
Case Study #1
Nestlé USA 

“Very Best Baby” CRM Campaign



Nestlé Infant Nutrition is committed to good nutrition for the first 1,000 days of a baby’s life. They provide infant nutrition 
formula, a World Health Organization-approved supplement for breastfeeding mothers (and an appropriate substitute for 
mothers who are unable to breastfeed). 

Nestlé wanted to create a CRM program that would help strengthen the bond between mothers and babies from the time 
of the mother’s first OB/GYN visit until the baby turned six months old. They contracted with Hallmark Loyalty, for whom 
Terry was a senior writer at the time.

As the project copywriter, Terry wrote or edited every communication in the 15-month touchpoint stream, including print 
and digital. Infant nutrition is a highly regulated industry, so Terry was required to consult with Nestlé’s medical experts to 
make sure the copy contained the correct, specific medical terminology, and also ensure that the materials would pass the 
heavy vetting from various legal teams, medical departments, and government agencies. 

The campaign included:
 - Once-a-month booklets containing helpful and relevant articles 
 - Additional print versions for consumers in South America
 - A calendar containing valuable Nestlé product coupons
 - On-hold messaging for Nestlé’s call centers
 - E-greeting baby announcements that expectant parents could send for free from the Nestlé website
 - Original music for a relaxation CD specifically created for mother and baby bonding

STRENGTHENING THE BOND BETWEEN MOTHERS AND BABIES
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Nestlé’s 15-month communication stream included:
 - Acquisition 
 - Assimilation 
 - Retention 
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Nestlé brand story in booklet stream
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Branded content in booklet stream
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Informational content relevant to baby’s development stage, included in booklet stream

The collicky baby

If your baby is between the ages of 3 weeks and 4 months and she fusses and cries for several hours, usually in the evening several 
times per week, you may be facing a problem that’s common in up to 20 percent of all healthy babies: colic. 

Granted, most babies go through fussy periods when they’re bored or tired, but colic is different. A colicky baby has periods of 
intense inconsolable crying that often aren’t soothed even by nursing. 

Although no one is quite sure what causes colic, it may be related to food allergy (especially cow’s milk protein) or gas or cramping in 
the baby’s immature digestive tract.

What can you do?

If you’re breastfeeding: 

• Keep a food diary for at least a week. Write down everything you eat and when, and also include a column to record your baby’s 
mood. Watch for any recurring patterns, such as fussing a few hours after you ate broccoli or a sauce with onions. The most common 
culprits in a mother’s diet are eggs, chocolate, broccoli, onions, citrus fruits and juices, nuts, and seafood—although any food has the 
potential to cause colic. 

• Next, avoid any suspect food for one week. If your baby’s symptoms improve, avoid that food for the next few weeks, and look to 
other dietary sources or supplements for the same nutrients. For example, eat more meat or legumes if the offending food is eggs, 
or substitute calcium-fortified tofu or a calcium supplement if you’re avoiding milk. 

If you’re formula-feeding: 

• Switching your baby to Nestlé® Carnation® Good Start® may help. Good Start is specially designed to offer complete nutrition plus 
an extra measure of comfort™. Good Start is the only formula that starts with 100 percent gentle whey protein. The proteins are 
then broken down into smaller pieces to be easy to digest in your baby’s tummy. They’re called Comfort Proteins™ and only Good 
Start has them. This makes Good Start® an ideal formula choice to bring out the very best in your baby. 
               
 
              (continued on next page)
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• If you suspect your baby is allergic to cow’s milk protein, check with your doctor about which formula to use.
• Feed baby in an upright position.
• Burp baby often.
• Be sure the hole in the nipple of baby’s bottle is the right size. You may need a bigger hole if your baby is an eager eater.
• Avoid over-feeding baby. 
• Eliminate smoking in your house and car.

Coping with Colic Symptoms

Although the strategies listed above will help in the long run, what can you do now to ease baby’s pain and make her less fussy? 
Here are a few hints:
• Try gentle, rhythmic walking or rocking. 
• Take your baby on a car ride. 
• Put a warm water bottle on your baby’s stomach or give her a nice, warm bath. 
• Try a pacifier to help soothe baby.
• Gently bicycle baby’s legs.
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Informational content relevant to baby’s development stage, included in booklet stream

Your baby’s tender tummy

You won’t find a more perfect food for your new baby during its first year of life than your own breastmilk. In addition to the ideal 
balance of nutrients it provides, breastmilk is also the easiest food source for babies to digest. 

For any number of reasons, you may choose to supplement breastfeeding with an iron-fortified infant formula or you may decide to 
rely on formula exclusively as your baby’s nutritional source for the first year. Rest assured that all iron-fortified formulas meet the 
high nutritional requirements for your baby’s needs.

Sensitivities to formula

If you choose to formula feed during the first year, your baby’s developing digestive system may not handle formula well. If your 
baby is experiencing gassiness or is more fussy than usual, you may be witnessing signs of formula intolerance. Formula intolerance 
may develop in some babies when they are exposed to the proteins contained in most routine milk-based formulas. These proteins 
may cause sensitivity in babies that can lead to fussiness and discomfort. 

Formula with proteins that are broken down to be easy to digest may decrease the chances that your baby develops these signs of 
intolerance. That’s why we make Nestlé® Carnation® Good Start® with Comfort Proteins™. It’s the only routine formula that starts 
with 100% whey protein that’s broken down into smaller pieces to be easy to digest. 

So, if you see that your baby is having problems tolerating her formula (and it’s not due to a milk allergy), you may want to talk to 
your doctor about switching formulas. If so, consider switching to Nestlé® Carnation® Good Start® which is specially designed to 
provide an extra measure of comfort. 
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Product-centric information for on-hold system
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Mother’s Day E-Greeting 
 - E-greeting sent from Nestlé to new mothers on Mother’s Day
 - Includes original music produced by Terry
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“We’re Expecting” E-greeting 
 - Newly expecting parents could send these announcements for free from the Nestlé website
 - Includes original music produced by Terry
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