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ABOUT FRASER HART AND FIELDS OSFIDIGITAL
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FRASER HART FIELDS

Fraser Hart and Fields are jewelry companies in the Anthony
Nicholas Group. ' \

brand within the industry. Fraser Hart was founded in 1936 in

Glasgow and now stands as one of the UK’s leading jewelers

with 25 stores nationwide. Fields offers exceptional customer .
service and, for over 35 years, has built a solid reputation in \
Ireland, being synonymous with fine jewelry, quality watches,

and giftware.

\
\
Established over 80 years ago, the group has become a trusted \ \

The group was named Best Managed Company in the Deloitte
Ireland’s Best Managed Companies Awards in 2022 and 2023.

osf.digital
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FRASER HART AND FIELDS CHALLENGES _F/"OSFDIGITAL

Wanted to grow business with evolved ecommerce and a 360° view of data

Fraser Hart and Fields needed an ecommerce ecosystem that could support delivering
an enhanced, seamless, and connected omnichannel customer journey.

1 2

Limited, unscalable
technology

Reduced visibility and
disconnected data put the
group at risk

The company needed to gain full control
and visibility over the ecommerce process
to gain a single data view.

Difficult to provide a better
customer experience

The group sells its products through both
brick-and-mortar retail stores and B2C
ecommerce.

* Needed a scalable platform to keep

They wanted to offer customers
increased omnichannel capabilities and a
seamless shopping experience that
would bring more to the pipeline and

up with plans for business growth.
Had no CRM platform, and the offline
ERP couldn’t deliver real-time data.
Manually handled information led to
slow data syncing and importing.

osf.digital

*  Wanted to achieve Customer 360 for

improved customer journeys and
service.

No-real time communication and
heavy data flow with duplication put
the group at a high error risk.

foster loyalty.

*  Required simplified purchase flow
and a smoother checkout process.

*  Couldn’t build the desired roadmap
toward personalized cross-channel
customer journeys and data-led
decision-making.
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OSF’S SOLUTION

Leveraging the capabilities of Salesforce Commerce
Cloud to deliver complete support

@ Replatformed Fraser Hart and Fields websites
with Salesforce Commerce Cloud.

@ Migrated the existing system and legacy data
from Magento to Salesforce Commerce Cloud.

Q Delivered an enhanced shopping experience and
updated UX/UI functionalities to fit the new SFRA.

! Salesforce Commerce Cloud

osf.digital =
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OSF’S SOLUTION

Setting up Salesforce Service CRM for customer-
centric experiences and a 360° view of commercial
customer data

Set the foundation for the group’s CRM to drive conversions
and gain omnichannel data.

Cleansed their ERP of account duplication, creating matching
rules and leaving no room for errors.

Created a Lightning interface on Salesforce Service Cloud.

Brought orders and transactional history up to date,
importing large volumes of accounts, products, and orders.

@ Salesforce Service Lightning and CRM

osf.digital
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OSF’S SOLUTION

Bringing customer data from online and in-store
transactions into one source of truth

@ We worked on the Commerce and Service Connector, ensuring
data was synced and website traffic wasn’t affected throughout
the process.

Q Brought orders and transactional history up to date, empowering
Fraser Hart & Fields to have visibility to link the following
information:

*  Placed orders
* Date of invoice
*  Shopping amount

* Canceled products

E’ Commerce and Service Connector

osf.digital
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OSF’S SOLUTION

Positioning Fraser Hart and Fields for digital
transformation

While the project’s initial scope was the replatforming of the
two sites within three months to maintain existing
functionalities with a standard SFRA, we also offered the group
one year of support for Magento while we implemented the
full-capability Salesforce Commerce Cloud platform.

Drove the implementation, data migration, integration,
and redesign of the shopping platforms.

