
While rapid growth is a good thing for retail businesses, it is not without its 
complexities. When Easylife – one of the UK’s largest catalogue retailers for more 
than 25 years – decided to develop its ecommerce capabilities, the company  
knew it needed significant support to secure its multi-channel future.

Easylife powers multi-channel growth with Sanderson software

Easylife

At a glance

•  Leading catalogue and online retailer of 

home, garden and lifestyle products

• 2.5 million customer database

• 7,500 products

• 50,000 catalogues a week

• 900,000 parcels a year

Challenges
 
•  Experiencing rapid growth year on year

•  Relying on disparate systems – no integrated solution

• Improving order delivery times

• Enhancing customer service

•  Heavily reliant on third party suppliers for both  

its contact centre and fulfilment

• Integrating new wholesale business

Sanderson Solution
 
• Priam multi-channel system

• Fully integrated responsive ecommerce platform 

• Call centre scripting for order taking 

• Fully hosted solution

Step forward Sanderson. 

The Sanderson multi-channel system has been 

instrumental in enabling Easylife’s continued 

expansion over the past four years, gradually rolling 

out new functionality to optimise every aspect of its 

retail organisation.

From initially redesigning Easylife’s ecommerce 

offering, Sanderson now supports the complete 

Easylife infrastructure – from pick, pack and despatch 

to customer service enquiries – enabling the company  

to increase revenue by 151% in three years.

 sanderson.com
The digital backbone of the connected retailer
connecting every part of your business to your customers

The volume of website traffic has doubled and the  
number of online orders placed has grown by 228%.



From mail order to multi-channel

As one of the UK’s leading catalogue retailers, 

Easylife handles a huge volume of mail order 

purchases, producing catalogues for distribution 

through Britain’s biggest newspapers including the 

Daily Express, Daily Mail and Daily Mirror, along with 

the Radio Times. 

It delivers more than 900,000 parcels a year to its 

2.5 million-strong customer database, sending out 

50,000 catalogues each week promoting its 7,500 

products. 

The majority of customer orders are placed over the 

phone through their call centre network, however, 

online ordering has taken off significantly over the 

past 2-3 years. During this time, the volume of 

website traffic has doubled, while the number of 

online orders placed has grown by 228%.

“As a fast-growing business, we needed to invest 

in the technology that could enhance our online 

capabilities, and also other areas of the business 

that could potentially hold us back,” advised Arun 

Mundle, Managing Director at Easylife Group Limited. 

“We needed a technology partner that could 

collaborate with us and drive our company forward.” 

A roadmap for business growth

As a family-run business, Easylife has a lean 

operational structure, and therefore needed to 

work with a technology partner that could act as a 

business consultant, in addition to implementing new 

software.

With a specialism in multi-channel retail markets 

in the UK and Ireland, Sanderson was a natural fit 

for their business needs. Easylife first purchased 

the Priam solution – which has integrated ERP, 

ecommerce, mcommerce and CRM capabilities  

back in 2013.

“Although we started modestly, we knew 

we needed a system that could roll out new 

functionality as our business kept growing,” 

Arun remarked. 

The digital backbone of the connected retailer
connecting every part of your business to your customers

Easylife has benefitted from the integrated functionality and 
scalable capabilities of Priam, which has increased total order 
volumes by 251% in three years.

Benefits
 
•  251% increase in order volume 

•  151% increase in business revenue

•  Website visitors doubled over 3 years

•  Improved customer service levels 

•  Faster order to despatch times and same day 

despatch capabilities

•  Increased order accuracy and improved  

delivery options

•  Integrated sales order processing across  

all sales channels

•  Clearer single view of operations with ‘single  

version of the truth’



The ecommerce revolution 

The first operational area to go live was Easylife’s 

rapidly expanding ecommerce business. After 

implementing the new ecommerce platform and 

content management system, Sanderson expanded 

Easylife’s online offering by developing a mobile 

website, along with white label versions of the main 

website for reader promotions run through national 

newspapers and magazines. 

While this provided Easylife with a much-needed 

launchpad for growth in the digital space, the retailer 

was initially operating 10 different mobile and desktop 

sites. Recognising the need for an online platform 

that can be managed and updated with greater ease, 

Sanderson has recently replaced all of the multiple 

sites with a new single responsive Easylife website.

