Sincere department store revitalises customer engagement with integrated WhatsApp campaign
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As the retail landscape in Hong Kong grapples with evolving consumer habits and economic unpredictability, established department stores are increasingly compelled to embrace digital transformation to sustain and enhance their relevance. Sincere, a revered retail institution founded in 1900, exemplifies how heritage brands can successfully modernise while deeply engaging with their customer base.
In a pioneering initiative, Sincere partnered with WhatsApp business solution provider Sanuker and retail technology specialist Linkage to launch the “Sincere Crazy Sale” campaign. This campaign aimed to reconnect with dormant customers and drive footfall into physical stores by leveraging a sophisticated WhatsApp-based reactivation strategy. The campaign combined personalised digital coupons delivered via WhatsApp messaging with seamless in-store redemption through a QR code system integrated into Linkage’s POS platform.
According to David Li, marketing manager at Sincere, the initiative exceeded expectations: “We were able to reconnect with our dormant and VIP customers in an engaging and impactful way. The integration of this campaign significantly boosted store traffic and delivered results far beyond what we anticipated.” The campaign showcased an impressive 72% coupon redemption rate and a 25% click-through rate, culminating in an extraordinary 290 times return on ad spend. These results have drawn recognition from Meta, highlighting the campaign as a success story in digital retail engagement.
The strength of this initiative lies not only in utilising WhatsApp as a messaging tool but embedding it into the core retail operations. Many retailers currently run messaging campaigns in isolation, disconnected from their POS or CRM systems. This siloed approach constrains scalability, personalisation, and the ability to measure real-time consumer response. In contrast, the collaboration between Sanuker and Linkage enabled a tightly integrated system that orchestrated programmatic audience targeting, campaign automation, and performance feedback loops. This allowed WhatsApp to evolve from a simple communication channel into a robust engagement engine seamlessly linking online marketing efforts with offline sales activity.
Burton Chau, co-founder and CEO of Sanuker, explained the broader vision: “Many businesses adopt WhatsApp Business messaging but keep it separate from their internal systems. That limits scalability and leads to inefficiencies. True transformation happens when messaging is embedded into core operations – that’s what we set out to do with Linkage.” Linkage, boasting over three decades of retail systems expertise, ensured that POS, CRM data, and campaign logic stayed synchronised, enabling precise targeting by purchase history or customer tiers. Founder Clarence Chan highlighted the practical benefits: “Integrating WhatsApp into our POS platform allows retailers to segment audiences by behaviour, launch smart promotions, and track what works – without adding manual work at the store level.”
This approach aligns well with the rising emphasis on first-party data strategies, where retailers seek to cultivate direct, personalised relationships with consumers rather than relying on broad, impersonal outreach. Industry data shows WhatsApp’s open rates significantly surpass those of email or SMS, positioning it as a highly effective channel to re-activate lapsed customers and engage valuable segments swiftly.
Sanuker also offers a comprehensive WhatsApp Coupon Promotion solution, widely applicable beyond retail, including food and beverage sectors. Their omnichannel messaging platform, WOZTELL, supports automated tagging, manual and chatbot customer service, and marketing training sessions to help businesses optimise their WhatsApp campaigns. This holistic ecosystem reinforces the potential of WhatsApp as a versatile commerce and marketing tool.
Other case studies illustrate the efficacy of integrated WhatsApp campaigns. For instance, Anker Indonesia achieved engagement rates 30 times higher than traditional SMS messaging through similar integration with their systems. Retailers not only benefit from enhanced customer communication but can establish near-instant e-commerce capabilities within WhatsApp, providing customers a frictionless shopping and support experience.
Sincere’s success with the WhatsApp reactivation campaign acts as a blueprint for legacy retailers navigating the digital-first era. It demonstrates that even brands with over a century of history can harness modern technology without compromising their identity. As consumer loyalty becomes increasingly elusive, the ability to deliver personalised, timely, and measurable promotions via integrated platforms may well determine the future of bricks-and-mortar retailing in Hong Kong and beyond.
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