
Problem

Ideal Heating is a major domestic and commercial 
boiler manufacturer. Product is distributed 
via several national trade merchants. The end 
purchaser is an installer who will be either a 
heating engineer or qualified plumber.

The company’s existing loyalty programme, 
Installer Connect, was a manually managed 
scheme requiring considerable effort and resource 
to manage point claims, reward redemptions and 
communications. Management reporting was also 
manual and prone to inaccuracy.

The scheme was stalling with poor levels 
of member engagement, intermittent 
communications and low growth.

Assessment

After a period of consultancy with key stakeholders 
in the Ideal Heating business, MIG determined that 
the entire process could be streamlined by moving 
much of the processing, communications and 
reporting online through an outsourcing contract.

Case Study MIG provides world class outsourced loyalty scheme 
management for Ideal Heating

“The team at MIG were quickly able to assess what needed 
to be done and set about enhancing what we had created. 
They not only put in place a great solution but they go on 
proactively thinking of improvements and additions so that 
the scheme can be further exploited in future.”

James Parkinson
Marketing Director, Ideal Heating

Solution

•	 Redesign the entire loyalty process
•	 Develop a loyalty database containing all data 

associated with membership
•	 Feed back data to Ideal’s CRM system daily
•	 Data driven communications and marketing 

campaigns based on the status of each member
•	 Develop an Installer Connect member website
•	 Manage all aspects of the programme, from 

telephone support to the fulfilment of rewards 
and all ongoing communications activity

Success
(results achieved in the first four months)

•	 Number of boilers installed by members up 
35% and forecast to double during 2012

•	 Overall membership up 15%
•	 Active members increased by 40%
•	 Reduction in Ideal Heating marketing overheads 

and reallocation of internal resource
•	 Reduction in cost of communications
•	 Accurate member email and mobile data 

increased from 25% to 95% of members
•	 Streamlined Management reporting
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