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Summary



The RSPB speaks out for birds and wildlife, 
tackling the problems that threaten our 
environment. 

Arctic tern



Over a million members



Bird conservation is the core of our work. 

Yellowhammer



Dormouse



Ladybird



To protect a species, you 
need to protect the whole 
ecosystem.



Banded pita Long tailed macaque



Sumatran tiger



The RSPB speaks out 
for birds and wildlife, 
tackling the problems 
that threaten our 
environment. 

Nature is amazing –

help us keep it that way.

Red kite



RSPB Sales Ltd.

100% of profit from 
sales goes to 
conservation.

This year, delivering 
£2M profit to protecting 
birds and wildlife.



Product mix – bird food, feeders, etc



Quality homeware and gifts



Christmas cards and decorations



RSPB Sales Ltd.

Three main sales channels:

Mail order

RSPB retail shops 

Wholesale



RSPB Sales Ltd.

Team members working across channels:

Product development and management

Promotions management

Fulfilment management

Stock management & forecasting 

Customer service



Support from other RSPB teams

Information systems

Web design team

Mailing and data base analysis 

Market research



Management of 
mail order brought 
in-house:

13 February 2006



Warehouse & call centre

Stock management & 
forecasting

Product sourcing

Website set up 

Catalogue design

IS development



Feb 2006



Online orders

2005: 20% orders 
placed online

Mar to May 2006: 

34%
Mar to May 2009: 

66%



What works for us online



New site launched October 2008



Design integration with main site



Catalogue mailings drive online orders 

Average Weekly Rolling Web orders
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Online orders - 06 vs 08

Average Weekly Rolling Web orders
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Origin of online shop orders

Direct: 13%

Main RSPB site: 45%

Natural search: 19%

Email: 10%

PPC: 10%

Other: 3%

Depending upon 
the season and 

origin, 15% to 
80% of web 

orders are 
matched back to 
postal mailings.



Online marketing

In-house:

Affiliates

SEO - content 

On-shop promotions

Email send

External:

PPC

SEO - research

Ad design

Email design



RSPB shoppers



15% growth 
in active 
buyers file

27% of these 
aren’t Members



RSPB exclusive products

Sponsor a tiger



“What’s the main thing we can do to improve 
our service?”

“Nothing to improve, 
will be recommending 
your site to friends  
and relatives.”

“Everything was 
fine thanks. I was 
really impressed.”

“Found everything very 
satisfactory. My 
feathered friends are 
very happy too!!”

“Allow a standing 
order to be set up 
for bird food once a 
month.”

“I’d like to hear the 
singing birds before 
I buy them.”



Change in % of 

“Very satisfied ”
customers

Sept 2008:  58% 

Sept 2009:  82%



Areas to improve

Site usability & barriers to purchase

Affiliate marketing

SEO – benefit from main site rankings

Links with main site

RSPB social media



RSPB Community



Summary

•Develop strong supplier relationships

•Do what’s right for YOUR brand

•Focus on areas that will give best returns

•Listen to your customers, then fix it



What you can do:

Join the RSPB or give a 
gift membership.

Get a 10% discount on 
products by entering: 
ecommerce
in the online shopping 
basket. Ends 27 Oct 09.

Thank you!


