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ABOUT HARVEY NICHOLS OSF DIGITAL

HARVEY
NICHOLS

Since Harvey Nichols first opened in Knightsbridgein 1831, it has led
the way in sourcing the most desirable and cutting-edge designer
brands. Recognized as the UK’s premier luxury fashion retailer, Harvey
Nichols is internationally renowned for its expertly edited fashion and
beauty merchandise, premium food and wine offerings, and award-
winning restaurants.

Harvey Nichols has seven stores within the UK and Ireland, consisting
of five large-format stores in London, Edinburgh, Birmingham, Leeds,
and Manchester, and two small-format stores in Bristol and Dublin. In
addition, their decadent Beauty Bazaar in Liverpool and fabulous
franchise stores across the globe in Riyadh, Dubai, Hong Kong, Doha
Festival City, and Kuwait are appreciated.

Harvey Nichols stores offer the ultimate fashion experience. Seen as
‘the place to be,’ Harvey Nichols is the club that doesn’trequire a
membership. Exclusive, niche, and established labels sit alongside
accessible everyday collections, offering customers the must-have
edit for all their wardrobe needs—from everyday to extraordinary.
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HARVEY NICHOLS’ CHALLENGES

Looking to upscale its loyalty strategy

Harvey Nichols operated on an outdated loyalty program.
Enactor Loyalty & CRM could no longer support their growth
goals. Harvey Nichols wanted to replace the existing loyalty
program to drive customer lifetime value, improve retention,
increase spending and purchase frequency and engagement,
and deliver an improved customer experience. The company
wanted to:

v Eliminate the one-size-fits-all program they operated and
instead offer a next-generation loyalty program to its members
that gives them the freedom to create, evolve, and measure.
They wanted to provide personalized and engaging loyalty
offerings that grow lifetime customer value.

v Fix reporting issues that limited them in analyzing exactly how
the loyalty program was performing. Harvey Nichols was
underutilizing data to make informed business decisions and
limiting the ROI of the loyalty program.
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OSF’S SOLUTION

Salesforce Loyalty Managementimplementation

OSF Digital aimed to understand the customer’s business goals.
By implementing Salesforce Loyalty Management, we helped
Harvey Nichols launch a new loyalty program with improved
functionality and flexibility.

loyalty management
marketing cloud service cloud
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Tech Stack

Q Salesforce Marketing Cloud
' Salesforce Service Cloud

n Salesforce Loyalty Management

% Marketing Cloud Connect

@ MuleSoft
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OSF’S SOLUTION OSFIDIGITAL

Reimagined loyalty strategy

Leveraging Salesforce Loyalty Management, OSF Digital helped Tech Stack
Harvey Nichols launch an experiential loyalty program with
vouchers, discounts, rewards, and personalized experiences —all
with improved functionality and flexibility. We deployed a
flexible loyalty platform that empowers them to create unique @, salesforce Marketing Cloud
loyalty programs for their members: ' salesforce Service Cloud
v Assisted Harvey Nichols to extend their loyalty program in- B3 salesforce Loyalty Management
store and online simultaneously.

% Marketing Cloud Connect

) Mulesoft

v" Empowered Harvey Nichols make the loyalty program
interactive.

v Facilitated loyalty members with a larger pool of benefits to
choose from.
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OSF’S SOLUTION

The loyalty program that rewards clients online
and in-stores

The Harvey Nichols Loyalty program consists of 5 levels with different
benefits that can be unlocked with level upgrades. The loyalty program
is available online (members can receive points for actions, for example,
downloading the app) but extends in store as well.

The program goes that extra mile to offer members experiences, not
simply benefits. The great thing is that the customer is actively
involved, feeling like an important part of the program. The client feels
valued with:

v Free drinks in-store

Discounts on beauty and grooming

Free standard delivery

Kids eating for free

Double points on purchases in store

Beauty school experience

AN RN

6-course dinner for a special occasion
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OSF’S SOLUTION

OSF DIGITAL

Launch a new loyalty program

Points convertto cash rewards for members to redeem on their next online order or in their UK stores.
The higher their level, the more benefits they get to choose.
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Our Lovalty Program
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OSF’S SOLUTION

Salesforce Loyalty Managementimplementation
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£2000-£4999

3 points per £1 spent
3 benefits

£5000-£9999

4 points per £1 spent
4 benefits

+£10,000

5 points per £1 spent
5 benefits
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Enabling Harvey Nichols to deliver the benefits that matter most to members

We implemented custom Le\«'elg
tiers and tier multipliers
for every level of the
Harvey Nichols loyalty
program.
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This functionality allows
members to earn 1 point
in level 1, 2 points in level
2, 3 pointsin level 3, and
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Spend CA$7.500.00 or more
U 4 Points per CA$1.95 spent
4 Benefits

|

Spend up to CAS750.00
Earn 1 Point per CA$1.95 spenl

1 Benefit
so on, up tolevel 5. >
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Spend CA$3.000.00 or more

Spend CAS750.00 or more / 3 Points per CA$1.95 spent

2 Poinls per CA$1.95 spen i 3 Benelits
2 Benefits
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OSF’S SOLUTION OSFIDIGITAL

VIP experience for clients

OSF Digital designed the loyalty program to support organic retention by encouraging customers to engage with the brand.

