ConS

EP:Netshop

Customer
EP:Netshop GmbH, Dusseldorf

Branch
Online sales

Website
www.ep-netshop.de

Solution
ConSol3 CM/Help

Overview

Since early 2002, all incoming

e-mails have been handled by

the central customer service

center using CM/Help:
Complaint management
Order management
Product queries

Benefits

More efficiency and better

quality:
Customer e-mails
automatically trigger
required processes
Coordinated, structured
workflows
50% less time needed per
call
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Success Story

CONSOL < CM/HELP
IN CUSTOMER CARE

Intelligent call management at EP:Netshop

EP:Netshop offers over 4,000
consumer electronics products. 560 EP:
dealers throughout Germany are currently
connected to the multi-channel online
shop of the Electronic Partner
association and involved in all
EP:Netshop business processes.

The problem:
Due to the rapidly increasing number of
incoming e-mails, answering customer
phone calls in the central customer
service center began taking more time,
necessitating introduction of a call
management system.

The requirement:

Timely, process-supported fulfillment
of customer needs

Coordination of customer requests
Seamless documentation of requests
and results

Ease of use, rapid operation and fast
implementation

Improved workflows and transparent
customer processes

The solution:
Introduction of ConSol#CM/Help
helpdesk software - written completely in
Java - for handling all incoming e-mail.
After a three-month test phase, the
EP:Netshop eCommerce database was
prepared for operation with CM/Help.
ConSol held a half-day training session
for customer center employees and a
two-day workflow seminar for
administrators.

In addition, ConSolZ provided
support during update installations and
adaptation of the system to
EP:Netshop's business processes such
as template creation.

Workflows, e.g. for product requests or
returns, can be easily generated in
CM/Help. And the system can always be
adapted and expanded to meet changing
demands.

"We chose CM/Help because
it is an excellent, economical
solution for modern, efficient
customer management. The
software is so scalable that
it will continue to grow as our
company grows."

Dr. Michael Krumpholz,
CEO EP:Netshop

Only several months after CM/Help was
introduced, the speed and quality of
customer request and order-handling were
greatly improved: the time needed per
request was cut in half. And despite
continual customer growth, the service
level has been maintained.
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