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SOLUTION

■   Identify approximately 37,000 Staples customers and utilize 
customer data to create a series of one-page direct mail 
pieces with variable, data-driven elements and compare to 
traditional, static “control” piece

■   Acknowledge customer’s purchase history and program 
membership status while also targeting a series of coupon 
off ers based on these data elements

Improved loyalty and sales with 
targeted coupons... that was easy!

INDUSTRY:

Retailer, Consumer Products

PROGRAM:

B2B – Retention,
Loyalty/Win Back

CLIENT:

Staples

VARIABLE DESIGN, ENGINEERING, 
PROGRAMMING & PRINT PROVIDER:

Terminal Van Gogh

BACKGROUND

Staples traditionally sent direct mail to its business customers with a single 
off er regardless of the client relationship. This marketing piece was sent as a 
coupon off er attached to a single-sided letter from the loyalty program offi  ce. 

In order to re-engage customers who had either made minimal or no 
purchases within the last six months, Staples realized it needed to be more 
eff ective in its direct marketing initiatives. 

By leveraging the customer information on fi le through the Enterprise Credit 
Card and Dividends Loyalty customer programs, Staples hoped to not only 
re-engage past clients but also increase transactional revenue by cross-
selling and up-selling based on previous purchases.

■   Leverage data from Staples member cardholders 
(credit card and loyalty) to target relevant off ers

■   Re-engage program members who had not made 
a purchase within the previous six months

■   Increase the transaction value of business 
customers who visited the store

OBJECTIVE
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Overall coupon redemption rate increases 50%

RESULTS

■   Overall coupon redemption rate increased by 50%

■   Average spend of targeted customers increased 18% versus the traditional control piece

■   Cost of redemption was reduced by 13%

■   Gross profi t per transaction increased by 37%

“ In our direct marketing program, we wanted to send out the right off er at the right time
to the right people.” — Caroline Quinn, Director, Direct Marketing, Staples Business Depot

COMPANY PROFILE

Founded in 1991, STAPLES Canada Inc. is Canada’s largest supplier of offi  ce supplies, business machines, offi  ce furniture and 
business services for the small business and home offi  ce customer and operates stores in all provinces across Canada. The company 
has over 13,500 employees serving customers through more than 310 offi  ce superstores, catalogue, and e-commerce.

For more information please visit www.staples.ca

Variable drivers

A  Industry

B  Purchase History

C  Title

D  Gender image

E  Location

F  Off er




