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A GLOBAL MOTORCYCLE BRAND'S
OMNICHANNEL CX RIDE:

This case-study delves into how one of the world's most
iconic motorcycle brand unified their customer experience
across social media, calls, chats, review sites and more
with the help of Konnect Insights

A CASE STUDY BY KONNECT INSIGHTS
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p> INTRODUCTION

About the motorcycle brand

This brand is an iconic motorcycle manufacturer with a
rich heritage that spans over a century. Established in
1901, the motorcycle brand is the oldest global motorcycle
brand in continuous production, boasting a legacy deeply
rooted in British engineering excellence and motorcycling

history.

Headquartered in Chennai, India, the motorcycle brand
has evolved from its early days of producing motorcycles
for the British military to becoming a beloved brand
renowned for its classic designs, timeless appeal, and
distinct thumping engine sound. The company has
garnered a passionate following of enthusiasts worldwide
who appreciate its commitment to craftsmanship,

authenticity, and the pure joy of motorcycling.

The motorcycle brand's product lineup primarily consists = g . esa\ _
of classic-styled motorcycles that evoke nostalgia while
incorporating modern engineering and technology. These
motorcycles are known for their robust build quality,
comfortable riding experience, and versatile performance,
making them well-suited for both urban commuting and

leisurely touring.

Over the years, the company has expanded its presence
globally, establishing a strong foothold in markets across
Asia, Europe, the Americas, and beyond. The brand's
motorcycles have gained popularity among riders seeking
a unique blend of heritage charm, reliability, and

adventure.

The motorcycle brand enjoys high brand recognition and
loyalty among motorcycle enthusiasts worldwide. The
brand's iconic design aesthetic, heritage, and reputation
for reliability contribute to its strong brand image and

customer loyalty.
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About the motorcycle
brand

In addition to its core motorcycle business, The
motorcycle brand has a vibrant community of riders
and enthusiasts who actively engage with the brand
through events, rallies, and social media. The company
organizes rides, rallies, and other enthusiast
gatherings, providing opportunities for riders to
connect, share experiences, and celebrate their
passion for motorcycling. The company fosters a sense
of belonging and camaraderie among its fans, further

strengthening its brand appeal.

The motorcycle brand has a robust digital presence,
with active social media channels, a user-friendly
website, and digital marketing campaigns aimed at
engaging with customers and promoting brand

awareness.

With a commitment to innovation and continuous
improvement, the brand continues to push the
boundaries of design and technology while staying true
to its heritage and core values. As it looks toward the
future, the company remains dedicated to delivering
authentic and exhilarating riding experiences that

resonate with enthusiasts around the world.
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Before implementing Konnect
Insights, their team struggled
Chu”enges to get a unified view of

customers and their previous

fu c e d complaints from various

Before the implementution touchpoints. The challenges
of Konnect Insights faced by the motorcycle

brand had significant
implications for the brand's
presence, objectives, and
overall performance.
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Let's delve deeper into each challenge and its impact:
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Lack of a Unified Customer View:

Impact on Brand Presence:

Without a unified view of customer
interactions, The motorcycle brand's
brand presence suffered as customers
experienced fragmented and inconsistent
service across different touchpoints.
Incomplete resolutions and delayed
responses tarnished the brand's
reputation and eroded customer trust.

Impact on Objectives:

The inability to provide seamless
customer service undermined the
motorcycle brand's objectives of
delivering exceptional experiences and
fostering long-term customer loyalty. The
lack of personalized support hindered the
company's efforts to differentiate itself in
a competitive market landscape.
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Resource Management:
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Inefficient resource allocation and stretched
manpower resulted in delayed responses to
customer queries and complaints. This led to
negative word-of-mouth publicity, impacting the
motorcycle brand's brand presence and
perception among customers.

Real-time Monitor

The absence of real-time monitoring left the
iconic brand vulnerable to reputation risks and
missed opportunities for proactive engagement
with customers. Negative sentiments could
escalate quickly on social media, damaging the
brand's image and eroding customer trust.

