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From an increase of customers acquisition costs over 60% in the last five years (source: Digital Information 

World) to communication clutters to general inflation and customers’ annoyance of being so often contacted 

for offers that do not relate to them, several factors are making it necessary for retail marketers to rethink 

their Customers Engagement Strategies.  

In these new engagement strategies, the relevance of the communication to Customers (or Personalisation) 

and ROI plays a critical role. This is where Retail CRM comes into action. 

 

 IMPROVED CUSTOMER LOYALTY 

Customer Loyalty defines the behaviors of customers who come back often and 

progressively grow their spending, either in the same categories or across new categories 

they never purchased before. 

By providing a personalized and efficient customer experience, a retail CRM software can help retailers build 

customer loyalty and increase repeat business. It can also identify areas for improvement, which once 

realized, can further enhance customer loyalty. 

 COST EFFICIENCY 

Because Retail CRM systems shares data and insight among Teams, it can streamline 

category management and promotion processes, reducing the amount of time and 

resources needed to improve commercial offerings’ relevance. Retail CRM systems can also 

help businesses automate certain tasks, such as sending personalized emails or generating reports, which 

can further increase efficiency. 

 SALES GROWTH 

By providing retail Teams with a comprehensive view of customer interactions and 

preferences, retail CRM systems can help identify 

• Next best purchase opportunities 

• Categories with declining spending 

• Categories with declining penetration 

• Campaigns’ performance tracking 
 

Merchandising and Marketing Teams are therefore empowered to focus on the most important 

opportunities. 
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 REDUCED CUSTOMER CHURN 

By monitoring, for each carded customers, the frequency, recency and value of transactions, 

Retail CRM can help retailers identify at-risk customers and take proactive steps to retain 

them, such as offering special promotions or personalized customer service. The reduction 

of customer churn not only reduces the cost of acquiring new customers, and also increase the lifetime 

value of their customer base. 

ADVANCED CUSTOMER SEGMENTATION 

Retail CRM systems allow businesses to segment their customers based on various 

characteristics, such as demographics, purchase history, and customer behavior. Fixed 

segmentations allow to monitor the movements of customers across segments while 

dynamic segmentation allow to create ad hoc segmentation. This allows retailers to tailor their marketing 

efforts and create targeted campaigns that are more likely to be successful. Advanced segmentation also 

enables teams to identify customers at risks (lapsing) and reduce churn, as well as VIP Customers, who must 

be cherished and cocooned.  

INCREASE CAMPAIGNS ROI 

Building on advanced segmentation, it is possible Retail CRM systems to propose commercial 

offers that are more relevant to the targeted customer group. Not only is the number of 

targeted customers smaller, but higher conversion rates and sales derive from this targettng. 

By targeting marketing efforts to specific customer segments, businesses can more effectively reach and 

engage their audience, leading to increased ROI and sales. 

 BETTER RELATIONSHIPS WITH CUSTOMERS 

By definition, a Retail CRM software tracks customers interactions and preferences. These 

tracking data – in online or physical stores - can then help improve CX and build stronger 

relationships. In return, these actions lead to increased customer loyalty and repeat 

business.  The personalization of offers also contribute to the strengthening of the relationship. 

ENHANCED CUSTOMER SERVICE 

Still building on the tracking of customer interactions and preferences, Retail CRM empowers 

team to provide more personalized and efficient customer service. By getting a quick and 

accurate access to Customers’ history, Teams can provide a faster service in addressing 

inquiries or complains.  Just think about the management of a return or customer calling to review its latest 

purchases. The impact on Customer Satisfaction can be quite significant. 

BETTER & FASTER DECISIONS 

A Retail CRM software has access to a wealth of data on customer preferences and behavior. 

These data can then be used in Range, Distribution, Promotion and Supply Chain processes 

with great accuracy, access in minutes. As a Retail CRM systems can be used by different 
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business units, the identification of  trends and patterns in customer data can be used to optimize business 

operations and improve the customer experience. 

 

IMPROVED DATA SECURITY 

Retail CRM solutions often include robust security features to protect customer data 

(which can help businesses avoid data breaches and maintain customer trust) as well 

as protect customers from unwanted solicitations and offer (GPRD compliance). By 

securely storing and managing customer data, retailers can demonstrate their commitment to protecting 

customer privacy and build customer trust. 

 

Read More About Retail CRM 

• CRM Essentials for Retailers: How to setup a CRM organisation in your retail Business 

• Business Case: Learn how a medium-sized retailer built and uses Customers’ Persona 

• CRM Glossary for Retailers: Get familiar with the Retail CRM Jargon 

• How CRM can impact your whole CX: What are the real pillars of customers retention 

• Compare and Choose your Retail CRM system: Practical Guide 

 
 

 

ABOUT 

HYPERTRADE 

We help continuously improve Customers’ Engagement 

 

Manufacturers use our platform to manage their multi-retailer data sets and to automate 

their category management and sales analytics. 

 

Retailers use our platform to improve their Commercial offering, collaborate with their 

suppliers and Engage their Shoppers. 

 

Building on Sales, POS & Loyalty data, some of the things we fully automate are: 

• Brand automatic Diagnostics & Score Cards 

• Range Optimisation 

• Promotion Planning & Forecasting 

• Customers Segmentation & Campaign Management 

 

Follow us 

 

 

Contact us 

 
Click here 

 

10 

www-hyper-trade.com
https://www.hyper-trade.com/about-us

