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did it in challenging circumstances. According 

to our latest Customer Experience Trends 

Report, 37% had to lay off staff. At the same 

time, retailers saw a skyrocketing increase in 

customer engagement–up 38%, more than any 

other industry surveyed. The implication is 

clear: managing CX through major shifts in 

consumer behavior is tough. But when 

shoppers can easily take their business 

elsewhere with just one click, it’s essential to 

have a customer-centric strategy at every 

touchpoint along the journey.

The most innovative large-scale retailers are 

tackling the challenge head on. They’re 

leaning into the momentum of  the new digital-

first retailing environment. And it’s not just 

big-box stores:  luxury retailers who used to 

focus solely on 1:1 in-person experiences are 

now seriously looking to technology to bring 

their clienteling strategy to life in the digital 

world. Customer experience is the north star 

for retailers today. In the online world, that 

means providing a consistent, personalized, 

and frictionless experience across channels.

This guide explores 6 best practices for 
retailers to create winning customer 
experiences. Read on to learn the secrets  
to CX success.

Leading retailers are putting 
customer service in the driver’s seat

Retailers have experienced extreme volatility 

in the past few years. When people were wary 

of shopping in person, they took to the internet 

and started trying new brands. As the 

pandemic wore on, shoppers started returning 

to stores, but they still wanted to shop in a 

hybrid way. Retailers that adapted quickly to 

omnichannel commerce saw big benefits, 

because omnichannel shoppers are more 

profitable than those who only purchase in-

store or online. 

Leading retailers are bridging the gaps across 

channels to deliver consistently great CX, no 

matter where their customers are. And they 
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01Spotlight 
on CX

Retailers are competing on the quality of their 

customer experiences to win in a highly 

saturated market filled with disruptors. It’s no 

longer enough to just have great products. 

Winning brands are doubling down on 

investments in CX to keep existing customers 

and acquire new ones. 

In the past few years, CX in retail moved 

mostly online, with leading retailers offering 

contactless pickup, streamlining returns, 

amping up ecommerce, and more. But while 

fewer people were shopping in person, the 

importance of providing personalized service 

has remained constant. Customers still expect 

quick, easy, and personalized service on the 

channel of their choice, and they’re willing to 

shop elsewhere if they don’t get it. In fact, 

according to our latest Customer Experience 

Trends Report, 60% of people say they now 

have higher expectations of customer service 

than they did before the pandemic. Customers 

want you to know who they are, what they 

care about, and even their shopping 

preferences when they contact you. They 

expect you to resolve their problems quickly, 

and to be treated with empathy. 

Technology is an invaluable tool for boosting 

the capacity of your team. Having a complete 

view of your customers is a critical piece of 

that puzzle. Whether customers stop in to shop 

or contact you via social media or the web, you 

need to make sure your team can find the 

customer information they need to deliver a 

truly personalized experience.

https://www.zendesk.com/customer-experience-trends/
https://www.zendesk.com/customer-experience-trends/
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Pet Lovers Centre helps thousands of people in southeast Asia take better 

care of their pets. When the company’s customers flocked online following the 

COVID-19 lockdowns, the company integrated all touchpoints in Zendesk to 

optimize the customer experience across channels. Stepping up automation 

and self-service helped tame ticket volumes, and led to a 60 percent decrease 

in chat messages, and a 32 percent increase in CSAT scores.

“Besides contact form, live chat, and 
help center, we’ve also introduced 
mobile messaging and social media 
touchpoints. Having them all integrated 
into Zendesk allows our agents to 
manage them easily in one place."

Elaine Tan
Head of Customer Service 
at Pet Lovers Centre

C U S T O M E R  S T O R Y

Pet Lovers Centre

https://www.zendesk.com/customer/pet-lovers-centre/
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02Be where your customers 
are—online, in-store, and 
everything in-between

One of the keys to Chupi’s success 
is always being ahead of the curve. 
As early adopters of Instagram and 
pioneers in the sustainable jewelry 
industry, Chupi has never been 
afraid to make the most of every new 
opportunity. And when it came to 
building a customer care team, they 
took the same approach, spotting the 
potential for customer care agents 
to generate their own sales. After 
switching to Zendesk, Chupi saw a 
300% increase in care-based sales 
and 98% CSAT.

“One of the key things we 
needed was to pull our 
Instagram DMs into the same 
place as all our calls and 
emails. Zendesk can do it 
through a simple plug-in.” 
  
