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Overview -

A customer loyalty program, where customers earn points for purchases at your
restaurant, is a popular way to reward frequent diners and obtain greater cus-
tomer data.

The Phoenix POS system includes the ability to easily set up and use a customer
loyalty program. This allows you to:
¢ Enroll individual customers in the program
¢ Auto enroll all customers
¢+ Use a magnetic swipe card or look up customers by phone #, name, ad-
dress or a variety of fields
+ Establish a ratio of points earned for each dollar spent
¢+ Set bonus points or a greater % of points earned by day of week, time
of day
¢+ Set bonus points / % bonus for, online orders, first order after enroll-
ment, or first online order after enrollment
Set bonus points / % bonus for specific items ordered
Establish an expiration date for points
Require a minimum point balance to redeem
Require a minimum point increment for redemption
Require swipe card for redemption or allow manual look up
Search for customers based on point balance
Print point balance, earned points and expiring points on customer re-
ceipts

* & & O o o o

The Phoenix system is designed as a “single store” loyalty program, as data is
resident on the store’s individual system and is not shared among stores. How-
ever, customers could use the same card to enroll in multiple locations, maintain-
ing separate point totals in each store.

This document provides an overview of how to use the customer loyalty features.
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Enrollment |

Option 1: Auto Enroll

If your program is configured for “Auto Enroliment” , all customers in your database will auto-
matically earn points for purchases.

Option 2: Individual Enrollment

To enroll an individual customer:

1. From the POS, select Look Up to find the customer in your database.
2. If the customer is not found, press "NEW" to add the customer
3. Enter the customer information, address, etc. then press MORE

FireFly Phoenix -
HOME Mar. Home Orders Lookup Dispatch

e g e R

HMore Customer Info

New Customer

None ]
Ernail: Group: Boy Scouts
Church

[Jetec. check [] mailing List [Jwrong address

s
Date Added By Nate

7. Press Save and Close.

Tip: The loyalty enrollment
form is a good time to capture
additional customer information
that can be used for marketing
purposes, such as their birthday
or e-mail address.

. " —4. From the “"More Customer Info” screen, in
> : " the bottom right corner, check the box that

Options  Time Clock  Logan Key Board  Help

says “Earn Points for Purchase”.

5. If you are using a loyalty card, put your
cursor in the loyalty # field and swipe the
card. The system will not let you use the
same loyalty number for more than one cus-
tomer.

iz 6. If you wish to use phone # instead of a
card, you can enter the phone # here for easy
look up reference during the order. This is not
required as
you can al-
ways look
up the cus-

el
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screen.

Note: You can also enroll customers in a similar way from the
Manager Home / Manage Customers area
Option 3: Self Enrollment

If you wish to allow customers to enroll online from your website,
with or without an online order, we have the option to support this.

Please contact FireFly as this must be coordinated with your website provider.



Earning

Once enrolled, your customer will earn points according to your point rules any time an order is

placed and associated with this customer.

Points
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Option 1: Traditional Lookup

1. Anytime during the order process, press
“Look up”

FireFly Phoenix

Customer Look Up

~ 5

] =

HOME  Mar, Home Orders

Welcome FIREFLY

Lookup

Customer Type:  \

y o Y
Time Clock

Dispatch Options

1:35 PM

Uod! i () i [ e

Area Code:  Phone #: Ext.

2. Search for the customer based on s mD d

phone number OR . e
3. Press Full Search to search on loyalty @ grecte  srostllame fnopoments

card # ity Stata: Zip e Zone
4. Click in the loyalty card field and swipe (S — e 2

the ca rd or type the number First Name Last Name Phone address City, State 2ip -
5. Select the customer and finish the order

as normal.
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Option 2: Quick Lookup
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For in-house orders which will be finished
quickly without traditional look up.

Press Finish to complete the order

On the tender screen, press Loyalty Card
Swipe the card to look up the customer

The customer’s name will now appear at the
top of the virtual ticket

5. Press ‘PAY” to complete the order.

b S

U fx Pizza

" Calzor

' Sand
' W Pasta
@5 Extras|

Desse
E

Option 3: Online Orders

Incoming online orders match existing cus-
tomer records based on e-mail and/or name
and phone # and automatically accredit points
to their account according to your business rule
setup.

=

If for any reason an online customer is not
properly matched and a new customer record is
created, you can Merge the two records (in the
Manage Customers area) to combine their point
totals.

