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ABOUT LOWE’S CANADA
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Lowe’s Canada is one of the largest home 
improvement retailers in the country with a network 
of more than 469 stores to meet the needs of home 
improvement DIYers and contractors alike. Lowe’s is 
one of the retail organizations under the larger 
Lowe’s Canada umbrella, which also includes RONA, 
Reno-Depot, and Dick’s Lumber.
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LOWE’S CANADA’S CHALLENGES
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Needed to optimize the new loyalty program

Lowe’s was working to become the No. 1 destination for home improvement and construction professionals in Canada. 
To improve its shopping experience, the company was revamping its loyalty program into the new VIPpro, which gives 
its professional contractor customers preferred pricing, priority service, and access to a strong retail network. 

The company had two goals:

1

UNIFY LOYALTY PROGRAMS

Merge the VIPpro loyalty programs for its 
Lowe’s, Reno-Depot and RONA brands

2

MAXIMIZE LOYALTY PROGRAM 
ENROLLMENT

Needed customer journeys to maximize 
enrollment in the new loyalty program
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OSF’S SOLUTION
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A data-driven, personalized customer communication strategy 

OSF created, aligned and activated a communication strategy built 
and deployed on Salesforce Marketing Cloud with 3 journeys:

▪ Migration

▪ Activation/Onboarding

▪ Managed Members
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PROJECT SCOPE
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Journey

Migration All pro subscribers of Lowe’s 
Reno-Depot and RONA brands

Audience

Activation/Onboarding New VIPpro
customers/subscribers

Managed Members Existing VIPpro members

Encourage the download of the 
VIPpro loyalty program app

Goal

Encourage in-store activation 
and education on program 
benefits

Manage the onboarding of their 
employees to the program

5

# of Emails

5

4

Email journeys to drive enrollment in the new loyalty program

OSF developed 3 automated email communication journeys in English and French for the onboarding and 
retention of VIPpro subscribers.
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Activation
Email

Onboarding
Email

OSF’S SOLUTION
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Targeted email communications based on customer data

Data-Driven Messaging

We collected all customer data from 
Lowe’s Canada’s online and in-store 
channels and automated it in 
Salesforce Marketing Cloud so Lowe’s 
could send customers relevant 
communications based on their 
status (e.g., new/existing subscriber, 
mobile app user, etc.)
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OSF’S SOLUTION
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Leveraging the power of Salesforce Marketing Cloud 

For this solution, OSF 
leveraged these 
Marketing Cloud 
products: 

Automation Studio

Contact Builder

Content Builder

Email Studio

Journey Builder

We also helped integrate the VIPpro mobile 
app data via an API to send usage data to 
Marketing Cloud

https://osf.digital/


RESULTS
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Personalized communications to retain and grow its customer base 

OSF Digital helped Lowe’s create a personalized shopping experience that will help retain and grow its customer base 
through the VIPpro loyalty program.

SPEED TO MARKET
Customer email journeys launched in just 2 
weeks

BETTER PERFORMANCE
Journey-based performance (84%) was 2X 
higher vs. regular base performance (40%)

MORE CUSTOMER ACTIVATIONS​
Loyalty program activations through the 
new journeys jumped 104% vs. the existing 
journeys

BOOST TO REVENUE​
More customers to drive an increase in 
revenue 
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NEXT PHASES OF THE PROJECT​
Continuing the digital transformation

Personalization of 
the weekly customer 
newsletters​

Mobile push 
notifications

Enable customers to 
update their 
preferences

1:1 Personalization
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TESTIMONIAL
Our work through the eyes of our clients

osf.digital

By unifying and leveraging our customer data across our banners, OSF set the stage for us to provide relevant messaging to our 
customers. With the personalized email journeys, we’ve maximized the impact of our loyalty program with amazing results. This phase 
in our digital transformation pushes us closer to our goal of becoming the No. 1 destination for home improvement and construction 
professionals in Canada.
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THANK YOU!
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