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LG Household and Healthcare’ Cosmetic Brand, OHUI CRM
Strategy Case

Wansoo Lee*
Wonmoo Hur**

Abstract

LG Household & Healthcare has achieved its goals of revenue growth and customer loyalty
increase by applying new CRM strategy of OHUI brand, which is ranked in the middle of
department store cosmetic channel. OHUI has set up detailed CRM strategy in order to solve AS-Is
issues found by systematical review, First, OHUI has gained critical mass and increased custormer
loyalty by developing customized loyalty program. OHUI also simplified customer types in order for
employees to identify the customer type and apply the incentive program. As a result, the company
has maximized the power of execution of its new strategy. Finally, OHUI has stabilized CRM by
sharing best practice and implementing KPI. Throughout a series of CRM initiatives, OHUI has
marked outstanding revenue growth and market share comparing to its competitors.

Keywords: Brand OHUI, CRM, customer relationship strategy, KPI

*  Professor, School of Business, Yonsei University
** LG Economic Research Institute, Doctoral Candidate, School of Business, Yonsei University
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