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Personal Customer Contact.

Winparts was the first to sell car parts on a large scale online. This
gave them a head start, which one can only maintain by actively and
properly maintaining customer contact.

Customer service was at that time primarily accessible over the phone:
Winparts saw this as the most personal form of contact. Customers
asked for transparency, efficiency, and good reachability. In order to
adapt, Winparts added live chat with the help of Mobile Service Cloud.

&) Emai “With chat you can
(X) Live Chat communicate faster, and

perhaps even more personal.”

- Marco Jacobs, Team Manager Customer Contact
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https://www.winparts.eu/?utm_source=cm.com&utm_medium=pdf&utm_campaign=winparts_customerstory

Live Chat.

Winparts sees customer service
as the front desk of their business.
An avatar was created of each
customer service representative -
it looks like the employee, but also
provides some form of anonymity.
It emphasizes the personal touch.
Customers know they are talking
to a real person.

@ WE ARE LIVE

Welcome to Winparts. What can we do for you?

‘ Mame

‘ Email*

‘ Your message

) 89% (L)98%

Press enter to send
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Increased Efficiency.

The customer service team has been able to reduce
telephone customer contact by 50% as a result of adding
live chat.

“The whole process iIs running
much more smoothly because of
the combination of data and the
use of Mobile Service Cloud. For
ourselves, but most importantly for
our customers.”

- Marco Jacobs, Team Manager Customer Contact



Customer Satisfaction From 8.5 to 9.1

“By implementing Mobile Service Cloud, we’ve beenableto
put our customers even more at the center of our business,
and that is paying off in a great way.”

- Marco Jacobs, Team Manager Customer Contact
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