Handled the Support and Maintenance stream after the
Commerce go live—with new features on the backlog.

osf.digital
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OSF’S SOLUTION

Reducing time and effort through automated
tracking of all customer activities

We facilitated a data sync into CRM, creating special jobs in
Salesforce Service Cloud, bringing Fraser Hart and Fields
full transparency on client commercial experience, online
and in-store:

Q Set the logic for record updates and task creation to enable
automated flow to reports and dashboards.

Q Created accounts with combined information into one
system.

Q Implemented a flow for in-store customers to automatically
generate online accounts for omnichannel experiences.

@ Trained Fraser Hart and Fields on the system and
ensured that issues, bugs, and change requests were
monitored daily.

osf.digital
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OSF’S SOLUTION

Helping Fraser Hart and Fields achieve digital commerce
success with seamless integration

OSF DIGITAL

Meeting the company’s needs with a better purchase flow and
operational improvements for integrated third-party applications.

: \/ Retail
Enhanced user shopping Connected customer data Improved the purchase Connected the CRM with
experience on mobile and to deliver a seamless journey with real-time Salesforce Commerce Cloud,
web payment systems, as experience for end users, management information, the group’s ERP on Pursuit,
well as easing workflow fostering loyalty and system integration, and a and their marketing

issues for the merchant maximizing customer value. multichannel application, technology, Klaviyo, to bring
account. boosting the commerce them closer to Customer 360.
experience.

osf.digital
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FRASER HART & FIELDS
IN THE FUTURE

Supporting Fraser Hart and Fields’ business growth
goals through Customer 360

We are enriching the group’s modern and scalable Salesforce
system to evolve with the company’s long-term needs and
goals. Our partnership with Fraser Hart & Fields includes the
following:

Bringing additional information to the CRM.
Enabling case management.

Choosing a Clienteling tool.

Transferring marketing events into the CRM.
Developing the Aftercare program for jewelry repair.

Considering Einstein enablement for Service to support the
Clienteling tool to enhance customer service and streamline
sales processes.

osf.digital
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OSF’S SOLUTION OSF DIGITAL

Supporting customers relationships with rich ecommerce capabilities

. . Fi(\l(ls WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS GIFTS SALE INSPIRATION Se Q @ % 2 %
Fraser Hart and Fields websites offer customers a seamless

journey, boosting retention and increasing ROI.

BE INSPIRED

FRASER HART WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS BRANDS GIFTS SALE INSPIRE i Q 0O Q@ 2 BH

| 4 TN W
Fraser Hart Inspiration Hub

Explore our inspirational content hub for articles and videos on styling tips and the latest trends. Hear from the experts on how they wear their jewellery and watches in a variety of styles. Sit back, relax and WATCH INSPIRATION BRIDAL INSPIRATION JEWELLERY INSPIRATION
enjoy some easy reads on all things jewellery and watches and be inspired!

Browse all watch buying guides. and the latest articles Browse all buying guides and articles on all things bridal Browse all jewellery style guides & tips

VIEWALL VIEWALL VIEWALL
LATEST ARTICLES

q

Valiw)
What is a Promise

Cuts For Him Fraser Hart and Fields Inspiration Hubs boost user experience,
and help customers find information according to their interests.

) P ~
Moter Sport

Inspired Watches Ring?

osf.digital
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OSF’S SOLUTION OSF DIGITAL

Navigating seamlessly with easy ordering for all users
- whether registered or not

FRASER HART WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS BRANDS GIFTS

Free Next Day Delivery on Selected Watches -

Don’t Miss Out!

Creale an account loday to sync o your saved ilems. Guesl wishlists are saved for 30 days.

My Wishlist

1ltems

My Wishlist

Guest users of Fraser Hart can add favorite
products to their wishlist. Products remain

FREE GIFT

on the wishlist for 30 days.

OMEGA Constellation
Quartz 28mm Blue Di...

£2,500.00

osf.digital %
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OSF’S SOLUTION

Categorizing inventory and guides so end-users always get what they want

Customers can shop by material, collections, brands,
inspiration, products, gender, relevant trends, and styles—
all while taking into consideration their interests, needs,
and requirements—all in one place.

