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Objective of the Study 
 

This case study aims to highlight the steps 
to be undertaken in marketing, for both 
new and existing customersfor 
“PickPocket”. PickPocket bags with the 
bohemian and trendy Indo-western looks 
have become hugely popular among the 
youngsters and women looking for 
accessories to augment their dressing by 
giving a handicraft touch.  This brandof
bagshas made its mark in the highly 
competitive marketplace, where products 
and brands lose their spark due to 
increasing competition. This case study 
examines the key question of what kind of 
a holistic marketing strategy 
PickPocket achieve the above goals
particularly digital marketing Strategy

Methodology 
This article is based on interaction with 
promoters using interview techniques 
study of trends observed over the internet
ecommerce sites. 

Introduction 
Over the last decade or so, Indians have 
become increasingly aware of the rich 
handloom heritage styles developed by 
weavers across the country. Wearing the 
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rustic handloom work in a contemporary 
way (popularly known as fusion wear) has 
become a fashion trend with most style 
icons.  

‘PickPocket’ bags are colourful, easy to 
maintain and have a price point advantage 
as they are made up of humble canvas and 
use non-fussy embroidery and accessories 
to enhance the looks. The designs are 
simple and provide uncomplicated interior 
for carrying around easily. They are 
available at several major e
Amazon, Flipkart, Snapdeal, 
Limeroad etc. to name a few
these, PickPocket retails their bags on their 
own shopping portal 
www.pickpocket.co.in. During 
three years, they have also tied up with 
large retailers like D-Mart and Shoppers 
Stop and designer stores like
Nalli’s for their other brands. 

Company Profile 
“PickPocket” is the brainchild designer 
Ambika and her experienced brother 
Amrith who make a classic combination of 
creative and operations team, mutual trust 
and respect developed since their growing 
up days. The process of understanding 
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feedback from one to one interaction and 
social media has been a constant factor 
throughout their 10 year journey. Without 
yielding to the pressures of unplanned and 
exponential growth, they have been 
conservative in taking products to the 
market with an eye on profitability, 
logistics and supply chain. They believe 
that designs should be cost effective and 
practical, yet stand out in a crowd. Their 
products are tailored as well to suit the 
requirements of consumers by classifying 
them according to age, profession and 
occasions.  Amrith, with IT background 
and consulting experience took to digital 
platforms naturally and has been 
instrumental in marketing to build 
relationships with all large e-stores. He 
believes that the best way forward is a co-
existence of e-commerce business and 
stores accessible physically. 

Findings  
It is interesting to study how “PickPocket” 
team is managing high volume business 
with a mix of in-house manufacturing and 
outsourcing. They have smartly put 
standard products like sling bags, tote bags 
and pouches on e-stores, where customers 
may not desire a touch and feel before 
buying decision. Elaborate and customised 
products like duffel bags and travel bags 
with more intricatedesigns have been 
included in their portfolio after 
pilotingwith retail customers and 
incorporating their feedback. 

Strategy  
Marketing a start-up, with a modest 
budget, requires innovative strategies to 
address cross-segmental customer 
differentiation. The start-ups show a 

dubious trend of failing in the first few 
years itself. Therefore, it is prudent to 
come up with a sustainable business model 
which will give Pickpocket ‘traction’ to 
grow and flourish.   

Strategy for future requires a multi-faceted 
approach, catering to digital B2C, B2B 
segments along with traditional retailers. 
Some of the core principles they follow are 
listed here: 

 Product strategy –Continuous 
innovations with an eye on costing and 
changing trends in fashion. 

 Product quality – Never compromise 
on raw material quality and standardise 
manufacturing methods. Quality checklists 
developed over a period of time help them 
to ensure that recurring issues are 
minimised. 

 Seasonal Promotions - New designs, 
for example, new travel bags during peak 
travel seasons, ethnic bags during festive 
season, large tote bags during sale season 
etc. 

 Know thy customer –Blend in 
traditional methods for marketing like 
meeting partners and customers personally 
to ensure trust and credit-worthiness. 

