
© Copyright 2018 Brierley Institute for Customer Engagement
2

Evaluating a Program …

Each week, our students evaluate a program, rating its effectiveness for attracting 
the target audience and forecasting its likely enrollment success and profitability
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Are You Engaged? 
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Last Fall’s Launch Event 
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Last Fall, Hal Brierley joined two American Airlines CEO’s to discuss the evolution 
of the AAdvantage program and it’s importance to the world’s largest airline

Students are asked to watch the video and be prepared to share their reactions
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Our Definition

Customer Engagement
Creating and managing relationships

to profitably drive desired customer behavior

establishing a programmatic relationship
using recognition, benefits, and incentives

to create an opportunity cost for not 
being a regular, frequent customer



To survive, a well-crafted Customer Engagement Program 
will need to offer member benefits, recognition, and 
rewards whose costs are more than offset by sustainable 
incremental revenue
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The Consumer Promise
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