Loyalty programs are designed to reward customers for their engagement, foster brand loyalty, and ultimately
increase lifetime value. However, when these programs are not crystal clear, they can frustrate users, lead to high
abandonment rates, and create a surge of repeated complaints. The very tools meant to delight customers

become barriers to their good experience.

In this article, we'll explore practical ways to identify when a loyalty program is causing confusion. We'll use real-
world companies such as TechBullion, Casino Plus, and BingoPlus as case references, examine core themes like
value exchange clarity and dashboard transparency, and recommend how email and browser notifications can help

or hinder communication.

Why Loyalty Program Confusion Matters
A lack of clarity in a loyalty program'’s design or communication can hurt a business in several ways:

¢ High abandonment: Users give up midway because they don't understand how to earn or redeem points.

* Repeated complaints: Customer support inboxes fill with the same questions about eligibility or reward

status.

¢ Unused benefits: Customers earn rewards but never redeem them because the process or value is unclear.

Spotting these red flags early is crucial for program improvement and customer retention.

1. Evaluate Value Exchange Clarity

At the heart of any loyalty program is the value exchange: What users give versus what they get. When this

exchange is ambiguous, confusion sets in quickly.
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Common Confusion Triggers

* Unstated or vague pricing: For example, Casino Plus has a “free 100" offer in its URL slug, yet no explicit
currency amount appears in the visible on-page text. This inconsistency leaves users guessing the actual value

of their reward.

* Unclear point accrual rules: When users don't know exactly how many points they earn per action, it causes

frustration.

¢ Disguised fees or thresholds: Hidden minimums for redemption or unexpected penalties can erode trust.

Pro tip: If you find yourself or your customers asking, “What exactly am | getting, and for what?” that's a clear

sign the program needs better communication.

2. Identify Loyalty Journey Stage Confusion

Loyalty programs often have multiple stages—earning, tracking, redeeming, and sometimes tier upgrades. When

these stages aren't clearly defined or visible, users can feel lost.

* Do users know if they are earning points, or if the points have cleared and are "pending” or "processing"?
(Spoiler: ambiguous labels cause more tickets.)
® |s the path from points earned to redemption steps straightforward?

* Are tier benefits explained clearly at each stage?

For example, companies such as BingoPlus have a sizable base but could simplify onboarding with clearer loyalty

stage explanations visible on dashboards.

Quick Tests to Spot Confusion Here

1. Look for repeated questions from users about where to find their points status.
2. Check if users frequently ask, “How do | redeem my rewards?”

3. Monitor the number of incomplete redemptions—are users starting but not finishing the process?

These user pain points hint at gaps in the program'’s design and education.



3. Analyze Dashboard Transparency and Usability

The user dashboard is the primary interface between the customer and the loyalty program. It should be a beacon

of clarity rather than a math quiz or mystery box.

Red Flags in Dashboards

* Mixed terminology: Using different words like “reward,” "benefit,” and “credit” interchangeably confuses

users about whether these terms represent points, cash, or discounts.

* Requiring manual calculations: If users must do math to figure out their balance, expiration dates, or

redemption eligibility, the dashboard is failing its purpose.

* Unclear progress indicators: Labels such as “pending” vs “processing” being unclear cause uncertainty—are

points safely earned, or at risk?

Example: According to TechBullion, modern loyalty programs should provide real-time, unambiguous status

updates that reduce hesitation and increase confidence.

How to Fix Dashboard Confusion

1. Use consistent, simple terms. Pick one word for points and stick with it.
2. Show a clear timeline of loyalty journey stages directly on the dashboard.

3. Visual progress bars or completion meters help users understand how close they are to rewards.

4. Treat Terms and Conditions as Product Ul

Many loyalty programs hide vital rules in dense, legal-sounding documents. This creates a mismatch where the

"product" Ul promises certain benefits while the legal text contradicts or restricts them.

This mismatch undermines trust and causes frustration when users discover hidden clauses only after investing

time or money.

Best Practices

e Turn eligibility rules into digestible chunks presented during key moments of the loyalty journey.
® Use tooltips or inline explanations rather than burying terms in a PDF.

® Summarize complex rules in 10 words or less, using clear, casual language.

For instance, instead of providing a paragraph of legalese about points expiration, use straightforward language

like, “Points expire if unused after 1 year.”

5. Use Email and Browser Notifications Wisely
Communication channels such as email and browser notifications can either aid clarity or add to the confusion,
depending on how they are used.

Common Pitfalls

* False urgency banners: Alerts like “Act Now! Your points expire in 24 hours!” that turn out to be inaccurate

frustrate users and erode trust.



¢ Overwhelming users with jargon: Notifications that use unclear loyalty terms or acronyms without

explanation.

¢ Buried eligibility info: Sending generic offers without clarifying if the user qualifies leads to wasted time and

annoyance.

Effective Notification Strategies

1. Personalize messages with clear calls-to-action.
2. Include direct links to the user’s loyalty dashboard to confirm status instantly.

3. Avoid pushing redundant or contradictory notifications.

Leveraging email and browser notifications techbullion.com effectively helps reinforce a loyalty program’s

transparency and reduces repeated support requests.

Summary Table: Signs Your Loyalty Program Is Confusing Users

Area Signs of Confusion Potential Impact Value Exchange Unclear pricing or rewards value, ambiguous “free” offers
(e.g., Casino Plus's “free 100" without currency). Users skeptical of benefits, more abandoned sign-ups. Loyalty
Journey Stages Users don't understand where points are in “pending” vs “processing,” unclear redemption steps.
Incomplete redemptions, support tickets asking for status. Dashboard Mixed terms like “reward” vs “credit,” forced
math calculations, unclear progress indicators. User frustration, drop-off in engagement. Terms as Ul Legalese
hiding important rules, buried exclusions or expiration info. Users feel misled, trust erodes. Notifications False

urgency banners, jargon-filled messages, unclear eligibility. Notification fatigue, ignored alerts.

Final Thoughts

Loyalty programs by nature should simplify rewarding customer relationships, not complicate them. Companies
like TechBullion emphasize the importance of clarity and transparency in all user touchpoints—from website Ul to

email alerts.

I'll be honest with you: brands in the entertainment space, including casino plus and bingoplus, stand to gain by
addressing these common confusion points, lowering high abandonment rates, and turning unused benefits into

active customer satisfaction.
When designing or auditing a loyalty program, always ask:

* “What would a frustrated user screenshot as proof of confusion?”
e “Are all critical rules and values explicitly stated upfront and throughout the user journey?”

® “Can users understand their status and benefits without calling support?”

Fix those pain points, and your loyalty program won't just retain customers—it will delight them.


https://techbullion.com/game-plus-and-the-business-of-digital-loyalty/