FRASER HART

Shop by Shop by Material
Wedding Bands Yellow Gold

Ladies' Wedding Rings G
Men's Wedding Ring:

Fields

Shop by Watch Sale

osf.digital

[ Q] @ @
Curated Collections Inspiration & Advice
Eternity Rings
Bridal Set:
Bridal Jewellery
Wedding Gift Wedding Anniversary Gifts
SALE Q Q

Sale by Brand

TAG Heue

Rad

niel Wellington

@
4000
7 & & 8

Inspiration categories to foster customer loyalty and
boost brand awareness contribute to building trust and
a strong brand-customer relationship that goes beyond

shopping and speaks to the experience.

Fields WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS GIFTS SALE INSPIRATION

Free Shipping on Orders over €75 | Free Click & Collect

Our Guide to the nght Rlng Slze

At Fields the Jeweller, we consider ourselves to be the experts when it comes to rings, be it an eny edding 1

mportant

With that in mind, the table below shows the inside circumference of each ring size. Please note that this is only a guide and that having your fin
most accurate way to find out your ring size.

Ireland/UK/Australia/SouthAfrica + US/Canada

“ircumference (mm) Diameter (mm) Ireland / UK/ Australia/ US/Canada
South Africa

42 14.1 i 3

55 14.5 G B.5

6.8 14.9 H 4

8 15.3 A5

8.7 15.5 ) 475

0 15.9 K 5.25

12 163 L 575

OSF DIGITAL
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OSF’S SOLUTION

Optimizing the checkout process - even for guests

Pay with installments

Customers of Fraser Hart and Fields can choose to
pay with installments, with third-party integrations,
such as Klarna.

Ficlds ATCHESTUEWELLERY, ENGAGEIERTS WEDSINGSSDIAMONDSH GIFTS ISALE! MISRIRATION s Q] 0 Q@ 2 Ry
yCL Yenow sowa e
. . . 9ct Yellow Gold Pavé Set Cubic Zirconia
Cubic Zirconia I eemnes
Quantity: 3
€ 150.00 N s
Select Size
(m) s eI Item cost: €15000
Add to Cart
Checkout
= Split your purchase into 3 ints
Learn more

Product Description +

Technical Specifications +

osf.digital

OSF DIGITAL

Transparent checkout flow

Both registered and guest customers enjoy an easy
checkout flow with full transparency of the ordering
process.

FRASER HART

CheCkOlu Need Help? Call 08085497766
Customer Order Summary
Subtotal £2,500.00
EMAIL "
Shipping Cost £0.00

PR g

Continue As Guest

2ltems £2,500.00
OMEGA Constellation Quartz 28mm Blue Dial Steel
Case Bracelet Watch

= in Stock
Fac Quantity Total
£2,500.00 1 £2,500.00
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OSF’S SOLUTION OSF DIGITAL

Launching robust delivery options for an enhanced customer experience

Delivery made easy with transparency in the
purchase funnel to boost customer experience
and make the journey trustworthy.

FRASER HART WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS BRANDS GIFTS SALE INSPIRE

Free Click & Collect | Free Delivery on Orders Over £200

Delivery

Overview
1. Brexit - Delivery Update for Northern Ireland
2. Delivery Charges

3. Delivery Times

4. Exceptions to Delivery Times
5. Click & Collect
6. Multiple Item Orders

7.Covid-19

osf.digital
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OSF’S SOLUTION

Boosting customer retention with an easy-flowing

loyalty program

Loyalty Program

The Fields Privilege Club loyalty program offers

discounts or free gifts for purchases.

The easy-to-subscribe newsletter contributes to
a feel-good shopping community with both the

Fields and Fraser Hart ecommerce platforms.

osf.digital =

FRASER HART WATCHES JEWELLERY ENGAGE

FREE GIFT

OMEGA
OMEGA Constellation
Quartz 28mm Blue Di...

