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When behavior matches 
strategy, this leads to
sustainable business growth.
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The evolution 
of luxury clients
profiles – ways of shopping – expectations 

The 7 patterns that define today’s 
Luxury Clients:

1. Young 

2. Phy-gital

3. Diverse 

4. Responsible

5. Open

6. Chinese

7. Emotional

4



The evolution of luxury clients

Source: Bain & Company, Luxury Insights, Deloitte 2019-2020

Young:
Gen Y and Gen Z continue to grow and
account for 40% of the luxury retail
market with disruptive consumer trends.
They see themselves as critical role
players in driving the creativity of brands
and the conversations around their
products. They expect brands to truly
connect, recognize their individuality,
and engage emotionally with them.

The 7 patterns that define today Luxury Clients

Phy-gital:
The online channel now accounts for
12% of the market, with clients
increasingly influenced and enabled
by digital channels, including in their
physical purchases. Globally, 75% of
luxury transactions are influenced by the
online channel, and 20% to 25% of
purchases are digitally enabled. Off-price
and airport channels continue also to
outperform.

Diverse (in spending power and
purchasing drivers):
• An increasing number of ultra high-

net-worth individuals, who look for
“what money cannot buy.”

• A new base of emerging luxury
clients, who look for “entry-to-luxury”
products that are not just “mini”
versions of core luxury products, but
innovative products flourishing with
stylistic content in their own right.

Responsible:
Social and sustainable commitments
are the critical client priorities. 57% of
consumers are more likely to buy from or
boycott a brand because of its stance on
a social or political issue. Corporate and
social responsibility shall evolve from
being a “must-have” to being a lever to
truly transform the business.
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Source: Bain & Company, Luxury Insights, Deloitte 2019-2020

Chinese:
Chinese consumers account for more
than 35% of the global market (2019)
and will reach over 45% in 2025. They
shop predominantly abroad, but the
proportion of spending at home is
raising.

Open:
Clients are receptive to new value
propositions and business models that
challenge the rules of the game.

Emotional:
Clients have changed their mindset from
« buying » to « being ». Beyond products,
experiences and ideas, feelings and
emotions are the important ingredient
to deliver value to post aspirational
clients: How do luxury brands truly make
their clients feel ?
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In this context, the role of the 
store needs to evolve from 
being a simple point of 
transaction to a true 
touchpoint of client 
engagement.
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OKTAVE’s vision 
for luxury store 
team performance
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Relational engagement
Is the cornerstone strategy of high performing teams

The profile of luxury clients, along with their ways of
shopping and expectations continue to change dramatically.

At OKTAVE, we believe that the in-store experience can no
longer be about creating an environment of transactional
shopping. We believe that stores must be places of
relational engagement to develop sustainable high
performance.

The way we support this transformation is by acting as an
accelerator of in-store behavior transformation for Store
Leaders and Clients Advisors, developing inspiring and
practical enablers of behavioral change.
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Insights on OKTAVE’S relational 
engagement transformation 
approach.
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Relational Engagement’s primary goal is the formation,
establishment, and maintenance of authentic long-term
oriented relationships for sustainable and profitable
outcomes.

For Client Advisors, the relational engagement approach
is expressed through relationship engagement; for Store
Leaders, it is expressed through transformational
leadership.



From transactional management to transformational
leadership.

Transactional management focuses on the role of
supervision, organization, and reporting. They are concerned
about the status quo and day-to-day progress towards short
term objectives. On the other hand, transformational
leadership enhances motivation and relational engagement
of the team by directing their behavior towards a shared
vision and sustainable performance.

To enable transformational leadership, Store Leaders shall
engage their team through inspiring and impactful
leadership rituals, mobilizing their team to deliver greater
results.
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From transactional selling to relationship engagement.

