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The end of
aquisition

A retailer’s guide to fixing the loyalty leak with 1:1 outreach




Why your current
growth strategy
is failing

For the better part of a decade, the retail growth playbook

was simple: inject capital into Meta and Google, harvest
low-cost clicks, and scale at any cost. But the "Golden Age

of Acquisition" has officially ended.



— WHY YOUR CURRENT GROWTH STRATEGY IS FAILING

Where

retailers are

feeling the
pressure

The CAC:
LTV death spiral

Acquisition costs (CAC) now frequently
exceed the profit of a customer’s first
two purchases. Without retaining
customers for 3+ purchases, you are
financing a deficit.

The loyalty leak

In a world of infinite choice, competing
on price makes you a commodity.
Without emotional equity, "one-and-
done" rates remain high.

The Al disruption
(AEO/GEO)

Search engines are becoming "Answer
Engines." Al summarizes your value
without sending a single click to your site.
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For the better part of a decade, the retail growth
playbook was simple: inject capital into Meta and
Google, harvest low-cost clicks, and scale at any cost.
But the "Golden Age of Acquisition" has officially

ended.

Today, most retail brands find themselves on a
treadmill that is moving faster than they can run. You
are spending more to acquire customers who stay for
less time, while the very platforms you rely on for traffic
are fundamentally changing how they interact with

your audience.

If your growth has plateaued or your margins are being
squeezed, you are likely hitting three distinct,

interconnected structural barriers that have rendered

the traditional growth strategy obsolete.
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Trust is your
most valuable
currency

In an era of Al-generated everything, consumers are
experiencing authenticity fatigue.

They don't want more content; they want a connection.
They don't want to be targeted; they want to be seen.

This is where the business problem meets the human
solution. To scale in the next decade, you cannot rely
on the platforms to bring you customers. You must
build trust through 1:1 human-to-human outreach.

The brands that will win are those that treat their
CRM not as a list of emails, but as a community of
individuals.

The shift from mass marketing to human-scale
outreach is no longer an experiment; it is the strategy

for survival.

You can no longer buy your way to growth.
You must earn your way to retention.



PART 02

The
acquisition
antidote

Here is how Al-powered Tulip Clienteling and Outreach Plus provide

a direct antidote to the structural barriers facing retail today.



= THE HUMAN SCALE SOLUTION

The human-scale solution

This is clienteling: a data-driven, associate-led strategy that uses your entire CRM ecosystem to power

personalized engagement. Here is how Al-powered Tulip Clienteling and Outreach Plus provide a direct

antidote to the structural barriers facing retail today.

THE CAC ANTIDOTE

Driving CLV through
repeat purchases

The only way to survive acquisition costs that
exceed initial profit margins is to ensure the
first purchase is never the last.

Tulip Clienteling shifts the growth engine from

buying clicks to building value by putting
deep customer insights, like omnichannel
purchase history and product preferences,
directly into the hands of store associates.
This enables them to personalize every
interaction and foster the genuine emotional
connections that transform a one-off
transaction into a long-term relationship.

In practice, this means an associate can
proactively reach out to let a customer know
a new item is in stock that perfectly matches
a previous purchase, or remind them that they
might need a refill of their favorite perfume
soon and offer to set up an in-store
appointment. This targeted, human-to-
human interaction is how you drive growth
through repeat purchases , generating the
high-margin earned revenue required to lower
your blended CAC and fix your LTV ratios.
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Expanding the VIP circle

The loyalty leak happens when customers feel
like just another number in a database.
Traditionally, only the top 10% (or less) of
spenders received VIP treatment because it
was too labor-intensive to do otherwise.

Tulip Outreach Plus enables you to flip this

script. It leverages automation to handle the
heavy lifting of relationship management;
surfacing the right customer to contact at
exactly the right time.

* Automated task reminders: Associates are
prompted based on real-time data (e.g., a
thank you after a first purchase or a
category-specific sale), ensuring no
revenue opportunity is missed.