£2,500.00

FROM £46.88 PERMONTH

Move To Bag

OSF DIGITAL

FRASER HART WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS BRANDS GIFTS SALE INSI

Free Click & Collect | Free Delivery on Orders Over £200

Your bag
2 Items Continue Shoooing
Omega OMEGA G ion Quartz 2 Dial Steel Case B Watch
’; In Stock Each Quantity Total
£250000 1 s £250000 x
= Mowe toWishlist
Free Gift with your purchase:

WOLF WOLF Cubs Black Single Windes

pine search al 0 @ 2 By

Need Help? Call 08085497766

Enter promo code

FroMocoos

Shipping

STANDARD DELIVERY (2-3 BUSINESS...v

STANDARD DELIVERY (2-3 BUSINESS DAYS)

STANDARD DELIVERY NORTHERN IRELAND (5-10 WORKING DAYS)
COLLECT IN STORE (UP 1O 5 BUSINESS DAYS)
Total

£250000
Ficlds WATCHES JEWELLERY ENGAGEMENTS WEGOINGS DIAMONDS GIFIS SALE INSPIRATION [swn Q] 0 @ 2 By
About Fields Services Customer Care Social : .
Join Our Community
About Us Privilege Club Delivery Facebook
Reviews Buying Guides & Returns Instagram Sgn o hear , launches,
Make-A-Wish Partnership  Inspiration Repairs Pinterest and promotions.
Corporate & Social Price Match Promise FAQs Twitter
Responsibility Gift Cards Klarna FAQs TikTok |
Sitemap Contact Us Linkedin <
Showroom Locator YouTube (7] 1 wousd ke 10 receive news and offers from Fieids.
COVID-19 ik hexe o view our Prvacy Potcy.
Ficlds WATCHES JEWELLERY ENGAGEMENTS WEDDINGS DIAMONDS GIFTS SALE INSPIRATION
- -7
NECKLACES RINGS GOLD JEWELLERY

Fields Privilege Club...
A World of Jewellery Awaits

+

Join our loyalty program - the Privilege Club - and receive a array of discounts and special
offers instantly. 10% discount on all purchases of full price designer and silver jewellery,
giftware, watches and wedding rings. 15% off all purchases of full price engagement rings,
eternity rings, diamonds, yellow gold, white gold and rose gold pieces of jewellery.
Extra 10% Birthday Discount on top of your existing discount benefits.

JOIN TODAY

,f:‘"‘ £

¢ . -
‘/r L 4

232
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RESULTS

A better understanding of customer needs to deliver
relevant cross-channel interactions and drive revenue

A smoother checkout process.
Improved purchase flow.

Enhanced customer journeys with seamless
shopping.

Modern visual representation of the two brands.
Increased brand awareness and better ROI.

Reduced time for both merchandising and
development teams.

Omnichannel capabilities.

Complete control and transparency over the
purchase process online and in-store.

osf.digital

Complete control and transparency over the
purchase process online and in-store.

Evolved reporting with automation and KPIs to
measure success.

Better ecommerce strategy analyzing customer
behavior per region.

Fast, accurate, real-time connected data.

Streamlined processes and operations for better
customer insights and support.

Reduced errors and duplication with improved
data management.

Elevated data-led decisions across the business.

OSF DIGITAL
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TESTIMONIAL OSF DIGITAL

Our work through the eyes of our clients

OSF Digital led us in building a modern, scalable platform, bringing our customers a better shopping experience, regardless of the
channel. OSF’s flexibility and agile approach with Salesforce’s feature-rich solutions bring us closer to our goals in our digital
transformation journey. We can now focus on brand loyalty, boosting conversions, and delivering innovative customer experiences
for Fraser Hart and Fields.

EDITH FOLEY
Director of Digital, Fraser Hart & Fields
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