 Approach to Promotion –Extend 
visibility thru low-cost magazines and 
dailies in vernacular medium to address 
customers in tier-3 and tier-4 cities. 

 Protect product designs - Discourage 
imitation by designing in ways that 
prevent cost-effective copying, for 
example bring down the cost of 
embroidery by using a hybrid model of 
print and embroidery. 



ELK ASIA PACIFIC JOURNAL OF MARKETING AND RETAIL MANAGEMENT-SPECIAL ISSUE 
ISSN 0976-7193 (Print) ISSN 2349-2317 (Online); DOI: 10.16962/EAPJMRM/ISSN.2349-2317/2014 

 
4th International Marketing Conference Reimagining Marketing – Confluence of Creativity and Technology 

IBS- Mumbai 
 

203 
 

Keeping customers and channel partners 
abreast on new product innovations and 
process improvements creates confidence. 
As PickPocket is gearing up to take their 
business to next level, innovative 
marketing and operations management will 
be critical success factors. 

Also, it is essential to formulate a holistic 
digital marketing strategy in order to 
reduce customer acquisition cost.  
Responsiveness and flexibility in 
responding to changes in customer needs, 
the marketplace, in production, in new 
product development, in sales and 
distribution - represent the most powerful 
new sources of competitive advantage. 

Doing different things, differently 
Any sustainable business model has to be 
based on essentially two factors; 
competitive advantage based on  

 Product differentiation or cost 
leadership 

 Customer intimacy or lock-in.   

Michael Porter points out that sustainable 
competitive advantage occurs only when 
firms do different activities than 
competitors, or when firms do the same 
activities differently (in terms of 
productivity, quality & speed); there by 
creating “preservable differences”. 

Different approaches to cover all segments 
are listed here: 

1. ‘PickPocket’, with its catchy name and 
brand recognitionis targeting the, 
‘upwardly mobile, ethnic, bohemian, 
trendy, women attempting to augment her 
looks by adopting Indo-western, handicraft 

inspired, accessories’.  For this segment, 
low cost and mass products may be 
perceived to be cheap and inferior. 
Customers can be given the option of 
customising the design elements as well as 
facilities in the bag. This can be low 
volume, high margin product.  The ability 
for PickPocket to offer bespoke, 
customized and personalized bags, not 
only in terms of design (colour, material, 
patterns, art, etc.), but also in terms of 
function (size, straps & pockets placement 
etc.), may create an in-imitable product 
proposition in terms of customer 
experience and lock-in.  Here, PickPocket 
can consider its product pricing points in 
the upper range to maintain cost 
leadership. 
2. By offering bags as mass product at 
affordable rates on B2C ad B2B, the 
customers get an option of buying a 
standard look and feel and design and 
standard functional part. Because they are 
produced in bulk, cost is affordable. To 
meet higher demand, they can be 
outsourced as well. These are high volume, 
low margin kind of products. 
3. PickPocket is also selling in stores such 
as D-Mart and Shoppers Stop, where 
customers are more cost conscious, but 
may also be aspirational.  An important 
characteristic of an aspirational product is 
that, its audience at present, is unable to 
purchase it, but has a fair probability at a 
certain point in the future, being able to do 
so.  As a general rule, an aspirational 
product can command a price premium 
over a commodity brand. 1.  Therefore an 
aspirational customer, although price 
sensitive, may also perceive low cost to be 
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cheap, inferior and ultimately, un-
desirable. 
4. Another segment, which Pickpocket 
should target is the low margin - high 
volume, corporate gifting, B2B segment.  
This segment may or may not be very 
price sensitive and cost leadership strategy 
will be dependent on multiple factors such 
as customer, volumes and customization 
required. 
5.Differentiation strategies may involve an 
external focus on locking-in customer 
loyalty by adopting a ‘co-creation 
strategy’.  Prahalad and Ramaswamy, 
defined co-creation as “The joint creation 
of value by the company and the customer; 
allowing the customer to co-construct the 
product or service experience to suit their 
context.  Co-creation is a management 
initiative, which brings a company and a 
customer together, in order to jointly 
produce a mutually valued outcome.  
6.Co-Creation approach with customers –
This approach refers to joint creation of 
products and services by the company and 
customer, allowing the customer to co-
construct the product or service experience 
to suit their context.  This is a high margin 
proposition to achieve high level of 
customer satisfaction to be able to create 
something unique will bring value to both 
“PickPocket” and customer. They can tie 
up with more established and standard 
product vendors to customise and present 
customers with the option of more stylish 
bags at a premium which will bring them 
the satisfaction of participation in the 
creation process.  

