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A

leading market research forecasts the global Customer Experience
Management (CEM) market to reach an estimated USD 13.18 Billion by
2021. Riding the tide, industry honchos expect customer management
and associated software to be a large part of the domestic market with
an expected USD 200 Million opportunity in India. With 93 percent of brands now
listing customer satisfaction and customer experience among the top five priorities,
business processes are now being revamped to enable enterprises accelerate customer
acquisition and retention, and thereby establish themselves as a unique solution
provider. However, surprising as it may sound, only 3 percent of new visitors who
have made the first purchase will return to buy again. This revelation will prove to be
a fatal blow for enterprises who invest a significant capital on acquiring them. A way
through this situation is Customer Loyalty Programs.
A leading provider in the CEM market with command over customer loyalty
programs is Gurgaon based DreamFolks. A niche player in the segment, the firm
spearheads to add tremendous value to customer loyalty programs run by airlines,
financial institutions, hospitality services and other special interest groups. Speaking
on the immense value that loyalty programs are able to drive into an organisation,
the MD of DreamFolks, Ms. Liberatha Kallat delineates, “Behavioral studies suggest
that human beings are mostly irrational and emotions drive most of their decision
making. The irony here is that most businesses have their process designed as per
rational behavior. What this implies is that, only few organizations can claim to have
a genuine connection with the customer ecosystem outside their own corporate high
wall. Everyone loves surprises and this is exactly what customer loyalty programs
deliver. When a customer receives an extra something, say a gift or a voucher, they
bond with the organization on an emotional level. Hence customer loyalty programs
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are a great way to appeal to the customers' emotions and
establish brand loyalty which is intrinsic to achieve a
higher level of customer retention.”

Solutions that Drive Results

Taking us through their approach to CEM programs that
are driven by loyalty programs, Liberatha Kallat unfolds,
“At DreamFolks, we believe customer satisfaction is equal
to the difference between customers’ expected experience
and the customer service experienced. Here our aim
has been to design loyalty programs that are recognized
through a lifetime of customer relationship which the
consumers establish with the brand by experiencing the
benefits and privileges.” DreamFolks moves ahead with
the aim to link the collected data and the customer loyalty
program with the marketing collaboration platform and
thereby drive results. This, in turn helps clients with
faster customer acquisition, more reactivations and
incremental sales through more card spent in the aid
of a financial partner. In context to the banking sector,
DreamFolks provide clients with data on reformations
about customer demographics, attitudes, spending habits
and fashion. This segmentation enables the client to
generate accessible end point and design more precise

At dreamfolks, we believe
customer satisfaction is
equal to the difference
between customers’ expected
experience and the customer
service experienced
action to help provide every company in higher
market sales.
Providing an insight into the challenges that the
market faces, the MD emphasises on understanding
the constituents of the CEM platform. The customer,
she reiterates, is not only just someone who has paid
for the products and services. He/she could be a
prospect or an influencer, no matter how big or small.
Hence the failure of a single interaction threatens
the customers’ entire perception of the brand. She
further states, “We are servicing more that 1.5 million
footfalls. Hence, we are cognizant of the various
challenges that stand in the way of an enhanced
customer experience. Our processes are designed to
enable quick access to consumers at airport lounges
around the world throughout the day with keen focus
on the peak hours. Our solutions identify various
credit cards and negotiated entitlement. To provide
delight to the end customers, the first entry transaction
is processed within 30 seconds. Our research indicates
that 86 percent of the customers will pay premium for
better customer experience. This is a key point. Thus,
in addition to the lounge management facility we have
created options to address other parts of the airport
ecosystem services as well.”

Technology behind the Solutions
DreamFolks employs its in-house proprietary tools that leverage
big data analytics to uncover various trends. Liberatha opines
that such analytics are non-negotiable and should essentially be
a part of all organizations. Stating NASSCOM’s recent estimate
of $2 Billion being spent on big data in India, she adds that
DreamFolks as an organization, is rigorously striving to be a part
of the initiative which not only proves to be quite effective in
present day’s customer experience management, but has the
potential to transform the organization, extending its ability to
make a positive impact on employee behaviour as well. Thus,
the DreamFolks’ team is able to aid organisations with managing
both external and internal stakeholders critical to the success of
the organization.

Reaching out to the Internal Stakeholders
An organisation cannot simply embark on a CEM journey. A
detailed business plan that lays down the roadmap to CEM is
crucial. But as history as shown us, the largest of the organisation
succumbed to failure despite elaborate planning, the root
cause being a faulty business plan. Liberatha speaking from
her experience says in this context, that much more than the
technology that runs the machine in the organization and other
resources, the most important elements are the employees and
the end customer. She further says that employee behaviour
such as walking the extra mile or putting in that extra effort to
complete status quo along with the appetite for content learning
determine if the organization thinks often of its stakeholders.
DreamFolks, extending their expertise to designing customised
business plans provides data inputs that not only ensures
deployments for customer connectedness but also makes plans
to strategic employee engagement and thereby advice clients to
fund such initiatives.

