'YOUR ORDER IS COMPLETE

Kristan, introduce a
friend to Huel

and both get a £10
reward each

Forevery ¥iend who buys Huel (over £40) i your
urique redema ek, we'l gve you both £10 0

S T

£20 off

o
foStwear

Loretta, your friends
can invest with no
Nutmeg management
fees. for 6 months and

The Psychology of
Sharing & P
Incentive Strategy

Get a £50 Amazon.co.uk
Gift Card when you let a
friend know about BOXT

Wo'lsand ham 0ne 100 - 0% e hey've hod the boer
nstoled.

Fest ot us ko yourdoros.
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By the end of this session, you will...

« Understand the fundamentals of running a successful referral programme
« Understand the types of incentives that resonate well with your customers

« Have actions ready for the coming weeks to drive your programme
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The Psychology
of Sharing



Why 1s

psychology ‘ Refercal Success
important to ,
referral?
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Risk vs Reward

How large is the risk How confident am |
of this action being that this action will be

socially ignored or socially recognised
rejected? and rewarded?




Betore psychology
can be useful, you
must address the
fundamentals

mention



SHELL BE IMPRESSED
| SHOP AT
FARFETCH

a Your order is complete

b £40 for you. 10% off

for your friends. Deal?

‘ Our refer-a-friend programme is managed by Mention Me who
will process your data and send you referral service emails.
Refer Your Friend
s,
GE:
P

Make your customers look
good in front of their friends

FARFETCH

@
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Social Capital primary drivers are...

» Looking good by being associated with the brand
« Helping your friend do something they want to do

« Making your friend happy
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—

| WAS STUCK IN TRAF
FOR AN HOUR AGAIN) HF(')fal

WAS YOUR JOURNEY?

YOUR REGISTRATION IS COMPLETE

Frankie, give your friends
15% off accessories when
they register their
Brompton.

And to say thanks we'll give you 15% off
accessories to use on our online store when they
register.

Our refer-a-friend programme is managed by Mention Me who will
process your data and send you referral service emails. More info and
your privacy rights.

' KNI Triggers that keep your

brand top of mind

By accepting this offer you agree to the Terms and Conditions
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Make your
brand part of a
bigger story

TELL A FRIEND ABOUT
SERAPHINE & WE'LL TREAT YOU
BOTH!

Each friend you refer, provided they're new to
Seraphine, will receive 15% off their first order.
And for every friend who makes a purchase
we'll give you £15 off*... just our little thank
you.

We just need your name and email address to get
started

SHARE THE LOVE

*on orders of £100 and more
By acceping this offer you agree o the Terms and Conditions

" mention



YOUR ORDER IS COMPLETE =y

CARISSA, KNOW ANY POTENTIAL
FIRST TIME RACERS? GIVE THEM 20%
OFF THE WINDSOR WEEKEND

And to say thank you we'll give you 15% off any

(4

race next season for each friend who signs up.

As it's our Season finale, Windsor is the biggest
event of the whole year and it's going to epic.
Get your friends to join the celebrations!

Evoke active emotions

e ol v n your customers and
theyll share

Our refer-a-friend programme is managed by Mention Me who

@ SPARTAN
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Positive @ 6

emotions to —
drive conversion
A\ \
Excitement @ b
Surprise L

Delight
Admiration

Joy
Post-exercise
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Four fundamental principles of
the psychology of sharing

Social capital

Stimuli

Stories

Sentiment




Claldini's

Weapons of Intluence



Weapon of Reciptocation
Influence #1

"We are obligated to give
back to others, the form of
behaviour that they have
first given to us. Essentially

thou shall not take without
giving in return.” - Cialdini
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‘Weapon of (MM
influence #2 £ Consi ,enu’

When a customer commits to
referring your brand, the rule of
consistency and commitment
suggests that they are more
likely to refer again.
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Weapon of

influence #3 fmﬂuﬂf’w&

Adding social proof to copy
can lift the conversion rate at
that step of the funnel
between 5%-25%.

mention



Weapon of

Influence #4 bl(mq

Often we end up buying a
particular product simply
because we like the person
selling it tous.
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Weapon of

influence #5 A MM7

Build badges of trust.
Make your branding
sharp and professional.
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Weapon of

influence #6 fm/wtt’

Use scarcity in different ways.
From restricting how long a new
customer has to use a referral
offer, to imiting how long a
referrer can share that offer.
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l(e,c’ W(em/vm’k

« Psychology of sharing is a powerful tool for uplifting the performance of your referral
programme

« Before you can move the needle with psychology, the fundamentals must be in place

* You can play with: social capital, stimuli, stories and sentiment to maximize the
psychological benefits of sharing

* When setting up your referral programme, consider this checklist of psychological
enablers and barriers to construct your testing matrix: reciprocation, confirmation &
consistency, social proof, authority, scarcity and framing



[Incentive Strategy



Incentives rule of thumb

2 Be Remarkable

, Be Fair




YOUR ORDER IS COMPLETE

S e o rens ¥ We otfer M” of
place their first order lncentlve Optlons

with Bunker Mentality.