‘Doing good’ and ‘doing well’ 
For today’s entrepreneurs, ‘doing good’ 
and ‘doing well’ are not mutually 
exclusive.  Differentiation by achieving 
both, is to make social benefits an integral 
part of strategy. This not only leads to a 
high ownership, and transparency in the 
corporate culture, but also give the 
customer ‘a feel good factor to experience 
satisfaction of give-back to the society’.  
Some “for profit, for purpose” initiatives 
in which PickPocket can integrate their 
solution into a social landscape, may be as 
follows: 

 Creating awareness about not using 
plastic bags, by selling eco-friendly and 
biodegradable bags made of discarded 
denim, and natural material such as jute or 
bamboo. 

 Re-purposed bags made from discarded 
military uniforms, sewn and personalized 
by army spouses. 

 Providing sewing machines to rural 
women to produce PickPocket school bags 
and donating a percentage of these bags to 
students of the same village. 

 Using and buying raw material provided 
directly bylocal artisans to promote them. 

 
Why Digital Marketing  
 

 Ubiquity (available everywhere and 
anytime): Marketplace removed from 
temporal, geographic locations to become 
“marketspace” 

 Global reach: Marketspace includes, 
potentially, billions of consumers and 
millions of businesses worldwide 

 Richness: Supports video, audio, and 
text messages 
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 Interactivity and responsiveness: 
Consumer becomes co-participant in 
process of buying goods or services 
leading to greater price/cost transparency 

 Customization: Products and services 
can be customized to individual 
preferences 

 Higher Conversion rates and 
substantial decrease in cost per lead: 
Social technology,  SEO, social media 
marketing and Email marketing leading to 
a higher percentage of viewers who get 
converted into leads and then customers.  

 Access to ‘Apps’:  Decrease in costs of 
smartphones and internet, increase of 
bandwidth (4G, 5G), and increase in 
smartphone processing speed and 
resolution has increased mobile phone 
penetration and app based digital 
marketing. 
In India, 337.0 million people, or more 
than a quarter of the population, will use a 
smartphone in 2018, according to 
eMarketer's latest forecast. The number of 
smartphone users in India will grow by 
close to 16% this year —the highest 
growth rate of any country in the world 
broken out by eMarketer. So, when the 
customer is becoming increasingly digital 
savvy, the best way to reach them is thru 
digital media. 

Digital Marketing Techniques and 
Tactics 
Digital Marketing usually use broad, buyer 
behaviour based customer profiles as 
guides to find new customers.  For 
example, Facebook allows sellers to drill 
down to customers data based on focused, 
specific and highly targeted demographics 
such as interests, likes and dislikes, job 

titles, place of residence, schooling etc. By 
analysing this customer data and isolating 
defining characteristics and behaviours of 
high-value past customers, and then 
matching them with “lookalikes,” (that is, 
new site visitors that resemble the previous 
high-value customers and are therefore 
more likely to make a purchase), Facebook 
enables targeted, contextual advertising.  
This can include pop-ups, headlines, and 
visual combinations of campaign variables 
for conversion of these customers, not only 
on Facebook, but through other digital 
channels (social media, search 
optimization, email or SMS). 

Effectively implementing the following 
digital marketing strategies and reaching 
existing and potential customers requires 
clear strategy which will create a highly 
synergistic effect, and help Pickpocket 
stand out from the crowd.  

