Maximize Revenue with Marketing
Campaigns
Spa and salon owners invest a lot of money in developing the right services, designing the right
ambiance, training staff and attracting customers through marketing campaigns. However, many
overlook a signiﬁcant amount of revenue that can be gained from existing customers.
In this white paper, you’ll learn how to build simple and low cost strategies to get your customers to
spend more.

Beyond the Traditional Methods
Traditional marketing methods include external marketing programs that use
newspaper advertising, ﬂyers or mailers. While these methods can be effective
in attracting new customers they can also be costly and difﬁcult to track.
Internally focused marketing programs help you get more from your existing
customers. You’ll ﬁnd that there’s a signiﬁcant amount of revenue to tap into, but
only if you put proper campaigns in place.
Spas and salons, if they attempt to get more from their existing customer base
typically do so by introducing new, innovative services and through up-sell
strategies.

Internally focused
marketing help
increase revenue
from existing
customers

Up-selling requires that staff is well informed about services products. Examples
of up-sell techniques include:
Up-selling a customer from a 60-minute massage to a 90-minute session. Or,
suggesting a higher quality service either while booking the appointment or
when the customer comes in.
Using a promotional package that combines services. For example, if a
customer comes in for a facial, the receptionist could inform her that a package
is available that includes the facial plus a manicure for only a little more than
the cost of just the facial. The customer will most likely try the package.
Promotional packages could result in a customer spending less than what they
would have otherwise spent. A customer who regularly comes in for a facial,
pedicure and manicure would spend less than she expected by taking
advantage of the package.
While promotional packages are certainly effective, knowing the right set of
customers to target is the key to maximizing revenues.
While up-selling and creating promotional packages are a start to internally
focused marketing strategies, there are other simple ways to increase revenue
from your existing customer base. You can do so with negligible cost and
signiﬁcant increases in revenue. When deciding on an internally driven strategy,
you should always aim for one of the following goals:

Promotional
packages can
result in a
customer
spending less
than what they
would have
otherwise spent

Increase customer spend during the customer’s visit.
Increase the number of visits that a customer makes to your spa in a month.
Encourage existing customers to try new services or products.
Some methods may be more effective than others. It’s important to set revenue
targets for any campaign and track the effectiveness of every campaign.

Effective Up-Selling with Memberships
Up-selling requires that you identify customers that come in for low priced
services and sell a product or a service of higher cost or value. To do this
effectively, you must train your staff on how to achieve results with each customer
interaction. This can be a signiﬁcant undertaking requiring training and changing
the staff’s approach with customers. Additionally, your employees will have to do
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this with each customer to achieve signiﬁcant results.
Up-selling is an effective method to increase average customer spend. However,
you can automate how you up-sell to reduce the individual burden on staff and
reach your entire customer base.
A highly effective and simpler approach to up-selling is to create memberships.
Creating memberships for your spa or salon has tremendous beneﬁts like driving
predictable revenue and ensuring customer loyalty.
A membership program can be structured in a variety of ways, but typically you’ll
want the customer to pay a membership fee when she signs on. A basic
membership plan can offer a set of services plus a balance of credits for a cost
lower than the total value.

20% of money
in memberships
is never used

The membership in essence ensures that the customer keeps coming back to
you, and often is successful in selling services that the customer would not have
tried otherwise.
Memberships are a powerful way for you to increase customer average spend,
get customers to visit more often, and encourage customers to try new services.
They require focused attention on “the sale” only once. After the sale, the
program brings customers back and encourages more spend on each visit
without any further selling from your staff.
Memberships are covered in detail in the whitepaper, Effective Up-Selling
Through Membership, available on our website at www.Zenoti.com

Personalized Marketing
Personalized marketing refers to sending an offer to a targeted set of customers.
By targeting your marketing, you avoid sending a coupon for a beard trim to
women. Better yet, you’re able to send a coupon for 25% off a new ultra-french
manicure to only those customers that come in for manicures or pedicures. By
targeting offers to speciﬁc sets of customers, you personalize marketing
campaigns to be more meaningful for the customer and more effective for you.

Differentiate
customers, not
just products!

Personalized marketing is achieved by grouping customers based on buying
patterns and preferences to determine what offers would be relevant and
successful. Personalized marketing campaigns can reach customers through
email, sms (text) messages and custom coupons.

Custom Coupons
Custom coupons combine the concept of a coupon while providing the ability to
target speciﬁc customers.
When you order pizza, you always receive a coupon. Often the coupon is for a
pizza that you’ve never tried and expires in a month. The expiration date ensures
that customers come back often and the discount encourages you to try a pizza
that you may have otherwise never tried.
In the personalized marketing world, you can take traditional coupons, like the
pizza coupons, one step further by targeting the right offer to the right person.
This increases the success of the campaign because of two reasons:

Avoid giving
discounts to a
customer that
would have
paid full price!

