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1.  History of “Gidrokomfort” in the market of construction retail. 


Gidrokomfort brand appeared on the market of construction materials in Kaliningrad region 
 in 2008. At that time, the company consisted of only two people. For now, the organizational 
 structure of the company includes six departments with more than 100 people. 


Gidrokomfort, first of all, is an engineering company, the main activities are the supply of all 
 types of pumping equipment, materials for engineering networks, heating equipment 
 including their technical support. A distinctive feature of the company is an integrated 
 approach to the client with the delivery of a ready–made solution. Full support from the 
 design of the facility, delivery and installation of the necessary equipment and subsequent 
 maintenance. 


Gidrokomfort company works with objects of any scale. For private clients we supply small 
 and medium size technical equipment, among the large, completed projects, including the 
 stage theatre in the Kaliningrad region. treatment facilities, reconstruction of water supply 
 stations. 


Today, the mission of the Gidrokomfort company is to strengthen positions in the field of 
 engineering solutions in the Kaliningrad region market, as well as deeper implementation in 
 the Russian market. 


We provide any possible solutions in the field of engineering problems. 


2.  Development of the online store. What is the rationale behind the decision? 


Initially, a catalogue site was developed 7 years ago. The online store has been implemented 
 already for 3 years. As a business priority, our company is not geared towards selling for the 
 retail client, first of all, we are B2B company and mostly working with other businesses and 
 wholesale customers. We mostly supply construction projects; thus, one–time retail sales are 
 not a priority. The priority for the company now is to increase the customer base in B2B with 
 the help of internet store. 


/If I understand correctly, now the site exists more to attract wholesale customers/business 
 partners and is server more like an informative source for them? / 


Absolutely correct. We are now in the development stage of a separate website, exclusively 
 for B2B, where it is planned to deliver more detailed information regarding the products and 
 regarding the technical part of their installation. That means that the site should include a lot 
 of technical documentation with regards to complex technical equipment, etc. 


And we are also planning to have this current online store for retail sales. For, the catalogue 
 that we now have in our website is more suits for an online store specifically for retail. 


3.  Have the sales improved after implementation of the online store? 


Our sales have increased significantly. The number of visits to the online store for 2021 first 
 three quarters has increased by 1/3 compared to 2020. So, we can only note the positive 
 consequences of the online store implementation. 


/ Did the implementation of the online store increase sales? / 
 Yes, it increased sales by about 40%.  


/ Was the increase more among retail customers or wholesalers? / 


The increase was among wholesale customers. Sometimes there are also retail purchases 
through the online store for 100k RUB or more, but very rarely. We are having like 15–20 
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offers per week through the online store, but in most cases, there are small order up to 10k 
 RUB. However, this year we are also noticed increase in big offers.  


Our entire system is integrated and works through the Bitrix24 cloud service. Everything is 
 connected, the CRM system works with the online store and the forms left by consumers, 
 advertising systems like Yandex and Google Ads, Facebook are also connected, and we can 
 track where more traffic comes from through our ad accounts. This helps us to strengthen 
 and focus more on the channels where the traffic is the most. To hold the positions, improve 
 the results and attract new partners and customers, which in case lead to increase of sales.  


4.  What  are  the  main  networking  channels  for  customers  to  get  in  touch  with the company 
 regarding the service and online store improvement recommendations? What are the most 
 popular question from the customers? 


Customers can contact us in any convenient way. Considering the channels, we have they 
 are: social networks like Facebook, Instagram, as well as in messengers WhatsApp, Viber, 
 by phone channel and of course with the feedback form through the website. We are currently 
 working on a customer support service.  


/ Which channel is the most popular? / 


Obviously, the telephone line and the online chat. 


/ what advertising method do you use to promote? / 
 We use both contextual and targeted advertising. 


5.  Talking to special offers, do you have such discounts or loyalty programs? 


Firstly, all the customers must enter their personal account to make a purchase. For regular 
 wholesalers and our business partners, there is can be different price for particular products. 