FireFly Phoenix $
Welcome FIREFLY
Open Ticket # To Go
Amount Due: $12.82
Tender Amount:  $0.00

Amount Remaining: $12.82

$

X789
5/ 4)(9) 6
$10.1)(2)( 3
1 LY
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3 Swipe loyalty cand

Swipe loyalty card:

N

Tip: If you forget to associate an order with a customer, you can ei-
ther "Reopen” the order, swipe the card, then re-tender the order to

close it, or you can adjust the customer’s point balance in Manage

Customers area.

ap

Logon Key Board

New Ticket

Small
Pear & Gorgonzola Salad
Pears

Mixed Greens
Balsarnic Vinaigretts
Dressing
Gorgonzola Cheese
Candied Walnuts

1

Small

2B0Q Salad

Red Cnions

BBQ Chicken

Roasted Red Peppers

Corn

cnamm
eeeeeeee

Order Total:
Sales Tax:
Total Tendered:

Total ;

Instant Message:
* Mo New Message

a
Cb ok

Key Board

New Ticket
Small [=]
Pear & Gorgonzola Salad

Pears
M\xed Greens
igre

To Go

la Cheese
canme walnuts

nnnnn

d Peppers

Order Total:
Sales Tax:
Total Tendered:




Point EEENEEN
Redemption ;
[ |

Points are redeemed as a discount applied to the order.
up the customer using Customer Lookup.

-
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FireFly Phoeni 4 e 9 C i
ireFly Phoenix / : '
Point of Sale [ OTER i D igslan ik Options  Time Clack  Legen  Key Board  Help
wWelcome FIREFLY 1:39 PM New Ticket Order Type
Custamer Name: Jamie Loyal

Customer Info Fhone # 949-545-1234

n'f:-“’f:' Slices

Jamie Loyal

949-545-1234 Hotes
Checks accepted

100 Main

Foothill Ranch, CA 92610

Map: Zane: Lifetime order total; § 36578

Residential customer Total orders: & —
Customer since: 02/27/2009 Recall Last Order
Most recent order: 02/27/2009, e —

Calt Delv. Address

Point Balanc{: 23 ({

Promise Time Order Type Total : $0.00

02130 PM % 6.00 MiNmum

Customer Redeem Poin

Current Point Balance: 23
Available Point Balance: 23
Minirnurmn Redeemption Paint @ 10

4 23.00 Credit available

Armount to use §

To redeem points, you must look

1. Look up the customer

2. From the Customer Info
screen, you will see the point to-
tal

3. Click on Redeem Points

4. Based on your security set-
tings, you may be asked to swipe
the loyalty card or provide a
manager override.

5. The Redeem Points screen will
show how many points are avail-
able and the $ value.

6. Enter a $ amount to use and
select Apply. OR select Use All to
apply the entire point bal-
ance (up to the ticket total).
Select Ticket Total to dis-
count the entire ticket (up to
the available point balance).
7. The points used will ap-
pear as a discount at the
bottom of the ticket.

been ordered but not yet settled and closed.

Tip: If the “available points” are less than the “point balance” it may be
because the customer has open orders, such as a delivery which has




Fromm Manager Home / Manage Customers, you can manually adjust customer points.

1. Search for a customer

2. Select the customer and touch

“Edit Details.”

Select the “Adjust” button

This will display a screen which

shows all transactions for that cus-

tomer, including points earned,

points redeemed, and adjust-

ments.

5. Enter a positive or negative ad-
justment, amount and note, and
save changes.

nalh o

Tip: The ability to adjust
points is controlled by a secu-
rity setting.

2 Adjust Point -- Web Page Dialog

Managing

Points

7l Edit Customer Details

Edit Customer Details

* - Required Fields

Last Mame:
E

First Marme: Jarnie Loyal

Custorner Type: * ® Home O Business O Ladaing

Mew Address

Apartrnent #:

Phone #: 949 |- 545 | - 1234 x

Fax #: 503 ¥ - Alternste Phone

Street ¥ 100 Street Dir: Street Name: |[Main

City/State/Zip/Plus_4: |Foothill Ranch v|[ca ~|[ 22610 ¥|lo
Alt Delv. Add

Carrier route

Zone/Section/Grid: R S | SSSNES

Birthday: [MM/DD]

Driver's License #:

Ernail Address:

Message:

Cornrment:

