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Year Founded:

Years in business:

YesFirst Time Outsourcing?

Title of our Day-to-day Contact:
Technical Support Manager

$5m - $10m

2016

3

Key Metrics ( Jan - Jun 2019 )

11,496
No. of Solved Tickets

21,076
No. of Ticket Replies

1.56%
Monthly Attrition Rate

Industry:

Employees

Revenue

Started 
with FTO

Feb
2018

Team Size
 at Start

4
Current

Team Size

5

FTO Solution

Email mike@fairtradeoutsourcing.com Visit www.fairtradeoutsourcing.com for more info.Call +1 215 330 2895

Work Type

Customer Service - Voice

The client is a monthly subscription service that sends pop culture 
fans a gift box filled with exclusive fandom-inspired collectibles, such 
as toy figures, caps, mugs, and t-shirts.

The work consists of answering emails and chats from customers who 
may be new or current subscribers who are dealing with shipping and 
delivery problems and breakage or lost items in their gift boxes.

Agents take care of requests for changes in billing and delivery address 
as well as returns and refunds for customers who receive a box with 
lost, damaged or incorrect items.

The agents are trained to use an online customer service platform 
when answering emails and chats from consumers. However, the SaaS 
platform has its limitations, one of which is the creation of a unique 
ticket for each reply or comment that an agent makes. And so, one 
customer complaint can produce a long thread of replies.

Many of the issues require an adjoining explanation why the 
customer's request isn't possible. Agents had to call and talk to the 
customer about the issue.

Client 

To keep track of these multithreaded issues, CultureFly agents had to 
take note of the ticket IDs and make sure the adjoining tickets are cut 
down to two at most. This should increase efficiency in tracking down 
the tickets solved. It also makes customers happy because it cuts 
down the waiting time in resolving their issues.

Most of the issues that require a phone call with the customers 
involve problems that only the logistics provider can resolve. Some 
shipping and delivery services have their own policies, which the 
customers must abide.

Challenges 

Work 

Client Success Case Studies
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