Case Study - Shipping Alerts

AT A GLANCE
Company:
• Fortune 100 retailer
• Seller of software, video games,
digital books and movies,
consumer electronics, apparel,
toys and furniture
• Over 600 million customers globally
Industry:
• Retail
Need:
• Deliver a better customer
experience for online and mobile
shoppers
Solution:
• SMS notifications to shoppers for
shipping confirmations, tracking
updates and delivery alerts
Benefits:
• Improved customer experience and
perceived service quality through
real-time package shipping and
delivery notifications
• Saved shoppers time by eliminating
a myriad of online steps to retrieve
package shipping status
• Streamlined shipping
communications for immediate
anytime, anywhere connection
with customers
• Increased brand appreciation
and awareness through simple,
personalized and customer-directed
alert process

OpenMarket’s Mobile Messaging
Gateway Delivers Better Customer
Experience for Fortune 100 Retailer
Studies show that more than 25 million packages are shipped each day. This
number is expected to rise dramatically over the next few years, along with a
significant increase in online sales. Savvy customers research and buy products
online, and expect to be notified when their package has shipped, will arrive or if
it is delayed.
Today it’s customary for buyers to log on to a company’s website or click on a link
in an email to check their order status and estimated delivery time. For updated
information, they must return to the site or the original email. In a world where
mobile is the fastest and most effective way to reach consumers, this outdated
approach is a lost opportunity for retailers to build positive customer relationships
and long-term loyalty.
To meet growing customer demand for shipping alerts and notifications,
enterprises are seeking new ways to mobilize, streamline and personalize
shipping information. By using mobile messaging to deliver critical information to
customers directly, companies can provide real-time updates about order status
and delivery in a more personal and intimate way.

Challenge
As a customer-centric business, this company wanted to improve the retail
experience for its clients, and at the same time increase its own efficiency. They
were seeking a fast and effective way to streamline package shipping status
communications with their customers. With a focus on delivering superior service,
the company needed a solution that would immediately reach its millions of global
customers and communicate in a way they expect – by using their mobile devices.
As an innovative online retailer, this company sought to use mobile technology to
take its customer experience to the next level. They faced many challenges, including
how to reach all of their customers from one reliable network and maintain longterm engagement with their key clients. This company also wanted to differentiate
themselves from other retailers who used less effective communication tactics such
as email and voice response systems.

Case Study - Shipping Alerts

Solution
The company chose OpenMarket for its extensive global reach and demonstrated
performance handling high message volumes for other Fortune 100 enterprises.
Today this retailer is sending messages in over 150 countries through its account with
OpenMarket, and delivering a better experience for its shoppers around the world.
By leveraging OpenMarket’s reliable messaging network, the company quickly creates
time-critical SMS notifications for customers who desire immediate shipping status
on their orders. For example, after customers make an online or mobile purchase,
they can sign-up to receive SMS alerts on their mobile device. Based on the individual
package status, the system triggers messages such as “Your package has been
delivered,” or “Your package is on a carrier vehicle. Estimated delivery time: 07:00PM.”
This allows customers to immediately know their delivery status, eliminating the need
to check multiple times online or contact customer service for help.

Results & Benefits
With immediate and real-time SMS notifications, companies can improve the retail
experience for their customers, and at the same time increase their own efficiency.
This company was able to deliver timely shipping notifications to its customers
across the globe on a network they can trust. In addition, they kept customers
engaged throughout the purchasing lifecycle. By choosing a mobile partner with
proven reliability, performance and expertise, this retailer delivered on its goal of
developing better relationships with customers. In addition, they stood out from
other retailers by communicating in way that made sense to its customers.
Today, nearly half of all self-proclaimed dedicated customers fail to remain true to
a brand. OpenMarket’s mobile messaging solutions deliver value and savings to
enterprises, while giving customers a constant they can count on—the security of
current, accurate shipping, status and delivery information.

About OpenMarket
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