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Kustomer is making a di�erence for this mission-driven driving community.

Kustomer + HopSkipDrive.

- Michelle McCombs, Director, Community Experience, HopSkipDrive

I love how customizable Kustomer is! With other players in this 

space, I constantly felt like I was trying shape my business 

needs around their tools and what we could hack it to do, but 

Kustomer fits all my team needs. I love the flexibility and 

functionality, and we are constantly tweaking things to improve 

the CX team experience.

∞ Friends since: June 2018

∞ Number of users: 45

∞ Switched from: Zendesk

∞ Favorite Feature: Customization!



HopSkipDrive is a tech-enabled service that provides rides for kids 6+ with fully-vetted, fingerprinted caregivers. 
The company is dedicated to making a di�erence in the lives of children and families, with a mission to use 
technology, operational expertise, and new thinking to help kids reach their full potential by providing a safe, 
dependable way to get them where they need to be. Since launching, HopSkipDrive has provided more than 
four million miles of rides to over 650,000 kids.

One of the challenges for HopSkipDrive’s Community Experience team is supporting three distinct communities 
throughout their use of the platform: CareDrivers, parents, and schools. It doesn’t matter whether you’re a 
school transportation director or a parent, it can be a huge headache to coordinate safe and reliable 
transportation for children. The company works with parents, schools, districts, non-profits, and government 
agencies to provide transportation flexibility, visibility, and savings.

Before moving to Kustomer, the HopSkipDrive team was never confident in their CX data and was missing core 
performance stats like a robust CSAT and First Contact Resolution. Now, according to Michelle McCombs, 
HopSkipDrive’s Director of Community Experience, gathering team performance stats has “never been easier.”

As a result of Kustomer analytics and the omnichannel timeline view, team e�ciency has also improved. The 
Community Experience team is able to easily see open conversations from a member of the HopSkipDrive 
community and address all the concerns within one conversation, which means less double-work, quicker 
responses, and a happier, more supported community.

The HopSkipDrive team also values the customizable and omni-channel capabilities of the Kustomer platform. 
SMS is a popular support channel for the HopSkipDrive community, but many support platforms don’t show it 
love — however, Kustomer has SMS capabilities deeply integrated on the single timeline view, so it’s a smooth 
experience to respond to texts (or any conversation channel the customer prefers!) for the HopSkipDrive team.

I love how truly omni-channel Kustomer is. It’s so easy for my team to pivot with our 
community and see all the communications in one quick go.

It’s been great working with the 
Kustomer team! Our account manager 
is always checking in and cares about 
our thoughts — even after the sale! We 
loved working with our implementation 
manager; he was thoughtful, 
transparent and incredibly helpful. 
When we’ve had to reach out to the 
support team, they have been incredibly 
helpful and responsive. I’ve had positive 
interactions across the board!
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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-hopskipdrive

