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Welcome
Simple, Friendly, Fast

Every day thousands of customers go online to 

interact with leading UK retail leisure brands through

websites developed by us. They want to find 

information about the brand easily and to take an

appropriate action: make a reservation, ask a 

question, supply feedback, sign-up for email 

marketing or recommend a friend. What they expect

is for the online experience to be simple, friendly

and fast. For them it’s simply a stop on the journey

to the destination. If they’re happy with the brand

and the website then they’re likely to return for

more, promote it to their friends and colleagues and

be happy to receive email marketing. If unhappy,

they’ll want to complain and voice their grievances. 

Getting the customer experience right is like 

fine-tuning a radio to obtain the clearest signal.

When spot on, customer conversion, loyalty and

advocacy will all increase.  



Through our emphasis on customer 
experience and its integration with 
tailored CRM our clients demonstrate 
sector-beating results. 

Here are the facts:

Online reservations - where we replace a third

party ‘off-the-shelf-pay-per-cover’ service, we typically

deliver a 400% growth rate in online enquiries in the

month after we launch, with a further annual growth

rate of approximately 25%. 

Email marketing - where we send around 4 million

emails per month and track customer behaviour

from each campaign, we achieve a median 98.5%

delivery, 15% open and 7% click thru rate. 

Budgets - because we provide our clients with 

the tools to effectively manage their customer 

relationships, there is no monthly retainer, no 

success fee, no ‘per cover’ fee, and no email-

marketing fee.

Through applications
developed by Aardvark
Media, our clients 
are building better 
relationships with their
customers, helping to
encourage brand 
advocacy and loyalty. 
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CASE STUDIES

Novus Leisure

"With over one million 
registered customers and 
web-generated enquiries,
growing in excess of 25% 
per annum, Novus is on 
track to have over 50% 
of its annual business 
pre-organised."
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Novus Leisure Limited operates premium
bars in high footfall venues in major urban
markets, with a substantial food offer and
corporate business. The company has a pre-
eminent position in the West End of London
and the City of London markets. Its Tiger
Tiger brand has a strong presence in prime
regional sites.

Novus operate over 50 premium bars, restaurants

and nightclubs in the heart of London’s vibrant West

End and the City, with famous venues including Balls

Brothers, Lewis and Clarke, LVPO, Strawberry

Moons, Grace, Jewel Bar and Zoo. Across the UK

they operate the Tiger Tiger chain, winner in the

2009 Publican awards for ‘Retail concept of the year’

along with the eponymous Mansion House in the

heart of Glasgow’s West End.

With over 1 Million registered customers and web-

generated enquiries growing in excess of 20% per

annum Novus is on track to have over 50% of it’s

annual business pre-organised.

We’ve developed 38 customer focused venue web-

sites and 2 portals for Novus. Each plugs into a cen-

tral eCRM system that allows Novus to manage cus-

tomer enquiries/reservations, manage content, cre-

ate and deploy vouchers, events, and to create and 

send email campaigns to targeted audiences.

Alongside each activity is the ability for central staff

to view performance reports and easily track cus-

tomer behaviour.

With over one million registered customers and

web-generated enquiries, growing in excess of 25%

per annum, Novus is on track to have over 50% of its

annual business pre-organised.

To highlight seasonal promotions we’ve introduced a

series of micro-sites and landing pages, promoting

key offers and encouraging customers to make spe-

cific enquiries. Each of the promotions is reported

on via the eCRM system. For example, Novus have

RETAIL LEISURE CASE STUDIES

foundation-wc2.co.uk



06
more pull | case studies

RETAIL LEISURE CASE STUDIES

access to a range of reports that detail up-to-the-

minute Christmas party reservations, menu selec-

tions and financial forecasting for selected venues or

across the entire portfolio. These reports also pro-

vide date-to-date comparisons against prior years so

that true sales performance can be measured.

To support Novus in their New Year’s Eve ticket sales

push, we integrated an e-ticketing facility. With a

capacity in excess of 50,000 and a varied range of

ticket options Novus Leisure required a system that

would allow customers to purchase tickets securely,

download them online and via email, and for the sys-

tem to be capacity managed and integrated with the

existing reservations system.

A voucher system has been included to drive new

customer conversion and entice existing customers

to revisit. The feature allows vouchers to be created

and deployed to particular target groups or to new

customers for specific venues. The system has

recently been extended to allow Novus to create

voucher codes for third parties, which are then

redeemed as part of the enquiry process and report-

ed on accordingly.

To support online promotions there is a comprehen-

sive email-marketing feature within the eCRM facility. 

latenightlondon.co.uk

mansionhouseglasgow.co.uk
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Novus can easily create stunning HTML eflyers (with

associated text-only versions) are able to send unlim-

ited campaigns to targeted customer segments

based upon venue, age or behaviour tags.  When

reviewing campaign performance, staff can overlay

key statistics onto the original mail so they can easily

see the most successful campaign items.

