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Essilor

Essilor Increases Business-to-Business and Business to-Consumer Re-
venue With CRM (Customer Relationship Management)

The Challenge

Belgium is one of Essilor’s most competitive markets in the world. The independent optician is the
most profitable channel for Essilor because of higher consumer prices.

However, these independent shops had no ability to compete with large enterprises, with little to
no time to spend on marketing activities.

Essilor needed to implement a strong CRM vision and strategy to make these independent op-
ticians survive when pitted against the larger players in the marketplace in order to maintain the
lucrative sales channel they provided to Essilor.

Approach

Setting up the B2B Program. Essilor wanted to maintain its strong position with its independent
opticians. Essilor identified the following clear project objectives and benefits:

¢ Help independent opticians compete and survive with larger players in the marketplace to soften
their push on better buying terms and conditions from Essilor

¢ Help the independent opticians in their contact and marketing capabilities with their consumers

¢ Increase the size of the loyal independent optician base

¢ Increase customer satisfaction

e Accomplish these goals with minimal capital investments and a win-win relationship of value that
would attract independent opticians to participate in Essilor's campaign.

Each optician is free to define himself up to 20 variable fields in order to create his own corporate
image, lay-out and message differentiating him from his competitors. The merge of the different
data files (opticians, customers, messages, incentives) is performed by Loyalty Lab. Publimail is in
charge of the translation of these variables into unique mail packages.

Results

B2B Segment B2C Segment

e Market share of Fidelis opticians increased ¢ Brand awareness rose from 69% to 74%
from 29.9% to 38% (aided)

¢ Revenue increased per Fidelis optician ¢ Increase of 100% in total customer base
by 14% since start of program

¢ The number of Fidelis opticians increased ¢ Decrease of average replacement time by
substantially. 100 days
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The success of the program is convincing Essilor branches in other
countries to set up a similar program.

Customer : Essilor
Product : Varilux

Agency : Loyalty Lab

One of the leading players in Europe in the area
of CRM, with specific focus on the multi-phase
distribution sectors (CRM Excellence Award).
Loyalty Lab realizes the link-up and co-ordina-
tion of Sales & Marketing and IT operations.

Contact : Paul Bosmans
Tél : +32 2 648 83 81
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Digital Printing / DM office : Publimail

A leading Belgian fulfillment specialized in Di-
rect Marketing & Administrative Mail applica-
tion.

Contact : Bart Van Deuren

Software :

C++, SQL database and a powerfull PDF DLL
Hardware :

Xerox Igen3 110 ppm with DocuSP rip

_—— Optician’s details
— Optician’s category
~— Optician’s logo

— Consumer’s details

— Sending place & date

( Webrwe-Srm-Lamber ke 8 ocrebes 3307 |

Prenezsom de vos lunettes et de vos amis!

— Consumer’ civility

." Ches Sample,
el TP mons que vour sres sches voere paire de ememes Nows vous tmwmsees & frive une
preitz vesification Eneflet, voe homemes 1oms preciguses ot wn ben tmrtien promer & alonges b
durée de vie. One-tDes besoin dun liger séalage? Une vis & resserrer?

emes mous sour e maus serens hevsess de v rendee sermee Vows pouse: pgalemens pradier de vonme
wumtn pous (i ume jole surprus 3 quelqu'un de vont encoursge. quelgu un que v s o gul
serit tard davoks woe mouvells paue de lonettes!

Offens-loy W Ehemue-talaan ¢-jocnr B o d ou elle Tumlise, voos reorvres tous les dres wme agreale
~Sarprise! En clier, % en memSede voor fmmalle ou unie | sms'e! xise ce chegue-caders sram
T 3 mpseniitn 20T 3 Pachot il ies macrws e shotture ol swi wirnes, e sitavect Mt et ducse

\ mi:.‘ahﬂ#ap—ﬂrpwl «‘urpx.

PJ!L.I.rwl_J-ﬂ!!p-l—r’u:unuu s pesent sucun probléme, st sree plaisic qoe news vous
vt g .-r.u mesmmanadstion: pous les garder en perins ren. Consslaes ls d:p_n Rt G, Youn Y

degeaTies i anieis PRIRGUES QUi e de pretoer de vas lusen

Fons ongemge

T SRR SUT K

Vs guestion’ Un coasal? Mhesice: pas, o sous voir

Combiaiemn:
DELHAYE VIZION

e —

_he#7i5 7 Optician’s Name ™, | ¢

& signature

Miche| Dellurye ———

PS5 - Vious connaisses queloqu’un. qui souhaits a-r_a.utr de nowreDeadufties! Rrmeiies. = 4
chipur-cades cjsint o vous tecevies tous les dl'\.x un mn.-:b.: pw:pnw-nhﬂ?

\
Rt e ——— | (N

Chéque-Cadeau

DELHAYE O

.

DELRATE VISION
Avtman Gesoge: Hean 373 0100 WOLLWESAINT LAMBERT
Tel DI 7ae83 T4 |
daurrn vinsaeTEYIEL be

 Cechigur-sadem s s g

ol i o st i s s gz
Remsmcmer v = magumn s o cmemm da i

I e T LT TR T

- Offer’s validity Date
/" & Premium
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— Optician’s category

- Optician’s logo

— Offer’s validity Date
& Premium

— Optician’s details

- — Consumer’s details
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