Brian Durney 
Chief Technology Officer at Chupi

C U S T O M E R  S T O R Y

Keeping up with your customers means being where 

they are. In the new world that blurs the lines between 

digital and physical, consumers are increasingly 

turning to social media to shop and engage with 

brands. Retailers are opening storefronts in the 

Metaverse, where people can make in-app purchases 

while they play. PacSun and Forever 21 created 

interactive experiences within Roblox, where gamers 

can shop and run their own virtual stores. Brands are 

opening storefronts on Instagram and other social 

channels. And shoppers are turning to social channels 

for customer service, too – opening the door to 

opportunities for great CX to retailers who take notice.

All that said, brick-and-mortar shopping isn’t going 

away. According to research by the National Retail 

Federation and IBM, 72% of consumers still rely on 

physical stores as part of their shopping journey.

All this means it’s critical to create a seamless 

shopping experience that can start online, continue in 

store, and complete on social media. Retailers need to 

set up for CX success on all the platforms their 

customers use. With the right customer service 

platform, your agents can have seamless 

conversations with customers across platforms to 

provide exceptional experiences.

https://www.zendesk.com/customer/chupi/
https://www.forbes.com/sites/forbestechcouncil/2022/03/16/virtual-shopping-in-the-metaverse-what-is-it-and-how-will-ai-make-it-work/?sh=31fb09bc5f27
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03Put your shoppers 
in control

Whether customers want to solve the problem on their 

own or connect with your retail brand directly, make it 

easy for them. Our research shows that quality service 

can drive sales–even when that service is automated. 

89% of shoppers will spend more with companies that 

let them find answers online without having to contact 

anyone. Customers are also looking for helpful agents 

and always-on support, no matter if it’s a human agent 

or a bot.

To set up for success, retailers need to invest in AI. 

Chatbots can answer common questions, cut down on 

repetitive tasks, and save your business time. 

Customers say chatbots are most helpful with simple 

requests, like checking on order status, and especially 

when they need help outside of normal business 

hours. When done right, chatbots can help reduce 

ticket volume, lower support costs, and provide great 

customer experiences all at once. This frees up your 

agents to focus on more complex issues while 

improving time-to-resolution and CSAT.

The Tile support team prides itself 
on their human-first approach to 
customer experience. However, 
during the holiday season, the Tile 
team struggled to maintain their 
exceptional customer experience while 
managing dramatic inquiry increases. 
Tile partnered with Ada and Zendesk 
to help scale their growing support 
inquiries. Leveraging Ada's intelligent, 
conversational AI bot enabled Tile 
to help more customers, more 
quickly, securing more conversions 
and generating more revenue.

“With the Zendesk and Ada 
integration, we were able to 
not only save costs on seasonal 
headcount, but we were also 
able to see revenue growth 
from customers who were 
being served at faster rates.”

Justin Michaud 
Senior Manager of  
Customer Support at Tile

C U S T O M E R  S T O R Y 

https://www.zendesk.com/customer/tile-ada-zendesk-achieving-291-roi-cx-investments/
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04Make every 
interaction feel like 
one conversation

The world has gone digital, and being where 

your customers are means being on their 

favorite messaging apps. Retailers like 

messaging for the same reason shoppers do: 

it’s fast, personal, convenient, and secure. 

Traditional live chat is great for helping 

customers get the information they need, right 

in the moment. But what happens if your 

customer needs to step away, or move the 

conversation from one channel to the next? 

That’s where messaging comes in. Messaging 

enables asynchronous communication that 

tracks from channel to channel, so your 

customers don’t have to repeat themselves, 

and agents have all the context they need to 

do their jobs well.

Customers are reaching out for help with 

retailers more than ever before, and 

messaging is now their channel of choice. Our 

research found that 70% of consumers now 

expect a conversational service experience 

with companies. But messaging also takes 

some of the pressure off your already taxed 

support staff—it’s easy for remote employees 

to set up and adopt, and takes some burden 

off more traditional channels like email and 

voice. Because messaging is asynchronous by 

nature, customers don’t necessarily expect an 

immediate response the way they would in live 

chat. This gives your team a little breathing 

room without it seeming like support is offline.
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Spartan Race, the world’s largest obstacle race and endurance brand, had been 

using a traditional live chat model for years very successfully. Following a period 

of rapid growth, the onset of the pandemic prompted the cancellation of events 

which required a staff reduction and led the team to explore new CX capabilities 

in 2020. Spartan Race upgraded to Zendesk Suite and shifted from live chat to a 

CX model using messaging and chatbots to scale support. Since implementation, 

the team has seen 90%+ CSAT and 78% one-touch resolution.

