Case Study - Retail

AT A GLANCE
Company:
• World’s largest contact lens store
• Nearly 10 million in inventory
• More than 5 million customers
globally
Industry:
• Retail
Need:
• Improve customer service with
expedited orders and prescription
refills

OpenMarket™ Helps Leading Contacts
Lens Retailer Improve Operations with
Robust Mobile Engagement Platform
There is no more personal device than the mobile phone. Research shows that the
US mobile market has surpassed 105% penetration, meaning there are more mobile
phones than people across the nation. With the proliferation of mobile, enterprises
are looking for new opportunities to engage with their customers while improving
their operational efficiency. Whether the goal is to optimize customer, partner or
employee communications, improve client experiences, drive brand awareness and
loyalty, increase profitability or generate new revenue, enterprises can leverage the
mobile channel to directly engage with their target audience and connect with the
people that mean most to their business.

• Process customer orders using SMS
and MMS through one integrated
multi-channel mobile engagement
platform

Because of its tremendous reach, multi-channel mobile communications offer retailers
an effective tool that can work across device and OS types. Enterprises can use SMS,
MMS and other mobile channels to field customer requests, process orders, confirm
deliveries, and send shipping notifications for a higher level of customer service. In
order to maximize effectiveness, OpenMarket offers a multi-channel approach to
mobile engagement that helps retailers achieve their goals and evolve with their
business needs.

Benefits:

Challenge

• Expedited new customer orders and
prescription refills

As the world’s largest contact lens store, this online retailer is dedicated to providing
a simple, hassle-free way to replace contact lenses. Their commitment to service and
strong reputation has been a catalyst for using innovative methods to better serve
customers and impact its bottom line. The company was seeing good results from
processing phone and online orders, but was eager to broaden its approach with a
comprehensive mobile communications solution that would expedite requests and
provide a higher level of service to its five million customers – many of whom own
smartphones and other mobile devices.

Solutions:

• Delivered a higher level of
customer service
• Reduced customer care calls
• Achieved better operational
efficiency through one mobile
engagement platform

The challenge this company faced was how to create the best experience for its mobile
customers while minimizing the impact on its current business operations and existing
infrastructure. For these reasons, the company decided against creating their own
mobile engagement platform. They wanted to find a dependable and robust 3rd party
solution with demonstrated performance on the most reliable operator networks.

Solution
This retailer has teamed with OpenMarket to deliver its mobile ordering programs. The
company uses OpenMarket’s Mobile Engagement Platform to process new orders and
prescription refills using MMS and SMS technology integrated into one multi-channel
communication solution. The company is using mobile programs as an addition to,
rather than a replacement for, its original phone and online ordering methods.

By leveraging the OpenMarket platform’s intuitive web interface, flexible system
architecture and cross-carrier support, the company was able to build customized
logic flows for fast, interactive messaging to process orders and refills. For example,
customers with MMS-enabled devices can take a photo of their prescription and send it
to the company’s short code for faster ordering and delivery of their contact lenses.
In addition, the mobile engagement platform boasts intuitive application programming
interfaces (APIs) to manage the auto responses and double opt-ins as part of the
company’s ordering programs. The platform determines which messages to forward
to the company’s call center for an operator response, and which messages to reply to
automatically. It also provides comprehensive, near real-time data that the company can
export into their analytics systems so they can monitor and measure program success.
By combining OpenMarket’s multi-channel communications services into one integrated
solution, the company is able to quickly set-up programs that expedite customer orders
and reduce the burden on its support staff. The customized workflow allows the system
to automatically respond via SMS to standard requests and provides operator assistance
for specific customer inquiries.

Results & Benefits
This online retailer is using OpenMarket’s mobile engagement platform to gain better
operational efficiency and provide a higher level of customer service. The company was
seeking a carrier-grade, highly available network from a trusted mobile engagement
partner, and OpenMarket delivered on its promise. With its intuitive, web-based console
and programmable APIs, the OpenMarket platform enabled the company to quickly
create meaningful mobile experiences to its customers without having to invest in
additional expensive infrastructure or development costs.
The mobile programs the company has created have helped them enhance operational
efficiency which in turn makes for a better customer experience. By designing a
multi-channel mobile engagement solution built to work with the company’s existing
communication systems and processes, they were able to expedite orders and reduce
the amount of care calls. When a customer sends a new request or prescription refill
using MMS, the order goes straight from their smartphone or tablet to the retailer. The
workflow is accelerated at the company and the delivery time for customers is reduced.
With customer retention as its #1 priority, the world’s largest contact lens retailer is
using the OpenMarket Mobile Engagement Platform to add value to the customer
experience while improving its business efficiency and ultimately its bottom line.

About OpenMarket
OpenMarket, a subsidiary of Amdocs, powers mobile business. We provide a comprehensive set of mobile solutions for enterprises to engage and transact with their customers via the mobile
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