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Net-A-Porter.com: How
An Online Fashion Retailer
Used Lyris ListManager To
Consolidate Its Online
Promotions

Goals and Challenges

“Our founder saw the site as a place to write about amazing fashions and make them available for purchase,” according to Martin Bartle, Head

of Marketing at Net-A-Porter. “We sell over 120 of the world’s leading designers and ship to more than 90 countries around the world.”

As a global business, Net-A-Porter needed a powerful tool to create, send and track its online promotions. Unfortunately, the proprietary
system that the company had developed simply wasn’t able to keep up with the volume of customers or with the complexity of the company’s
online campaigns. Bartle says that the company had three types of emails that were sent to customers. “The first was a generic weekly e-mail
to our entire customer base, which was effectively a magazine letting them know what was available. We also sent updates highlighting par-
ticular designers. Anyone who had bought from that designer before or had signed up for updates from that designer would get those. The

third set of emails was comprised of product updates that were sent to customers who had requested information on certain items.

“What happened over time was that our most loyal customers were getting an ever-increasing amount of email from us, and a single individual
might get nine or ten emails a week. We wanted to reduce that to one. It’s a fairly simple-sounding problem, but it is quite a challenge to

make that a reality when there are hundreds of thousands of customers and hundreds of products being introduced each week.”
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“Lyris was head and shoulders above most of the competitors in terms of solving the specific

poblem that we had”

The Solution

The company turned to Lyris ListManager to streamline its outbound
email marketing. “A fairly simple problem required a very complex
solution,” Bartle says. “Most of the competitors to Lyris that offer
similar levels of functionality are ASP solutions, and we wanted an
installed solution so that we could have full control and the flexibility
to adapt it ourselves. We are a unique business, and we didn’t want
a generic solution — we wanted something that we could modify to
meet the specific needs of the company. Net-A-Porter does a lot of
online advertising, and we recently launched an affiliate program, but
email is the largest driver of sales for us of any sales channel we have.
Being able to manage the data and ensure that our customers are get-

ting the right information is absolutely critical for us.”

Because Net-A-Porter specializes in the latest designs, it is important
for the company to be “up-to-the-minute” in its communications
with its loyal customers. After all, if Charlize Theron wears a Dior
gown at a Sunday-night awards show, fashion aficionados want to
know how to order the item immediately. In order to speed up com-
munications with its user base, the company uses Lyris ListManager
to notify customers immediately when new products become avail-

able, giving them first call on must-have items.

—Martin Bartle, Head of Marketing

Results and Future Plans

According to Bartle, the switch is already paying dividends. “We
have a fairly blanket uplift that we have seen as a result of using Lyris
ListManager. The click-through rates have gone up after combining
our email channels, which was the most significant thing for us in
terms of solving the problem that we had. Clearly Lyris was head
and shoulders above most of the competitors in terms of solving the

specific problem that we had.

“But actually, its many of the other functions that Lyris offered that
also helped us make the choice. Inlooking at the closed-loop market-
ing that we were able to do with a system like Lyris, we have much
more under our control than we would with an ASP solution. That’s
what drove us to Lyris and helped us make our final choice. It has
also allowed us to tie emails to triggered events; for example, x-num-
ber of days after you've made a purchase you will receive this email,
or ‘three weeks after someone first registers, he or she gets that email.’

We need this kind of flexibility and Lyris has made it possible.”



