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When jewellery retailer Beaverbrooks went in search of a 
sophisticated Customer Relationship Management system, 
it found the answer in Elucid, but the multi-channel software 
solution from Sanderson is delivering much more.

Jewel in the crown

B eaverbrooks is a retailer with a 
rich history. Established by three 
brothers in 1910 and on the high 

street since 1919, this is a jewellery 
business that prides itself on combining 
quality products with supreme service 
to deliver an outstanding customer 
experience. 

Pitched at the higher end of 
jewellery retailers, Beaverbrooks offers 
premium products at competitive prices 
and is a trusted source of advice.  It 
remains family owned to this day: 800 
employees deliver sparkling service 
via 64 retail outlets stretching from 
Aberdeen to Canterbury and Exeter 
to Belfast. The business turns over 
£80 million and is headquartered 
in St Annes-on-Sea, near Blackpool, 
Lancashire.

Two years ago, soon after launching 
its customer loyalty programme, the 
Beaverbrooks Club, the company 

realised its in-house developed 
customer database was far from ideal. 
Head of IT Patrick Walker explains: 
“We knew we needed a much more 
sophisticated CRM capability if we were 
to make the most of the data we were 
collecting. At the same time, we were 
also struggling to cope with our web 
fulfilment system, so we were delighted 
to discover that Sanderson and its 
Elucid system could solve both these 
problems in one go.”

Not only was the functionality a 
good fit, but the company was, too: “We 
could sense immediately that the Elucid 
team and wider Sanderson organisation 
was a business that mirrored our own 
values,” recalls Walker.

While the CRM requirement 
had originally been uppermost, 
Beaverbrooks’ web fulfilment system 
became the priority implementation 
for Elucid, because Beaverbrooks’ 

About Beaverbrooks
Premium jewellery retailer with a 
reputation for superior customer 
service

Challenges
• Implement web fulfilment  
 system to manage increased  
 demand
• Maximise use of CRM data  
 collected by customer loyalty  
 programme
• Integrate new system with  
 existing IT infrastructure 

Solutions
• Elucid multi-channel retail  
 solution
• Web fulfilment system
• Elucid CRM and data migration  
 to support customer loyalty  
 programme 

Benefits
• Improved delivery times
• Doubled web revenues
• Manual fulfilment processes  
 automated
• Greater efficiency
• Cleaner data
• Ability to accurately profile  
 multi-channel customers
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“We have more than 
halved delivery times, 
doubled revenue, 
reduced the labour 
cost...and greatly 
improved efficiency.”

Patrick Walker
Head of IT

existing system was failing to cope 
with increased demand. “We were 
struggling more and more and, 
in the lead up to Christmas, the 
web fulfilment system was failing 
frequently so we decided to bite the 
bullet and go live with the Elucid 
fulfilment solution, even though this 
was our busiest time,” says Walker. 

Walker was confident of Elucid’s 
ability to integrate with Beaverbrooks’ 
other IT systems. “We’d spoken to 
other retailers who had implemented 
Elucid and we were impressed with 
the responses we received. Sanderson 
had integrated it successfully with 
many other solutions.” And so it 
proved: “We’ve never looked back: it 
worked really well from day one.”

Elucid made an immediate and 
positive difference to Beaverbrooks. 
“The system it replaced was manually 
intensive, so Elucid removed that 

element straight away. It improved 
delivery times which, in turn, helped 
to boost web sales,” Walker reports. 
“Web revenue has doubled; it now 
represents a significant percentage 
of the organisation’s turnover, and is 
still increasing.”

“We found it difficult to meet a 
seven-day delivery promise prior to 
Elucid,” he says, “but that’s now down 
to three days on most items. So we 
have more than halved delivery times, 
doubled revenue, reduced the labour 
cost of this function and greatly 
improved efficiency.”

Previously, all web orders had to 
be fulfilled from head office. Now, 
Elucid is providing accurate stock 
visibility thanks to integration with 
Beaverbrooks’ retail system. Each 
day, Elucid downloads stock data for 
all stores and produces a picking list 
based on that information, effectively 

Beaverbrooks Store Westfield London
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using the retail stores as picking 
locations.

Better still, the Elucid web portal 
was installed late last year – now, 
fulfilment requests are sent to the 
appropriate store with no manual 
intervention. “Requests are now 
automated, rather than us having to 
call or email the shop,” says Walker. 
“Efficiency is improving, layer by 
layer.”

Not all stores handle web orders 
yet, only those with sufficient 
resource to cope with fulfilment. 
However, that is set to change: “We 
are planning a further step, with 
the help of Sanderson, which will 
reduce delivery times still further,” 
he says. “Currently, the stores send 
the items back to head office for 
onward delivery to the customer. New 
functionality, about to go live, will 
mean the stores will be able to fulfil 

web orders directly, which will cut 
even more time from the process.”