Points convertinto cash rewards to spend in store and online, as it suits the customer.
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OSF’S SOLUTION

360° view of loyalty members

Salesforce Loyalty not only offers great incentives for customers, italso allows Tech Stack

Harvey Nichols to keep a close watch on buyers’ activity and engagement with the
brand. The Loyalty Manager can:

@ Salesforce Marketing Cloud

v See how promotions perform.
' Salesforce Service Cloud

v See the percentage of points issued and redeemed for rewards.
5 salesforce Loyalty Management
v Haveloyalty member data one click away. % Marketing Cloud Connect

v See the customer’s profile—personal info, enrolment date, points balance, @ MuleSoft
vouchers, benefits, upgrades, and downgrades.

v" Make future decisions on the direction of the loyalty program.
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OSF’S SOLUTION FOR EASY MANAGEMENT OSFIDIGITAL

Relying on transparency, efficiency, and complete visibility

The brand gains the ability to manage the loyalty program within their existing Salesforce CRM platform while leveraging Marketing Cloud
Connect capabilities. Using analytics insights, the loyalty manager can have an accurate overview of how the programis performing.

Loyalty Program Member

10000523 Edit Delete Clone

Contact Account Loyalty Program Member Status Member Type
Rosie Daly Rewards Individual
= P =
. )
Details Vouchers (4)

4 items » Sorted by Created Date « Updated a few seconds ago

v Program Member Detail
Voucher Nu... v | Status ~ | Voucher Definition

Member Type @ Individual Loyalty Program Rewards
= 1 00000986 Issued 4x Double Points Boosters 1000
Contact @ Rosie Daly Member Status Active
2 00000987 Issued 4x Double Points Boosters 1000
Membership Number 10000523 VIP Status
3 00000988 Issued 4x Double Points Boosters 1000 Salesforce Products Deployed
PersonEmail gc.colentina2?7@gmail.com External id @ gc.colentina27@gmail.com
4 00000985 Issued 4x Double Points Boosters 1000
Enroliment Date 02/03/2022 Inactivity Last 12
ook v" Program Setup
Last Activity Dat 14 2 Last Accrual Dat 14/03/2022 View All s .
sAchityDste  14/03/2022 AccruslOate 14/03/202 v" Member Administration
Level Progress 58% .
Parcantage [7] Transaction Journals (5) v Benefits Management
Maximum Number 1 Number of Used 1
Benefits in Current Tier Benefits Journal Number Journal Type Journal Subtype ‘/ VO u Ch er M an age me nt
v Enrolment Bonus Points Aceru purchase v’ Loyalty Process Administration
Accrual Purchase H
Enroiment Bonus Enrolment Bonus i e / Ana Iytlcs
Points Gifted Accrual Purchase
v Points Accrual Purchase
¢ % Accrual Purchase Processed v
ashback Points 345.00 Loyalty Spend in 290
Current Calendar Year View All
Cashback Redeemed 0.00 Loyalty Spend to Next 210
Level
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RESULTS

Leveraging the benefits of an intuitive loyalty program,
Harvey Nichols is now able to give back to its loyal customers.

v' Upscaleits loyalty strategy with a
complex loyalty management program
that brings transparency, meaningful
and outstanding experiences, and Al-
driven insights.

v/ Manage its own loyalty program to
deliver a more personalized
experience.

v" Quickly develop additional loyalty
benefits to test and improve the
loyalty program.

v Drive ROl on the loyalty program due
to a flexible approach to creating

benefits and rewards.

v Improve customer retention.

osf.digital

Improve brand visibility with existing
customers.

Increase customer lifetime value with
more spending and purchase frequency
that allows for leveling up and earning
more points and benefits.

Grow revenue by encouraging multiple
purchases from customers.

Drive engagement and gain more
upselling and cross-selling
opportunities.

Deliver more timely and relevant
communication with loyalty program
data available through Marketing Cloud
Connect.

OSF DIGITAL
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RESULTS OSF/DIGITAL

We helped Harvey Nichols revamp its loyalty program proposition.
Thanks to our implementation and integration work, Harvey Nichols is now empowered to:

v End the ‘one size fits all’ approach to loyalty points and
benefits.

v Stop dictating when customers receive rewards by allowing

them to choose the benefits that matter the most. 15% 22% 37%
v t ding habits with a tiered d
anpcp:;es:sh?us omer spending habits with a tiered rewar BOOST G ROWTH I NCREASE

v Enable customers to earn cash rewards with every purchase in the frequency of ATV reward redemption
to spend onlineg, in store, or on selected services. of spend

v Allow customers to earn rewards simply by engaging with
Harvey Nichols (opting to receive email newsletters,
downloading the app, and adding your birth date).

osf.digital
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TESTIMONIAL OSF DIGITAL
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In luxury fashion retail, customer engagement is crucial. To forge long-lasting customer loyalty, we needed to ensure that our new loyalty
program can deliver personalized experiences with a sense of exclusivity and high-class treatment. OSF Digital’s implementation of the
Salesforce Loyalty Management solution propelled us one step further toward our goal: to launch a highly-flexible loyalty program that can
meet our business needs and exceed our customer expectations. OSF Digital’s solution supports us in providing personalized and engaging
offerings to our customers, which in turn grows lifetime value. Through our loyalty solution, we gain a holistic view of our customers,
empowering us to deliver personalized experiences that weave loyalty into the entire customer experience.

TOMAS TAUJANSKAS, Product Owner — Salesforce, Harvey Nichols

é

‘N sfdlgltal 4

. =t



https://osf.digital/



https://osf.digital/

	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16

