COURTS - Singapore

CASE STUDY
Known as the leading local retailer specializing in furniture and consumer
electronics in Singapore, COURTS emphasize their superior value and

experiences to their customers. COURTS operates 14 physical stores in

Singapore, and in total has more than 90 physical stores spanning over 1.7
million sq. ft. of retail space across Singapore, Malaysia and Indonesia.

Challenges and Business Opportunities
There has been a signiﬁcant change in the way customers shop around the
world, and they now take a more sophisticated path by engaging with both
online and ofﬂine channels to collect information and make purchasing
decisions. According to recent research published in HBR, the omnichannel

SOLUTION HIGHLIGHTS
Platform: Magento Enterprise 2
Responsive Design

shopping generation spent an average of 4% more on every shopping occasion
in the store and 10% more online than single-channel customers. Even more
compelling, with every additional channel they used, the shoppers spent more
money in the store.

Click and Collect Implementation

The relationship between COURTS’ brick-and-mortar stores and their custom-

Adoption of HTML5 Elements

ers used to be largely transactional - places to fulﬁll supply and demand. Yet as

Integration with Emarsys for Email Marketing,
Microsoft Dynamics NAV ERP
Promotion Enhancement with Flexible
Discount Method
SEO Best Practises Implemented

KEY RESULTS

online commerce continues to grow exponentially, COURTS decided to
rethink the role of their webstore in their overall retail strategy, shifting the
focus of physical stores from purely buying and selling products to be more
experiential while incorporating the webstore to create an anytime and
anywhere shopping experience.
Their previous ecommerce platform, however, was unable to handle many
e-commerce functions and had limited extendability. The company struggled to

41%

growth in Revenue

35%

growth in Transactions

towards an omnichannel architecture also requires a much more powerful

11%

growth in Conversion rate

and partners, to support the initiative.

4%

growth in Average Order Value

In 2017, the COURTS team, led by Mr Stan Kim, CIO, decided to explore migrat-

meet their ambitious growth targets for the online store, especially during peak
online shopping periods such as Cyber Monday and Black Friday. Moving
platform to be able to handle the complexity of the system, trafﬁc, integrations

ing to another platform that will allow the company to build scalability. The brief
was not to merely build an online site, but to create a consistent experience
across both their physical and online stores. The company was ready to invest in
the future of retail, working with SmartOSC to realize the vision.

The COURTS Online relaunch was timed
strategically around key retail events of the
year such as Black Friday and Cyber
Monday. Powered by the new platform,
online sales for both events grew almost
100% year-on-year. Engaging with the right
partners has proved to be pivotal to our
e-commerce growth this year.
Stan Kim
Chief Strategy Ofﬁcer at COURTS Asia

Our Solutions
The Powerful Platform
The roadmap for the e-commerce site has been outlined between SmartOSC and

COURTS with the Magento Commerce platform being selected due to its mature
enterprise-class solutions, proven capability and large collection of prebuilt
functions and high quality extensions.

Enhancing Omnichannel Shopping Experience
“Magento Commerce is the right choice for

us, allowing fast and scalable development.
Thanks to its modern architecture that

focuses on ﬂexibility, support for horizontal

Conﬁguration and integration of the email service, ERP, in-store customer information

and other services with Magento was simple, enabling elegant solutions that take
steps to unite COURTS’ online and ofﬂine shopping experiences.

scaling and latest technologies, the

The newly implemented click and collect system is an example of this, allowing

our complex project.”

key way to unite the more traditional in-store experience with the online, while

Stan Kim
Chief Strategy Ofﬁcer at COURTS Asia

is also synced across all touchpoints, giving customer service, fulﬁllment and

platform simpliﬁes the implementation of

customers to easily purchase products online and pick up in-store. This system is a

providing customers with more choice in how they shop. The customer information
marketing teams the information required to meet customer needs end-to-end.
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for mobile
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A new mobile approach has also taken place. With Magento’s strong focus on
mobile experience, COURTS’ online store is well optimized to be mobile friendly and adaptable to the smaller screen. Responsive Magento themes help
create consistency in the design across each screen, while maintaining ease of
use and full functionality.
With Magento’s simple yet powerful capability to support mobile, COURTS’
marketing team can focus on designing unique mobile experiences for customers. Mobile trafﬁc has shown strong uplift with 74% YoY, leading to an 11%
growth in conversion rate. It has also shown stronger performance in mobile
transactions and average order value amongst mobile users, each seeing a 52%
& 17% increase respectively.

Driving Awareness with
New Marketing Capabilities
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increase in Google Organic trafﬁc
growth YoY

COURTS wanted to begin an email marketing campaign as part of their push to
increase promotion for their store. Drawing from Magento’s extensive marketing
service integrations, the Emarsys marketing automation platform was selected,
allowing COURTS to coordinate different marketing channels including email,
social media, SMS, mobile, web to personalize the brand message, product
offering and discounts.
For a more dynamic and engaging marketing approach, limited period coupons
can be introduced for promotional periods, as well as free shipping thresholds
and e-gift cards. A new system for handling product bundling was also brought
in for the purpose of promotion.
With their new marketing capabilities, COURTS saw a 40% bump in the incremental
value of sessions, with a 92% increase in pageviews (107% increase in unique
pageviews YoY). Number of pages per sessions indexed a 37% increase
compared to last year, with more visitors browsing the new ecommerce site.
Overall, session duration saw a 7% uplift compared to last year.

Seamless Migration
The migration process was extensive, owing to the scale of the COURTS store and their established customer
base. From the original platform, it was necessary to migrate data over into the new Magento store while, at the
same time, ensuring that the customer experience is not disrupted. Using the Magento 2 Data Migration Tool,
it was quick and easy to migrate from the previous platform into Magento 2.
The Microsoft Dynamics NAV ERP was a major part of the migration process, containing important data ranging
from product inventory, attribute and price data to customer information and store data.
A strategy was drawn up and the data was consolidated and grouped together to help coordinate the process. The
integration of this data was successful in the end, with products, customer accounts and images being brought in
and organized into Magento to COURTS’ standard.
One of the big concerns, however, was to keep SEO trafﬁc. Magento Commerce facilitates search engine
optimization through streamlining best practices, allowing COURTS to continue growing their organic trafﬁc.
Everything from meta descriptions and keywords to clear URLs and breadcrumb links are easily accessed and
changed to help improve the overall ranking of the website in search engines. Due to the nature of the new
site’s structure & successful technical SEO migration, there was a 51% increase in Google Organic trafﬁc growth
year on year.
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Optimization

To help support the running of the store, the system architecture was designed and built to optimize performance.
Magento was conﬁgured to use Varnish, a HTTP accelerator, as a means to alleviate some of the unnecessary trafﬁc to

the database through the use of full page caching on read-heavy pages such as the homepage and other landing
pages. This results in a smoother, more consistent experience throughout the website.

The system also leverages a CDN to ofﬂoad media ﬁles and static assets for better overall performance and user

experience. Similarly, the use of supporting services such as an email server for sending emails and a message
queue system for delegating long running processes ensure optimal user experience.

Going Forward
COURTS will continue strengthening their back-end infrastructure to offer customers the seamless online-to-ofﬂine experience they expect from best-in-class retailers. They will continue to drive online growth with the ambi-

tion to grow online sales to comprise 10-15% of the business in ﬁve years’ time. The next phase plan has been

laid out between SmartOSC and COURTS to keep up with the expansion and growing demand of the market and
further enhance the omnichannel capabilities, including features such as a loyalty program.
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