
CASE STUDY:

We equipped SFR with 1,000 of our fantastic Buzz Boxes to be placed 
at every one of their stores, in order to collect vital feedback.

That meant every customer who entered one of their outlets had the 
opportunity to rate their experience.

As is so often the case with our Buzz Boxes, there were just five simple 
questions available to customers, allowing them to have their say in 
less than 20 seconds.

When it’s as quick and as easy as that, it means the Buzz Boxes are 
able to collect a large volume of responses, which in turn produces 
data that is just as quick and easy to analyse.

Providing a much-improved service

Following the roll-out in 2010, mystery shopper results improved 
significantly and were part of a wider increase in satisfaction, 
with a typical store showing a 67 per cent drop in the number of 
dissatisfied customers.

Not only that, but stores which had the highest number of responses 
from customers on Buzz Boxes consistently recorded the highest 
mystery shop scores in the company.

SFR’s dedicated account manager worked closely with the company 
on a day-to-day basis to understand the business.

This supportive approach was crucial in ensuring that all of SFR’s 
employees understood the importance of engaging with, and 
encouraging customers, to use the Buzz Boxes to collect feedback, and 
how the results could be used to help them provide a better service.

SFR
SFR approached We Love Surveys because they wanted to develop a strategy to increase customer 
satisfaction across all of its stores by collecting insightful feedback data, in order to keep customer retention 
levels high.

When your company serves more than 20 million customers, that’s a 
lot of people to try to keep satisfied.

But when that company is SFR, one of France’s largest 
telecommunications providers with 10,000 members of staff and 
500 stores, then they understand the importance of customer 
satisfaction, especially in what is a highly-competitive industry.

It was important that every store was included in the process of 
collecting manageable information that could be used to improve 
working practices and overall customer experience.

And on top of that, the solution had to be clear and simple enough 
for all of SFR’s stores to be fully aware of its importance and how it 
worked, to allow them to make the most of it.

Getting your hands on that vital feedback

This was a partnership we felt we could really get our teeth into 
– and provide SFR with the kind of results a company of their 
magnitude demands.

The solution had to be quick, simple and effective, and we knew we had 
the answer right up our sleeves.
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1,000 BUZZ BOXES IN EVERY ONE OF THEIR STORES

LESS THAN 20 SECONDS TO COMPLETE

5 SIMPLE QUESTIONS FOR CUSTOMERS
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20 MILLION CUSTOMERS