Authorized for checks [ Electronic check recovyery

Mone -
Customer Group: Boy Scouts
Church b

Mailing List Ll wrong address

Account : b

Credit Card: Clear

Points ¢ 5 Adjust

Lovalty Card : 17514

Adjust Point :

Date Type Point |Ticket #
Z009-02-27 Redeem 2|12
2009-02-27 Earn 112
Z009-02-27 Redeem 211
2009-02-27 Earn 011
2009-02-27 Earn 419
2009-02-27 Earn 6|5
2009-02-27 Earn 16 |7

Available Points @ 23

‘f_} Positive(+ve) Adjust
Arnount:

[l
[~

Miote:

Sawve Change

Employee Name MNote
FIREFLY FIREFLY
FIREFLY FIREFLY
FIREFLY FIREFLY
FIREFLY FIREFLY
FIREFLY FIREFLY
FIREFLY FIREFLY

FIREFLY FIREFLY

2] Megative(-ve) Adjust

Cancel

~

Alternate Users

oy

Corporate
PLU # 23

Motes

Mailing Address

Order History | Details

L € PR
Total orders: & & 36
Delivery: a $0.00
Pick up: a $0.00
Other: & & 365,
Last 30 days: & & 365,
Last 90 days: & & 365,78
Last year: & & 365,78
w/coupan: a 0.00 %
Ay, arder: § 60,96

Avw, discount:
Customer since:

$0.00
02/27/2009
02/27/2009
Italian Pizza

Most recent order:
Favorite itermn:

Authorized Order Types:

MIDine In 7o Ga
[ Table Dellvergr
[#] Pick-up

save & Close tlose
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General
Printers
Order Types
TaxjTenderfCash
| tu ston‘_l_ers .
Messages
Items
Special Pricing
Menus
Employees
Security

Manage Configuration

Phoenix

Faint of Sale

Configuration =

-

/|

Manager Home

HC g

POS

&

End of Day Customer Employee Reports

Manager Home > Configuration > Customer Loyalty

Custormer Setup

Customer Loyalty:
Earn/Redeem

Custorner Loyalty

Layalty Points

Use Loyalty Swipe Card.

Leading Characte
Customer Loyalty

Auto Enrall in

Point Formula:

Earn |1

paints far $10

ri|% End Character: ?
Program Mame |ztribe

Foints Program

spent

al points redeem for $1 credit

Point Rules: |

Configure |

1 point bonus earned on first order after enrall
200% points earned on online order

200% points earned on Dip n Stix

150% points earned on M, T, 5 pm - 10 pm

Paints expire 180

days after they are earned.

Minimum Points required to be eligible for redemption 10

Minimum Points increment for redemption (1

Casl

The Loyalty program is configured in the

“Manage Configuration / Customers area.

Click on the Customer Loyalty screen.

Earn / Redeem Loyalty Points:
Check this to activate the program.

Use Loyalty Swipe Card: Check this if
you will be using a swipe card.

Leading / End Character: Indicate
what special characters, if any, bracket
your loyalty card # in the mag strip en-
coding of your cards. If you haven't
ordered your cards yet, a standard
choice is a % and a ?. If you already
have cards, you can swipe a card in any
text field to see what is encoded on it.
All cards used in the program must be
encoded the same way.

Program Name: Enter your program
name, to appear on receipts.

Auto Enroll: Check this if you want all
customers enrolled in the program. Ifit

is not checked, you can enroll customers individually.

Point Formula: Enter how many points will be earned for every $1 spent., and how
many points it takes to get $1 credit.

Point Rules: See next page.

Point Expiration: Enter how many days you want points valid for.

Minimum points to be eligible for redemption: Enter a minimum if desired. For ex-
ample, if my minimum is 10 and a customer has earned 5 points, they can not redeem

any.

Minimum point increment for redemption: Enter an increment, if desired. For in-
stance if my increment is $1 and 1 point is worth $.10, I can not redeem any points until I
have earned at least $1 worth.



Point Rules

Rules can be configured as a % of normal points
earned, or as a straight point bonus. The rule can
contain any combination of the available criteria in-
cluding:

Day of the week

Time of day

Online orders

First order after enroliment

First online order after enroliment

> & & 6 o o

Select your criteria, and choose ADD.

Set up multiple rules if desired.

Press "CLOSE" to save the rules and return to the
main loyalty screen.

Security Settings

Two security settings affect the loyalty program.

These are

¢ Adjust customer points — allows employee to
manually adjust points from the Manage Custom-
ers area.