Transcending Limitations

DreamFolks exerts the ability to transcend and
delivers superior customer experiences and add
value to clients running their own customer loyalty
programs. Citing an example, Liberatha explains,
“Say, a prominent hotel is running their own loyalty
program and there are many digital initiatives
around it. However, we have to acknowledge that
the digital marketing initiative does not necessarily
lead to a better customer experience. These are
two entirely different contexts. What DreamFolks
does is, it provides the company, or the hotel in
this context, an insight into how people consume
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their
services.
DreamFolks
is a database which captures
customer
interactions
in
thousands globally. The database
is then mined to generate lead
reports. These reports uncover
fine patterns and correlations
between various services thereby
enabling clients to enhance their
loyalty programs.”

An Impeccable Support Service

The expert team at DreamFolks
strives to deliver quick response
escalation and follows a digitized
working
model.
The
firm
additionally provides e-vouchers
which provide end customers the
benefits of digital generation of
airline customer lounge access codes
by simply booking the ticket. Apart

from the choice of physical or digital
vouchers, DreamFolks provides 24x7
customer support system. Elaborate
customisations to align solutions
against unique requirements are yet
another distinct trait that clients across
the banking and financial services
industry, airlines and hospitality
experience with their association with
this leading firm.

Customer Centric and
Dynamic Solutions

Keeping in view the immense
importance that CEM has garnered
in the recent times, DreamFolks
not only designs solutions that are
customer centric but dynamic. Under
the leadership of an experienced
management
team,
DreamFolks
is powered by a young, articulate
and high IQ workforce. The IPR
protected solutions offered by the
team reflect constant innovation at
the product design and technology
implementation stages. A strong
relationship with the banking and
hospitality partners and the global
alliance covering more than 120
countries around the world further
bolsters the position of DreamFolks
in the market.
Envisaging the future, Liberatha
hopes DreamFolks to continue
growing from strength to strength in
the near future. Citing the statistics
of 100 million transactions in the
domestic airline market and about
60 million in the international airline
market, she says that of numerous
policy levels for the lounge access
addresses only three percent of the
total addressable market. The team at
DreamFolks with their contribution
expects this percentage to grow
to double digits by the year 2020.
Currently, the team at DreamFolks is
on a painstaking endeavour to emerge
as market leader in this domain and
across the full spectrum of airport
ecosystem covering both B2B and
B2C offering.
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I

n the present digital era,
organizations optimize innovative technology to
deliver better experience
to customers across all channels and devices because
customer experience has
become major differentiating factor among brands.
Hence, enterprises look out
for better ways to engage
and retain their customers.
The prime objective of CEM
is to optimize interactions
from the customer's perspective for enriching customer
loyalty. Nowadays, changing customer behaviours are
creating new opportunities
in the IT ambience in terms
of customer engagement
and services.
At present, enterprises focus on fulfilling specific customer’s demands and the
way organizations engage
with their customers has become a vital factor in defining
their success. For surviving
in this technology era, the
necessity of today's companies is solutions that can
optimize data analytics from
all customer touch points and
channels. Therefore, they
need best of breed partners
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who are able to deliver excellent CEM solutions that can
help enterprise operate more
efficiently, ensure customers
get maximum value, seize
new business opportunities
and boost revenue.
As many IT vendors offer
diversified CEM platforms,
solutions
and
services,
identifying and getting connected with the apt partner
is a herculean task. We at
CIOReview understand the
difficulties of enterprises in
choosing the right partner
who can provide apt CEM
solutions to analyze and utilize customer behavior, preferences and sentiments. We
present a list of “20 Most
Promising CEM Solution Providers”, aiming to assist organizations in their CEM requirements. A distinguished
panel comprising of CEOs,
CIOs, industry analysts and
CIOReview editorial team
have scrutinized various
companies before finalizing
these vendors who can provide advanced technology
solutions for creating better
customer engagements, increasing ROI and enhancing
customer experience.

Recognizes

Dreamfolks Services
Private Limited
In Annual Roll of Honor
As one of the

In commendation for their unbridled strive
towards excellence and Innovation in their respective fields.

Vignesh Anantharaj
Managing Editor
CIOReview

Company:

Key Person:

Dreamfolks Services

Liberatha Kallat,
Managing Director

Description:

Website:

A provider of Customer
Experience Program
Management, Lounge
Access Program
Management, Airport
Mercantile Services
Program Management
and Consultancy &
Advisory Services.

dreamfolks.in
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