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ESTÉE LAUDER 
Redefining the Customer Experience
Estée Lauder is one of the world's largest cosmetics companies. The company approached Ms. Hicks with help in developing a strategic campaign to increase brand awareness and develop a unique marketing approach for a major retailing partners to promote its range of skin care treatments and seasonal color line.

For years, clients had received advice in stores by talking to beauty counselors at the counter. By conducting customer interviews, Ms. Hicks learned that many women felt uncomfortable having their makeup removed and re-applied on the selling floor, but were most enthusiastic to try new skin care and makeup products before purchasing them.

The solution was to offer customers privacy, instruction, comfort and entertainment, while leveraging the brand’s expertise in developing efficient beauty creams.  An integrated communications campaign "Beauty Through the Years" was built around vintage Estée Lauder beauty ads for event advertising, client invitations, event merchandising materials, sales collaterals and in-store point of purchase displays. In a large, private room furnished as a beauty boutique, outfitted with a lush reception "living room" and beauty cabines. Trained estheticians and makeup artists provided customers with private beauty consultations and makeovers. To complete the communications campaign and further add entertainment value, framed vintage and contemporary Estée Lauder beauty advertisements and video footage were displayed alongside branded display cases. Magazines highlighting Estée Lauder vintage and contemporary ads were also available for customer reading in the reception area. What resulted was the first "off the floor" 3-day beauty clinic ever held in a major department store chain. 
Not only did the campaign generate sales that exceeded projections +654%, but it gained corporate attention and redefined a new standard for the customer experience that led to private facial rooms, and ultimately to today’s in-store Estée Lauder Beauty Spas.
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