
Pain Points

• Slow Access to Data: To build their Red Robin Royalty program, 
the restaurant installed numerous software solutions that oper-
ated in silos. Because of this, it was a lengthy process to gather 
relevant customer data to set up a campaign and execute an 
email. For the marketing team to create a new campaign, a list of 
eligible members had to be pulled from a third party marketing 
agency -- a process that took two to three weeks. After the file 
was sent to Red Robin, the IT team then had to expend resources 
to match the file type to their transaction data.  
 
On average, it took Red Robin nearly fifty days to send out an 
email to their Royalty members. Additionally, it took close to 
another month after execution for the team to receive the data 
necessary for analysis and performance measurement. 

• Inactive Royalty Members: Red Robin had a large amount of 
registered Royalty members, however nearly half of them were 
inactive. Upon inception, the program was one of the most inno-
vative around, but data latency issues and the inability to recog-
nize customer behavior in real time resulted in them needing to 
make program changes. 

 
Solution

• Improved Time-to-Value: The ability to create and execute target-
ed offers and campaigns within the SessionM platform allows Red 
Robin to reduce offer creation time from weeks to hours. Instead 
of relying on an outside service or their IT team to pull all of the 
data together, SessionM collects customer data from disparate 
sources, matches and unifies it into one unique profile for each 
customer. With access to real-time customer information Red Rob-
in can create and manage offers and campaigns as well as see 
performance metrics that are updated automatically. 

• Integrations That Eliminate Data Silos: SessionM sits at the heart 
of the Red Robin marketing stack to fuel all channels with re-
al-time customer information. A direct integration with Salesforce 
Marketing Cloud allows SessionM to trigger customer journeys 
once a campaign has been completed, and being connected to 
Salesforce Service Cloud enables customer service agents to 
view an individual’s purchase history and loyalty data.  
 

Use Case | Red Robin

Reenergizing Royalty

Who is Red Robin? 

An American chain of casual dining 
restaurants, known for its burgers 
and bottomless steak fries. 

Founded: 

September, 1969.

HQ:

Greenwood Village, CO

# of Locations: 

More than 500! 

Fun Fact:

Red Robin was ranked No. 42 in the 
Nation’s Restaurant News Top 100 
Restaurants of 2017.

http://www.sessionm.com


Solution Cont.

    In order to map transactional data back to a customer’s 
profile, SessionM integrates with Red Robin’s point of sale 
system. This also enables Red Robin servers to look up cus-
tomer accounts at the POS, see issued offers and rewards, 
and apply an offer or reward. By breaking down data silos, 
SessionM is able to provide Red Robin customers with a 
personalized experience across all channels. 

• Reenergized Royalty Program: Red Robin is able to drive in-
cremental revenue from members and bring in new members 
with a more engaging program. No longer are they sending 
impersonal emails and messages after the moment of impact 
has passed. Instead, evergreen loyalty rules are set up to re-
ward customers as they complete specific actions, such as [x] 
points per dollar spent, which drives greater frequency and 
order size, and surprise and delight campaigns to increase 
loyalty and prevent churn.

• Innovative Offer Management: The Red Robin marketing 
team is able to create and manage offers in the SessionM 
platform, as well as view performance metrics for those offers. 
Various offer types such as percent off an item or items, 
percent off total check, or percent off a customer’s first online 
order can be deployed to use as an outcome in a campaign or 
as part of an evergreen loyalty rule.  
 
Within the SessionM platform, the Red Robin team is able to 
implement rules for each offer, set earning caps and add cre-
ative elements. The team is even able to make changes once 
the offer is live. In addition, real-time performance reporting 
metrics enable them to view the number of times offers have 
been earned at the individual and total offer levels. 