 “Messaging made a huge difference by providing 
asynchronous communication that’s always available. 
Now it’s possible to meet the customer wherever they 
are across our website and channels.”

Aja Varney
Director of Global Customer Engagement 
at Spartan Race

C U S T O M E R  S T O R Y

https://www.zendesk.com/customer/spartan-race-2/
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05Create inspiring 
seasonal experiences 
for your customers

The fourth quarter is make-or-break for 

retailers—so it’s critical to set your team up for 

success to handle the holiday rush. With the 

right technology, you can analyze resolution 

times and ticket spikes to set staffing 

schedules for coverage. You can ensure the 

right routing rules are in place so customer 

queries go to the right staff (or can be 

answered by a bot). It can also help your team 

create deeper, more meaningful connections 

with clients. When agents have quick access 

to customer data, they can make tailored 

recommendations based on preferences, past 

purchases, and return history. 

But that’s table stakes. In today’s competitive 

landscape, customers are more fickle than 

ever before, and more willing to try other 

brands when they’re not satisfied. 68% of 

customers say they expect all experiences to 

be personalized, so it’s now an imperative to 

retailers that want to grow.
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Wine.com is the United States’ largest online retailer for receiving, buying, and learning about 

wine. The company leverages Zendesk to drive loyalty with personalized service to its 

customers through an omnichannel approach. Visitors to the Wine.com homepage are greeted 

by a wine expert via live chat. These non-commissioned wine connoisseurs are dedicated to 

helping customers select the best wine for their personal taste and needs, a truly specialized 

service given the 15,000+ wines available. 

Despite 23 percent annual growth in support tickets, Wine.com agents drove an impressive 55 

percent decrease in first reply time along with a 91 percent CSAT score, which means Wine.com 

is able to drive loyalty with personalized experience—efficiently and at scale.

“Our goal is to ensure that 
agents can access as much 
customer data as possible. We 
love Zendesk because their API 
allows us to explore ways to get 
customer data in front of agents 
in ways that create a smoother, 
more personalized experience.”

Addie Wallace
Director of Brand Marketing 
at Wine.com

C U S T O M E R  S T O R Y

https://www.zendesk.com/customer/wine-com/
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06Elevate the  
role of CX

It’s no secret that agents are burned out and 

feel undervalued. Heavier workloads, 

inadequate training, more responsibilities, and 

mixed signals from leadership have many 

agents feeling unsatisfied. Our research shows 

that less than 30 percent of service agents feel 

empowered to do their jobs well. Retailers 

looking to grow their business with customer 

service would be wise to take note. Studies 

have shown that happier people make better 

employees—and that means better 

experiences for customers, too.

But despite widespread support for agent 

well-being at leadership levels, nearly 40 

percent of agents feel like they aren’t treated 

as well as others in the organization. When 

retailers invest in agents and the agent 

experience, they set up their teams to do their 

best work. You can elevate the role of CX by 

tapping into your strengths. Develop a team of 

passionate CX experts focused on 

optimizations and innovations, and who can 

make data-driven recommendations to drive 

efficiencies and respond proactively to threats 

from the competition. 

Well-trained agents equipped with the right 

tools can become empathetic problem solvers 

and even create profit for the business 

through upsells and cross-sells. That allows 

retailers to create a profit center from 

customer service and elevate the role of CX 

within the whole organization. 
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Staples Canada wanted a new approach to its CX program 

that empowered agents to build solid relationships with clients, 

rather than approaching each incoming contact as merely 

transactional. The office supplies company turned to Zendesk 

and MaestroQA to help deliver the tools required to enable 

world-class customer service experiences. The result: a 3X 

increase in agent happiness and a 15% increase in customer 

satisfaction.

“Customer service can be a sales driver, not 
just a cost center. If leadership understands 
how valuable those conversations are and 
invests in the team, it can help customers 
become loyal, raving fans.”
Bonni Poch
Customer Experience and 
Training Manager at Staples Canada

C U S T O M E R  S T O R Y 

https://www.zendesk.com/customer/staples-canada/


It’s time to boost your 
customer experience. 
Making things easier for your customers 
means supporting your support team 
and keeping ahead of the trends.  
Zendesk has everything you need to 
create the best-in-class experiences 
your customers demand.

Make your shop pop with  
Zendesk for Retail.

https://www.zendesk.com/retail/
https://www.zendesk.com/retail/

