
Background: About Avon.com

Avon.com, like its parent company, Avon, a top global brand

and direct marketing superpower, is an industry leader in

beauty care products and cosmetics. Specializing in lipsticks,

fragrances, and anti-aging skincare products, and building on

the Avon brand's reputation for quality and affordable products,

Avon has successfully ventured into the world of online retailing.

The Need

Avon's retail website has literally thousands of products to

offer.  That's why it has always been a priority for Avon.com

to present products in a clear and organized manner, so that

shoppers are able to find what they are looking for and leave

with the product they came to purchase.

Beyond that, Avon's existing customer base, built on the door-

to-door sales model, is used to direct contact with a live

salesperson, offering personal guidance and assistance.

Therefore it is important that the site search & navigation

solution, in addition to returning accurate results for Avon.com's

entire product line, provide the same level of personalized

customer service.

Case Study:  Beautiful Results for Avon.com

WHO: Avon  - www.avon.com

    Markets in over 135 countries worldwide

   $10 billion in annual revenue

WHAT: April 2005: Implemented Celebros Salesperson

February 2008: Connected Salesperson with third party customer reviews

RESULTS:  Increased conversion rate by 50%

The Solution: Celebros Salesperson

In April 2005, Avon.com went live with the Celebros Salesperson

solution, an intelligent site search, navigation and merchandising

tool for online stores.

The results have been a huge success.  So much so that in

February 2008, Avon.com went live with another added-value

Celebros solution - the incorporation of their existing customer

reviews tool with Celebros Salesperson. The integration was

quick and easy, demanding zero direct involvement or technical

development from Avon.com.

Drawing on the data provided by Avon's customer reviews

provider, Celebros automatically incorporates customer ratings

on all search results pages, according to the average numerical

value rated by reviewers, and displays the rating results in an

icon format.

While Avon has chosen the standard five star rating, Celebros

can create a customized icon to match the look and feel of any

online store.

Celebros also gives shoppers the option to sort by ratings in

descending order, so that the highest rated items are shown

first.

The combination of customer reviews with site search and

navigation has proven to be an effective tool for increasing

conversion.
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Search results for lip gloss, sorted by rating, show the highest rated lip glosses first, based on precise customer ratings.

The Results

According to Krissy Mitchell, eMarketing Manager with Avon

Products, "Avon.com's internal search conversion

increased by 50% over a two-year period after launching

with Celebros."
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During that period Avon.com had a significant increase in

revenues. In 2006 Avon ranked 25th in Internet Retailer's Top

500 Guide, with $566 million in revenue.In 2007 they were

ranked 29th with $612 million in revenue.