Website - as an epicentre of Internet 
Marketing 
The objective of internet marketing efforts 
is likely to be your company's website. 
The number of individuals who are 
accessing the internet via their smart 
phones is skyrocketing. This means one 
need to consider; 
 The look and feel of website on a smart 
phone  
 How to leverage general social media 
(Facebook, Twitter) and location-based 
social networking (Nearbuy, Justdial) to 
reach customers when they are actively 
seeking information regarding goods or 
services. 
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 Build features to allow customers to do 
customisation and preview the look before 
actually ordering. 
 
Analysis and monitoring of Internet usage 
patterns will show the demographic and 
behavioural trends so that customers can 
be segmented and targeted precisely.  For 
example, online shopping patterns and 
preferences of customers of ‘Pickpocket’ 
will indicate the trends of which products 
of website are popular and which are slow 
moving products. Well designed websites 
provide features which make it easier for 
customer to navigate and compare 
products.  
Capturing as much information as you can 
about each visitor is extremely important 
although it is debatable whether customers 
should be allowed to browse 
anonymously. Each time visitors access 
your site, information about their visits can 
be saved. 
Web statistics which indicate a number of 
marketing relevant indicators for 
‘Pickpocket’ to capture and analyse can 
be:  

 Penetration of unique visitors  
 Conversion of unique visitors to take a 
desired action like purchasing online or 
subscribing to email/ newsletter etc.  
 Connection to show number of products 
being sold from external partner websites 
to own site. 
 Clicks to checkout – to show the 
average cycle time of product selection 
and final buyout. 
 
Social media marketing 
Currently there are more than 2.4 billion 
people on social media, such as Facebook, 

Pinterest, Instagram and Twitter, so it is 
absolutely necessary to incorporate this 
channel into a digital marketing strategy.  
Effective social media strategy can lead to 
a significant increase in web traffic, build a 
loyal customer base, and significantly 
increase lead generation in improve search 
ranking.  

Currently, ‘PickPocket’ visibility on the 
social media is low and needs to improve 
to get the following benefits. 

 Ambika as a designer needs to make her 
presence felt and build her reputation by 
writing blogs. She needs to express herself 
with respect to the fashion trends and 
accordingly present her products in line 
with the scenarios. 

 New designs can be showcased on 
Facebook, Instagram and Pinterest to 
generate interest for customers. 

 Customer testimonials speak louder 
than any other mode and they need to be 
showcased. 

 This will help to establish ‘PickPocket’ 
as a brand independent of the platform on 
which it can be bought from.  

 Higher visibility will lead to higher sale 

Email Marketing 

Email marketing is an essential, and one of 
the most cost-efficient digital marketing 
strategies. In a recent survey conducted by 
Demand Metric Association (DMA), it 
was found that email marketing ROI was 
four times higher than the other marketing 
channels, such as paid search, direct mail, 
and social media. 
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Strategic email marketing aims to improve 
customer retention, improve buyer trust, 
and increase conversion rates. With email, 
it’s simple to showcase products and reach 
customers right where they are. Email 
marketing effectiveness is summarised by 
following statistics. 

 Email is 40 times more effective at 
acquiring new customers than Facebook 
or Twitter. (McKinsey) 

 72% people prefer to receive 
promotional content through email, 
compared to 17% who prefer social 
media. (MarketingSherpa) 

 Email marketing drives more 
conversions than any other marketing 
channel, including search and social. 
(Monetate) 

 Email is 40 times more effective at 
acquiring new customers than Facebook 
or Twitter. (McKinsey)  

Pickpocket can do strategic marketing to 
target customers according to customer 
segment to improve buyer trust and 
increase conversion of first time buyers. 
Email provides a simple way to showcase 
products and reach customers with ease. 
Emails allow the flexibility to include 
large information to be organised and 
shared with customers. 

As a retail marketer in ecommerce 
business, connect with the customers is 
mostly digital. Pickpocket should send 
information about new products and also 
timely service emails at each stage of order 
processing, for example abandoned 
shopping cart emails. 

To start with, PickPocket team can gather 
the information about client preferences 
and their special days for premium 
customers and accordingly personalise the 
emails sent to them. Making customers 
feel special on their important dates wins 
their loyalty (maybe some discounts can be 
offered). Also, the dependency on 
personnel to understand customer 
preferences reduces if the data is captured 
and analysed. 

