
 

CRM MANAGER – MATERNITY COVER, CLAPHAM COMMON 

Department – eCommerce/Marketing  

Reporting to the Head of CRM 

 

THE BRAND 

MATCHESFASHION.COM is the global luxury-shopping destination for men and women, bringing 

together a modern edit of over 400 established and emerging designers. Experience 

MATCHESFASHION.COM online, in its London stores and at No.23, our private-shopping 

townhouse. With over 25 years in luxury fashion, we deliver to over 190 countries and offer 24/7 

advice through MyStylist, our dedicated fashion-concierge team. 

THE ROLE 

 

Your key objective will be to launch MATCHESFASHION.COM’s new customer loyalty 

programme, along with understanding the key drivers of retention and loyalty and identifying 

customer behaviours in order to provide insights to the business on how to increase the LTV of 

existing customers. 

 

THE RESPONSIBILITIES 

 

 DEVELOP and launch MATCHESFASHION.COM’s new loyalty programme – determining 

customer segments; loyalty platform; collateral and the communication plan.  Manage the 

programme moving forwards and the relationship with any 3rd parties assisting with 

programme 
 

 ENSURE seamless integration of the loyalty communication plan across channels, including 

direct mail, in-store, email, online, mobile and social, to drive member engagement, 

frequency and spend throughout the member lifecycle 
 

 MANAGE current partner and customer loyalty programme in the interim 
 

 OWNER of all online and offline customer surveys and focus groups. Define, measure and 

track overall customer satisfaction and benchmark against the online fashion industry and 

coordinate with various internal teams to deliver the correct customer commitments and 

service levels: customer care team/ EShop, stores 
 

 CONTINUAL improvement of the customer experience, for example introducing Live Chat 

and any further enhancements to customer care 
 

 MANAGEMENT of Salesforce.com relationship 
 

 CO-ORDINATE with the CRM BA to role Salesforce out across the business, allowing for 

one customer view and a seamless customer experience 
 

 CUSTOMER data quality management including integration of data feeds; managing return 

mail, the customer data capture process in-store and online  
 

 MANAGEMENT of any existing or new 3rd party customer data feeds 
 

 Co-manage CRM Executive 

 

 

 

 



 

ABOUT YOU 

 

 Educated to a 2:1 degree level in either a marketing or business related qualification 

 4+ years in managing loyalty and CRM programs required, experience in a fast paced retail 

environment preferred 

 Strategic thinker who can translate top line objectives into initiatives that can drive results 

 Experience using Salesforce  

 Confident with data including data mining and analysis 

 Experience in qualitative research moderation on and off-line 

 Highly articulate and confident communicator with strong influencing skills 

 Ability to work with multiple stakeholders and functions throughout the business in a fast 

paced environment 

 Customer orientated and an advocate in promoting best in class customer experience 

 Self-motivated multi-tasker able to handle multiple projects with minimal supervision and 

good time management 

 Commercial awareness 

 People management experience 

 

 

From the moment you join our team we aspire to make your employment experience an 

engaging and memorable one. 

 

If you are energetic, hardworking and thrive in a collaborative and fast-paced environment, 

then please apply with a CV and covering letter stating your salary details and notice period. 