Poor resource management hindered the brand's
objective of providing timely and effective
customer support. The company struggled to
meet service level agreements (SLAs) and
maintain high standards of service quality,
undermining its reputation for reliability and
responsiveness.

ing:

Without real-time insights into customer
interactions and sentiments, the motorcycle
brand's objective of delivering personalized and
proactive customer experiences remained
unfulfilled. The company lacked the agility to
address emerging issues promptly and capitalize
on positive opportunities in the digital landscape.
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No proper Social Listening:

Impact on Brand Presence:

Limited capability to analyze social media data
hindered the motorcycle brand's ability to
understand customer perceptions, track brand
sentiment, and identify emerging trends. This
constrained the brand's ability to shape its online
reputation and engage effectively with
customers.
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Impact on Objectives:

Impact on Objectives: Without actionable insights
from social media analytics, the motorcycle brand
struggled to formulate targeted marketing
strategies, identify brand advocates, and mitigate
potential reputational risks. The company's
objectives of driving brand awareness and
customer engagement were compromised.

Integration Complexity:

Impact on Brand Presence: Impact on Objectives:

Integration challenges resulted in fragmented Poor integration hindered the brand's objectives
customer data and disjointed experiences across of harnessing customer data for strategic
channels. Inconsistent data synchronization and decision-making and improving operational
manual reconciliation processes undermined the efficiency. The company's efforts to drive
motorcycle brand's brand presence by impeding customer-centric initiatives and enhance cross-
its ability to deliver cohesive and personalized channel experiences were hampered by

interactions. disjointed systems and processes.
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In conclusion, addressing these challenges was critical
for The motorcycle brand to uphold its brand reputation,
achieve its objectives of delivering exceptional customer
experiences, and maintain a competitive edge in the
motorcycle market. By overcoming these hurdles, the
company could enhance its brand presence, drive

customer satisfaction, and foster long-term loyalty
among riders worldwide.
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S D I Ut I 0 n S The motorcycle brand
ex p e ri ence d partnered with Konnect

Insights to implement tailored
after the implementation of solutions addressing their
Konnect Insights specific challenges:
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Integration with Caliper for
Google Reviews

..... OGLE LOCATION DATA ® D B < ADD CHART

Dealership Top positive Dealership Top Negative

DEALERSMIP

How the integration with Caliper for Google Reviews helped the brand:

Integration with Caliper for Google Real-time monitoring enabled

01. Reviews allowed the motorcycle prompt addressing of customer
brand to gather and analyze concerns raised in Google
customer feedback seamlessly. reviews.

Automatic aggregation of reviews Analysis of trends and patterns in
provided a centralized repository feedback facilitated improvements,

of customer sentiments and enhancing online reputation and
preferences. customer satisfaction.
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Website Chatbot Integration
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Konnect Insights facilitated the integration of the motorcycle brand's website chatbot with
their customer service platform. This integration enabled:

Automation of initial query triage
and escalation processes.

Streamlining of customer support
operations, leading to reduced
wait times.

Enhancement of the overall
customer experience.
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Efficient routing of customer
gueries from the website chatbot
to live agents.

Optimization of resource
utilization and enhancement of
responsiveness

Prompt assistance and personalized
support for customers and
Improved satisfaction levels
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UGC & Social Feed Integration
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The motorcycle brand
integrated their social feeds and
user-generated content (UGC)
with Konnect Insights to
streamline content curation and
consent management
processes. This integration /
provided a centralized ' > = SEC ~_ gttt
dashboard where the company
could view and manage all user-
generated content mentioning
their brand.

By obtaining user consent directly through the dashboard, the motorcycle brand simplified

the process of sharing selected content on their website and social media channels. This

not only facilitated brand engagement but also fostered a sense of community among the
brand enthusiasts by showcasing authentic user experiences and testimonials.
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Konnect Insights facilitated the synchronization
of social media and chatbot data with the
motorcycle brand's CRM platform, Microsoft
Dynamics 365.

