000

Redemption items:

Equipment we sell

Units: money

Units Per Point: .0005 (this converts to $67.50 per $13,500.00 spent on fuel or $0.005 for every $1.00)
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Further explanations on calculations money and months as units.

Assume10 points per day for a customer 365 days in a year - 3650 points per year

Using money for units:

Charity, Equipment, Cap Fee, (anything that you can convert to money)
If you set:

Units: money

Units Per Point: 0.003

Points to Reach 1 Unit: 0

Minimum Units Allowed: 0

Maximum Units Allowed: 50000

Maximum Points Allowed: 0

You will have a situation where in one year a customer will have accumulated $10.95 of charitable
contribution calculated as follows:
3650 points in one year * 0.003 units per point = $10.95

If you increase the Units Per Point, you will increase the redemption value of the points:
3650 points * 0.005 units per point = $18.25

Using months for units:

Service Plans

If you set:

Units: months

Units Per Point: 0

Points to Reach One Unit: 3650

Minimum Units Allowed: 0

Maximum Units Allowed: 12 (to limit to one year)
Maximum Points Allowed: 0

You will have a situation where for each year a customer remains loyal they can redeem one month of
service at no charge calculated as follows:
3650 points in one year / 3650 points for 1 month = 1 month

If you increase the Points to Reach 1 Unit you will decrease the value of the points:

3650 points in one year / 5000 points for 1 month = .73 months. The effect of this is that a customer
has to reach 5000 points before they can redeem one month of service and it would take them 5000
days (approximately 16 months) to reach these points.
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