We’ve built an Application Programming Interface

(API) to extend the reach of the customer sign-up

mechanism by allowing marketing agencies to query

the customer database for new registrations before

being accepted and included.

To smooth the on-ramp for customers we have inte-

grated with Facebook Connect and have removed

the mandatory login mechanism entirely for cus-

tomers, helping to ensure that we make it as easy as

possible for customers to engage with the brand.

The search engine friendly sites meet W3C accessi-

bility standards and have been optimised to increase

their position on search engine results, a process

which we continually attend to.

"The search engine friendly  
sites meet W3C accessibility    
standards and have been   
optimised to increase their 
position on search engine  
results, a process which we 
continually attend to."

Please visit www.latenightlondon.co.uk

or www.tigertiger.co.uk to find out more. 

We recommend that you register to experience 

the full range of benefits available.

gem-bar.co.uK
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CASE STUDIES

Monomax: 
SquareMeal and Imbibe

"With our help, traffic to 
Squaremeal.co.uk from 
Google is growing in 
excess of 5% per month."
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The UK’s Favourite Restaurant, Venue and
Bar Review and Community Portals.

SquareMeal.co.uk

If you work in London then you’ve probably heard of,

read or regularly use Squaremeal.co.uk. With over

3,500 restaurants and 1,500 venues reviewed, plus

details on upcoming events and gastronomic news,

the site has a reputation as the Capital’s (and

increasingly the UK’s) premier dining and corporate

entertainment resource.

Launched in 2000, the reputation is well deserved. Its

searchable and friendly delivery of reliable restaurant

and venue reviews, along with guidance on finding

venues that meet gastronomic, emotive, geographic

or other key criteria and dishing up news on the lat-

est openings and events, have ensured strong brand

adherence in a increasingly competitive market-

place.

With our help, traffic to Squaremeal.co.uk from

Google is growing in excess of 5% per month

Key to SquareMeal’s online strategy is the site’s

focus on customer conversion rates around bookings

and event planning. With an intuitive booking mech-

anism that highlights special offers and ensures the 

customer experience is simple, efficient and friendly.

squaremeal.co.uk

Square Meal has Intuitive search options

"Registered Square Meal 
users can now supply 
their own restaurant 
reviews and ratings."
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Square Meal users support the centrally supplied

editorial with their own reviews and ratings on

restaurants. Visitors can easily see the most popular

contributors and ‘follow’ them, encouraging them to 

post more in order to further boost their popularity. 

The rating and review capability is supported by an

integrated forum feature for visitors to discuss topics

devised by Square Meal editorial staff.

Square Meal mobile, with a Blackberry GPS version

that allows users to find restaurants in their immedi-

ate vicinity has been developed to re-enforce the

site’s presence as London’s most popular guide.

There’s also an iPhone App that allows users to

search for local offers and to show a screen based 

voucher to the restaurant when redeeming their

offer.

We work with the publisher Monomax to continually

evolve the website, enhance the customer experi-

ence and provide the administrative tools for effec-

tively managing the whole experience. The website

is driven by a custom eCRM system, allowing admin-

istrators to manage the site editorial, track helpline

enquiries, deploy ads and monitor site performance.

Imbibe.com

Imbibe.com is the online magazine and community

portal for the on trade drinks market. Imbibe.com

features all the latest news, articles and events for

the sector plus has an integrated, customised blog

platform where leading drinks luminaries express

their opinion about key issues of interest to readers.

To help support the site as a community platform,

users are invited to register (free), doing so provides

access to a range of additional features including

access to the integrated forum and the ability to 

imbibe.com
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post comments around the blogs, plus obviously

they can also manage their email preferences and

personal profile. Imbibe.com’s user experience

reflects perfectly the offline magazine branding.

Imbibe.com is produced using our modular eCRM

system, with editorial control, user, blog and forum

management all integrated. This approach allows 

Monomax greater control over their content admin-

istration and performance tracking.

"...user sessions are 
increasing by around 
5% per month."

Please visit www.squaremeal.co.uk or Imbibe to

find out more. We recommend that you register to

experience the full range of benefits available.

imbibe.com/blogs imbibe.com/live
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CASE STUDIES

Stonegate Pub Company:
The Slug & Lettuce  

"Thanks to the improvements 
we introduced, we were able
to show 400% growth in 
online enquiries in the first 
month after launch."
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An eCRM System For A Leading Pub Company

The Stonegate Pub Company is a newly formed

organisation that operates over 560 pubs across the

UK from high street pubs to traditional country inns,

and from local community pubs and student pubs to

late night bars and venues. We currently support the

eponymous Slug & Lettuce, the UK’s leading high

street bar brand.

Behind the website is a sophisticated eCRM system

that allows Stonegate staff to manage customer

enquiries/reservations, manage content, create and

deploy vouchers, events, and to create and send 

email campaigns to targeted audiences. Alongside

each activity is the ability for central staff to view 

performance reports and easily track customer

behaviour.

