


CLIENTELING 2.0: DIGITIZING CUSTOMER RELATIONSHIPS 
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FACED WITH CHANGING SHOPPING HABITS AND INCREASED COMPETITION FROM ONLINE PLATFORMS, BRICK-AND-MORTAR RETAILERS ARE EQUIPPING SALES STAFF WITH NEW TECH TO OPTIMIZE THEIR CUSTOMER RELATIONSHIPS

[bookmark: _GoBack]Here are two retail facts: today’s consumers shop 24 hours a day, yet brick-and-mortar stores are only open during the daytime; many customers respond best to sales associates with whom they have a relationship. How can these two realities be reconciled – and how can the sales associate’s connection with a client extend beyond the shop floor? The answer is digital forms of ‘clienteling’, the technique used by retail workers to bond with their customers. New technologies enable shop assistants to make a sale even when the customer isn’t physically in front of them. 

“Retail associates [can] now generate sales online as much as they do in-store,” says Oscar Sachs, Co-Founder and CEO of Salesfloor, a software-as-service (SaaS) platform that enables shoppers on desktop and mobile to connect with sales associates at their nearest store. Associates can create personalized versions of the retailer’s larger webpage, assemble lookbooks, recommend products and drive local marketing campaigns. Salesfloor also consolidates customer purchasing data and shopping preferences, equipping associates with information to ease follow-ups. And associates can track KPIs, such as e-mail open and click rate, through the Salesfloor app, allowing them to measure their own activities more effectively.

Over the past two years, Salesfloor has partnered with Saks Fifth Avenue, Bloomingdales and Lord & Taylor. The company claims to have seen a 50% increase in online average sales, with a 40% reduction in returns rate.

Digitizing the clienteling process allows retailers to mobilize their core strength – their associates – to deliver omnichannel customer relationships. New York’s luxury fashion boutique Fivestory has expanded its sales team and invested in Oracle’s Netsuite software to monitor online customer communications with style advisors. Meanwhile, multibrands like The Webster and Hirshleifers have partnered with personal shopping app PS Dept, allowing potential shoppers to ping product questions to their sales associates.

Faced with greater choice than ever before, customers increasingly need help to make decisions. Research by Salesfloor found that 87 percent of shoppers were more likely to buy items recommended by associates, and 77 percent were more likely to purchase from an associate that had helped them before. As influencer marketing gains traction among brands, client-relationship platforms allow retailers to leverage their associates to build influencer-style relationships with shoppers in need of trusted voices.
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