Search Engine Marketing (SEM) 

SEM tactics help attract visitors to 
websites. Some of these methods, like 
Search Engine Optimization (SEO) use 
keywords to help websites to get ranked 
higher in search engines. 

There are competitor websites selling 
similar products. SEO will help 
PickPocket to help the PickPocket website 
to come up on top when potential 
customers search for keywords relevant to 
bags. Apart from increasing traffic, it also 
helps to build confidence in the brand as 
customers are impressed with the 
reputation of a company which appears 
higher in search results. 

Content marketing  

Content marketing can be in the form of 
blogs, infographics, videos, podcasts, 
public forums and social media groups.  
These content marketing channels, 
individually or in conjunction with each 
other, can lead to a significant increase in 
brand exposure, recall and inbound traffic. 
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As an added bonus, content marketing 
supports SEO and SMO efforts. You will 
have more content for your website’s blog, 
and social media postings. 

Paid Advertising 

Paid Advertising is the technique of using 
search engine advertising, such as Google 
AdWords, to create custom, targeted ads to 
bring ‘sales ready’ visitors to a website.   
Most online ads are either Pay-Per-Click 
(PPC) – charged every time a viewer 
clicks on the ad that links to company 
website, or Cost-Per-Thousand (CPM), – 
charged on ad displayed in blocks of 
1,000, irrespective of whether the 
customer clicks or not. 

PickPocket needs to finalise the medium 
through which they can use this optimally 
so that the product can be advertised 
irrespective of the eCommerce site on 
which the product is available for selling. 
Some of the benefits PickPocket should be 
looking for are: 

 Immediate visibility and traffic for the 
brand, making it complement the SEO 
strategy 
 More qualified and measurable leads as 
PickPocket team can measure the number 
of clicks, cost per click and how much of 
sales are generated by these. 
 Improved and more respected brand 
recognition at budget friendly cost 
 Easy hits for people searching for 
products locally 

 

 

Influencer (Affiliate) Marketing 

Influencer marketing is an inexpensive and 
a highly effective digital marketing 
strategy to increase brand recognition and 
recall.  This involves using social media 
influencers or affiliates that can lend their 
authenticity to evangelize products and 
brands.   

Here are some tips for PickPocket team to 
adopt the practices. 

 Third party micro-influencer services 
(Eg. Jumpstart) can be hired as most 
customers have become immune to 
traditional marketing channels. 
 Customers are found to be lazy to put in 
positive ratings and generally bulk of 
negative ratings land up on the social 
media. Influencer marketing will help to 
create a good balance of rational ratings.  
 Customers tend to build higher trust 
levels because of the authenticity of 
influencers. 

Guest posting  

Guest posting is a combination of 
Influencer Marketing and Content 
Marketing.  This technique involves an 
influencer, writing website content for 
other websites in exchange for a link back 
to his/her own website. Pickpocket can use 
this technique with the brands with which 
they can complement their product lines. 
For example, with an ethnic apparel range 
or shoes brand. 
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Retargeted Advertising 

Retargeted Advertising involves 
displaying relevant ads to repeat website 
visitors.  Effective retargeting, can convert 
existing visitors, who have previously 
expressed interest in company’s products 
or services, to viable leads and paying 
customers.  

In case of products like bags, retargeting is 
important as due to the number of different 
brands available, customer needs to be 
reminded before acquisition.  

Conclusion 
PickPocket team needs to implement a 
digital marketing strategy to blend in with 
their competitive marketing approach for 
their B2B and traditional retailer segment. 
PickPocket leads should look at these 
approaches pragmatically and choose the 
options in a phased manner according to 
the budget and time suitability. The key 
objective should be to identify new target 
markets, increase revenue, maintain 
quality and innovate continuously to 
improve market position.  
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In recent times, there has been a paradigm shift to ‘online’, making digital marketing an 
imperative component of any strategy.  The importance of digital marketing is not only for 
marketers, but also for the customer.  Apart from being cost effective as compared to 
traditional methods by far, the following are some key drivers of online marketing. 
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