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YesFirst Time Outsourcing?

Title of our Day-to-day Contact:
Store Supervisor

$10m - $20m

2008

11

Key Metrics ( Jan - Jun 2019 )

24,391
Calls

3,763
Emails

1.56%
Monthly Attrition Rate

98.76%
First Contact Resolution 

Industry:

Employees

Revenue

Started 
with FTO

July
2017

Team Size
 at Start

5
Current

Team Size

FTO Solution

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

Client Success Case Studies

Work Type

Customer Service - Voice

The client is a sporting goods retailer that sells heated apparel, shoes, 
bags, and accessories as well as cooling products through an online store.

The work is done remotely by agents who process calls and emails from 
TWS customers. As front-liners, these agents receive the messages and 
provide appropriate responses to questions and complaints. Major issues, 
such as refunds and returns, are escalated to headquarters in Philadelphia.

One of the solutions is to provide pre-formatted responses that will 
shorten the waiting time for consumers. These messages are designed 
to soothe customers who are anxious about their purchases. For major 
issues, the messages are worded in a way that ensures goodwill between 
the brand and consumers while they wait for the resolution of their 
requests for returns and refunds.

After two years of working together, the Philippine team has developed 
a deeper understanding of the company's process flow. So, the team's 
pioneer members were able to create a streamlined onboarding process 
for new agents and document everything in a training manual.

Client 

The challenges that agents often deal with at work may vary. The first 
problem that agents encountered was a lack of both a training manual 
and a streamlined onboarding process for the support team.

Another problem they had to resolve quickly is how to process the mes-
sages as they come up so the customers aren't kept waiting. They had to 
find a way to reduce the waiting time and increase customer satisfaction.

Challenges 

Work 

Fair Trade Outsourcing has been super easy to work with! The honest communication from the leader-
ship team has made the experience very pleasant. The new team members have also been easy to 
work with and it has helped us organize our own training materials. We will continue working with 

FTO and will probably double our staff for next year!

Zach Silverman General Manager
The Warming Store
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