It is displayed on the personal account of our business partner. 


/is that mean, that for wholesale customers, products and delivery are calculated with 
 another algorithm than for a regular retail customer? / 


Yes, that's right. By personal identifier, our partners have a different price calculation 
 algorithm in their profiles. 


/ Is there another bonus system for new customers? / 


There is no option for discounts through the online store. As well as bonus and loyalty 
 programs attached to the retail buyer's profile in the personal account. however, there can 
 be some discount when buying directly from the store with the approval of the manager. 


6.  What possible improvements you plan and expect in new future regarding to the online store?  


Besides the development of separate online store for the wholesale customers. We plan to add 
 all categories of goods to our database, so it will automatically update the number of products 
 left in our stock. 


That means, if a client selected one of these categories of goods that are included in the 
 database, and let's say there is no such left in our stock, then instead of the price it will display 
 the “Pre–order” function. 


We would like to add absolutely all product categories to the database so that the information 
is automatically synchronized with the database and dynamically updated on the page. 
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There is also a categor of goods that we only have on order, from our partners in Lithuania. 


And we would like to automate the ordering and delivery process through our website, so 
 that the client, without the intervention of the manager, can find out the amount of delivery 
 and the estimated date 


The priority task for us to improve our online store is service. That is, a timely response, a 
 polite attitude towards the client, a well–functioning system and training of managers to 
 provide the best solutions and offers to clients. 


An abandoned cart is the weakest part in our service. As I noted earlier, the business is more 
 focused on B2B sales. Therefore, the managers who are directly involved in sales taking the 
 highest priority of B2B sales, rather than trying to regain the interest of a client who has not 
 completed the purchase or offering him some alternatives. With the regard to abandoned 
 carts, I can say that we keep records in the CRM system, when a visitor does not complete a 
 purchase, we regularly analyse  abandoned carts, but we can't always pay very much 
 attention to this. 


7.  Do you sell your products on other marketplaces?  


Yes. We are selling also through Yandex market. Some retail products also are available on 
 large marketplaces in Russia: Ozon and Wildberries. 


It should be noted that only a certain categores of products is sold on marketplaces. Industrial 
 products and materials are not sold through the marketplace. 


8.  Has Covid–19 and anti–pandemic regulations affected the demand and company’s activity?  


It is mostly not about customer starting to buy more, it is about the administration units and 
 other businesses used the time wisely to get the things done. 


As I’ve mentioned, be provide engineering solutions to businesses. Since covid–19 started, 
 businesses realized that this will lead to the increase of construction materials and service, 
 that why they have started actively push their projects, as well as administrative units of our 
 city started to construct more while people are at home and there is low traffic and longer 
 deadlines. According to this, I can conclude that yes, the offers and contracts regarding some 
 big B2B and B2G commerce’s have significantly increased, as they started to push their 
 projects.    


But, what is about retail customer  behaviour changes, we noticed a tendency that before 
 Covid–19, customers tend to buy very small and, accordingly, not very expensive products 
 from the online store, up to 10k RUB. But for now, the behaviour of customers has changed a 
 little and they can order goods, baths, plumbing fixtures, fireplaces through the online store 
 and, accordingly, pay via the Internet. 


9.  How internet store helped you to gain competitive advantage?  


The main advantage of e-commerce for our company is the real virtual object which can be 
a very detailed informative source as for our retail customers, as well as for our business 
partners. We are selling a big range of products and partnering with huge number of big 
manufacturers from Russia and abroad. We provide exclusive products since we are the 
official distributors of many brands in the Kaliningrad region Our online platform gives us 
an online channel to provide all the products to the customers that we can order from our 
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partners, moreover, it is also a good source  to attract new business partners through 
 marketing and advertisements. 


IV. Interview from General Counsel of Supermarket chain „SPAR”  in 
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