Integration with Microsoft Dynamics 365
(04 centralized customer data management, allowing

M i c ro s Oft comprehensive tracking of interactions and
preferences.

Dynamics 365

Integration

L X Data from multiple touchpoints, such as social
K] media engagements, website interactions, and
chatbot conversations, were consolidated.

o

The motorcycle brand gained a 360-degree view of
— their customers, enhancing visibility and enabling
— personalized experiences, targeted marketing
— campaigns, and effective customer relationship
management.

o F

Social Listening

Tweets
were done on ‘®

a 4
and Anal yt TS o T it s

Count was

Engagement was

The motorcycle brand utilized Konnect Insights’ aVentons were —
social analytics module to gain actionable insights

from social media platforms. By monitoring social Average Watch
conversations, tracking key metrics, and ANDMOST FANS ARE FROM 04:32

performing sentiment analysis, the company
enhanced its understanding of customer
preferences, market trends, and competitor
activities. These insights informed marketing )14 M
strategies, product development initiatives, and Average Views Ffeq‘::;'svhl::;:
brand positioning efforts, enabling The motorcycle

brand to stay ahead of the curve in a competitive 27.8K

market landscape. (o]

Most
Commented Users

User and

comments the most on our
tweets
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p> SOLUTION

Real-time Monitoring Setup
(Command Center)

To enable real-time monitoring of customer interactions and sentiments, Konnect
Insights implemented a command center setup for the motorcycle brand. Command
center screens provided live updates on customer conversations, feedback, and trends
across multiple channels. This setup empowered The motorcycle brand to track brand
mentions, monitor sentiment shifts, and identify emerging issues promptly. With real-
time insights at their disposal, the company could make informed decisions quickly,
mitigate potential crises, and capitalize on positive opportunities in the digital
landscape.

) SOLUTION
One View of Customer Dashboard

Konnect Insights' unified dashboard provided the motorcycle brand with a
comprehensive view of customer journeys across channels. By replacing manual
reporting processes with a centralized dashboard, the company gained real-time
visibility into customer interactions, feedback, and support requests. This holistic view
empowered the brand to track customer engagement metrics, measure campaign
effectiveness, and identify opportunities for service improvements. With actionable data
readily available, the company could optimize customer experiences and drive business

growth more effectively.
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B e n Efits Let's explore the results and

benefits achieved by the

a
A C h I EVE d motorcycle brand through the

After the implementation of implementation of Konnect

Konnect Insights Insights' solutions:
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Improved Customer Experience

With the implementation of Konnect Insights'
solutions, the motorcycle brand experienced a
significant enhancement in customer experience
across all touchpoints. By gaining a unified view
of customer interactions and issues, the
company could address customer queries swiftly
and effectively. The integration of chatbots,
social media monitoring, and CRM systems
allowed the motorcycle brand to provide
personalized support tailored to each customer's
needs and preferences. As a result, customers
received timely responses to their inquiries,
experienced faster issue resolution, and felt
valued by the brand, leading to increased
satisfaction and loyalty.

Real-time Decision-making

The implementation of a real-time monitoring
setup empowered the motorcycle brand to make
informed decisions promptly in response to
emerging issues and opportunities. With
command center screens providing live updates
on customer interactions and sentiment trends,
the company gained actionable insights into
customer preferences and market dynamics.
This enabled The motorcycle brand to identify
and address potential issues before they
escalated, capitalize on positive brand mentions,
and adapt strategies in real-time based on
evolving customer needs and market conditions.

O

Operational Efficiency

The motorcycle brand witnessed remarkable
improvements in operational efficiency following
the implementation of Konnect Insights'
solutions. By optimizing ticket handling
processes and streamlining resource allocation,
the company achieved significant cost savings.
Automated workflows and real-time monitoring
enabled the motorcycle brand to allocate
resources more effectively, ensuring that
customer queries were addressed promptly
without unnecessary delays or bottlenecks. As a
result, the company experienced smoother
operations, reduced response times, and
increased productivity among its support teams.

