CARiD Increases Customer
Satisfaction and Repeat Purchases
with Stella Connect
CARiD is an online retailer that offers a wide variety of brand name
automotive parts and accessories. The company uses state-of-the-art
technology and a dedicated, highly knowledgeable team to offer customers
the exact product they need, at the best price, and in the quickest time.
CARiD is committed to providing its sales and service team with a
modern, learning-focused work atmosphere. To ensure team members
have the motivation and support they need to offer best-in-class customer
experiences, CARiD turned to Stella Connect. As well as motivating its
front-line team, CARiD was looking to Stella Connect to help increase sales
across its ecommerce business.
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The CARiD offices have an open floor plan
to encourage teamwork and collaboration.
The company has monitors around the
office to display key performance metrics,
and saw an immediate opportunity to
add Stella Connect leaderboards to these
screens. The leaderboards, combined with
agents’ individual feedback streams, foster
friendly competition with agents striving
to achieve the highest customer ratings
from Stella Connect feedback requests.
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6:51 PM March 21, 2016
Paul was nice, polite and knew a ton about Blanca Peak’s products! He
was a smash hit and I would love to work with him again

Chat
Rating

6:37 PM March 21, 2016
Couldn't have asked for a better experience. Will definitely shop here
again in the future.

6:15 PM March 21, 2016
Comments

OK service, but didn’t have the product I wanted :(

Yes

Our team members are really
motivated by the Stella
Connect leaderboards. We
often see them congregating
around the screens watching
them update! You see it very
visually throughout the office
– there are lots of high-fives
being exchanged.
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He was great as well as informed. I went into the call with a mindset of
canceling the order. He made me feel i should stay so i did.
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4:27 PM March 21, 2016

—Ryan Gronlie, Customer Service
Manager at CARiD

My conversation with Paul was great. He helped answer all my questions.
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4:16 PM March 21, 2016

The constant stream of motivating customer feedback delivered by Stella Connect encourages
agents to create memorable moments during every customer interaction.
So happy I got connected with Paul. He was the man! I had some questions about a product I was looking at and he was super helpful. Ended

Results: Motivated Teams = Measurable
Business Results
In addition to driving team motivation, Stella
Connect also provides a valuable new tool for
CARiD’s managers to measure and optimize
the performance of individual team members.
The combination of performance optimization
and team motivation through Stella Connect
has resulted in a significant increase in
business for CARiD. According to Gerald Major,
the retailer’s Director of Client Experience,
since using Stella Connect CARiD has seen
both an increase in repeat purchases and a
decrease in negative reviews.
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Stella Connect has helped CARiD improve customer
service, which has translated into more satisfied
customers and more repeat purchases.
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