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Delivering Top-Notch Customer Treatment Across Channels





Evolving from this… To more of  this…



Experience in Virtual - 

Livestreaming



1:1 Consultations 



More engaging content New titles Brand Ambassadors



Instagram
122k followers

● Lead social account

● Aesthetic and product-led assets

● Short videos reminding audience of 

heritage and sustainability credentials.

● Influencer collaborations on Reels

● 85.6% photos, 14.4%% video in Q3

● Limited hashtags, except for a weekly 

#TravelTuesday segment

● 6.67% follower growth

Facebook
147k followers

● Instagram content repurposed with site 

links

● Pinned post from Christmas

● Overall positive interactions with users 

commenting on their favourite scents and 

memories

● 2.20% follower growth

Twitter
21.3k followers

● Broadcast and customer service 

channel

● 51.9% tweets, 48.1% replies in Q3

● 0.50% follower growth

Customers are searching for Molton Brown indicates that most traffic is being 

driven by audiences that are new to the brand

https://www.instagram.com/nanushka/?hl=en
https://www.facebook.com/nanushkastudio


https://www.instagram.com/
reel/ChR62rPFmDM/

https://www.instagram.com/
reel/ChR62rPFmDM/

https://www.instagram.com/
reel/ChR62rPFmDM/

Seeing this content shift across channels…

Social… Website & Editorial…Email…



Section Title

Utilise Data from every touchpoint for superior personalisation



Consolidated technologies drive customer lifetime value 
and revenue growth

New 
customers

First time 
to repeat buyers

Active buyers

Defecting 
buyers

Inactive buyers

Welcome Abandoned Cart
Abandoned Browse

Replenishment
Post Purchase Up

/Cross Sell

Winback Inactive
Back In Stock

Winback Defecting
Registration Anniversary

Price Drop

Acquire higher value 

new customers at 

lower costs

Proactively drive second 

purchases and  save from 

reacquiring the same customers

Never lose a customer with 

relevant and timely 

engagements

Keep active customers 

engaged and shopping 

more often at higher values

Loyalty

Acquisition



Molton Brown’s roadmap to scale customer engagement

Customer Engagement Sophistication

Real-time events:
• Product 
• Sales
• Customer

Real-time channels data:
• Channel engagements
• Mobile behaviours
• Stores data

Historical data: 
• Purchase
• Product 
• Customer

Predictive data:
• Likelihood to purchase
• Churn prevention
• Future spend

Lifecycle 
Marketing

Predictive 
Marketing

Omnichannel 
Automation
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Loyalty 
Marketing

Loyalty data:
• Loyalty opt-in
• Loyalty tier
• Rewards
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+2x Revenue
Increased revenue from email 

+10% Database
Increase of database growth in 2 months

+15% Open Rates
Increased email open rates

+10% Subscribers
Increase of weekly subscribers

SAP Emarsys Customer Engagement

Key Benefits with SAP Emarsys

1. Focus on Omnichannel strategy for increased sales, stronger customer retention and loyalty.

2. GDPR Compliance with a user-managed preference center.

3. Make use of industry-based tactics for marketers.

4. Enables consumer behavior and surfaces actionable insights.

5. Grow with Partner Ecosystem: Plug and Play integration with partner solutions – Fresh Relevance, 

Mentionme, Bazaar voice, Annex Cloud loyalty and SINCH

6. Campaign Automation: Integrate operational and customer data to personalize content and deliver 

contextual engagements on any channel.





Commerce Reference Architecture – High Level 





Our ESG House & commitments since 2019

Our People Our PlacesOur Products

Our mission is 

to rewrite the rules of  luxury 

by placing uncompromising care at the heart of  everything we do 



Refillable solutions
on all our core products

by 2023



ESG Shopper VS Non-ESG Shoppers

+22% Average Order Value 

+38% Frequency of  purchase 

+68% Customer Value

6% of  ESG 

customers are 

return 

shoppers



Infinite Bottle 

Double Points

World Refill 

Day Points

ESG 

Previews

Recycle Week 

Double Points

Return, Reward, 

Recycle on our 

roadmap

Subscription 

Launching

Encourage 

2nd purchase 

(lifecycle)



XXX
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Q&A



thank you!
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