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ABOUT LOWE’S CANADA OSFIDIGITAL

LOWES

CANADA

Lowe’s Canada is one of the largest home =
improvement retailers in the country with a network ﬁ,‘ ”
of more than 469 stores to meet the needs of home ‘7//’
improvement DIYers and contractors alike. Lowe’s is L

one of the retail organizations under the larger i <
Lowe’s Canada umbrella, which also includes RONA, =
Reno-Depot, and Dick’s Lumber. —
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LOWE’S CANADA’S CHALLENGES OSF DIGITAL

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:

UNIFY LOYALTY PROGRAMS MAXIMIZE LOYALTY PROGRAM
ENROLLMENT

‘ Merge the VIPpro loyalty programs for its
n ‘ Lowe’s, Reno-Depot and RONA brands Needed customer journeys to maximize

enroliment in the new loyalty program

]
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OSF’S SOLUTION OSF/DIGITAL

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
o _ salesforce
= Activation/Onboarding

= Managed Members

marketing cloud

osf.digital
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PROJECT SCOPE OSFIDIGITAL

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.

Journey Audience Goal # of Emails
Migration All pro subscribers of Lowe’s Encourage the download of the 5
Reno-Depot and RONA brands VIPpro loyalty program app
Activation/Onboarding New VIPpro Encourage in-store activation 5
customers/subscribers and education on program
benefits
Managed Members Existing VIPpro members Manage the onboarding of their 4

employees to the program

osf.digital »
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OSF’S SOLUTION

Targeted email communications based on customer data

ER | Web

VIP

™ woxificror RONA

Hi Carl,
We are happy to welcome you to the VIPpro program!

You will have access to all the benefits as soon as your account is activated.
Here is your unique activation code.

MJ@3AZXR!~!

Please visit your store's Pro Desk to activate your account
using this code.
IMPORTANT

If you already have a Pro account number, please ask a
Pro Desk associate to link it to your VIPpro app. This way,
your transactions and your projects will be available
through the app. enhancing your VIPpro experience.

FIND YOUR NEAREST STORE

Once your account is activated you will get access to

Activation

. PREFERRED PRIORITY STRONG
E m a I I PRICING SERVICE NETWORK

(%) S

your ) The largest home

10% discountonpaint  Pro staff in store m“:"‘"
Buy inbuk Priorty parking Enhancedand

mmmﬁ, Proopeningfrom6am.  service

Evenyday o rices on Sl
essential products In all of our stores

And much morel

[ Lowes ] o RONA

Store locator | Privacy Policy | Contact us | Unsubscribe
Lowe's Canada | 220 chemn cu Tremblay, Boucherville, Quebec J4B BHT
You jing because you are a b or the LOWE'S,
or RONA -mulng list, LOWE'S CANADA

b
from the LOWE'S, or RONA
e ploase wile 10 supporlE@vip-pro.ca.

————
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VIP
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Hi Carl,
Congratulations on your VIPpro membership!

Pros deserve the best pricing and service, and that is why VIPpro
provides you with more value through preferred pricing and priority
service with every visit.

Onboarding
. PROS GET
Emall 5:/:?0 +10%‘ors

at LOWE’S, RENO-DEPOT and RONA stores.

Build more every day with exclusive VIPpro perks

PREFERRED PRIORITY STRONG
PRICING SERVICE NETWORK
. Al
D-ddn-dw
10% discountonpaint  Pro staffn store. ":‘P‘"
Buy In bulk Priorty parking Enhancedand
‘sccelerated delvery
‘Benefit from the same
mmn&m ‘service and
‘essential products inall of ourstores
/And much more!

D\\

Stay informed!

Enable the VIPpro app's push noliicalions so you can receive alerts on
new Pro offers, app updates and other exclusivities.
In the app. go Lo My profiie > Account Selings

[Loues] o s RONA

Store losator | Privacy Policy | Gontact us | Unsubscribe

RONA and RENO-DEFOT Cimedian

from 2 10%

ol et s o capone inorod et Sama ot cleacrs i b sl o s
o me =t LOWE'S, RONA and RENO-DEPOT sole dmcretion. The Fro Mermber saecial preferiet orcirg sply
beforn

Evohiton, Sico Musa, A
Rooawenl, Dysn. Geole Horne. Nest, Enotes, Brol K, Kamscs Jos, Nspaleon, Traeae
Strw\gsmulHume oot Rig, Lut vmmm TS, RONA ) RENODE0T v e 10
ary tene.

ebe, [
specricaty.
o cougon,
11 gl st o rebstes 20 Kiknen csbinets o promationsl e including, LOWE'S, RONA st
AENO.DEPOT empioyee di i, LOVIE'S, RONA ard RENO-L0T bow pie guarniee, bl up pan
salton.shpaeg ety . calvary.
ot o et o o s sl GA by
e wilh e
Lawes, ONA ot SEAC.OEPOT e
cha . P the o
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OSF DIGITAL

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 OSF/DIGITAL

Leveraging the power of Salesforce Marketing Cloud

For this solution, OSF
leveraged these
Marketing Cloud

products: We also helped integrate the VIPpro mobile
app data via an API to send usage data to
© Automation Studio Marketing Cloud

© Contact Builder
© Content Builder
© Email Studio

@ Journey Builder

osf.digital



https://osf.digital/

RESULTS

Personalized communications to retain and grow its customer base

OSF DIGITAL

OSF Digital helped Lowe’s create a personalized shopping experience that will help retain and grow its customer base

through the VIPpro loyalty program.

osf.digital

SPEED TO MARKET

Customer email journeys launched in just 2
weeks

[T
MORE CUSTOMER ACTIVATIONS

Loyalty program activations through the
new journeys jumped 104% vs. the existing
journeys

BETTER PERFORMANCE

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

BOOST TO REVENUE

More customers to drive an increase in
revenue
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NEXT PHASES OF THE PROJECT

Continuing the digital transformation

Enable customers to
update their
preferences

Personalization of
the weekly customer
newsletters

)

Mobile push
notifications

OSF DIGITAL

1:1 Personalization
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TESTIMONIAL OSF DIGITAL

Our work through the eyes of our clients

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.

LOWE'S CANADA
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