W I e I u n d a modern marketing consultancy




INTRODUCTION

Hakkasan Group is a global hospitality and lifestyle organization that owns, manages and markets
international nightlife, day life and restaurant brands across 4 continents. Its portfolio includes such world-
renowned brands as Hakkasan, OMNIA, Ling Ling and Yauatcha.

Hakkasan Group has an exceptional VIP Host Sales and Marketing team responsible for the management of
high value, VIP customers. The VIP Host team manages these personal relationships on an individual basis.
Most of these VIP customers enjoy expedited club entry and bottle service with reserved tables in premier
venue locations.

While VIP customers are critically important to the company’s bottom line success, the volume of General
Admission (GA) customers is much greater (approximately 80% GA/20% VIP). GA customers seek club
entry only and spend a fraction of what a VIP customer spends; therefore limited focus was given to this
consumer segment.

Wieland’s now Partner /Chief Strategist and former Hakkasan Group executive (Tracee Nalewak),
spearheaded an innovative customer experience initiative that gained critical insight into Hakkasan’s GA
segment. These insights were the foundation of a newly designed GA customer experience campaign that
drove record-breaking results.
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RESULTS

The Customer Experience (CX) program resulted in year-over-year growth as follows:

120% growth in call center sales representing millions of dollars in incremental revenue
600% increase in email campaign open rates due to the digital concierge campaign

4000% increase in email response rates due to the digital concierge campaign

Data Insights: Acxiom Personicx
Marketing Automation Software: Marketo




