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CASE STUDY

Sailing into Customer 
Retention and Personalized 
Connections
Increased Engagement
Sailrite is a family-owned business that began as a source of instruction 
and materials for amateur sailmakers. Over the years, their customer 
base expanded beyond the sailing community to include DIY enthusiasts 
interested in home projects. They provide fabrics, tools, kits, and other 
products that inspire customers to create both on and off the water.

Right Message, Right Time  

Sailrite has a diverse group of customers, from sailors to craftsmen, 
international to domestic, wholesale to retail, and much more. Their 
product offering is just as diverse, with between 6000-7000 SKUs. This 
abundance of items made it difficult to ensure that customers were getting 
the right message at the right time.

“We’d run our storewide sales, like free shipping, or a percentage discount, 
but we were concerned that if we continued to run those kind of sales 
in frequent succession that it would create buying patterns of feast and 
famine,” explained Sailrite Marketing Manager, Chris Manduka.

However, through personalization, Sailrite was able to address this problem. 
More specifically with Advanced Segment Builder, Sailrite has been able to 
deliver relevant and timely messaging for their different customer segments.

This case study explores how Sailrite segments their promotional messages 
and Win-Back campaigns, as well as expanded their post-purchase series 
for greater success.
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This message also works as a reminder for 
customers in case they’ve fallen behind on their 
project or forgotten to make time to work on it.

Post-Purchase Series 

Sailrite has an expanded post-purchase series comprised of five emails, 
including a project guide and a replenishment message, instead of the 
standard three: thank you, social connect and product recommendation 
messages. Their post-purchase series overall has great engagement rates 
with an average 45.4% open rate and 11.1% click rate.

Since the DIY spirit is at the core of Sailrite’s mission, one of the emails in 
their post-purchase series highlights popular craft projects among their 
customers. Sailrite wants to make sure that their customers are satisfied 
with their purchases and are knowledgeable on how to best use these 
items. Their website offers product videos and tutorials, which are featured 
in this message to help customers jumpstart their next project and to 
ensure that they are making the most of the items they purchased.

The other additional message in the post-purchase series is similar to a 
replenishment email, which asks if the customer needs to re-stock any  
items or forgot any products that could be essential to their current  
project.  It includes a coupon code as an incentive to refill a previously 
purchased product or buy a potentially forgotten item. The message  
also offers a dynamic product recommendation based on the item(s)  
in the customer’s initial order.

43.6%  Open Rate

11.6%  Click Rate
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Segmented Win-Back Campaigns 

Sailrite developed segmented Win-Back Campaigns for international and domestic customers. 
These examples are the second email in the series for both groups. The messages are 
very similar, but the promotions are different. Because Sailrite can’t offer free shipping 
internationally, they instead provide a deeper discount as an alternative for international 
customers. The purpose of the message is to remind the customer about their project and offer 
an incentive so that they start up again soon. The promotion is time-sensitive, which motivates 
the customer to make the purchase before it expires.

The international win-back series has higher engagement rates  
with a 30% open rate and a 3% click rate.

DOMESTIC  

21.2%  Open Rate

1.7%  Click Rate

INTERNATIONAL  

28.3%  Open Rate

2.4%  Click Rate
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Advanced Segment Builder 

Sailrite also uses Advanced Segment Builder to create targeted groups of customers and deliver 
more personalized and relevant messages. For example, they segmented their most recent 
Black Friday promotion, offering two different incentives based on purchase history.

Customers who purchased a certain sewing machine (one of their most popular items) received 
an offer related to that product. All other customers were offered a sale on the sewing machine. 
The segmented version (shown on the right) had a 35.1% open rate and a 9.4% click rate, which 
is a more than 100% higher open rate and a 500% higher click rate than the other email.

RELATED OFFER (R)  

35.1%  Open Rate

9.4%  Click Rate

SEGMENTED OFFER (L) 

16.4%  Open Rate

1.5%  Click Rate
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Data-Driven Results

With automated lifecycle marketing campaigns, Sailrite has seen an average 43% open rate and 
10% click rate. This is a 112% increase in opens and a 220% rise in clicks in comparison to 
their regular promotional emails during the same timeframe.
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