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Clienteling (In-Store) Technology   Best Practices
 

1. Ensure all stakeholders are on board. Implementing an in-store clienteling system involves many 
stakeholders throughout the company; having buy-in is critical to this initiative. Work with stakeholders and 
executive sponsors from the beginning to get their input on how the clienteling systems will be used in 
stores. All members should clearly understand the process, goals, and responsibilities of this endeavor.   

2. Identify and thoroughly vet all your options to create the system most valuable for your 
customers and usable for your store associates. Create strategy documents for how you would like 

your customers to be contacted and what the optimal customer journey (all touchpoints) should be.  Also, 
create a strategy for how you see your store associates using the platform and what your goals are for them.  

3. Follow a crawl, walk, run approach. Rollout your strategy and training in a few of your flagship stores to 
test implementation, usage, and receive feedback from both your customers and store employees. Tweak 
your strategy and implementation as needed.  

4. Communication is key. Ensure training of store associates is thorough and there is a clear understanding 
of the goals, strategy, and resources to help for any technology questions or issues. 

5. Build an in-store digital strategy.  Clienteling systems allow the ability to continue the path-to-purchase 
started in digital channels by sending targeted emails or text messages to drive store traffic, access to store 
coupons that have been collected digitally, integration with social media channels for store activities, and 
use of online inventory look-up or reserve/purchase online and pick up in store. 

6. Leverage as a launching point for increased customer engagement with your brand. Allows store 

associates to engage customers and ensure they are experience all that your brand has to offer, including 
loyalty programs, in store or online only product, local events, and social media communities. 

7. Educate your sales associates on the value of using a clienteling system Clienteling will increase sales 
per visit, build lasting and repeat customer relationships, provide an opportunity to upsell based on 
customer preferences, and strengthen customer loyalty.  

8. Empower your associates with tools for clienteling. Equip your sales associates with the ability to build 
customized customer lists, add personal notes about their clients, leverage product imagery to send to 
customers, prompt customers about sales/store events, and elicit communication between them and their 
customers.  

9. Ensure that you have control over your data. Data must have the ability to move back-and-forth 

between POS systems and your customer database and be integrated into the clienteling platform. 
10. Clienteling systems should offer the ability to email customers or integrate with your email 

service provider (ESP).  Clienteling relies on the sales associate to be able to contact individual clients as 

well as lists of clients. 
11. Training your associates is a key success factor. Sales Associates must be aware of new technology, its 

features, how it works, and where to go for questions in order to successfully use it. It is imperative that 
associates are trained and the trainers are also properly trained once the system is integrated.  A clear 
understanding of customer contact rules/regulations are needed to ensure the best possible customer 
experience.  

12. Conduct a survey to understand how the technology is being used in stores. Surveys come in handy 
to see where you’re excelling and identify any shortfalls. Your strategy and training for clienteling will always 
need tweaking and conducting surveys, even internally, should always be part of your strategy.  

 


