‘NOVOM CASE STUDY LOYALTY

CLIENT

A major Australian airline loyalty programme

Customer Self-Service Enhancement Programme

Embedding Business Analysis capability into a scrum team focused on member-facing self-service, authentication and profile management.

INDUSTRY SCALE FOCUS ENGAGEMENT
Loyalty Multi-million member programme Business Analysis Capability, Self- Embedded Business Analysts, fixed-
Service Uplift priced model

01 THE CHALLENGE

The loyalty programme needed additional Business Analyst capability inside the scrum teams that The work spanned both sides of the Business Analysis discipline, product and technical. The
sat under the programme foundations of its Member and Program Digital function. The teams were programme needed analysts who could operate in both modes depending on the backlog item,
focused on enhancements to the member profile experience and a set of initiatives that directly rather than two separate roles with a handoff between them.

impacted customer self-service capability and contact centre efficiency.
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LOYALTY
Approach & Outcome

Novon consultants were embedded into the scrum teams to provide Business Analysis capability across product and technical work, with access to the wider Novon Business Analysis network for complex issues and

mentoring.

02 OUR APPROACH

01 Scope definition up front

Ensured a clearly defined scope was agreed and documented at
the outset of each piece of work, so the right functionality and
enhancements were delivered rather than drifted into.

02 Agile delivery discipline

Employed Agile methodologies, ceremonies and sprints to
manage and drive outputs within agreed project timelines across
the squad.

03 User-centric requirements

Worked collaboratively with UX designers and developers, using
user-centric design techniques to elicit customer-focused
requirements rather than requirements that reflected internal
system constraints.
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Evidence-based prioritisation

Analysed user behaviour of the existing systems via analytics,
and reviewed customer feedback to understand hotspots across
existing systems and processes. Prioritisation reflected what
members were actually struggling with, not what the team
assumed.

Post-implementation monitoring

Monitored page performance analytics after each release to
ensure change was meeting customer improvement

expectations, closing the loop between hypothesis and outcome.

Network-backed capability

Embedded analysts were mentored and coached by a Capability
Lead with regular check-ins, and had access to the full Novon
Business Analysis network for complex issues and specialist
advice.
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THE OUTCOME

—> Improved member experience through features that make the
member profile more user-friendly, informative and engaging, driving
satisfaction and loyalty.

—> Increased self-service adoption, empowering members to
manage their accounts, update their profiles and resolve issues
independently, reducing contact centre load.

—> Streamlined and strengthened account verification in line with
industry security standards, improving member peace of mind.

—> Stronger authentication measures implemented to protect
member data and prevent unauthorised access, with innovative
authentication options for members.

—> Easier profile updates enabled for personal information,
communication preferences and account settings.

— Member communications optimised so outbound contact meets
member needs and patterns, rather than following fixed schedules.
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