
DIGITAL 
HANDSHAKE

AN IN-STORE SYSTEM FOR CANADIAN TIRE 
LOYALTY PROGRAM



To design a system to provide CT with richer 
profile data of loyalty customers as they travel 
through CT stores. The design will openly ask 

and responsibly use customer data in way that 
enriches the shopping experience. 

 
A DIGITAL HANDSHAKE THAT 

WILL ACT AS THE BASIS FOR AN 
IN-STORE LOYALTY SYSTEM.

OBJECTIVE



PERSONAS
Our aim was to design an in-store system to build  
better loyalty profiles in a respectful way.

We named it “Digital handshake”.  
 
 

Creating personas helped us test out our loyalty 
system and to make sure our digital handshake had 
enough grip. These are two typical CT loyalty mem-
bers with very different shopping needs and they are 
based on our own research -- surveys, interviews and 
observations.



The Experience Map highlights customers’ activities 
and helps to identify so called “pain points” along the 
existing path of their journey. 

What emerged are three of the most basic instore 
challenges for customers:  

•    FINDING CUSTOMER SERVICE 
•    FINDING PRODUCT INFORMATION
•    WAYFINDING

THE EXPERIENCE MAP



PREFERRED JOURNEY
By visualising this journey, we could identify opportunities for creating relevant solutions 

that would lead to a better experience for customers.



Android / iOS App Design.  
Showcasing refined sign-in process and connecting to in-store WIFI.

APP MOCKUPS



PROVIDE FREE WI-FI IN ALL OF CANADIAN 
TIRE STORES FOR LOYALTY MEMBERS

INCREASE AWARENESS: 
People don’t know about Canadian Tire’s digital tools. They 

don’t know about the existing APPs. 

Reaching out with Wifi is where an in store loyalty system 
starts. It  shows Canadian Tire understands how people 

shop. It provides a service many now expect. More than that, 
wifi is a direct link to CTs corporate goals as a digital leader 

in retail space.

Uniformity is key. The system needs to be standardized and 
in place in all stores.    

When customers are given permission to search in store … 
they will find and they will use the digital tools being built at 
Canadian Tire Innovation Garage.  When you invite custom-

ers to log on, you can onboard the APP, the advantages of 
digital money. The instore digital connection becomes more 

than a handshake. It becomes a way to shop.   

 

RECOMMENDATIONS