» Scale without sacrifice: By using a
machine to manage the "who" and the
"when,"” an associate can provide a high-
touch, personalized experience to
hundreds of mid-tier customers, effectively
turning your one-and-done buyers into
loyal brand advocates.


https://www.tulip.com/clienteling/
https://www.tulip.com/tulip-outreach/

= THE HUMAN SCALE SOLUTION

The trust
factor

Authentic H2H in an Al-driven world

As generative search and Al content create
authenticity fatigue, trust becomes your most valuable
currency. Customers don't want to be targeted by an
algorithm; they want to be seen by a person.

This is where the technology fades into the
background and the human relationship takes
center stage.

Tulip Al acts as a co-pilot for your associates, helping
them formulate the perfect message every time.

01 Human-to-human connection

Instead of generic corporate templates, Tulip Al
uses hyper-specific customer data to help
associates craft messages that feel personal,
empathetic, and relevant.

02 Bridge between data and dialogue

It solves the blank page problem, allowing
associates to communicate faster and better while
maintaining the emotional resonance that a mass-
marketing email can never replicate.

By leveraging technology to do what technology
does best (crunching data and timing tasks), humans
can do what humans do best (building trust and
making connections).
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https://www.tulip.com/tulip-ai/

The ROI of
human-scale
outreach

Human-scale outreach isn't a soft marketing play, it's a
high-performance revenue engine. When you empower
associates to act on your CRM data, the financial impact is

immediate and measurable.



THE ROl OF HUMAN-SCALE OUTREACH

The numbers:
1:1 outreach vs. mass
marketing

The data is clear: personal outreach significantly outperforms the

shotgun blast approach of traditional marketing.

Higher

4 29 % Faster

More

4 69 % Higher
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—— THE ROl OF HUMAN-SCALE OUTREACH

The Tulip impact:
Resilience at scale

Beyond the immediate lift, proactive, 1:1
outreach provides two critical strategic
advantages:

01 Revenue stability

During market volatility or low foot traffic, your 1:1
relationships act as a guaranteed revenue floor.

02 Algorithm independence

You are no longer at the mercy of platforms like

Meta or Google. You own the relationship, the data,

and the profit.

Bridging the outreach gap is the difference between
hoping a customer returns and ensuring they do. This
is the new standard for retail performance.

&Tulip

Clienteling is a fancy
label to say customer
relationships. In any
category you're looking
to build loyalty. And
why is that consumer
gonna come back?
They're gonna come
back because you met
or exceeded their
expectations.

Kimberly Levine

Response from Kimberly Levine when asked if she
would use Clienteling in any potential further roles
during NRF 2026 Big Ideas Session.



https://www.youtube.com/watch?v=hVepTsa1hFs

Mapping
outreach to the
customer lifecycle

By mapping specific human touchpoints to the customer

lifecycle, you ensure that every message sent via Tulip

adds value rather than noise.



= MAPPING OUTREACH TO THE CUSTOMER LIFECYCLE

Lifecycle
touchpoints

Outreach is not a one-time tactic or a seasonal campaign; it is a holistic strategy that follows the rhythm
of the customer’s life. To build trust, your outreach must feel like a natural extension of the customer’s

experience with your brand, moving from reactive service to proactive relationship management.

01 The 48-hour follow-up

The "honeymoon phase" immediately after a purchase is the most critical window for
building emotional equity. Within 48 hours, a personalized "thank you" or styling tip from
a human associate signals that the customer is valued for more than their transaction.

This simple act of recognition closes the loyalty leak before it starts.

g Curated recommendations

True personalization requires the "I" factor. Move beyond generic "people also bought”
algorithms that feel mechanical. Using Tulip Clienteling insights, associates provide
authentic curation: "I saw these new arrivals and immediately thought of that jacket
you bought last month."” \When the recommendation comes from a person, it

transforms from a sales pitch into a curated service.

03 VIP access and exclusive events

Use digital outreach as a high-conversion bridge to the physical store. By notifying
local clients of waitlisted restocks or inviting them to private, after-hours styling
sessions, you drive high-intent, qualified traffic. These insider moments build a moat

of trust that competitors cannot replicate with mass discounts.
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Empowering the frontline:
Enabling associates to
"sell," not "do”

The strategy only works if technology removes the administrative "busy work" that leads to associate
burnout and low adoption.