Transactional selling is about making a sale quickly by
focusing on answering the client’s product requests. On the
other hand, relational engagement is about establishing a
privileged relationship by connecting with a client on a
personal level and developing a level of trust that result in
client delight and positive impressions to drive word of
mouth endorsement, a desire to purchase and a door
opener for future relationship developments.

To enable relationship engagement, Client Advisors shall
develop their emotional and social intelligence skills and
work on their intentions.
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OKTAVE’s 
relational 
engagement 
model for high 
performing 
teams
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From transactional 
management to 

transformational 
leadership

From transactional 
selling to 

relationships 
engagement

By conducting 
leadership 

store rituals with 
the team

By using the power 
of connection and 

trust

Memorable 
in-store Client 

Experience

ENABLING 
LEADERS

HIGHLY 
ENGAGED TEAM

DELIGHTED & 
LOYAL CLIENTS

MAXIMIZED & 
SUSTAINABLE 

PERFORMANCE

• Voice of the Team
• Team Loyalty
• Team Energy

• Voice of the Client 
(NPS)
• Number of 
Ambassadors
• Client return 
frequency
• Time spent in 
store

• Commercial 
metrics
• Sales revenue
• Conversion rate
• Cross selling 
• Existing client 
contribution

OKTAVE virtuoso relational 
engagement model

A synchronized strategy to enable Store Leaders 
and Client Advisors’ relational engagement
for high performance.
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Behavior change 
implementation 
framework
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Behavior change implementation 
framework

• Store culture and 
driving principles.

• Behavior 
transformation of  
Store Leaders and 
Client Advisors from 
transactional to 
relational 
engagement.

VISION

For Store Leaders
• Transformational 
leadership.
• Leading by rituals.

For Client Advisors
• Relationships 
engagement.
• Emotional and social 
intelligence.

SKILLS

KPI structure and 
rewards  with integrated 
relational behavioral 
measurements:

Transactional KPI
• Sales Revenue
• Conversion Rate
• Cross Selling
• Existing Client 

contribution
• Mystery Shopping

Relational KPI
• Voice of The team
• Team Turnover
• Voice of the Client 
(NPS)
• Number of 
Ambassadors
• Client Return 
Frequency
• Time Spent in store
• Prospect Acquisition

INCENTIVES & 
REWARDS

• Strategic priority for 
the organization.

• Strong 
communication and 
support of top 
management.

• Buy-in of the strategy 
by all managers.

• Internal follow-up of 
progress and 
celebration of 
achievements.

• Timeframe of 9 to 24 
months.

• Behavioral Trainers & 
Coaches.

• Digital resources.

RESSOURCES

• Roadmap design.
• Project kick off with 

main sponsors.
• On-boarding of all 

stakeholders.
• Synchronized 
learning journey for 
Store Leaders and Client 
Advisors.
• Measure of progress 
and follow-up.
• Adjustment if 
necessary.

ACTION PLAN

SUSTAINABLE 
CHANGE
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OKTAVE 
education 
programs
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Program for Store Leaders

17

Our Maestro program

This program enables Store Leaders to change their behaviors and mindset 
from transactional management to transformational leaderships by 

conducting 7 powerful team rituals to maximize the level of engagement and 
store performance. 

Our Promise
Become the Greatest store Conductor

7 Rituals of successful luxury
store leaders



Our Maestro program

This program enables Client Advisors to change their behaviors and mindset 
from transactional selling to relationships engagement by developing their 

skills of connection and trust and create delighted and loyal Clients.
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Our Promise
Become the Artists of Relationships engagement

The Artists
of relationship engagement

8 notes for successful luxury Client Advisors

Program for Client Advisors



About OKTAVE

OKTAVE is the leading agency in global luxury retail team performance
acceleration.

We transform in-store behavior through a 360° approach; we design great
education, consultancy and digital solutions.

We partner with brands who truly believe in the power of their retail teams.

frederik@oktaveforyou.com
matthieu@oktaveforyou.com
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www.oktaveforyou.com
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