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rue21 Gets Sales and
Satisfaction Bump with a
Data-Driven, Omnichannel
CX Strategy

%

Region

Marth Arnerica

||I®

Solutions

Werint® Experience
Managerment™

Industry

Results

Aggregated VOO insights
rur a Cross |:ur|r.1.|ur|a| wiEw
af custormer ineraction
H”d exper HENCES ACTORE
the consurmer journey.

* Used data to prioritize
actions for continuous
CX improverments.

Inereased MPS by

17 paoints by improving
BOPIS fulfillment model
and brand product
strateqy that addressed
eommon feedback/pain

points noted in VOC.

Realized a 72% incresse
in BOPIS arders
manth-owermonth
after CH improvement
changes took effect.

VERINT

Customer
Success Story

Opportunity

Meswr rue2, LLC [reed), is a fast-fashion growth retailer with aver 600 stores in shopping
malls, cutlets, and other retail centers. The brand has experienced dramatic growth over the
years, propelling the retailer to a top destination far on-trend fashion apparel and accessories

at & great walue.

Orer the last feow years, ree2l has worked to evalve its qu:ling: to better serve customers. Ta
Suppaort these efforts, the retailer has embarked on a data-driven Strateqy to gcﬁ}ler Cusiormer
feedback from scrods the consumer journey to promote a greater undq:r:.'lurlding of how te

improve customer axperiancas.

In 2019, rue2l modernized its store designs to give customers a new and inspiting in-stone
experience. Voice of Custormner (WOC) feedback was vital in helping the intermal custamer
experience [CX] tearm idlerl'LirgI sy that ware causing lowear Mat Pramaoter Score [MPS) ratings.
This data also guided haw the team implemented changes, such as improving eustomer
greatings and communication of in-store promotions; delivering a mane consultative fitting room
experience; and ratcheting up the speed of the cash-wrap process.

Onee rued ] saw the big wins stermming fram these changes, it zeroed in on delivering CX
improvements in twa key amnichannel retail areas: its buy online pickup in store (BOPIES)
fulfillment rmodel and the brand's ples-size fashion line. The organization set out to obtain the
data nesded to guide the necessary changes.

Solution

rue2l deployed Verint®™ Experience Management™ to measure stare, digital, fulfilment, and
BOPIS experiences. Warint Experence Management enables listening across virtually all digital
and non-digital channels (mabile, web, social, email, voice, SMS, and others; engagement posts
lopt-in, triggered digital, post-interaction survey, lifecycle survey, and telephone calls), and data
types (structured, unstructured, direct, and indirect).

The Verint solution has enabled the retailer to align its VOUC insights te key performance
indicators (KPl) acros the custormer journey. One elerment of the Yerint Experience
Management solution, predictive madeling, was particularly helpful to the ue21 CX tearm.
With it, the tearn can effectively translate feedback into specific actions that lesd to the

greatest measurable business impact.
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