Harveys The Furniture Store Case Study
Leading UK furniture retailer
integrates text messaging.
Harveys The Furniture Store is the largest
furniture specialist in the UK, and is wholly
owned by Steinhoff International, which, in the
UK, comprises of five major national brands –
Harveys, Bensons for Beds, Sleepmasters, The
Bed Shed, and Cargo Home Shop.

By sending confirmation of the delivery time
for a customer’s purchase by text message,
Harveys wanted to improve the quality of
customer contact, and decrease the number of
aborted deliveries.

Harveys is the largest contributor to Steinhoff
International in the UK with a turnover of £240
million, generated from over 155 stores.

Project Solution

Project Requirements
The initial project requirement for Harveys was
for a simple and effective means by which toplevel daily sales figures could be sent to senior
managers at the end of each day’s trading.
Text messaging was chosen for the delivery
medium due to its ability to rapidly deliver short
messages in to the hands of the recipients
through their mobile phones, rather than via
email.

Following an investigation of suitable providers
towards the end of 2004, Harveys chose
TextAnywhere as its text messaging partner
on the basis of simplicity, reliability and cost
effectiveness.
TextAnywhere’s Developer Toolkit enabled
Harveys to integrate the sending of text
messages within its own, in-house application
within minutes.
Within 48 hours of selecting TextAnywhere,
the solution to provide senior managers with
an automated, SMS-based sales information
service was live and seamlessly replacing the
original solution without anyone noticing.

Soon after this initial requirement was fulfilled,
the use of text messaging was significantly
expanded by using it as a means to
communicate with Harveys customers.
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Soon after, Harveys began using textmessaging as a means to contact each
customer with delivery details for their bought
items. This service is used for items purchased
at Harveys and Bensons throughout the UK.

One thing is for sure, texting is here to stay at
Harveys. And TextAnywhere continues to be
Harveys’ partner, providing a robust service that
Harveys can reply upon.

Text messages are sent each day to customers
confirming when a delivery will be made,
providing 48 hours notice of the delivery
window. Customers have the ability to reply,
with replies routed to the Harveys customer call
centre team who can then text back or call the
customer directly.

Secure Company

Text messaging is also used internally as a
means of communicating with colleagues
throughout Harveys.

Range of Services

Project Successes
The use of text-messaging has grown
significantly since the initial requirement was
identified in late 2004, and is now considered a
business-critical tool within Harveys.
Since Harveys has been using text-messaging
to contact its customers, inbound customer
enquiries have dropped by 90%, first time
deliveries are up significantly, and our quality of
customer service has improved.
The success of text messaging within Harveys
has led other companies within the group to
initiate similar services.

Since 2002, TextAnywhere has offered a range
of text services that focus on reliability, ease of
use, security and good value, backed by quality
support from a financially secure, profitable
organisation.

TextAnywhere provides commercial and public
sector organisations with text messaging
services that enable the sending and receiving
of SMS messages from individual desktops or
handheld devices, through online and email
applications. These can be through a simple
pre-paid model or monthly account terms.
The company also offers a Developer Toolkit
for clients to integrate texting in to their own
applications, as well as a White Label service
for partners who wish to offer TextAnywhere’s
services as their own, branded text messaging
services.
If you would like to find out more about
how TextAnywhere can help your business
communications, please visit our website
www.textanywhere.net or call the sales team
on 08451 221 302, or email us on:
welcome@textanywhere.net.
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