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A retailing 
challenge
Creating a beautiful buying 
experience to boost customer loyalty



I attended the meeting 
with our head of 
marketing. Both she and 
I were blown away with 
the company, facilities, 
the team and the Force24 
platform, which clearly 
offered a no-nonsense 
solution to our needs. 
We could both visualise 
it working within Lister 
Horsfall.

“
“
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In the hot seat: 
Nick Horsfall, 
managing director

Company: 
Lister Horsfall

Focus: 
B2C retail 
communications

Sector: 
Jewellery, Fashion 

Size: 
34 staff, £9m turnover

Where 
were we?
First established in Halifax town centre and with a 
second store now in Ilkley, Lister Horsfall is a retail 
brand synonymous with quality. 

Whether it be fine jewellery and 

diamonds, or one of the best selections 

of quality Swiss watches in the North of 

England, our family-run boutiques offer 

it all. This goes some way to explaining 

our 110 year heritage and loyal customer 

base.

But we’re not a brand that stands still. 

In recent years both of our stores have 

undergone extensive refurbishments 

and we are now proud to offer a 

dedicated Rolex area in our Halifax store 

and a Rolex room in Ilkley. This year 

will also see the completion of our new 

wedding and engagement ring showcase 

in Halifax.

This continued evolution has seen our 

customer base grow, to the point where 

we now have approximately 45,000 

contacts in our POS-driven database. 

Of course this is great news for us as a 

business, but it can make it difficult to 

know each person intimately, especially 

if we only have snippets of information 

learned online or in our shops. We want 

to preserve the relationships we’ve 

become renowned for.

We also hold a number of events each 

year at each of our stores and work 

closely with our supplier brands to 

deliver a rich customer experience. 

However, event marketing is always 

a challenge as each brand has very 

different requirements and audiences.

We’ve long known we need to convert 

key pieces of data into meaningful 

intelligence, and that CRM and 

communication at key life stages 

should be a fundamental part of how 

we work. However we’ve struggled to 

find a system that can use our data 

effectively and with real respect for our 

quality standards. We’ve worked hard 

to establish our brand and its values, 

so communicating to customers in an 

inappropriate or irrelevant manner 

could be worse than not at all.

We’ve therefore used email, SMS and 

direct mail in varying forms previously, 

but never in a ’joined up’ manner. We 

were keen to establish an approach that 

allowed us to best utilise the vast wealth 

of data we hold.
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What did we 
go through?
Following the decision to act, we found Force24 via a Google search. 

We liked the fact they were based in the UK and 

focused on the UK market. This might not be 

immediately important to some organisations, but 

we’ve been ‘stung’ by using an overseas email and SMS 

provider before. Our emails ended up in Junk folders 

which proved very damaging to our brand, and SMS 

messages were being routed all over the world with 

most not landing with the recipient, which gave a very 

inconsistent experience.

Force24 offered to meet with us either at our office or 

theirs.

I personally read a lot into the little things when 

visiting a potential supplier for the first time. 

Professionalism is one of the key attributes I look for 

and upon arrival I could quickly see I was in the right 

place! Our meeting was extremely productive and felt 

more like a collaborative workshop rather than a sales 

pitch. Force24 spent a lot of time listening to our issues 

and objectives, before suggesting ways with which 

their software could help.

I attended the meeting with our head of marketing. 

Both she and I were blown away with the company, 

facilities, the team and the Force24 platform, which 

clearly offered a no-nonsense solution to our needs. 

We could both visualise it working within Lister 

Horsfall.

Force24 delivered their commercial proposal via email 

the next day. I’m happy to report that the cost was 

considerably less than we had initially anticipated! We 

therefore decided to appoint Force24 as our marketing 

automation platform and commence the on-boarding 

process as quickly as possible.

Set-up took about three weeks, with a further two 

weeks required to connect to our POS system. The 

process was managed by Force24’s project manager 

who kept things moving and made sure we were happy 

throughout.

I chose to meet them at their HQ 
so I could get a true measure of the 
organisation. 

Once we were up and running, 
Force24 provided on-site 
training. This was a really 
tailored session which actually 
allowed us to implement and 
test four of the five ‘use cases’ 
we had hoped to achieve 
during the next 12 months!

“

“
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Where are 
we now?
We have been working with Force24 for over a year now and feel 
like we have achieved so much. We are thinking about things that we 
hadn’t even considered before, all whilst making our customers feel 
loved and like a part of our extended family. That was our goal after 
all. 

One of the things we are most impressed with is Code 

Snippets for email. Before Force24 we used Campaign 

Monitor, but always had problems making emails look 

how we wanted them to. 

Everything is so much more segmented, personalised 

and relevant too, which is particularly important for 

our prestigious events. 

We also love the reporting. We can accurately 

measure the ROI from every email, SMS or direct 

mail that we send via Force24, because of the 

connection to our POS and CRM system. Whether a 

customer buys online or in one of our stores, Force24 

manages to attribute that sale value to the touch 

point that they last engaged with (according to the 

parameters we have set).

Finally, I have to mention Sarah, our Force24 account 

manager. She has been amazing, working tirelessly in 

the early days to repair the damage that was caused 

with our last email provider. Thanks to her, customers 

now actually see our messages and have begun to look 

forward to them arriving in their inbox. 

In terms of statistics we have seen our open rates 

stabilise at twice what they were previously, and 

e-commerce revenue is at an all-time high. More 

importantly, customers are referring to their emails, 

SMS and direct mail in a positive way, and are letting 

us know how helpful they have been.

We are so pleased we decided to go ahead with 

Force24 and would recommend them to any brand 

wishing to promote loyalty and give customers a 

wonderful purchasing experience.

Now, we drag and drop perfect 
snippets on to our canvas and 
simply customise the content. 
Beautiful, effective emails only 
take seconds! 

“

“
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We are so pleased we 
decided to go ahead 
with Force24 and would 
recommend them to 
any brand wishing to 
promote loyalty and give 
customers a wonderful 
purchasing experience.

“
“
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 Summary
Force24 made it so simple for us, by guiding us along the path to greater 
marketing success. Sarah has helped us to streamline our budget whilst 
increasing ROI. From a marketing perspective we are the most efficient we 
have ever been in 110 years! We are excited to see how we can improve on 
from here.

Get in touch
If you want to talk about your marketing 
for 2017 call us 0845 272 5990 or 
email info@force24.co.uk
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Force24 Ltd, Office 2, Indigo Blu, 14 Crown Point Road, Leeds, LS10 1EL
0845 272 5990 - info@force24.co.uk


