
THE COMPANY: HOURGLASS COSMETICS 
Headquartered in Venice, CA, Hourglass is a cruelty-free luxury 
beauty cosmetics company that was started in 2004 by its founder and 
CEO, Carisa James. In 2017, the company was acquired by Unilever, 
adding to Unilever’s portfolio of Prestige brands. Today, the company 
employs 280 people around the world, operates under six legal entities, 
and performs half of their business in the United States and half 
internationally. Its products are sold in over 1,000 stores worldwide 
including Sephora, Ulta Beauty, Nordstrom, Bergdorf Goodman, and 
more. Hourglass also has an online retail website.

THE CHALLENGE:
With a very complicated business model, Hourglass 
deals directly with its many customers, 
suppliers and manufacturers, 
whenever feasible. The company has 
more than 30 suppliers and purchases 
almost 8,000 separate items required 
to make over 450 SKUs. After being 
acquired by Unilever which was running 
SAP, the company had very aggressive 
growth plans, but needed a better system 
to support this plan. They had been using an 
outdated accounting system by Sage as well as a buggy 
WMS system. All intercompany accounting for the six 
legal entities, dealing in 16 currencies, had to be performed 
outside their systems with a finance staff of four.

MEET LUCREZIA BICKERTON
The Controller at Hourglass is Lucrezia Bickerton. Joining Hourglass in 
2015, Lucrezia earned her undergraduate degree from State University 
of New York College at Plattsburgh and MBA from the University of 
Southern California. She agreed to sit down with GSI staff to share her 
positive experience in implementing NetSuite with the guidance of the 
GSI NetSuite Team.



GSI: How did the relationship begin and how has it evolved in 
the time we’ve been partners?

Lucrezia: After the initial implementation, we went through 
a period of time where we were in maintenance mode, but 
now we’re trying to use NetSuite more the way it’s meant to be 
used.  We want to take advantage of their bells and whistles. 
But before we actually do this the GSI team is there to help 
us decide if they work for us? I like having that help going 
through the new releases as they come out. That’s been great. 

GSI: How has the GSI NetSuite 
team helped you to evolve your 
understanding of how an ERP can 
work and where it can evolve your 
business processes beyond out-of-the-
box functionality? 

Lucrezia: After deployment we 
had some issues come up that I 
thought we were going to need 
some specialized programming or 
customization. GSI was basically 
able to say, ‘Hey, there is this new 
way of doing things that may allow 
us to bypass doing any sort of 

customization.’ It has also outdated some of the customization 
that we have done so that allows us to then do it better. 

We go through the new NetSuite releases and go through how 
these things can help us, but when we’re trying to set up new 
processes, we’ll go back to GSI, and they will let us know of 
additional ways of doing it native to NetSuite, that allow us to 
be more efficient.

One of the things that’s great is that GSI is really responsive. I 



send them an email, and they get back to me the same day or within a 
couple of hours. They get people working on whatever issues we have.

GSI: Is there a specific situation where having NetSuite and GSI meant 
you solved a problem that you wouldn’t have been able to otherwise on 
your own?

Lucrezia: We set up cross-subsidiary fulfillments in the system and 
there was a manual component to it.  At the beginning, we weren’t 
able to set up something that flowed. GSI showed us a better way of 
doing that and we’re starting to implement.  This will allow us to record 
transactions automatically without any manual intervention.

We’re looking to do better cash applications to receivables. We want to 
work on getting something that allows us to reconcile. We’re working 
on that, as well as making sure that we’re doing as much reporting and 
integration with our banks as possible for that. We’re constantly trying 
to figure out better ways of doing our sales order process, and item 
fulfillments, and streamlining that. We use the Pasco or our warehouse 
management system. Integrating that and looking for better ways of 
doing that.

GSI: The cosmetics industry is always changing. New and fresh is a major 
component of staying relative in the industry right? What are you doing 

as a finance 
department 
at an industry 
leading 
company to 
stay on top of 
that constant 
change with 
NetSuite and 
GSI?
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Lucrezia: I would say on eCommerce, trying to streamline selling 
to the consumer, as well as, a big part of it is our returns process. As 
more and more sales are happening online in the industry, consumers 
are returning product at a higher rate, or want exchanges. We wanted 
to be able to do those in a streamlined way. I think our process right 
now is good, but we are working on a better consumer experience for 
returns of product and exchanges.

I’m very detailed into the system. I’m not the programmer, but I’m 
the daily user that thinks about how to make the processes better. 
That’s where my focus is, it’s more on internal processes being in an 
accounting role.

We’ve been working with GSI for three years now, and even when we 
weren’t working on active projects, GSI would touch base with us, talk 
about new things that were going on to help us, guide us in better use 
of the system being more efficient. 

It’s been great to have that guidance, as opposed to just coming back 
with an issue, and then trying to get a resolution.” 


