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Exotic jewelry is usually meant for special occasions. 
Since shoppers tend to spend a lot of money on these 
items, they like to see and feel the product before buying.

At a time when digital-first businesses in the jewelry 
space were practically non-existent, Blue Nile 
successfully established itself as one of the first. 

Founded over 21 years ago, Blue Nile today serves 
customers in over 60 countries. The company is 
considered a pioneer in bringing pricing and quality 
transparency to the jewelry industry. Blue Nile aimed to 
break away from the conventional category truth that 
online shopping was not for higher-value items.



Due to the pandemic in 2020, Blue Nile had to pivot to 
largely chat-based sales and support in order to continue 
providing world-class experiences to its customers. 

How does Blue Nile translate special once-in-lifetime 
experiences to the always-on online world?
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Blue Nile’s data shows that a customer is 
10x more likely to buy from them if they 
speak to a customer service agent. Given 
this, the company prioritized offering agent 
support across multiple channels.

For example, though Blue Nile offers an 
online-only order process, it has gradually 
opened physical stores across the United 
States which they refer to as ‘showrooms’ to 
cater to those shoppers who would like to 
see and feel the product before purchasing.

These stores are now a point of service that 
supplement the online experience. 

The company’s goal is to ultimately allow 
customers to engage with them however 
they want to, and whenever they want to. 
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When introducing new channels it’s 
important to keep in mind the risks 
involved. Often, unplanned introduction 
of new channels results in siloed 
experiences; customer service leaders 
are left trying to balance the chase for 
new channels while trying to provide 
a consistent and delightful customer 
experience at every step of the journey.

Identify the right channels  
for your business:

Rather than adopting all possible 
channels and hoping for the best, 
try to find the channels that are best 
suited for your business. For example: 
Blue Nile consciously chose chat as 
they recognized their shoppers’ need 
for quick answers and availability. 
Learn about ‘The Rule of 5’ in 
identifying the right channels here.

Empower your agents  
with complete context:

Through integrations, ensure that 
your customer service agents have 
access to conversations across 
channels to provide your shoppers 
with consistent, delightful service. 
Freshdesk allows for integrations 
across various support channels and 
3rd party CRM apps. Agents are able 
to gain a unified customer record 
before picking up a conversation.

Empower agents with complete 
context through Freshdesk



The COVID-19 pandemic brought with it  
many new challenges in 2020 for businesses 
around the world, and the jewelry industry  
was not spared. 

With stay-at-home orders in place, people 
were forced into a novel situation of having 
to purchase gifts and engagement rings 
while being locked in an apartment with their 
significant other. Getting on the phone to 
enquire about a piece of jewelry was difficult, 
but the introduction of chat on their website at 
this critical time made it possible for Blue Nile’s 
customers to make their purchases in secret.

Before the introduction of chat, Blue Nile 
primarily sold their higher-priced items via 
phone consultations. However, within a few 
weeks of introducing Freshdesk Messaging, the 
company successfully enabled their shoppers 
to complete their purchases via chat. The 
service team reported that they were even able 
to sell high-priced items through this channel.
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Today’s shoppers expect you 
to value their time, answer 
their questions straight away, 
and make it easy for them to 
connect with you. Freshdesk 
Messaging enables you to 
deliver on those expectations 
using the latest technology in 
conversational messaging and  
AI-powered chatbots. 

Provide instant  
solutions: 

Every business has a number 
of query types that can be 
automated. The trick is in 
identifying which queries 
to automate and deploying 
chatbots to ensure your 
customers receive instant 
responses and speedy 
resolutions. Learn more on 
how to implement bots and 
automation effectively by 
reading this tipsheet. 

Move beyond  
live-chat:

Over the last few months, 
messaging apps have been 
growing by 150%. With 
Freshdesk Messaging, you can 
meet your shoppers on the 
messaging platform of their 
choice, while allowing your 
agents the ease of a single 
inbox for all conversations. 

Get ahead of  
the problem:

Campaigns, a key Freshdesk 
Messaging feature, allows 
you to create messages that 
resonate with shoppers, 
trigger intent-driven messages 
and emails, and also analyze 
key metrics from previous or 
ongoing campaigns. Learn 
to anticipate when shoppers 
might need your help; reactive 
customer service is the past, 
proactive is the future.

Embracing conversational support 
with Freshdesk Messaging



Blue Nile also began to look for ways 
to incorporate innovative new software 
to provide its customers with a safe, 
socially-distanced way to examine the 
jewelry pieces they’re interested in. 

Today, the company offers customers 
the opportunity to set up virtual 
appointments where customers can 
meet with their personal jewelers 
in a virtual showroom. The fun and 
interactive experience provides 
customers with a virtual studio where 
multiple cameras highlight each jewelry 
piece from different angles. 

An agile mindset allows Blue Nile to 
innovate on-the-go based on shopper 
needs and market conditions.
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“With Freshdesk Messaging incorporated, our customers could 
be sitting on the couch next to their partner, chatting with one 
of our agents, purchasing and picking out the perfect piece of 

jewelry for them, and he or she would never know! We doubled the 
amount of revenue that’s coming through our chat platform.”

Michael Hopkins 
VP Sales & Service, Blue Nile



Freshdesk offers effortless omnichannel delight 
where customers can converse with your 
service teams, anytime and anywhere. Anticipate 
customer inquiries before they happen and 
enable service agents with rich context that 
provides more meaningful conversations across 
the entire customer journey. 

Ready to take the next step?  
Email us at experience@freshworks.com

Join the 
Freshdesk 
family
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