
   
 
 

Watsons China Launches WeChat Work and Cloud Stores  

to Empower One-to-One Customer Service 
 

 

Watsons, the flagship health and beauty brand of A.S. Watson Group, has partnered with Tencent-

owned WeChat Work to introduce Watsons China’s WeChat Work platform and plan to first launch 

Cloud-based Stores (Cloud Stores) in Q1. Watsons China is operating 3,800 stores with over 65 million 

loyal members. The launch of WeChat Work and Cloud Stores enables Watsons China to provide 

personalised service and round-the-clock shopping experience to customers. 

 

Kulvinder Birring, CEO of Watsons China says, “Watsons China is delighted to introduce the 

WeChat Work and Cloud Stores to our customers. To retain our over 65 million loyal members as well 

as appeal to new customers, we have to be at the cutting edge of retailing, and find a way to stay close 

with them. With big data technology, these social commerce platforms add another dimension to our 

relationship with customers, enabling us to connect and interact with them, and ultimately become the 

most-loved brand of our customers.” 

 

Hau Lu, Senior Industry Director of WeChat Work says, “We’ve been working very closely with 

Watsons. Combining the advantages of both parties, we will further cooperate and jointly search for 

more business opportunities.” Looking ahead, Tencent and Watsons China will continue to stay at the 

forefront of innovation and retail technology, providing personalised service to meet customer needs in 

a unique approach.  

 

Serving Customers One-to-One 

Friendly and knowledgeable store staff play a vital role in building a close, trusting relationship between 

a retailer and its customers, but such human connection is confined to interactions within a physical 

store. The new Watsons China’s WeChat Work platform is a groundbreaking communication channel in 

which customers can add store staff as WeChat friends, who then become their personal beauty 

consultants. Customers can seek for advice from store staff at any time, from anywhere, and enjoy one-

to-one customer service. If a product is not available from a customer’s nearest branch, store staff can 

help to order the item in the Cloud Store system. Customers can also choose to have their order 

delivered through courier, “Click & Collect” or the “1-Hour Flash Delivery” service.  

 

Ellen Shen, Store Manager of Wanda Plaza Watsons Store in ZhengZhou, said, “WeChat Work 

helps us nurture a closer relationship with our customers. They can now contact us any time for 

personalised service and advice. We’re glad to be able to earn their trust and become their friends. 

Since its launch, we’ve received very positive response from customers who have added us as friends 

to enjoy this one-to-one service.”  

 

 

 



   
 
 

AI Empowers Personalised Shopping Experience 

Customer expectation is constantly increasing, and they expect now that retail brands should connect 

closely with them and truly understand their needs. Not only the products and offers, they also care 

about the overall shopping experience.  

 

A.S. Watson’s continuous investment in big data and AI technology enables store staff to better 

understand every customer they are serving, including their preferences and shopping behaviour. If a 

customer regularly buys a particular haircare product, for instance, the system will send an automatic 

reminder to the store staff to notify the customer tailor-made discounts on products we know they will 

love. The system can also alert customers when Watsons events linked to their preferences are coming 

up. This self-developed technology enables Watsons to offer highly personalised service, which 

contributes to the kind of excellence in shopping experience that discerning shoppers increasingly 

expect.   

 

To make shopping even more fun, particularly for younger customers, Watsons China has also 

introduced an AI chatbot, called “Wilson”, who is a virtual spokesperson available 24/7 via WeChat 

Work. He can provide customers with professional and personalised advice, providing an entertaining 

and useful addition to the shopping experience.  

 

Shopping Made Easy & Fast 

Watsons China plans to first launch its Cloud Stores on WeChat Work platform in Q1. Each of its 3,800 

stores will have a corresponding Cloud Store which enables customers to shop not just from their 

nearest store but also from across the entire Watsons China network, and choose the delivery service 

they prefer. The potential of this social commerce model is huge, enabling Watsons China to provide a 

highly personalised service to its over 65 million followers on social media. 

 

-Ends- 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



   
 
 
Photo Captions: 

  
Customers can choose the delivery service they want after ordering on Cloud Store  

 
By adding store staff as friend via WeChat Work, customers can enjoy 24/7 one-to-one beauty consultation 

service  

 
Customers interact with Watsons China’s virtual spokesperson, Wilson 
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About A.S. Watson Group 
Established in Hong Kong in 1841, A.S. Watson Group is the world’s largest international health and beauty 
retailer operating 15,700 stores under 12 retail brands in 25 markets, with over 140,000 employees worldwide. 
Every year, we have over 5 billion shoppers in stores and online.  
 
A.S. Watson Group is also a member of the world-renowned multinational conglomerate CK Hutchison Holdings 
Limited, which has five core businesses ‐ ports and related services, retail, infrastructure, energy and 
telecommunications in over 50 countries. 
Please visit www.aswatson.com for more in-depth information about A.S. Watson Group and its brands.  
 
 
About Watsons 
Watsons is the flagship health and beauty brand of A.S. Watson Group. Currently operating over 7,600 stores and 
more than 1,500 pharmacies in 13 Asian and European markets, Watsons provides customers with personalised 
advice on top of its wide product range, making customers LOOK GOOD, FEEL GREAT every day.  
 
Watsons operates more than 3,800 stores in over 470 cities in Mainland China, with over 65 million members. 
Watsons has built its success and reputation on delivering quality and innovation, offering enjoyable and 
‘discovery’ shopping environment, and providing  great value-for-money to its customers. 
 
 
About WeChat Work 
WeChat Work is a corporate communication and office tool created by the Tencent WeChat team. It has the same 
communication experience as WeChat, rich Office Automation applications, and the ability to connect with 

WeChat ecology. It can help companies connect internal, connect with ecological partners, and connect with 
consumers. WeChat Work provide professional collaboration, security management, and good services.  
 
At present, WeChat Work has covered more than 50 industries such as retail, education, finance, manufacturing, 
Internet, and medical care, and is continuously exporting smart solutions to various industries. 
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