Kustomer + SmugMug.
Creating a picture perfect customer experience for their photocentric community.

c a s e
s t u d y .

∞ Friends Since: 8/1/17
∞ Number of users: 122
∞ Switched from: Desk
∞ Favorite Feature:
Customer Timeline

We are able to bring all the details of every transaction a
customer has with us directly into the agent's view, allowing us
to spend less time jumping between systems to identify any
potential issues and solve them.
-Ben MacAskill, COO, Flickr & SmugMug

SmugMug.

SmugMug is a platform where photographers can share their art with the world.
Independently owned and bootstrapped for more than 16 years, it remains the best place for
passionate photographers to build their online portfolio. Last year, SmugMug acquired Flickr,
the world’s largest photographer centric community. Together, they provide the best ways for
photographers around the world to display, share, and sell their photos.

Photos are deeply personal and important, and our customers entrust them to us. We take
that seriously, and we have intentionally built our community to be customer centric

says Ben MacAskill, COO of SmugMug and Flickr. In fact, SmugMug’s 2nd non-founding hire
was in CX, and the first two hires following the Flickr acquisition were to build a brand new
CX organization for the platform.

Ben and his team at SmugMug were early adopters of Assistly, which was founded by
Kustomer CEO Brad Birnbaum and CTO Jeremy Suriel. Assistly was eventually sold to
Salesforce and became Desk.com. When Ben heard the Assistly founders had created a
new platform, he was intrigued.

What sold us was the philosophy of how to truly serve the customer. The approach Kustomer
set out to build more closely matches how we want to care for our customers than any of
the various competitors.

As with many of our customers, Ben’s
favorite platform feature is the
customer timeline. He explains, “The
timeline view is a simple and elegant
way to understand what our customers
are doing, and where they are on their
journey. We sell subscriptions and also
on-demand printed products in an
e-commerce marketplace. Being able
to rapidly understand what our
customers is doing allows us to better
help them accomplish their goals.”

As an added bonus, Ben and his team have seen numerous benefits since making the switch to Kustomer.

We’ve seen a drop of over 10% in Average Replies per Conversation on Kustomer. We are
solving customer problems with less interactions, improving both efficiency and satisfaction.

About Kustomer.
Customer Friendships are created with Kustomer. Our customer
management platform for the people-first enterprise is intelligent,
powerful and flexible, and scales to meet the needs of any contact
center and business.
Agent-friendly as well as customer-friendly – Kustomer unifies data
from multiple sources, enabling companies to deliver effortless,
consistent and personalized service and support through one single
timeline view.
Today, Kustomer is the core platform of some of the leading
people-first brands like Ring, Rent the Runway, Glossier, Away,
Glovo, Slice, Sweetgreen, Stella & Dot, and UNTUCKit.

Headquartered in NYC, Kustomer was founded in 2015 by serial
entrepreneurs Brad Birnbaum and Jeremy Suriel, raised Over $30M in
venture funding, and is backed by leading VCs including: Redpoint
Ventures, Canaan Partners, Boldstart Ventures, Social Leverage and
Cisco Investments.
To learn more about Kustomer, contact us here
or give us a call at (212) 497-1188.
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