
 Our core services

 Multilingual support from several European 
countries  

  1st and 2nd level support for e-commerce 
inquiries (order, payment, delivery, return) 

  Omnichannel support (e.g. retail and 2nd level 
marketplaces)  

 Product consultation  

 Telephone and e-mail

  Hybrid live chat with chat bot

 Social media support  

 Review management  

 Service automation (e.g. self-service, chatbots) 

  Proactive customer communication 
(e.g. in case of troubleshooting)  

 Customer satisfaction survey  

 Customer insight analysis  

 Personalized customer journey management  

 Up- and cross-selling

	 Flexible	staffi	ng	models	to	support	your	season	
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Customer service is a 
centerpiece for a great 
customer experience
A crucial element within the value chain: connecting all information from the on-

line shop from payment status to parcel tracking to deliver a top-notch, transparent 

and customer-centric customer service.

What is special about our work?

We understand our team as part of your brand and aim to make the work for our 

agents so easy on the system side that they can concentrate on your customers and 

their	needs	instead	of	technical	challenges	to	fi	nd	information.	This	is	also	refl	ected	

in	our	fi	gures.	Here	an	example	of	the	KPIs	that	a	fast	fashion	company	has	achieved	

within 18 month:
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SOLUTION	PAPER

different 
languages

11
service center 

locations

6
B2C fashion, beauty
& lifestyle brands

11
years of experience in 

fashion customer service

20+

average handling time

-35%
contact volume

-17%
OpEx savings

1.9 mio EUR
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6 action steps to strive for service excellence
Homogenous customer experience across  
all touchpoints and channels

 Guided process handling within the CRM with standardized e-mail/chat templates  

 One user interface for all communication channels 

 Standardized quality framework across all locations
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Integrated view on full order-to-cash process within Arvato 
  Availability of all relevant customer data, order & contact history, status, preferences,  

revenue, return status, dunning stop, payment details 

	 Minimization	of	customer	effort	results	in	high	first	contact	resolution	rate	

2

Create a unified omnichannel shopping experience
 Handling of online and omni channel inquiries by offering various services  

 Offering the same and seamless brand experience in-store and online
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Customer service agents become brand heroes
 Enhanced brand-immersive training 

 Empowered agents handle complaints as a gift, which leads to a better customer experience
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Leverage customer feedback to optimize business processes 
 Process optimization by analysis of root causes of repeated contacts  

 Eliminate unnecessary contacts and improve underlying e-commerce operations
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Take your customer service to the next level with service automation 
and personalized customer service 

 CRM process automation and agent assistance leads to lower handling times and gives our brand heroes  
 the opportunity to truly know your customers

	 Automate	all	“non-valuable”	contacts	first	of	all	by	exceeding	self-service	features	(e.g.	chatbot,	dynamic	FAQs)
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Our vision...

... is to become a seamless extension of your brand and create a memorable and personalized customer service experience. 

Passionate agents, innovative state-of-the-art technology and a deep understanding of the entire e-commerce lifecycle 

give us a unique perspective on engaging customers and supporting your brand loyalty. 

We focus on valuable conversations and believe in service automation while increasing customer satisfaction. 

You are aiming to transform your customer service from a traditional contact center to a customer experience center? 

We	help	you	to	fi	nd	the	right	balance	between	service	automation	and	leveraging	the	opportunity	to	create	moments	of	truth	

and create value in interactions with a human agent. 

Success factor: technology

		 	The	central	CRM	and	contact	center	software	BSI	offers	many	features	and	benefits,	paving	the	way	to	the	future	

of		e.g.	Robotic	Process	Automation,	AI-assisted,	and	self-service	solutions

 Access to this platform without a major investment

 One user interface for all communication channels

 Configurable 360° customer view incl. order, delivery and payment status & contact history of virtual agent and  
 use of self-service 

 Structured guidance through the process, work instructions and knowledge base 

 Customer recognition

 Seamless transfer from virtual to human agent

	 Customer	Journey	Design	with	use	of	CRM	data,	AI	(e.g.	for	intelligent	FAQs)
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Your benefi ts05

360° 
We have a holistic view of the customer 
journey including all contact, delivery 
and payment status.

Feedback 
We use customer feedback for 
improving the entire order-to-
cash process.

Digital 
We deliver digital customer 
servicesolutions,	fi	rst	of	all	by	
digital self-service features, while 
optimizing your cost level.

Proactive
We anticipate customers’ needs 
and offer proactive support to keep 
customers happy and engaged.

Experience 
We have a deep understanding of 
the e-commerce lifecycle.

Any other questions? Get in contact with us.

Arvato Supply Chain Solutions  
Michael Schröder | Business Development Manager
Phone: +49 151 256 14184 | E-Mail: info-consumer@arvato-scs.com
www.arvato-supply-chain.com

Arvato	Supply	Chain	Solutions	SE	is	an	innovative	and	international	leading	service	provider	in	the	fi	eld	of
supply chain management and e-commerce. About 16,000 employees work together to provide practical
and relevant solutions and services worldwide. Using the latest digital technology, Arvato develops, operates and 
optimizes complex global supply chains and e-commerce platforms, as the strategic growth partner for its cus-
tomers. For over 20 years Arvato provides all necessary processes to clients from the Fashion, Beauty and FMCG 
industries: Digital strategy consulting and development and managing of online shops as well as loyalty programs, 
logistics	and	fulfi	llment	including	returns	management,	fi	nancial	services	and	customer	service.

Arvato Supply Chain Solutions SE is a wholly owned subsidiary of Bertelsmann.


