SUCCESS STORY

Maybelline

Maybelline boosts its
customer-centricity by empowering
its “Testers Squad” community
Founded in 1915 and owned by the L’Oréal group since 1996,
Maybelline is an international brand offering a wide variety of products,
including cosmetics, skin care, fragrance, and other beauty items, while
also providing tutorials and makeup advice.
Maybelline places its customers at the center of its marketing strategy.
To stay in touch with consumers, the brand leverages user-generated
content (UGC) in partnership with Bazaarvoice.
In 2018, Maybelline France started an initiative to accelerate review
collection, especially among newly-launched products, ones without
many reviews, those with low average ratings. To do this, the company
created its “Tester Squad” community.
Maybelline recruits its testers by using social media and by allowing
consumers to join the program on the brand’s website. Participants in
the program are invited to answer a questionnaire on their beauty routine
and areas of interest. This lets the brand gather valuable information
on the members to carry out targeted sampling campaigns to certain
segments of the community.
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AT A G L A N C E

Challenge

Collect reviews on newly launched
product from customers for a nontransactional website.

Solution

Creation of a “Testers Squad”
community in partnership with
Bazaarvoice to launch sampling
campaigns and quickly collect
ratings and reviews.

Benefits

An increase in review volume,
average ratings, and product page
views with reviews.

Featured Solutions
Bazaarvoice
Ratings & Reviews
Bazaarvoice
Brand Community
Sampling
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Today the ‘Testers Squad’
includes more than 9,000
members with 5,000
having registered in the
last 18 months.
Camille Marquet
Head of Digital,
Maybelline New York, L’Oréal France

E N SUR ING THE SUCCE SS OF
P R ODUCT SAMPLING
Twice a month, Maybelline utilizes a sampling
campaign to collect reviews on 200 products.
Maybelline carefully selects a subset of the
“Squad” community members to receive the
products based on the information they provided
during registration.
Once Maybelline identifies the right members,
the brand ships the product in a package that
also includes a message of thanks and a detailed
explanation to guide the tester to share their
opinion. Seven days after the member receives
the product, the brand sends an email inviting
the participant to write an honest review and
to share content on social networks with the
#SquaddesTesteuses and #MaybellineFR.
Maybelline has collected nearly 5,000 reviews
from members since launching the “Tester
Squad.” In fact, the volume of reviews collected
increased by 1,000% in just one year. The average
rating has also increased from 3.7 to 4.4 stars, and
the number of reviews above 4 stars has risen by
35%. Finally, 90% of product page views on the
Maybelline.fr website include reviews, up from
67% last year.
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G E T T ING CLOSE TO ITS CUSTOME RS
The power of the opinions of consumers is undeniable to
Maybelline today. Customer reviews have a real impact
on purchase decisions, and members of the sampling
community ultimately enrich product pages with
authentic content.
UGC also strengthens the brand’s connection with its
customers by facilitating exchanges and interactions.
Customer relations have always been a core element of
Maybelline’s efforts, and the brand has responded to a
large majority (75%) of reviews on its site. The brand sees
this as an opportunity to thank its customers and help
others buy the right products.
The brand sees this as an opportunity to thank its
customers and help others buy the right products.
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A B O U T T H E CO M PA N Y
Maybelline New York is a North American brand of beauty products and
cosmetics, started in 1915 and owned by L’Oréal since 1996.

Bazaarvoice | 10901 Stonelake Blvd., Austin, TX 78759
Toll Free: 866.522.9227 | Main: 512.551.6000 | Fax: 512.551.6001
www.bazaarvoice.com | www.bazaarvoice.com/blog | |

© Bazaarvoice, 2020

