
CaseStudy 

Your Company Is An Overnight Success! Now What? 

Never before has the potential for a digital marketer’s business to skyrocket to success been as 
great as it is in today’s market. While this is a great “problem” to have, it does come with some 

real business challenges: 

•  The need to rapidly scale to handle call and order volume 

•  The need to provide exceptional customer service, upsell products and services, and 

minimize chargebacks 

•  The need to free up valuable company resources to focus on continued business 

growth and development 

 

The Client 

The client is a well-known online marketer that focuses on firearms and tactical equipment 

including high-performance flashlights. 

 

Client Objectives 

The client was fortunate in that their business skyrocketed to success. Unfortunately, given the 

rapid growth of their business, they didn’t have the infrastructure nor expertise to handle the 
call volume they were receiving. This put additional resource strain on their executive team and 

constrained their ability to scale the business. 

 
Initially, the client thought they were receiving around 200 calls per day and even at that 

callvolume, they were struggling to keep up. However, upon receiving a carrier level report from 
AT&T, the client discovered they were actually close to 15,000 calls each day. More than 

14,000 calls were going unanswered, and this combined with email inquiries not being 

addressed in a timely manner, resulted in extremely high levels of chargebacks and customer 
dissatisfaction. In addition, there were significant missed revenue opportunities as a result of 

missed calls. 

 

In December 2015, based on the number of complaints filed, the Better Business Bureau issued 

the client a grade of “F”. In fact, the BBB had received more than 470 complaints alleging 
failure to ship product ordered, failure to issue refunds, defective product, failure to respond to 

phone calls or emails and overall poor customer service. 

 

The client had a critical and immediate need for a call center to provide customer service 

support, and they engaged ListenTrust to provide the solution. 
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The ListenTrust Solution 
With our flexible and scalable operations and team, ListenTrust was able to quickly 
engage 30 customer service agents and get the program running and taking calls within 

48 hours. We engaged agents both at our facilities in Hermosillo, Mexico and Belize City, 
Belize. 

 

Additionally, answering the vast number of calls that had previously gone unanswered 
provided deep insights and learnings about the client’s customers, their needs, and 

expectations. ListenTrust shared this knowledge with the client regularly so they could 

optimize their communications materials and better manage customer expectations. 
 

The Results  

ListenTrust ensured all calls were answered quickly and efficiently, helping 
customers confirm their orders were shipped appropriately while addressing any shipping 

errors or delays, reducing chargebacks and improving the client’s online reputation, while 

driving improvements with their BBB ratings.  Equally important was to give the customer 
an option to speak to a live person instead of waiting for a response to an email inquiry. 

Awareness of customer demographics and the ability to respond in a manner most 
preferred by the customer was a critical consideration as well. 

 

ListenTrust’s ability to manage the call volume and address customer service concerns 
freed up the client’s executive team to focus on building their business, and developing 

and marketing new product offerings to generate new revenue growth and expansion.  
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