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THE CHALLENGE: SCALING PERSONALIZED SERVICE IN A DIGITAL WORLD

Kowalski’s Markets has built a legendary reputation across its 12 locations for providing an exceptional, high-touch,

and personalized in-store shopping experience. When they launched their online ordering, pickup, and delivery

program, they faced a modern retail dilemma: How do you translate that signature, warm in-store hospitality to a

digital fulfillment process?

While their website handled the transactions, the in-store fulfillment teams needed a seamless, real-time way to

communicate with customers as they hand-selected their groceries. To bridge this gap, Kowalski's chose text

messaging as their primary channel.

To make this program successful, they needed a communication platform that could handle:

• Two-way texting to share real-time order and delivery status updates.

• Picture messaging (MMS) so the fulfillment team could text customers photos of alternative items when a

product was out of stock.

• An intuitive iPad app that in-store shoppers could easily carry through the aisles.

• Multi-user routing so messages from a customer would go directly to the specific store and team member

fulfilling their order.

• Built-in compliance tools to easily manage customer opt-ins, privacy preferences, and contact categorization.

• Ready-to-use message templates with custom placeholders (e.g., "Hi [Customer Name], your shopper [Shopper

Name] is working on your order!") to keep communications quick, personalized, and professional.
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THE SOLUTION: HIGH-TOUCH HOSPITALITY POWERED BY PIDJ

The Pidj messaging platform was the perfect fit to streamline Kowalski's digital fulfillment, protect their brand's stellar

reputation, and keep operations running smoothly.

With Pidj, Kowalski's Markets quickly deployed a modern communication system that took the headache out of order

fulfillment. In addition, the Pidj onboarding team worked closely with Kowalski's staff, ensuring the store teams were

completely self-sufficient and ready to go by launch day.

CORE  PLATFORM  CAPABILITIES  IN  ACTION

iPad-Optimized Mobile App (iOS):

Deployed directly onto tablets carried by in-store shoppers. Team members can easily text customers, snap and

send photos of substitution options, and manage conversations on the fly while walking the aisles.

Multi-User Licensing & Store-Level Assignments:

Multiple fulfillment team members can access the platform simultaneously. Team members are assigned to specific

physical locations, ensuring that incoming messages are automatically routed to the correct store and staff.

Frictionless QR Code Opt-Ins:

A simple, compliant sign-up flow protects the business. By scanning a QR code on the website, customers can opt

into text updates and select their preferred store location, input their birthday, and self-categorize their

communication preferences.

Smart Contact Management & Tagging:

Unlimited contacts are automatically organized by their preferred local store. This guarantees that inbound customer

texts are instantly routed to the correct location’s dashboard without manual intervention.

Personalized Message Templates:

Staff can send pre-approved, professional texts in a single tap. Using custom variables, messages automatically

populate with the customer’s name, shopper's name, or pickup location (e.g., *"Your order is ready for pick-up at our

Excelsior Market!"*), ensuring consistent branding and lightning-fast communication.

THE RESULT: SIMPLER WORKFLOWS, HAPPIER CUSTOMERS

By partnering with Pidj, Kowalski’s Markets successfully brought their famous, hands-on customer service into the

digital age. In-store shoppers save valuable time managing order substitutions, and store managers enjoy absolute

transparency across multiple locations.

Ultimately, customers receive a frictionless, highly attentive shopping experience that provides the low-touch, time-

saving service that modern shoppers demand and that keeps them coming back.
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