And to say thanks we'll give you £15 off your next
order when you spend over £100 for each friend
who purchases for the first time.

Our refer-a-friend programme is managed by Mention Me who will
process your data ag[ssend You referral service emails. More info
and your privacy rig!

DISCOUNTS NON-DISCOUNT

« % off « Gift cards
—— . S/E/€ « 3rd party vouchers
(fixed amount off) e Free delivery

Raymond, Lovalty point
+ Loyalty points

g'ef: a $;C: Amazrc‘)n » Credit on account

girt card for eac * Free product

friend you refer , » Donations to charity

« VIP access

Plus, they get an extra 10% off their 10% Off . Competition entry

first order
GlassesUSA

GET $10

Our refer-a-friend programme is managed by Mention Me who will
process your data and send you referral service emails. More info

and your privacy rights.
By accepting this offer you agree to the Terms and Conditions .
“Restrictions apply, see www.amazon.co.uk/gc-legal.
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What will they value?

20¢ oFF YoUR NEXT £10 oFF YoUR NEXT FREE GIFT WITH (HARITY  FREE DELIVERY FoR
ORDER oVER £50 ORDER oVER £50 YoUR NEXT oRDER  DoNATIoN YoVR NEXT oRDER

80% 90% 100%

| woulb NoT REFER A BRAND
To A FRIEND oR FAMILY MEMBER
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The u!& and Downs

of Incentive planning

Good to great: setting the optimal incentive Hampering your performance
] y 8
= Appropriate =
£ validity period =
8 8
5 Remarkable S
o value [
Engaging
incentive type
Starter Starter Other competing
incentive incentive incentives
Difficulty of
claiming reward
Subpar
incentive
Elements Elements |
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An idealived

Incentive optimisation plan

MONTH 1 MONTH 2 MONTH 3 MONTH 4 MONTH 5 MONTH 6 MONTH 7
B TYPE & VALUE | RS - 1
1 More valuable :I Alternative type :
1
|

1

ICESENDi&Yiall | Tiered incentive/ I

[l SPECIAL OPTIONS purchase | Double incentive :
1

MARGIN
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Exmnaf(&
The MeTime 2019
Best AB Test

£10 off versus £7.50

Winner: £7.50 recruited 29% more

new customers and generated
42% higher revenue.

LOUNGES %

ANTONIA, YOUR BOOKING IS COMPLETE!

You'll soon be enjoying a
stylish departure. Why not
invite your friends to do the
same on their next departure?
We'll give them £10 off their
first visit.

JOE, YOUR BOOKING IS COMPLETE!

You'll soon be enjoying a

stylish departure. Why not
invite your friends to do the
same on their next departure?
We'll give them £7.50 off
their first visit.

GIVE £7.50 OFF



l(e,c’ W(em/vm’k

* The Mention Me platform lets you control what incentive is offered and when
« Start by understanding your customer psychology then test and learn

* Incentives can be asymmetric but should feel fair to both sides

* Incentives should feel remarkable and can be combined to feel more special

» Incentives can be tiered to drive repeat referrals from advocates






John Gaspar Ruth Foster
Head of Onboarding Onboarding Project Manager
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'YOUR ORDER IS COMPLETE

Kristan, introduce a
friend to Huel

and both geta £10
reward each

For every $iond who buys Mool (over £40)via your
uriqus redoma ek, we'l gve you both £100

£20 off

uni
foStwear

Loretta, your friends
can invest with no
Nutmeg management
fees for 6 months and

“THE FORM IS COMPLETE!

Lucy, get £25 free driving
when you introduce a

e Next webinar:

rot s s v

Touchponts & Promotions P
and Insights & Analysis

34 December 1AM

Get a £50 Amazon.co.uk
Gift Card when you let a
friend know about BOXT

Wol sand tharm one 100 - o affer they ve had thie boer
nstaled.

Fet ot us know your et

L a
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