
Our client could identify KPIs and 
implement an effective campaign 
management system.

CASE STUDY

ABOUT THE CLIENT

Leading US-based movie theater chain with global presence.

CLIENT CHALLENGE

The movie theater industry has been shrinking because of better home-viewing experiences and the reduction in time for movies 
to become available with online providers such as Netflix, HULU, Amazon etc. With all this competition, movie theaters are 
challenged to focus on the customer experience to maintain their market presence.

With a substantial number of movies to choose from each week, our client needed the ability to send personalized and relevant 
communications to each customer, suggesting the movie that would most appeal to them individually. Sending generic 
communications to their 10,000,000+ loyalty members was creating customer disappoint rather than encouraging folks to head to 
the movies.

To top it off, our client needed clear KPIs for measurement, and a plan to optimize their return on marketing investment (ROMI).



For more information on how
we can help you transform
your processes, visit us at
www.sutherlandglobal.com,
email us at
sales@sutherlandglobal.com, or
call 1-800-388-4557 ext. 6123.
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As a process transformation company, Sutherland rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale and
accuracy of data analytics. We have been helping customers across industries from financial services to healthcare, achieve greater agility through transformed and automated
customer experiences for over 30 years. Headquartered in Rochester, N.Y., Sutherland employs thousands of professionals spanning 19 countries around the world.

THE SUTHERLAND TRANSFORMATION

With its subject matter expertise and strong data science capabilities, Sutherland designed and implemented a customer behavior-
based recommendation engine, which blended collaborative and content filtering. Collaborative filtering is a method of making 
recommendations for a user by collecting preferences from many users (i.e., Netflix), and content filtering makes recommendations 
for a user by identifying items that are like those that a user has liked in the past (i.e., Pandora). The recommendation engine 
leverages all this filtering to then provide unique recommendations for each customer in the loyalty program, based on their 
historic movie watching behavior and choice of movie genre, ratings, franchises, formats, etc.

The recommendation engine helped the client accurately predict time of next visit, choice of movies, choice of format, and 
even the preferred theater for each of their customers, every week. And, customers were communicated with via their preferred 
channel, inclusive of email, SMS, mobile app notifications, and the website landing page. This strategy significantly improved 
customer engagement across channels. 

PARTNERSHIP RESULTS

Because of partnering with Sutherland, our client could identify KPIs and implement an effective campaign management system. In 
addition, they experienced:

2%
Incremental revenue 

4x
increase in
communication relevancy 

Significant 
improvement 
in channel response rates

http://www.sutherlandglobal.com
mailto:sales%40sutherlandglobal.com?subject=
http://bit.ly/2rwwJ32
http://bit.ly/2qXihE0
http://bit.ly/2qXpfsL