Not only that, the Priam software integrates with 

an online personalisation engine, so that Easylife’s 

website is able to tailor offers based on online 

shoppers’ previous purchasing history, and the 

content they are browsing. “We are building an 

online experience that can adapt to how our 

customers want to shop – not the other way 

around,” added Arun. 

The website user experience will 
evolve intelligently based on how our 
customers are shopping, to ensure that 
they are seeing the most relevant  
offers for the products they want to buy.

Customer-centric service capabilities 

Although a valuable new revenue source, the 

growth of Easylife’s online channel has brought new 

complexities when managing customer relationships. 

One of the most radical changes is the demands 

placed on Easylife’s contact centres; not only have call 

volumes increased by 258% as transaction volumes 

have risen, but customer service personnel are having 

to deal with telephone enquiries from shoppers that 

have also made purchases through the web. 

To enable a holistic experience, Easylife is leveraging 

the system’s single view capabilities to gain complete 

visibility of both customer activity and inventory. 

Front-line staff have access to a full history of 

customers’ web and phone orders when handling 

queries and they can map demand to real-time  

stock availability.

From the customer’s perspective, this real-time 

inventory data is also incredibly useful. They can view 

how many items are currently in-stock when they 

visit Easylife’s website, and track their order through 

to delivery once it has been placed. 

This also benefits the retailer, as customers are 

less likely to phone Easylife’s contact centre for an 

update on their order – leaving staff free to focus on 

processing new orders. 

Multiple channels, one voice

To further enhance Easylife’s consistent approach 

to customer service, the company has rolled out 

the call centre scripting tool. This creates a series of 

prompts and answers for the company’s 100+ contact 

centre staff to follow when they are interacting with a 

customer, to resolve enquiries quickly and successfully. 

Equally, set scripts can be defined to promote 

Easylife’s latest marketing offers and incentives. 

“It’s reassuring to know that whoever the customer 

is and whatever their query, our contact centre staff 

can meet their needs in a consistent way, to ensure 

quality control,” commented Arun. 

Taking greater operational control 

When Easylife decided to take its warehouse 

management in-house last year, Priam technology was 

instrumental in successfully giving the retailer greater 

efficiency and control over its stock and despatch 

processes. 

Using the Sanderson multi-channel system, Easylife 

has built an entire pick, pack and despatch operation 

from scratch, and is currently despatching more  

than 5,000 orders per day from the company’s  

200,000 sq ft warehouse in Sittingbourne, Kent.  

   

Gaining greater operational control has enabled 

Easylife to explore new revenue-driving opportunities. 

Last year the company also purchased a wholesaling 

business. With this acquisition, Easylife has expanded 

its product offering at the same time as developing 

a B2B operation. The company is benefiting from the 

truly multi-channel capabilities of the Priam system, 

leveraging its single technology platform to support 

both B2C and B2B operations simultaneously.

Easylife is leveraging the system’s single view 
capabilities to gain complete visibility of customer 
activity, order history and inventory levels.



A scalable solution for rapid growth

Today, Easylife’s use of the Sanderson solution has 

grown almost beyond recognition. From its initial 

investment the retailer now has over 200 users, 

making Easylife one of the largest single Priam 

system users. 

More than that, Sanderson now supports every 

aspect of the Easylife business – from warehouse 

management and pick, pack and despatch, to CRM 

and contact management, multi-channel order 

processing, reporting and database marketing. 

By looking at the long-term needs of their business, 

Easylife has benefitted from the integrated 

functionality and scalable capabilities of Priam 

to ease the growing pains associated with rapid 

expansion. This has enabled the company to increase 

total order volumes by 251% in three years. 

And there’s more to come; Easylife and Sanderson are 

working together to enhance inventory management 

and forecasting, and there are additional business 

intelligence tools that can be rolled out to identify  

new opportunities for further growth. 
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Telephone: 0333 123 1400 • Email: info@sanderson.com

Sanderson House, Manor Rd, Coventry, West Midlands CV1 2GF

The digital backbone of the connected retailer
connecting every part of your business to your customers

The website user experience will evolve intelligently, based on how our 
customers shop, ensuring they see offers tailored to their preferences.


