
Moving mountains, and your belongings, with a clear view of the customer.

-Peter Hsu, COO, Bellhops

My advice to anyone considering Kustomer is to 

spend an hour or two working in the seat of one of 

your front line agents. If you’re having to hunt across 

multiple systems to get basic information or 

understand the context from prior interactions with 

your customers, it’s time for an upgrade.

∞ Friends Since: 8/10/18

∞ Number of users: 72

∞ Switched from: Intercom

∞ Favorite Feature: Customer 

Timeline
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Kustomer + Bellhops.



As the nation’s first tech-enabled moving company, Bellhops arranges both local and 
long-distance moving services in cities across the country. Founded in the college town of 
Auburn, Alabama in 2011, the founders set out to make moving into and out of dorms during 
orientation weekend painless. They set a goal of 40 moves, but ended up completing 325. 
Now, Bellhops is available in 31 cities and will open in 3 cities a month throughout 2019. 

Moving is an incredibly intimate experience—you are inviting people into your home for 
several hours while they touch and handle your things. This makes Bellhops commitment to 
CX a top priority. Peter Hsu, COO at Bellhops, explains,

We pride ourselves on working with crews that customers can rely on to be friendly and 
hardworking. However, a positive experience comes not just from technical proficiency, but 
from demonstrating to customers that you understand what they need, by listening to them 
and sincerely caring about their belongings.



Although Bellhops has only been on the Kustomer platform for a few months, they have 
already started seeing the benefits.

When the Kustomer team originally reached out to Peter, he was intrigued by the notion of 
having all customer information in one place. His agents were constantly switching between 
screens in order to gather necessary information for their understandably emotional 
customers. “It’s not enough to ‘solve’ an individual ticket, especially if a customer is writing or 
calling about an ongoing issue. It’s incredibly important that the agents have the full context,” 
says Peter. Kustomer’s customer timeline made all the di�erence.

Ensuring that our agents here have the right information at their fingertips so they can focus 
on having a human conversation that demonstrates that empathy and care is absolutely 
critical.  Once customers recognize that you understand their needs and know the details of 
their situation, you can actually hear them start to relax.

We’re just starting to integrate some of our internal system information into Kustomer, and it’s 
already providing an incredibly important source of context in maximizing interaction quality 
and e�ciency.
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About Kustomer.

Agent-friendly as well as customer-friendly – Kustomer unifies data 
from multiple sources, enabling companies to deliver e�ortless, 
consistent and personalized service and support through one single 
timeline view.

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.

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 $70M in 
venture funding, and is backed by leading VCs including: Battery 
Ventures, 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.

https://www.kustomer.com/contact/?utm_source=pdf&utm_medium=referral&utm_campaign=case-study-bellhops