The reservation process is at the heart of the cus-

tomer conversion funnel and throughout the site are

appropriate calls to action and guide points to drive

traffic towards the enquiry form. Prior to our involve-

ment two of the brands had used a well known off-

the-shelf reservations system. Thanks to the

improvements we introduced we accelerated the 

Making a reservation at The Slug & Lettuce is easy

Finding The Slug & Lettuse

"Behind the website is a   
sophisticated eCRM system 
that allows Stonegate staff
to manage customer
enquiries/reservations"
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growth of customer enquiries but without Stonegate

incurring additional ‘per cover’ fees and offering the

customer a better integrated experience.

To entice the burgeoning value consumer, looking

for vouchers and special offers, we have integrated

landing pages, competitions and a voucher mecha-

nism to encourage new and existing customers to

make reservations. These promotions are supported

by special offers at the point of reservation, allowing

Stonegate to up-sell customers with pre-ordered

items.

Behind the scenes the staff at individual bars simply

login to manage their customer requests, download

reports and view their performance. Central staff,

dependant upon their role, can view tailored reports

across the estate. For the first time the Board at

Stonegate are able to obtain immediate business

performance reports across the group, allowing

them to make better planning and organisational

judgements.

Customers can view their own personalised offers page

"For the first time the Board at Stonegate is able to obtain 
immediate business performance reports across the group."

slugandlettuce.co.uk
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The administration area is comprehensive, allowing

staff to easily manage online reservations, review

reports for performance, manage content, vouchers

and reservation offers. There is also a comprehensive

integrated email-marketing suite, allowing adminis-

trators to create stunning email campaigns via a

WYSIWIG editor.

Stonegate are able to track customer behaviour from

email campaigns, including the number of enquiries

or reservations generated, vouchers downloaded

and pages viewed.  To make life easy for the market-

ing staff the system provides a heat-map of cus-

tomer behaviour so that they can make better

judgement calls for future campaigns.

The search engine friendly sites meet W3C accessi-

bility standards and have been optimised to increase

their position on search engine results.

Contribute to The Slug & Lettuce Top Viral Video page

Please visit www.slugandlettuce.co.uk to find out

more. We recommend that you register to experience

the full range of benefits available.

Easily navigate through The Slug & Lettuce menus
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CASE STUDIES

Goedhuis and Private Reserves  

"With hundreds of customers and 
thousands of wines the Goedhuis
websites need to deliver a highly   
personalised experience"
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eCommerce Website For The Leading Fine
Wine Merchants and Wine Storage
Company

Goedhuis are a privately-owned wine merchant,

founded by chairman Johnny Goedhuis over twenty

years ago. With a head office in Central London and

satellite offices in Suffolk, Northamptonshire and in

Hong Kong, the award-winning company has grown

to become one of England’s most respected vint-

ners, attracting plaudits from both the wine trade

and the press.

Goedhuis are as committed to discovering and pro-

moting unheralded producers from all around the

world as they are to working with the most famous

established estates’ First Growth Clarets and Grand

Cru Burgundies. This approach ensures that not only

do Goedhuis continually source the very best wines

from the very best vintages, but that they constantly

develop their range of everyday wines,  which offer

both exceptionally delicious drinking and better

value than the High Street.

We are the digital agency for both Goedhuis’s

eCommerce website and their sister company

Private Reserves, who provide managed storage for

customers.

With hundreds of customers and thousands of wines

the Goedhuis websites need to deliver a highly per-

sonalised experience. To ensure this happens in

timely, precise fashion we’ve spent considerable

amount of time re-writing the data import mecha-

nism for the services (which we inherited from the

prior agency), ensuring that the websites truly repre-

sent the data that’s held in the back-office systems at

the businesses.

We work with Goedhuis to ensure that the websites

deliver the best customer experience possible and

have undertaken a number of campaigns and

improvements to ensure the company maximises it’s

commercial return.

goedhuis.com

Please visit goedhuis.com to find out more. 

We recommend that you register to get the full range

of benefits available.
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Contact us...

Aardvark Media develop, host and support web-based

applications and websites for customer-focused

organisations. We aim to deliver engaging, elegant

user experiences that encourage brand advocacy and

deliver effective customer relationship management.

Our successful track record is thanks to detailed pre-

planning, deep customer understanding and friendly

project management.

We hope you’ve found this booklet interesting and

thought provoking. If you’d like to find out more

about us, or to have a chat about your online 

strategy and working with us please give us a call. 

Call us on: +44 (0) 20 7582 7711

Email us: enquiries@aardvarkmedia.co.uk

You can find us at

101 The Chambers, First Floor,

Chelsea Harbour,

London, SW10 0XF

Read more about our work and sign-up to our

newsletter by visiting www.aardvarkmedia.co.uk
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