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HOW PLUMB.DIGITAL INCREASED 
ECOMMERCE SALES FROM £700K  

TO £2 MILLION PER WEEK 

 
 
 
 
 

THE CLIENT 

The client was a long-established Pub Company with one of the largest leased pub estates in 

the UK. Pubs and bars were across the whole of the UK and had a real mix of city centre, 

country, and lifestyle pubs.  

Pub landlords bought their drinks from the pub company via an internal call centre. Landlords 

could ring up during core hours and place their weekly drinks orders.  

They had recently launched a B2B ecommerce solution to replace the call centre buying 

experience and place it online, with 24x7 access. There were plans to use the online solution to 

create deals personalised for each customer, along similar lines to Amazon. For example, if they 

were buying gin, then the B2B system would suggest tonic, or if they usually bought a case of 

rum, then the system would prompt and ask if they wanted their regular order, or to try a 

different brand with a special offer. It placed weekly special offers in front of landlords.  

£700k to £2 

million / week 

Increased 

users by 7x 

Award finalist 

for website 
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ABOUT PLUMB.DIGITAL 

Plumb.Digital is a digital marketing agency that specialises in both organic and 

paid social media. We have experience working with clients in the charity sector, 

financial services, higher education, manufacturing and the pub industry. We take a 

holistic approach and look at the whole digital footprint (both web and organic and paid social 

media) to leverage the best solution for your business and your customers. We are a 

collaborative company and like to work in partnership, leveraging our digital expertise and your 

specific business knowledge to generate success. We are based in South Wales, but with we 

work with clients across Europe. 

THE PROBLEM 

Many landlords were comfortable with using the call centre to place their weekly drinks orders. 

They built a relationship with the call centre staff and the majority were resistant to using an 

online system.  

Resistance to using the ecommerce solution mainly fell into two camps, firstly being worried 

about the call centre staff losing their jobs, and secondly that many were not very tech savvy 

and had a fear of technology and change.  

The Pub Company had already heavily invested in the ecommerce solution and needed to 

downsize the call centre, partly to reduce costs. The call centre staff would be upskilled and 

redeployed on other roles, many supporting the ecommerce solution.  
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THE SOLUTION 

“Julie is tenacious and is keen to do a good job. She is prepared and 

willing to get 'stuck in' to get the job done but was not afraid to chase 

and challenge others to do their part as well.” 

Clearly this was not just a case of getting the B2B ecommerce solution up and running with 

special offers. A holistic approach was needed to encompass the technology side with the 

people element and bring them together. 

Regular People Touchpoints 

Regular contact with the landlords was via two main groups – the call centre and the Business 

Relationship Manager. Both these groups needed to be up to date with the B2B system and 

what it offered to landlords. Awareness sessions were organised so they could see the system 

in action, ask any questions and have a takeaway that listed how to set up an account and the 

top benefits.  

The Call Centre Manager approved a new script for the Call Centre team to use when speaking 

to landlords. The new script would explain the benefits of the new system and reiterate that Call 

Centre Staff would not be losing their jobs.  

We also set up a small dedicated Ecommerce Team in the Call Centre who could help landlords 

get their account set up and answer any calls relating to the B2B system. This team were 

trained in using the system and quickly became experts.  

The Relationship Managers had a slot scheduled in each of their landlord visits to talk about the 

B2B system and to explain the benefits. They could then schedule a call with the Ecommerce 

Team to onboard the landlords. They were also tasked with collating information as to why a 

landlord might show resistance to using the online system, e.g. poor broadband, no computer, 

poor technical skills. We could then feed this information back into the plan to address it.  
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Invite to Join Rollout 

Working with the Relationship Managers and the Call Centre we were able to pull together a list 

of which landlords were positioned to be easy adopters of the B2B system. They were landlords 

with good wi-fi and were open to change. This list highlighted several hundred pubs to initially 

target. 

A post card was created and positioned with a special offer as a hook to signing up. The signup 

process was quick and easy and gave immediate access to the special offer and the order 

process.  

This saw really good take up and gave the Relationship Managers and the Call Centre a really 

good conversations starter to talk about the B2B system for those that hadn’t immediately 

signed up.  