Specific items, categories or departments ordered.

<A Configure Point Rules -- Web Page Dialog

Configure Point Rules

{-\ Earn % of normal points.

{-\ Earn point bonus,

Yalid:

Day of week: [IMon [tue [Cwed [Ctho [ClFr
[ =zun

AND Time of day: start time: arn W end time:
am ¥

AND {-\ Online Orders
O First arder after enrall

O First anline order after enrall

AMD when iterns ordered: | ITEMS

Point Rules

1 point bonus earned on first order after enroll
Z00% points earned on online order

Z00% points earned on Dip n Stix,

150% points earned on M, T , 5 pm - 10 pm

Osat

Close

+ Redeem points without card—allows employee to look up a customer and redeem points

on an order without swiping the loyalty card.

Printed Receipt Settings

You can choose to print in-
formation about the loyalty

General printer setup

Printer Station

Manager Home > Configuration > Printer Setup

Printer Ticket PS

program on your customer’s

Select Ticket Type: | Customer Receipt

v

Delete Select Order Type: | All

e

receipts. To set this up, go
to. O Header C‘Body ® Foater [ print Logo # of line feeds at footer: |0
¢ Confiuration / Printers sl Active|Bold | Red |Underline | giy [Indent) YOI | 5 fofSrieee letins
. . TE0E ® 7 TENT & (] T T ] Small [ ¥ oo
* Printer TICket Section/Room F O O | Small ¥ o ||o
¢ Select the ticket you use g O O O O [~ =T
for customer receipts order Time O O O O [wae o o
Promise Time O O O O small (v 0 0
¢ Select Header or Footer
(wherever you want it to Customer Comment [ [0 O [ small ¥ 0 o
print) Custom Message O O Small e | configure
¢ Scroll down until you see Prormo Message Fl Fl O Small e [ configure
these fields which you Reprint/Revise Time Fl Fl O Small ¥ o ||o
can activate: Deferred Promise Time [] | | | Small ¥ o ||o
- Training F F F (| Small ¥ o0 ||o
¢ Po!nts Earned Age Werification 1 F F | Small ¥ o ||o
¢ Pou._'t_ Balan_ce Points Earned | | i small [ 0 0
¢ Explrlng Points Point Balance [l [l O srmall v 00
Expiring Points O O ] small v 0 o
Check the box to make them Deferred Print Time O O O O Srrall (v 0 o
active. Deferred Motes Fl O O O Srnall ¥ o o
Note: Redeemed points will _ _
I\_‘h_:we Up Mowve D?v_m

automatically appear as a
discount on the ticket.
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TR s Customer Points Redeemed:
Seport ran: Feb 27, 2002, 02:18 M
The best way to evaluate how many customer points
have been redeemed and for what value is to look at
the Special Price Summary and / or Detail reports.
Offer Name Offer Count  Dffer Total These will list a “Customer Point” category and
“customer loyalty” offer which encompasses all re-

diotalNpecislHkex 90 (#3900}  gdeemed point transactions.
Discount 0 ($0.00)
Comp 6 {$30.00)

Free Delivery &} (430.00)
Coupon o (s0.00) Customers With Points:
Promo 1] {($0.00)
Customer Point 3 {$9.00) The best way to find customers that have point bal-

3 ($9.00 ances is through the Advanced Search area in Manage

Customers. Activate “"Point Balance” by selecting AND
and then select > 0. This

3 Advanced Search -- Web Page Dialog will display all customers
with points.  Although the
Advanced Search: point total is not displayed
r on the search result, you can
- -  PBalance: |= M| § | see this in individual cus-
|And |  Point Balance: = %] $ |0 tomer records, or if you
- - choose Output List, Detailed
| 7
[ Eligible for Checks info to csv, this export will
] | (] wrong address Flag Checked include the point balance.
| s
Aol This may be useful for mar-
- - - [ Custarmers w/Na Phone Mumber keting purposes if you wish
to mail merge a letter to
== -
[ Customers w/tio Address customers telling them their
= -_v_i Birthday between [rrn/dd] and [rrn/dd] point balance.
S Belong to . w |

Individual Customer Point Transactions:

You can review an individual customer’s point transactions in Manage Customers, edit de-
tails, “Adjust” area of the point section. See page seven for details.
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Help -

Need help with customer loyalty?

Contact Technical support. We're here to help!

Technical Support
1-866-678-4911

Or e-mail us at

support@fireflypos.com