At first, only those stores with 
sufficient administrative resource will 
perform this function, since they will 
need postage and packing facilities to 
be up and running, but Walker says 
this will probably roll out to all stores 
in time.

For Beaverbrooks, therefore, 
fulfilment efficiency has been 
transformed. But what of CRM; the 
company’s original burning platform?

“As well as reprioritising 
fulfilment over CRM, we were also 
recruiting a CRM manager – the 
Beaverbrooks Club manager – so it 
also made sense to delay the CRM 
implementation until that post was 
filled,” Walker explains.

At the beginning of last year, 
the CRM project began in earnest, 
says Walker. “We held customer 
data on an in-house system, but had 
no transactional information, so it 
didn’t enable us to profile or target 
customers. Sanderson helped us to 
migrate the data we held, plus they 
developed a direct link so that when 
a new Club customer is recruited at 
the point of sale, that data transfers 
automatically from the EPoS system 
straight into Elucid. The direct link 
means all subsequent transactions 
are fed into Elucid CRM, too.”

Experian QAS, a Sanderson 
partner, has helped by providing 
tools to clean and de-dupe contact 
information. Beaverbrooks can now 
accelerate development of the Club: 
“The Club was set up two years ago, 
but now we have so much more data 
at our fingertips, it’s really giving 
us the ability to target precisely. For 
example, instead of blanket emails, 
we can contact buyers of engagement 
rings with wedding ring offers. 
Elucid’s functionality is giving us a 
real edge and means we can profile 
customers accurately.”

Walker knows that the Sanderson 
system still has considerable 
functionality that Beaverbrooks 
has yet to exploit. Take business 
intelligence: “We will be looking at 

“Now we have so 
much data at our 
fingertips…Elucid’s 
functionality is 
giving us a real edge 
and means we can 
profile customers 
accurately.” 

Patrick Walker
Head of IT

Beaverbrooks Store Westfield London
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Beaverbrooks is an 800-employee 

jewellery business with 64 retail 

outlets nationwide. Headquartered 

in St Annes-on-Sea, near Blackpool, 

Lancashire, the business turns over 

£80 million. Established in 1910 

by three brothers, Beaverbrooks 

remains family owned to this day.

Pitched at the higher end of 

jewellery retailers, Beaverbrooks 

offers premium products at 

competitive prices and is a trusted 

source of advice. The business 

prides itself on combining quality 

products with supreme service to 

deliver an outstanding customer 

experience.

About Beaverbrooks

“Sanderson really understands our business 
and their people work hard to make sure we 
get the most from Elucid, which is feature-rich 
and a really robust product.”
 
Patrick Walker
Head of IT

that next,” he confirms. “Elucid has 
some great intelligence tools and 
analytics, and we’re looking forward 
to using that to improve our customer 
data and take slices of information to 
better understand the business.”

Another imminent addition is a 
development to handle special orders. 
Most Beaverbrooks stores hold one 
size of each wedding or engagement 
ring style, for example, so there 
are high volumes of special orders 
– alternative sizes – for this type of 
product. Currently, the internal order 
has to be raised manually, but that is 
set to change. “We’ll use Elucid and 
the new web portal to manage these 
transactions,” says Walker. “We will use 
the portal in the same way we do now 
for web fulfilment, with some minor 
changes. If the special order is coming 
from a supplier, it can take up to six 
weeks, but it could take three days if 

we have it in stock at head office. Once 
the special ordering capability goes 
live, Elucid will identify which location 
has the required item, send a request 
automatically via the web portal and 
the item will be shipped to the store. It 
will remove the manual intervention, in 
the same way it has for web fulfilment, 
so special ordering will be faster, more 
efficient and more accurate.”

There is still so much more to the 
system, Walker acknowledges. “The way 
Elucid is built means that you can grow 
with the system very easily, switching 
modules on as required.” Elucid’s retail 
management capability means that 
this, too, could be a future project: 
“The more Elucid is embedded in the 
business, the more likely that will be.”

For now, Walker says he is 
convinced Beaverbrooks picked the 
right partner in Sanderson: “The Elucid 
team at Sanderson are a great bunch 
of people. They are always willing to 
help and never say no – it’s a refreshing 
approach and quite different to many 
other IT companies I’ve worked with 
over the years. 

“Sanderson really understands our 
business and their people work hard to 
make sure we get the most from Elucid, 
which is feature-rich and a really robust 
product.” 

Sanderson Multi-Channel Solutions Ltd
Sanderson House
Manor Road
Coventry
CV1 2GF

“The way Elucid is built means 
that you can grow with the 
system very easily, switching 
modules on as required.”
 
Patrick Walker
Head of IT