Tulip Al customer summaries

Associates shouldn't have to hunt through tabs for context. They get instant, bulleted
snapshots of everything that matters: purchase history, loyalty tier, total spend,
preferences, and past notes. This at-a-glance intelligence allows them to enter every

conversation with full context without the burden of manual research.

Context over guesswork

Eliminate the data silo that makes associates feel disconnected from the brand's
digital presence. Instead of asking the friction-filled question, "Have you shopped with
us before?" associates use omnichannel data to say, "I see you loved those linen

trousers you bought online; we just got the matching vest in your size."

The mobile mandate

For outreach to feel natural, it must happen where the associate is: on the floor. By
putting clienteling dashboards on the mobile devices associates already carry, you
turn downtime into revenue-generating time. An associate can transition from a
physical conversation to a digital follow-up in seconds, ensuring the emotional

thread of the interaction is never lost.
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The
implementation
playbook

By following this implementation playbook, you can move from

concept to connection in a way that is sustainable, scalable,

and low-friction.



— HOW IT WORKS

Your step-by-step
roadmap to launch

Transitioning from a legacy mass-marketing model to a high-touch outreach

strategy can feel like a significant operational shift. However, the most successful

retail brands do not change everything overnight. Instead, they follow a structured,

phased approach that builds momentum, proves ROI early, and ensures that the

frontline is never overwhelmed.

PHASE 1
THE PILOT

Proving the concept

ldentify your "champion” stores—those with
tech-savvy managers and high-performing
associates who can provide the feedback
loops needed to refine workflows. During this
30-to-60-day window, set clear baseline
targets and focus on specific customer
segments, such as "lapsed VIPs" or "recent
first-time buyers," to prove the concept with
high-impact wins.

PHASE 2
TRAINING & ADOPTION

Getting the team excited

Focus on the "WIIFM" (What's in it for me?).
Show associates how Tulip Al helps them hit
commission targets faster by closing sales
with less administrative effort. Leverage peer-
to-peer learning by having "super users"
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share success stories, and use low-stakes
gamification to reward teams with the
highest engagement rates or most creative
personalized messages.

PHASE 3
FULL SCALE ROLLOUT

Integrating outreach
into daily operations

Integrate outreach into the daily "morning
huddle" by having managers review task lists to
ensure every associate knows who needs a
follow-up today. Establish continuous feedback
loops between the floor and the CRM team to
adjust automated triggers based on field
insights, and celebrate the "human moments"
where a 1.1 note restored a relationship or led to

a major sale.



Having the insights on the business and

clients holistically gives a better
understanding of how to personalize the

experience.

Director of Global Learning and Communications



PART 05

The metrics
that move the
needle

Proving impact is essential to sustaining a relationship-led

model. While better service is a clear benefit, Tulip Clienteling
provides the hard data needed to demonstrate ROI.
To transition from a pilot to a core business strategy, track these

three measurement categories.
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THE METRICS THAT MOVE THE NEEDLE

Primary KPIs:
The financial north stars

These are the macro-metrics that define the health of your retail business. By

isolating the segment of customers managed through 1:1 outreach, you can contrast

their performance against your general database to show the outreach lift.

01

02

03
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Conversion rate

As established in Section 3, personal outreach converts at
an average of 11%, compared to the 2-5% seen in traditional
digital marketing. Tracking this specific lift proves that a
human-led message is 5x more effective than a generic
blast.

Repeat purchase rate

Measure the time between the first and second purchase
for outreach-managed customers. A 29% faster repurchase
rate means your capital is working harder and your cash

flow is more predictable.

Monthly spend

This metric reflects the customer's decision to consolidate
their wallet share with your brand. Brands using Tulip

Clienteling see a 63% higher monthly spend on average,

proving that emotional equity translates directly into deeper

financial commitment.