O

Insights-driven Strategies

Konnect Insights' social listening, sentiment
analysis, and competition analysis capabilities
provided the motorcycle brand with valuable
insights for driving data-driven decision-making
and strategic planning. By monitoring social
media conversations, tracking sentiment trends,
and analyzing competitor activities, the company
gained a deeper understanding of customer
preferences, market trends, and competitive
landscape. These insights informed marketing
strategies, product development initiatives, and
brand positioning efforts, enabling The
motorcycle brand to stay ahead of the
competition and maintain its leadership position
in the motorcycle industry.
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Time and Cost Savings
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Automation of data integration and reporting processes resulted in significant time
and cost savings for the motorcycle brand. By replacing manual data entry and
reconciliation tasks with automated workflows, the company reduced the time and
effort required for data management and analysis. This freed up resources to focus
on value-added activities, such as engaging with customers, refining service
offerings, and driving business growth. Additionally, the efficiency gains achieved
through streamlined processes translated into cost savings, further enhancing the
company's bottom line.

Armed with a wealth of customer
insights, the team could now reach
out proactively, addressing issues
before they escalated. Whether
through personalized emails or
prompt phone calls, the brand
ensured that each customer felt
valued and heard.

This shift from reactive to proactive
customer service not only resolved
immediate concerns but also laid
the foundation for long-term loyalty
and satisfaction.
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The future scalability initiatives planned by The
motorcycle brand in partnership with Konnect
Insights:
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Call Center WhatsApp Bot Offline
Integration Integration Touchpoint
Management:

Call Center Integration

The motorcycle brand aims to enhance the unified customer view by
integrating its call center systems with Konnect Insights.

This integration will enable seamless synchronization of customer
interactions and data between the call center and other touchpoints, such
as emails, social media, and website chatbots. By consolidating customer
information from multiple channels in real-time, the motorcycle brand can
ensure a cohesive and personalized experience for customers reaching
out via phone.

Agents will have access to comprehensive customer profiles, including
previous interactions and preferences, allowing them to provide efficient
and tailored support. This integration will improve operational efficiency,
streamline customer service processes, and ultimately enhance customer
satisfaction.
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WhatsApp Bot Integration:

The motorcycle brand plans to leverage Konnect Insights' capabilities to
integrate with WhatsApp, a popular messaging platform with billions of
users worldwide.

By integrating WhatsApp bot functionality, the motorcycle brand can
expand its reach and improve customer engagement on this widely-used
communication channel. Customers will be able to interact with The
motorcycle brand seamlessly via WhatsApp, accessing information,
submitting queries, and receiving assistance in real-time.

The WhatsApp bot can handle routine inquiries, provide product
information, schedule service appointments, and more, freeing up human
agents to focus on more complex issues. This integration will enhance
accessibility, convenience, and responsiveness, further strengthening
The motorcycle brand's customer relationships and brand loyalty

Offline Touchpoint Management:

To enhance the overall customer experience, the motorcycle brand plans
to deploy Konnect Insights QR codes at offline touchpoints such as
dealership locations and service centers.

These QR codes will enable customers to report issues, provide
feedback, and access support conveniently using their smartphones. By
scanning the QR codes, customers can initiate conversations with the
motorcycle brand representatives, submit service requests, or seek
assistance directly from the offline touchpoints.

This initiative bridges the gap between online and offline interactions,
ensuring a seamless and integrated customer experience across all
touchpoints.

It empowers customers to engage with the motorcycle brand on their
terms, enhancing convenience, satisfaction, and brand perception
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Conclusion

In summary, these future scalability
initiatives demonstrate the motorcycle
brand's commitment to leveraging
technology to enhance the customer
experience, expand reach, and drive
operational efficiency. By integrating
call center systems, WhatsApp bot
functionality, and offline touchpoint
management solutions, the motorcycle
brand aims to deliver seamless and
experiences to customers across all
channels, solidifying its position as a
customer-centric  brand in  the
motorcycle industry.