Roadshows 

The Pub company ran an annual Roadshow where suppliers could showcase their products and 

services. These were very popular events because suppliers usually had very good freebies, 

such as food and drink tasting, or branded glassware, special offers and other bar promotional 

goods. There would usually be various guests, such as top darts players and big prize 

competitions. 

A dedicated stand was set up to raise awareness of the B2B system. Eye-catching videos were 

played on loop of the system in being used, some of the exclusive online special offers and vox 

pops of landlords who were already using the system talking about how easy it was and how 

they had benefited. 

Landlords could get a live demo of the site and get signed up there and then. A telephone call 

was also scheduled for the following week for the Call Centre Ecommerce Team to call back 

and check how they were getting on and answer any questions.  

The Roadshows ran over a 4-week period across the UK and signups were very successful  
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Retention and further hooks – the Intranet 

Alongside the B2B drinks ordering system we set up a landlord intranet section.  

The Pub company already had a number of How To guides and leaflets, so these were placed 

on the Intranet in PDF form. This gave easy access to the guides.  

A weekly blog was introduced giving seasonal guidance and ideas to landlords, such as ideas 

for St Patrick’s Day or Valentines Day. The blogs could also highlight any drinks offers that were 

available for those dates. 

Working with suppliers we were able to secure stock to use for competitions to run on the 

Intranet. Branded glassware and bar accessories, such as bar towels or branded goodies, were 

always in demand so running easy to enter competitions for landlords was a massive hook to 

signing up.  

We were also able to offer special prices that were only available online. Utilising the system to 

offer discounts on grouped purchases, such as a branded tonic water when buying a premium 

gin were tested and proved popular.  

The intranet, with the blog, guides, competitions and offers worked well on retention and also 

proved a good hook for new signups.  

THE RESULTS 

“I found Julie a very capable Website manager. She knows how to get 

the most out of a website for an organisation and drove out value for 

[the business] and the users of it's website. “ 

KPIs had been set around the number of signups, the number of people using the system 

regularly and the sales per week. The project lasted around 9 months in total, including the 

planning stage. 
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The number of signups increase by 7 times with a large majority of the pub estate using the both 

the ordering system and the Intranet. Once landlords started using the online system, they did 

not drift back to telephone ordering.  

The weekly sales were at £700,000 per week when the project started, and by the end of the 

project they were at £2,000,000 per week. This was an average week and not a busy time such 

as Christmas.  

Feedback on using the system was also positive, and this was in part helped by it being a robust 

system with excellent up-time. The competitions on the Intranet were very popular with both the 

landlords and the suppliers, who could easily get branded products out to pubs.  

The B2B site and the Intranet were also shortlisted in the 2011 Retail Awards. 

LEARNINGS 

The real strength to the success of a project like this is to look at the bigger picture and take that 

holistic view. See where the customer touchpoints are in the business, find out what the 

customer issues and wants are. Making sure you have everyone on board is vital and then 

getting that positive awareness out, followed by easy signup, and then rewards for retention.  

❖ Getting the Call centre on board with rolling out the system because they had a weekly, 

trusted relationship with the landlords 

❖ Ensuring that the Relationship Managers were also able to share the benefits of the 

system with the landlords but also letting them schedule a call with the Call Centre to 

hold the landlord’s hands with signup and their first order 

❖ The Roadshows were excellent and took the system out to the landlords. Although aimed 

at the landlords this actually had the added benefit of showing the suppliers how they 

could highlight their products to pubs and offer out branded products for customer 

information. This quickly created a waiting list of suppliers wanting to offer prizes. 

❖ The Intranet added another element to the B2B ecommerce side and proved to be a 

popular resource for landlords. 
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CONTACT 

“If you are looking for someone with a wealth of experience and skills in 

developing a web proposition for you, then Julie is definitely worth a 

look!” 

Plumb.Digital has experience of working with micro businesses, small businesses and large 

corporates. We don’t just have a set of off the shelf packages, we like to build a solution that 

suits the business and the customers. We work with you to find the best solution, whether it’s a 

coaching package over several weeks or months or full-service management of your Facebook 

Ads campaign or organic social media. 

We offer a free 30-minute Discovery Call so we can have a chat and see exactly how we can 

help your business. You can book via our Facebook Page, our website or by emailing 

hello@plumb.digital 
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