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The Challenge:
Chatime is Australia’s most innovative Iced Bubble Tea franchise outlet, with over 
125 T-Breweries located across the country. The brand has achieved exponential 
growth over the last few years. Whilst they were certainly attracting new customers 
and members of their ‘Loyal-Tea’ program, they did not know how these customers 
were behaving. For example, how many had only purchased once never to return, 
what products these customers were buying, when they were purchasing etc.

As a franchise-led business, Chatime Australia were looking for a customer growth 
solution which would yield significant returns for their Franchise Partners, and also 
the broader business, whilst delivering value to their customers. They recognised that 
customer retention was key to the growth of the brand. They sought to understand 
who their customers were and how they were behaving, in order to drive loyalty and 
influence future behaviours.
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The Solution:
Working with Customology, Chatime were able to consolidate, cleanse and transform their transactional and customer data. Customology 
then conducted a Customer Growth Analysis from this data to reveal the stickiness of Chatime customers, identifying where growth was 
being driven from (new or existing customers) and what the potential growth opportunity was if customer churn was reduced.

Accurate customer 
identification is key for 
effective segmentation. 
First, Customology validated 
and standardised Chatime’s 
data, ensuring all fields were 
formatted consistently. 
Customer records which could 
lead to invalid matching were 
blacklisted (i.e. Unknown 
Customer used as first name).

Customology’s data science 
team then created a Waterfall 
Analysis. An approach which
identifies how revenue 
changed over a period of 
time through the lens of all 
customer groups, including: 
new customers, returning 
customers, grown customers, 
stable customers, declined 
customers and lost customers.

Chatime’s Loyal-Tea members 
were then segmented by 
purchasing behaviour, lifetime 
value, frequency and recency 
of transactions. This classified 
customers into distinct 
behavioural cohorts to identify 
targetable groups and how 
members transition through 
their lifecycle.

An index analysis which shows each member 
segments disposition and propensity towards 
purchasing and engagement behaviours 
was then produced. This indexing revealed 
price sensitivity, likelihood of marketing 
engagement, product preferences and other 
member purchasing patterns and behaviour. 
Customers were then segmented into 
different groups, giving Chatime a clearer 
view of how the behaviours of their customers 
has impacted the brand’s performance.

STEP 1. 
Single Customer 
Identifier

STEP 2. 
Creation of a 
Waterfall Analysis

STEP 3. 
Customer Behavioural 
Segmentation

STEP 4. 
Customer Indexing and 
Propensity Analysis
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The Impact:
The insights revealed a multi-million dollar opportunity which Chatime could 
take advantage of to increase frequency and transactional value of various 
customer and member segments. 

Customology’s data science team is implementing sophisticated marketing 
automation for Chatime. Establishing rules in a customer data platform (CDP) 
ensures Chatime’s members are receiving targeted, relevant and personalised 
emails and communications (not a ‘one size fits all’ approach). These 
communications are designed to influence existing and future behaviour.

The end result will be a higher frequency of in store visits and a higher  
transactional value. The Customer Growth Analysis has proven highly beneficial 
for Chatime, their franchise partners and customers. Customers and Loyal-Tea 
members will receive more relevant, targeted communications. Franchise  
partners will receive more foot traffic, less pressure to discount and a consistent 
‘go-to-market’ approach. Chatime benefits through happy customers and 
franchise partners - whilst building a stronger brand in the process.
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– CARLOS ANTONIUS, 
CEO CHATIME

Our customers are at 
the forefront of everything we 

do at Chatime, and working with 
Customology we have been able to 
put a structured communications 

plan in place which delivers targeted 
and relevant  messages to 

our customers.

“

“


