
Building “Super Customer” Communities



…

5 years

130 communities 

12 countries



How we started



Community Chat: allows shoppers to help each other 24/7

Michaels Community answers 70,000 questions per month



Gamified Social recognition builds engagement, not money
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Go beyond chat



The Community platform hosted directly on Monki.com



Real-time community advice



Main Challenge

Bring emotions 

in their customer experience



Channels

# General

# Live Help 

# Instawall

Inbox

# Style Team

# All The Feels  

# Sport Style
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Sophie S
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# Body & confidence

My badges

  Tak83

  JJ

  Sophie

#Style Team
React to new products create styles. We’ll publish the ones we like most!

My Profile

My Ranking

#1 Max F – 2500 EXP

#2 Eli M – 2211 EXP

#3 Jane C – 2004 EXP

#4 Ale F – 1985 EXP

#5 Mei V – 1734 EXP

#6 Cari C – 1717 EXP
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More “Engaging experience” on product pages



TokyWoky 

Success Metrics

12 – 15% Customer Service contact reduction

4 - 6x higher Conversion for helped customers

14% Conversion for pages with social reactions