5x

Higher conversion rate on
clienteling messages then
marketing messages

Faster repeat purchases with
clienteling than without

63%

Higher monthly spend with
clienteling than without



02 THE METRICS THAT MOVE THE NEEDLE

Operational KPIs:
Measuring associate impact

To maintain high adoption and labor efficiency,
you must track how your frontline is utilizing the
tools. These metrics help you identify where more
training is needed and which stores are your true
performance champions.

01 Associate outreach volume

Track the number of personalized messages sent
per associate relative to their downtime. This
ensures that lulls in foot traffic are being effectively
converted into digital outreach opportunities.

02 Appointment booking success

One of the most high-value outcomes of digital
outreach is the digitally-led store visit. Track how
many 1:1 messages result in a booked styling
appointment or in-store consultation.

03 Attributed revenue

Track Tulip Influenced Sales (TIS) to link specific
outreach tasks directly to a transaction, whether

that purchase happens in-store or online. This
omnichannel attribution is essential for proving
the value of your store associates to the
eCommerce team.
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The feedback
loop: From the
floor to the
boardroom

The final piece of the measurement puzzle is
qualitative. The data generated through 1:1
outreach provides a ground-truth perspective
that traditional analytics can never capture.
This creates a powerful feedback loop that
should refine your broader corporate strategy.

Marketing refinement

If associates report that customers are constantly
asking for a product that isn't currently being
featured in your mass emails, your marketing team
can pivot their content strategy based on reall
human feedback.

Merchandising insights

Use the notes and preferences captured in Tulip to
inform your buying teams. If 1:1 conversations reveal
a specific fit issue or a growing desire for a certain
colorway, you have the data to adjust your
inventory before it becomes a problem.

Authenticity at scale

Use the most successful personalized messages

(identified via high conversion rates) as
Measurement isn't just looking templates for your broader Al co-pilot, ensuring
that your automated suggestions are grounded

backward; it's gaining the confidence
in what actually works in a real human

to invest forward. conversation.
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Don't let your
customers
become a statistic

biggest ad budgets. It belongs to those who own the

relationship.



02 DON'T LET YOUR CUSTOMERS BECOME A STATISTIC

Retention is the new
acquisition

By moving from mass marketing to human-scale outreach, you transform your stores
and data into a unified engine for trust that's built to actually retain the customers
you already have.

An algorithm can predict a purchase, but it cannot send a genuine thank you,

remember a specific style preference, or provide the emotional resonance that turns
a shopper into an advocate.

Stop the leak, start the connection

The old playbook is broken. But for the brands that embrace the 1:1 shift, these challenges are a massive
opportunity to capture the market

StOp the leak Treat every one-and-done buyer like the VIP of tomorrow.

Give your frontline the Al-powered insights to be relevant
Empower your team

in every interaction.

Automate the admin so your humans can focus on the

Scale the connection

relationship.
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07 LEARN MORE

Ready to -

Join the retail

bridge the leaders who are

moving beyond the

OUt reg Ch gq p? algorithm.

Book a personalized demo to see
how Tulip Clienteling and

The math is clear and the technology is ready. Stop Outreach Plus drive measurable

gambling on expensive clicks and start investing in revenue growth for leading retail

) . N ) ) brands worldwide.
human relationships. The end of acquisition is here, it's WOTEW

time to stop relying on it.

Learn more

@ Trusted by the world's more iconic brands.
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https://www.tulip.com/book-a-demo/
https://www.tulip.com/book-a-demo/
https://www.tulip.com/
https://www.tulip.com/

	Outreach-plus_01
	Outreach-plus_02
	Outreach-plus_03
	Outreach-plus_04
	Outreach-plus_05
	Outreach-plus_06
	Outreach-plus_7
	Outreach-plus_08
	Outreach-plus_09
	Outreach-plus_10
	Outreach-plus_11
	Outreach-plus_12
	utreach-plus_13
	utreach-plus_14
	utreach-plus_15
	utreach-plus_16
	utreach-plus_17
	utreach-plus_18
	utreach-plus_19
	utreach-plus_20
	utreach-plus_21
	utreach-plus_22