Not all services and products make sense for everyone. Vegetarians will never
eat a pepperoni pizza, but they might try a new Mexican salsa pizza. By
targeting the right offer to the right person, you increase the chance of the
customer taking interest.
You can avoid giving discounts for a service or product that a customer would
have paid full price for! If you offer a 20% discount coupon on a pepperoni
pizza to a pepperoni pizza lover, you’d be losing out on regular revenue!
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Custom coupons need to offer something meaningful to the people that are most
likely to show interest. The following examples show you how you can effectively
use coupons:
Get customers to try a service that complements a service they regularly get.
For example, lets’ assume you have a group of customers that come in
regularly for a pedicure, but never get a manicure. A 30% discount for
manicures, printed on their receipt will most likely result in a manicure booking
along with the pedicure.
Get customers to renew their membership. Do this by printing a coupon for a
free massage along with a membership renewal within the next 7 days.
Customer Receipt
Ash Rai

Until now only
large companies
could run
custom coupons

March 14, 2011

ITEM

PRICE

Head Massage

300

TAX
0

DISCOUNT
60

Pedicure

500

0

100

FINAL PRICE
240
Total

400
640

Cg124

Get 20% off your next manicure!
Valid Monday – Friday
Offer expires on April 14, 2011

The possibilities of how you could use custom coupons are endless. Until
recently, only large companies could run custom coupons. Today however, with
the right software tool you can easily automate custom coupons. We’ll cover the
best software solution to do this later in the paper.

Targeted SMS (Text) Messages and Email
In today’s world of immediate information and ready access to data, there’s no
form of communication more effective than sms messages and email. Use these
vehicles for marketing to existing customers through discounts, reminders and
announcements. For example, use sms messages to:
Avoid cancellations by reminding customers about their next appointment
Send a reminder to book the next appointment. If your customer got touch-ups
done two months ago, send a reminder that it’s a good time to come in again
Send an offer to a targeted set of customers
Announce a new service, product, or event
Regardless of how you use sms or email, personalized marketing techniques
offer the most effective result. To do this you’ll need to identify the group of
customers you wish to target.
For example, you can assume (with caution) that if a regular customer has
stopped visiting, she’s likely going to your competition. By reaching out to this
group of customers who has stopped visiting your spa or salon, use an SMS
campaign to lure them back.
In order to run a custom coupon campaign, you must have the right systems in
place to be able to pull lists of customers based on speciﬁc behavior, buying
patterns, visit history or preferences. Later in this whitepaper, we’ll talk about how
you can accomplish this.

Cross-Sell to Encourage Customers to Try New
Services
Cross-selling is deﬁned by getting customers to try a new service based on a
preference for a related service. Services have afﬁnities with other services. A
customer who tries a pedicure will likely be open to trying a manicure. A customer
that gets a body massage will likely try wraps or scrub. If a customer regularly
www.Zenoti.com
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BEST PRACTICE
Spas and salons often have a speciﬁc
set of services that are popular with
customers - like massages or hair
treatments.
To increase revenue, identify
customers that come only for your 3
most popular services. Target these
customers by offering a discount on a
less popular service.
Use software like Zenoti to quickly
identify your most popular services,
pull a list of customers that come in
only for these services and then run a
targeted campaign.
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Comes in for pedicures but has never tried manicure, promote manicures
aggressively to that customer.
The challenge is in being able to identify customers who have tried pedicures, but
never a manicure. For your ongoing campaigns, you’ll need to be able to pull a
customer list with the preferences or buying patterns you wish to target.
Cross-selling can signiﬁcantly increase your monthly revenue. Similar to upselling, to be highly effective at cross-selling, you should automate the process so
that you lessen the burden on your staff to make individual sales, cast a wider
marketing net within your customer base, and still be able to target your offers.
Promoting a cross-sell is a one-time effort, be it through a custom coupon, sms or
email campaign, but the customer may incorporate the manicure as part of their
regular routine. By encouraging the customer to try a new service, you increase
the customer’s average spend on an ongoing basis.

Executing Personalized Marketing Programs
With sophisticated software like Zenoti you can create highly effective marketing
campaigns, that manage memberships, custom coupons, sms messaging and
email campaigns easily.
The software is fully integrated, which means customer proﬁles are automatically
stored along with buying patterns, visit history and preferences. You can easily
slice and dice your customer base to generate groups based on services they’ve
tried, membership levels, frequency of visits and so much more. You can also
build any number of offers to send to that particular group.

