How Zuper's FSM
Platform Saved a Global
Giant from Customer
Service Disaster




Overview

A furniture retail giant operating in more than 60 countries was on the brink of a customer service disaster due to their
outdated legacy systems. The chaos from these systems was affecting both their customers and 10,000+ field service
technicians. Customers were unhappy with delayed furniture deliveries and botched installations, while technicians were
struggling with mountains of paperwork and an outdated scheduling system. The company was losing revenue due to
delayed appointments and dissatisfied customers turning towards other options. They needed a solution to break
through inefficiency and restore order. The following are the challenges they faced in their daily operations.

N

Relying on outdated scheduling for furniture deliveries

Scheduling and dispatching technicians for furniture delivery, installation, and check-ups used to be a time-
consuming and manual process. The lack of real-time visibility into technician availability and job complexity
resulted in underutilized resources and missed revenue opportunities. For instance, a skilled furniture
assembler may have been assigned a simple nightstand delivery while another technician, better suited for
complex kitchen installations, could have been swamped with such tasks.

In addition, their legacy systems were like isolated islands, unable to integrate with other platforms.
Therefore, valuable data couldn't flow seamlessly between internal systems such as inventory or customer
relationship management and external tools that could potentially enhance their operations.

Manual processes hampering delivery communication

Customers faced issues due to inconsistent information flow during their interactions with the company. For
instance, customers eagerly waiting for bed frame assembly might receive conflicting information about the
arrival time or missing parts. These issues were mainly due to manual processes and the lack of a centralized
communication hub, which resulted in delayed job scheduling rescheduling and ultimately left customers

unhappy.

Struggling with spreadsheets for managing operations

Inefficient manual processes for creating jobs, dispatching them, and collecting data were causing problems
in operational efficiency. The technicians were struggling with numerous delivery schedules, complex
assembly instructions, and handwritten service reports. All the manual data entry was creating bottlenecks,
increasing the chances of errors, and leading to issues such as missing parts or incorrect deliveries.

Lack of Insights

The company faced a significant challenge due to the lack of a centralized data storage system and the
inability to integrate with other platforms. This resulted in the company's inability to track and analyze key
performance indicators (KPIs). As a result, they were unable to measure completion times, customer
satisfaction, or technician performance, which made it impossible to identify areas for improvement and
optimize their processes. They couldn't determine peak delivery times, analyze technician efficiency, or
understand customer pain points, all because of the lack of data.




fﬁE Solution

The furniture company was facing a customer service disaster due to their outdated systems. To resolve the issue, they
turned to Zuper - a comprehensive FSM platform that came to their rescue like a knight in shining armor. Zuper's features
efficiently addressed the specific struggles they faced, slaying the dragon of inefficiency and restoring order to their
operations. Let's take a closer look at how Zuper's features helped the company to overcome its challenges.

+ Effortless job creation and monitoring

Zuper's Job Management Module helped them streamline the entire job creation process for furniture
deliveries and installations. Instead of dealing with mountains of paperwork, they were able to schedule jobs
instantly in a matter of minutes. Zuper’s job module provided them with clear and detailed information for
each job, including specific furniture items (even complex flat-pack nightstands), clear delivery addresses
with access instructions, and a pre-populated assembly checklist for technicians.

This not only improves communication with customers but also ensures that technicians arrive fully prepared

for the task at hand. Real-time job tracking also keeps customers informed and eliminates the uncertainty of
waiting for unknown arrival times.

+/ Eliminating manual errors with automation

The technicians were constantly frustrated by the piles of paperwork they had to deal with, but Zuper came
to their rescue. With this system in place, job assignments were automatically sent to each technician's
mobile device, eliminating the need for them to decipher messy handwritten schedules or sift through
mountains of paper.

Automated notifications kept everyone in the loop—technicians received updates on their next job while
customers were alerted about their delivery or installation. Collecting data, which was once tedious and
paper-based, was now automated, freeing up valuable technician time and reducing the risk of errors. By
addressing these specific challenges, Zuper was able to transform the furniture company's operations,
leading to improved customer satisfaction, increased efficiency, and, ultimately, a boost in revenue.

+~ Automated notifications to keep customers informed

Technicians were once weighed down by piles of paperwork, including delivery schedules, assembly
instructions, and handwritten service reports. With Zuper, they were
automated their work order management system—freeing them from the time-consuming burden.

Job details are automatically sent to each technician's mobile device, eliminating the need to decipher messy
handwritten schedules or wade through endless calls. Automated notifications helped everyone to be in the
loop. Technicians were able to access job details and get notified instantly about upcoming jobs right from
their mobile phones, ensuring smooth transitions and efficient workflows. Customers are automatically
alerted about their delivery or installation window, eliminating confusion and anxiety.




o Results

Technicians were once weighed down by piles of paperwork, including delivery schedules, assembly instructions, and
handwritten service reports. However, Zuper's Automated Work Order Management system became their savior, freeing
them from this time-consuming burden.

Here's how it transformed their daily routine:

1 Effortless Job Assignments

Job details are now automatically sent to each technician's mobile device, eliminating the need to decipher
messy handwritten schedules or wade through endless paperwork.

1 Real-Time Communication

Automated notifications keep everyone informed. Technicians receive updates on their next job, ensuring
smooth transitions and efficient workflows. Customers are automatically alerted about their delivery or
installation window, eliminating confusion and anxiety.

1 Streamlined Data Collection

Paper-based data collection, which was a source of errors and frustration, is now a thing of the past. Zuper
automates this process, freeing up valuable technician time and ensuring data accuracy.

- ZUPER

Zuper's FSM platform empowered the furniture company to overcome operational
challenges, elevate customer experience, and achieve financial success. By
leveraging Zuper's capabilities, businesses like this furniture company can gain
a competitive edge in the market and achieve operational excellence.

Schedule a Free Demo



https://www.zuper.co/demo

