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Company shapshot

Sunburst Shutters is a multi-location shutter and window dressing business with 35
locations across North America. Sunburst Shutters is one of the few US manufacturers for
window treatments, and they have been in business for over 40 years installing high-quality

shutters that will last a lifetime.
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Sunburst Shutters has always prided themselves on their “white glove” service. Excellent
customer experience is their focus, taking care of the customer from the first interaction to
the final purchase. After a customer expresses interest, Sunburst Shutters sends a design
consultant to visit the customer’s home for an initial consultation. The design consultant
takes all of the measurements that they need, goes over the various window covering

options, and comes back to install the product when the materials are ready.

Yet when COVID-19 hit, Sunburst Shutters was forced to rethink their entire customer
experience. The marketing team at Sunburst Shutters knew that the company needed a tool
that would allow them to maintain their high quality of service while keeping their
employees and customers safe. Webchat and business texting were the answers they were

looking for.
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New leads with Webchat

Sunburst Shutters has been using Birdeye since 2019 and has collected over 2,500 reviews
with a 4.9 average star rating. But once the coronavirus hit, all of the other Birdeye features
seemed to triple in value overnight. Tools that were once seen as nice perks suddenly

became absolute necessities.

Webchat has been instrumental in Sunburst Shutters’ continued business during COVID-19.
New leads can effortlessly connect to the team through a simple chat window, and team
members can respond at their earliest convenience. Webchat is a foot in the door,
connecting the Sunburst Shutters team to new leads, even during this uncertain time we are

living in.

The convenience of Webchat also saves customers so much time, according to the
marketing team. Now customers and team members don't need to go back and forth over
email or play phone tag. Instead, customers get the answers that they need right away. This
open line of communication helps Sunburst Shutters maintain the fantastic level of

customer service they pride themselves on.

‘Before Birdeye, the only way we could capture website leads
was through a form. Now with Webchat, we've received over
1,400 leads. Webchat and business texting have become an
essential part of our day-to-day business.”

a MARISA ENDY-VANCHIERI, DIRECTOR OF SOCIAL MARKETING



White glove service goes mobile

Once COVID-19 hit, the Sunburst Shutters marketing team needed to figure out a tool for
them to use to continue business as usual...well, as usual as these unusual times would
allow. Business texting was a great opportunity for that. While Zoom consultations are
available, the team admits that not many customers like to be on camera. Instead, they

prefer to text their questions directly to the Sunburst Shutters employee.

While in-person consultations are generally preferred by the staff, the Sunburst Shutters
team is also able to maintain high-quality service through the convenience of a mobile
device. Many customers are limiting their social interactions as much as possible, and the
option to communicate through text and Webchat has helped the team keep up business.
Through Webchat and business texting the team can conduct the initial consultation, send
pictures of shutter options, receive pictures from customers, and finalize the purchase. For
in-person consultations and the installation process, the team comes prepared with masks,
hand sanitizer, and proper social distancing. Webchat and business texting have helped the
team adjust to these unprecedented circumstances to assure that they can continue their

white glove service, even in the midst of a pandemic.
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Hi This is Britni with Sunburst Shutters. Are you
available next Friday for us to come out, sometime between
11/11:30 am?

Thanks!

Britni Schwebs - 03:37 PM

&. Auto assigned to Britni Schwebs - 03:37 PM

Hi Brittany | just got out of work. Sorry | have not been able
to get back with you but by the time | get off work at five the
rest of the week y'all are closed. Next Friday it'll have to be
super early because I'm having some cabinets delivered at a
different house around 12-12:30

07:01 PM

Ok not a problem! Since we are going to be in your area that
day, would 10 am be too late?

Britni Schwebs - 07:12 PM



Seamless Integration

The Sunburst Shutters marketing team has always seen the value in creating more digital
customer experiences. But, because Sunburst Shutters runs on various small teams spread
out across North America, it wasn't easy to get everyone on the same page. While many
teams saw the value in going digital, they also thought it would be difficult, time-consuming,
and a waste of their resources. In fact, before using Birdeye, the team tried five different
software solutions. Each one failed to work for their business. Either the software was too

technical, too frustrating, or nearly impossible to teach to the entire company.

But as the team says, Birdeye is “turn-key.” Getting Birdeye integrated with their current
systems has been a breeze. The ease of implementation helped the team to adapt quickly,

and now teams are using Birdeye across all locations.
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Ryan Leach May 28, 2020 & AlishaSingh () Boston

This is the second time | have gotten sunburst shutters. They really are amazing and elevate the entire look of the house.
They are also great for keeping the heat out (or in) depending on the weather. My shutters were to be installed in the
middle of COVID 19. They kept in regular contact with me on dates of installation and when they were installed the guys
followed all safety precautions and did an excellent job. We are so pleased and our hous... more »

Holly Perron replied on Google May 28, 2020 12:10 PM (PST)

Ryan We are so pleased to hear that you had a great experience again :-). Thank you for taking the time to give us a
review. We really appreciate your continued business!

Boston

Actions Edit reply

Paving the way for the hew normal

Sunburst Shutters has proven how businesses can adjust to “the new normal.” While nobody
is entirely sure what business will look like a year from now, all businesses will need to
remain flexible to stand the test of time. In-person customer service is still a cornerstone for
Sunburst Shutters, but they have proven that you can maintain a fantastic customer

experience in the digital world as well.

Sunburst Shutters’ success is a shining example that, with a dedicated leader, the right

team, and the proper tools, businesses can adapt to changing circumstances.



About Birdeye

The all-in-one customer experience platform that provides
businesses with the tools to deliver great experiences at every
step of the customer journey.
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Birdeye is an all-in-one customer experience platform that provides businesses with

the tools to deliver great experiences at every step of the customer journey.

More than 60,000 businesses of all sizes use Birdeye every day to be found online and
chosen through listings and reviews, be connected with existing customers using text
messaging, and deliver the best end-to-end customer experience with survey, ticketing

and insights tools.

Want to learn more? Head to our website and see why over 60,000 businesses trust

Birdeye to help them be found, be chosen, be connected and be the best.



Birdeye products

Birdeye is the only comprehensive platform for customer experience that offers a range
of products that scale with your business.

Jd> Listings

Manage your business listings on 50+ sites to rank higher everywhere online. Dominate
local SEO with your custom Birdeye profile.

% Reviews

Get customer reviews on sites that matter to your business and boost customer happiness
by leveraging feedback from 150+ review sites.

Referrals

Let your customers refer your business to their family and friends and get new customers
through word of mouth.

(O Interactions

The single customer interactions software for your team to connect with leads and
customers through text, live chat, video and bulk messaging.

Surveys

Connect with your customers at any point in their journey by engaging at the right time, in
the right channel, with simple and effective surveys.

© Ticketing

Convert reviews, social mentions and survey responses into support tickets and solve
issues before they escalate.

Q Insights

Dig beneath reviews, ratings, customer feedback, and survey scores to discover what's

working, what's not, and where.

000 Benchmarking

Analyze your competition through customer feedback to understand where you rank in your
industry and leverage competitive insights to get ahead.

See how Birdeye can help you grow your business!
Call us at 1-800-561-3357, schedule a demo or visit www.birdeye.com for more information.


tel:18005613357
https://birdeye.com/cal/schedule/