With
sophisticated
software like
Zenoti you can
create highly
effective
marketing
campaigns

Pulling a Targeted List of Customers
For any personalized marketing campaign, you must have the ability to pull
targeted lists of customers. Zenoti lets you create targeted list of customers, or
segments, from your customer base.
For example, creating a segment of customers who have tried pedicure, but
never tried manicure is as easy as selecting and customizing pre-deﬁned
segments.
Zenoti offers 12 pre-deﬁned segments that can be customized to ﬁt your needs.
And also, gives you full control to build a target segment based on any customer
preference, buying pattern, visit history and more.

Create a new target segment
Encourage Repeat Services
Guest's last appointment in a service was more than

2

months ago.

Sell New Service
Guest has never trieda service at the spa/salon.
Cross-Sell Service
Guest has tried a pedicure but never tried a manicure.
Improve a Negative Experience
Guest gave a feedback rating below 3 in any one parameter in their last visit. Last visit was within
2 months ago.
Target on Average Spend
Guest's average monthly spend is more than 5000

Rs.

Target Guests on Avg Spend Who Stopped Coming
Guest's average spend per visit is more than 3000 Rs and last visit was more than 2
Entice High Spender to Return
Guest has spent more than a total of

monthsago.

15000 Rs and last visit was more than 3 months ago.

Membership Expiry Reminder
Guest's membership is about to expire in thenext 1 month.
Entice to Renew Membership
Guest's membership expired within 3 months ago and has not renewed membership.
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Example: Identify Target Segments to Attract Customers
Who Stopped Coming
To attract customers that were regulars, but stopped coming back to your spa or
salon, you will need to pull the right group of customer based on visit history.
You could pull one segment for “customers who stopped coming” and send them
an enticing offer. Or, you could just as easily choose to create multiple segments
that break that group down further:
Customers who stopped coming for a speciﬁc service, but still come in for
other services
Customers whose membership expired and has stopped coming in. Get
these customers back before they go to your competitor!
Customers who spent a large amount of money, but stopped coming
Customers who gave poor feedback once and stopped coming to your spa.
For each target segment, you can choose to offer different discounts of varying
value.
Creating Custom Coupons
Zenoti also enables you to run custom coupon campaigns on an ongoing basis.
Set up is only required once and the software will automatically print a coupon
on every customer receipt. The coupon is valid only for the customer’s next visit
and comes with an expiry date. The system tracks what coupons are issued,
what is redeemed and the overall effectiveness of the campaign.

Run SMS (text)
messages and
email campaigns
easily

Sending out SMS Messages
Zenoti makes it easy to run sms message and email campaigns. It’s as simple
as typing in the message you want and selecting the target segment.

Track the Effectiveness of Your Campaigns
You’ll ﬁnd that some campaigns are more effective than others. You should
always set revenue targets for any campaign and track the effectiveness for the
duration of the campaign.
Zenoti, automatically tracks how each campaign performs with easy to
understand reports. You’ll know exactly what works best and can plan future
campaigns accordingly.

Report: Campaign Effectiveness
50,000

1,00,000

1,50,000

2,00,000
REVENUE (RS)

Campaigns

Bridal season offer
Rs 1,75,330
50% cashback

20% off spa
Revenue (Rs)
Guests (#)

Friend referral offer

50

www.Zenoti.com
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Conclusion
These marketing techniques help you get more from your existing customer
base. Zenoti is a sophisticated software that helps you implement
marketing campaigns with the ﬂexibility and power to target groups of customers,
run multiple campaigns and track effectiveness.
You’ll ﬁnd that Zenoti is a far smaller investment for your business than
the services and products you invest in at your spa or salon. By using the
strategies discussed in this whitepaper, you’ll increase revenue with little effort.

To watch Zenoti in action, watch the video
tours on our Website.
Slice and Dice Your Guest List for Targeted Promotions
Create Discounts for use in a Marketing Campaign
Create and Launch an SMS Campaign
Print Personalized Coupons on Every Guest Receipt
Create Memberships to Increase Customer Loyalty

More whitepapers with management insights for your spa and salon.
A Simple Method To Retain and Motivate Employees
Maximizing Staff Utilization
Guaranteed Customers For Life
Effectively Up Selling Through Memberships

About Zenoti
zenoti is for receptionists, managers and owners of a small, mid, or large spa or salon. Our fully hosted, easy to use software
helps you grow your business resulting in higher revenues, loyal customers and an easier way to run your business. Our software
incorporates best management practices and the latest in technology. To learn more, visit www.zenoti.com
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