
Case Study

LOLA, a rapidly growing subscription 
and direct-to-consumer brand, 
increased customer support efficiency 
by 15% after switching from Zendesk to 
Kustomer. Looking to build trust with 
consumers, the team chose Kustomer to 
gain a full view of every customer and 
delight customers with proactive 
support communication. 
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Founded in 2015, LOLA is a rapidly growing B2C subscription and direct-to-consumer
feminine care brand. LOLA’s subscriptions are customizable, flexible, and convenient,
which means their customer service needs to be as well. Building trust with customers is
essential to a brand that provides products and information during some of the most
intimate moments in customer lives, so agents go above and beyond to make sure
products are there for women when they need them. For example, they’ve done
everything from Uber-rushing tampons to arrive at someone's hotel during an
unexpected funeral, to overnighting condoms to arrive in time for honeymoons. All of this
wouldn’t be possible without a platform to manage their customer relationships.

Before switching from Zendesk to Kustomer, LOLA lacked a full view of their customers.
Zendesk ticketing wasn’t linked to their back-end system, so when an email came in,
they had little context on the customer's order history or subscription details. Finding this
information required switching between multiple platforms, which was fairly time
intensive for the team.

“Since many of our customer inquiries are related to subscription management, linking
the order and subscription data with our customer platform was critical,” said Caroline
Dell, Senior Manager, Customer Strategy & Operations, at LOLA.

Kustomer not only connects to LOLA’s backend system, but
it also pulls in basic order and subscription information so
they can see everything within the platform. Context Cards
with buttons enable the team to take direct action such as
modifying, cancelling, or scheduling a subscription, and
checking on shipping status for an order. Clicking on the
"Modify" button, for example, takes you directly to the
customer’s subscription, where you can edit the frequency,
products, etc. The integration allows the team to move
faster and more efficiently.

“In fact, our team has seen an overall increase of
efficiency by 15%,” said Caroline Dell. “And, the
integration makes it easier for the team to spot orders
that have been placed but may need modifications.”

For example, LOLA has a search for customers who
have emailed AND placed an order in the past day.
Now, agents can make modifications to the order
before it actually ships.
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feminine care brand. LOLA’s subscriptions are customizable, flexible, and convenient,
which means their customer service needs to be as well. Building trust with customers is
essential to a brand that provides products and information during some of the most
intimate moments in customer lives, so agents go above and beyond to make sure
products are there for women when they need them. For example, they’ve done
everything from Uber-rushing tampons to arrive at someone's hotel during an
unexpected funeral, to overnighting condoms to arrive in time for honeymoons. All of this
wouldn’t be possible without a platform to manage their customer relationships.

Before switching to Kustomer, LOLA’s interactions with customers on social channels had
been hosted separately from their support communications. In a truly omnichannel
world, customers are switching across these platforms fluidly when they talk to brands, so
being able to communicate with them wherever they are in that one moment is
essential.

Customer feedback reinforces LOLA’s business strategy and model, and is vital to how
they operate as a brand. And Kustomer helps to ensure the strength of these
relationships. In Kustomer, conversations, social interactions, subscription information,
orders, and more are all organized in a customer timeline, which lets the LOLA team see
all interactions with the customer at a glance. The timeline gives the team visibility into
the customer’s history, both order history and communication history, which leads to
more tailored, personal responses and overall faster response time.

LOLA’s community grows day-by-day, but it’s important to them that customers receive
the same kind of attention they’ve been getting since day one. And that was difficult to
do on Zendesk in scalable way.

Kustomer helps them to not only provide this focused experience but also to streamline
and organize communication with customers on any channel, making all CX processes
more efficient.

Since switching to Kustomer, our median first reply
time has decreased by 25%, even though there
has been an in increase in inbound volume.“

”

In Kustomer, LOLA’s support channels—email, chat, and
phone—are connected along with Twitter and Facebook
Direct Messages. This makes it easy for agents to switch
between social and support channels, helping their
customers on their preferred channel at a moment's notice.
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Kustomer features like Workflows and Bulk Messaging have helped LOLA handle larger
issues proactively, which would have become extremely difficult to handle with their
previous system. For example, when their subscription management page experienced
a brief outage, LOLA created a workflow based on keywords that automatically
identified and then proactively bulk messaged thousands of impacted customers to
notify them of the issue. As a result, LOLA was able to handle over 5x their normal volume
at a highly-sensitive time, leading to happier customers.

INCREASE IN 
OVERALL EFFICIENCY

THE RESULTS

15%

DECREASE IN MEDIAN 
FIRST REPLY TIME

25%

NORMAL VOLUME 
HANDLED

5
While other enterprise solutions may offer
comparable features, Kustomer provides a holistic
view of the customer, including all history of
interactions and orders that LOLA found imperative
to providing personalized support at scale. Their
agents have experienced increased efficiency,
faster response times, stronger automation, and
better workflows. A robust platform like Kustomer has
helped groundbreaking brand LOLA live up to their
mission and goals of empowering women with
information, so that they can take control of and
think critically about the products they’re purchasing
and putting in their bodies. And, of building long-
lasting, strong relationships in the process.
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About
Kustomer is the modern platform for customer experience, service, and
support that focuses on customers, not tickets, enabling companies to know
everything about every customer to drive informed actions. Used by industry
leaders such as Ring, Glossier, and Rent the Runway, Kustomer provides
businesses with a full view of every customer by unifying all relevant data,
interaction history, apps, and systems. Kustomer was founded in 2015 with
headquarters in New York City.

To schedule a demo go to: www.kustomer.com/demo

212.497.1188
sales@kustomer.com


