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Helpdesk for
Ecommerce

STEVE MADDEN TIMBUKE  Freshly Picked

SAN FRANCISCO

10,000 + D2C Brands
All your customer service in one place: email,

chat, Facebook, Messenger, Instagram

FJALL e
»RAVEN marine layer enn.ssgmm

Fully integrated with Shopify (see tracking,

edit orders, refund etc.)

Al responses to common questions NETFle KOO KAl PRI NC[SS PUI_LY

Discount: 2nd month free
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Raise your hand if
customer supportis the #1 priority
for your business?



4 tips
to make exceptional

customer support the
hew nhormal
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1. Respond FAST

28%

Conversion rate for pre-sale chats or SMS replied in
less than 10 minutes

[T gorgias
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DRINKBETTER

Performance overview © Leam

All integrations ~ 1channel ~ All agents ~ All tags ~ (3 Nov 24, 2021 - Feb 21, 2022 ~

TICKETS TICKETS

TICKETS MESSAGES MESSAGES FIRST RESPONSE RESOLUTION ONE-TOUCH

CREATED REPLIED CLOSED SENT RECEIVED TIME TIME TICKETS
37450 36144 37600 169608 144330 o4s 8m 15s 28%
+ 23% » 27% 1 24% + 28% + 30% b -17% ™ 15% v -10%

Revenue @ Learn kryo-gear = 1 channel = All tags ~ ) Nov 24, 2021 - Feb 21, 2022 -
TICKETS CREATED TICKETS CONVERTED CONVERSION RATIO CGTAL SALES FROM SUPPORT )
37450 4934 13.17 % $363,232.29
23% 11% b -10%
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2. Build a feedback loop with product

Pre-sales
Shipping Status
No Reply
Issues

Refunds
Returns
Cancellations
Subscription
Exchanges

Changes

I
-
B 2%

B 0.3%

B s

B 4%

B 26%

B 36%

B ss%

B 5%

Step 1 - Understand what customers
are asking...

We analyzed over 10,000 of our merchants tickets to

understand the top 10 customer inquiries.

Understand product feedback and use data:
@® to build new products
@® anticipate the negative feedback before you
lose customers
@® understand where in your processes you can
do better



@I gorgias New product launch: SMS +

Customer Support

Campaigns > Orange Cream Launch (12pm PST)

9,919

Total Messages Sent Total Clicks

1,211

Total Ordered

$63,972.22

Total Earned




iliabeauty # - Follow
Jack William - Desert Dreams

g ve—

m.p397 Like

7h 1like Reply

m.p397 Nice

3. Engage visitors and =0 . M-

turn them into buyers G

problematique.boi | need to know
what shade of eyeshadow
@katdenningsss is wearing in
hertory!!!&@

7h Reply

Qv

693 likes
10 HOURS AGO

@ Add a comment...

() gorgias
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Turn Social Browsers into
Buyers With Sentiment
Detection

&R Social Lead
&) Negative Comments

Social Questions

A4

Auto-Tag Positive Social Media

WHEN ticket created
THEN

IF message channel IS

message sentiments
THEN

Social Lead *

instag ram-comment

name

CONTAINS ALL OF

positive X
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Chat Campaigns for product selection

Tinted Sculpted Lip Oil

CONDITIONING LIP COLOR TREATMENT

2536 Reviews

$26.00 | 3 grams
SELECT YOUR COLOR

000000
’ f ‘ ‘ ‘ E Rachel

Hi! Need help choosing the perfect Lip

. ‘ Tint shade?

@ AZALEA - VIBRANT FUCHSIA

QUANTITY

EENEE




[G) gorgias  Chat Campaigns

lowellg@windstream.net
Hi, | am 81 and after pandemic my skin type is sallow and gray. | don't like bright red or glosses. My hair is colored and highlighted light b

Message me on my cell.

O Rachel

Check out our Rosalia, dusty rose or Linnea shimmery peach!

® Cart

[tems: 5

Total: 206.00 USD

& 1 x Sculpted Face Stick - CARNELIAN
(Luminous Coral)




4. Make it easy for
customers to self-serve

2.00x -

1.00x

Relative Value

Most executives assume
that customers value
phone nearly 2.5x more
than Web self-service.

Customers
already value the
Web just as much
as the phone.

1.74x

Executive- B2C Value
Predicted

Value

1.73x
1.57x 1.54x
1.00x
I I
I I
I I
I I
I I
I I
I I
I I
1 I
I I
I I
I I
B2B Value Executive- B2C Value B2B Value
Predicted
Value

n = 40 companies.
n = 879 consumers.
n = 965 business customers.

Channel: Live Phone

Channel: Basic Web Self-Service

() gorgias




m Search 10k products, 80 sports Q MeetDecathlon & Stores K signin 0 OF

Shop All Sports Bike Hike & Camp Exercise & Fitness Run & Walk Women Men Kids'&Baby  Sale Just for you

Buy More, Get More | FREE Gift Card on Orders $100+ | Spend $100, Get $10 | Spend $150, Get $20 | Spend $250, Get $40

Offer Ends 11/14 | Learn More

Decathlon USA- New Chat
How can we help?

HOIidc Track an order

Giffs for By Return an order
:
Cancel an order
Report an issue with an order
Welcome! Sign in for the best experience Signin | Create Account

Shoo Holidav Early °
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1. Respond fast
2. Create a product feedback loop

3. Engage with website visitors pro-actively

4. Make it easy to self-serve
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_Thanks! |

Visit my booth and book a demo today to
get Gorgias free for the rest of the year!!

michael@gorgias.com
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