
Challenge/Objective
Payment flexibility is a key tenet that 
drives supreme customer satisfaction 
and brand loyalty. To provide this benefit 
to its customers, Bluestem Brands  
must understand its market and its 
customers’ behaviors. Given the high 
costs of acquiring new customers, 
they faced the challenge of how to 
best leverage its abundant customer 
intelligence — marketing, credit, product 
and customer data — to maximize 
existing customers’ lifetime value and 
optimize marketing spend for greater 
efficiency and profitability. 

Resolution
Through the use of advanced statistical 
techniques — such as data mining, 
predictive analytics and best-practice 
strategy design, and Champion/
Challenger performance testing —  
our teams worked together to  
identify Bluestem Brands’s most 
valuable customers, predict their  
future behaviors and deploy tested  
customer-oriented strategies.  

This enabled Bluestem Brands  
to minimize the “noise” previously 
caused by cross-contamination of 
customer segments and to more 
profitably identify promotions to  
offer to customers through the 
appropriate channel at the best time  
to meet each customer’s needs. 

Effective customer retention and 
reactivation management requires  
a combination of several key 
components involving not only 
detailed customer intelligence, but 
also the domain expertise for credit 
and marketing risk management with 
the enabling capabilities to implement 
actionable strategies. 

Data mining and advanced analytics 
Experian’s strategy consulting and 
analytics teams examined the various 
Bluestem Brands data sources and 
leveraged credit bureau attributes, 
discovering patterns and correlations 
in this data to generate a holistic view 
of its existing customers. Exploring the 
characteristics that define their best 
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customers today, Experian® applied 
customer profile techniques and 
insights to identify predicted response 
rates for certain promotional offers 
that would maximize Bluestem Brands 
marketing spend and profitability. This 
shifted the evaluation of performance 
measurement for Bluestem Brands  
from a pure risk and response based 
strategy to a more encompassing 
profitability-based decision tree  
strategy combining both activation  
and risk factors.

Best-practice strategy design  
Profiling techniques accurately identified 
Bluestem Brands most valuable 
customers and those with the potential 
to become more valuable. It also led to 
the creation of powerful segmentation 
schemes through which Experian 
strategically identified decision criteria 
on existing accounts that formed the 
base line for the assignment of specific 
customer-level treatments. To deliver 
expected results reliable for Bluestem 
Brands, Experian used Champion/
Challenger performance testing to 
measure the logic of the new strategies 
against the current ones to validate their 
effectiveness before implementing them 
into production. This repositioned them 
to deliver proven, effective customer-
oriented strategies, enabling the 
company to make the right offer to  
the right customer at the right time. 

Experian demonstrated the return  
on investment Bluestem Brands could  
expect from combining customer 
intelligence and advanced statistical 
techniques with tested actionable  
best-practice strategies — gaining  
an incremental $7.5 million of  
revenue within nine months. 

Results
Access to Experian’s industry experts 
in analytics, technology and strategy 
planning will provide Bluestem Brands 
with ongoing guidance and best 
practices that will ensure the company 
sustains its competitive advantage.  

Experian’s Decision Analytics helps 
clients to achieve and sustain dramatic 
growth. We do this by enabling clients 
to make analytics-based customer 
decisions that support their strategic 
goals. As experts in uniting business 
understanding with consumer and 
business information, analytics and 
strategy execution, we empower clients 
to optimize customer value and actively 
manage it over time. 

For more information about 
Experian’s strategy and analytics 
consulting services, visit  
www.experian.com/consultingservices. 
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Benefits
•  Increased revenue by more than 

$7.5 million within nine months

•  Successful installation of 
robust monitoring system for 
Champion/Challenger testing

•  Accelerated time to market 
while boosting overall 
productivity


