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                                                                I. Interview from CEO of OOO ‘Vestpayp and Vario Term Russia’ Andrey Krot  in city Kaliningard

                                
                    1.  History of Vestpayp in the market of construction retail.  


Vestpayp is a representative of a large number of foreign and domestic brands and 
 manufacturers in Russia. 


The company, represents the category of goods as: 


• Internal engineering networks (collectors, heating radiators, industrial fittings, automation 
 systems) 


•  sanitary ware (assortment of baths, shower cabins, faucets and other accessories) 


•  waterproofing 


In particular, most of the orders are coming to Vario Term Russia. We represent this brand 
 in the territory of Russian Federation for over 2 years. We have increased the turnover of the 
 Vario Term brand by 10 times for that period. Mostly, thanks to the online store. Previously, 
 Vario Term was not presented in the Russian Federation, initially it is a Polish brand that 
 has been providing its products in Poland for more than 30 years. and now we supply their 
 products throughout Russia from Kaliningrad to Khobarovsk. In many ways, this 
 development has become possible thanks to the online store. 


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


There is a tendency, that ordinary business card websites and catalogue sites are not 
 displayed in the top results of search engines. To improve our positions in search engines and 
 to be displayed in the top of the search, we decided to develop well–designed online store. For 
 this reason, almost all companies are now developing an online store.  Previously, our site 
 was only a catalogue site where products were presented, and the site began to operate as a 
 full–fledged online store from the beginning of 2021. Position of the online store in search 
 engines rises a lot if it is well designed. Moreover, it serves two purposes at once: 


1. Increase in retail sales and retail customer 
 2. Attraction of new wholesale customers 


It is important to note, that only retail sales can be done on the web site. For us, retail 
 customers are usually one–time customers, while they are doing some construction. On the 
 other hand, the wholesale clients are working regularly, thus the web site servers as a source 
 of information for them.  


It is important part since the prices in our website are the manufacturer’s recommended 
 prices for Russia. In other words, the prices that we have for the products can be considered 
 as starting point in Russian market. 


3.  Have the sales improved after implementation of the online store?  
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The 2021 is indicative year for us. According to our analytics, the number of orders via the 
 online store reaches on average 4–5 per week. When there was only catalogue–site we could 
 have only 2–3 retail sales. I can say if we consider our sales rates before and after online 
 store implementation the retail sales increases for about 90%.  Moreover, the appearance on 
 the internet and searching engines, also increased the number of our offline orders.  


This is about orders from retail customers. The main profit of the company is from our 
 wholesale clients who buy in bulk. Online store gives them opportunity to get acquainted with 
 the catalogue, find all the contact information for the further cooperation. What about retail, 
 it is fully carried out through the online store. 


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? 


Feedback process can be held through the online store, in the form of Q&A and online chats. 


Moreover, customers can contact us by phone number or other messengers. Main 
 communication channels: instant messengers, chat on the site, telephone channel. 


For us, the presence of a chat is one of the main and important attributes of the site, as the 
 main channel of communication, to keep in touch with customers as well as get the feedback 
 on improving the site, planning, and delivery services etc. As the design and colour 
 compatibility are one of the most important aspects for customers to make a purchase, most 
 of the customers ask to take a picture of their desired product with their preferable colour. 


So, they can compare and make decision without visiting the physical store. 


The second point, we think that it is important to have the company itself as a business in 
 search engines like Google and Yandex. 


This allows us to interact with customers, analyse their reviews through a business account 
 in Google and Yandex to meet their needs. 


Mostly, the questions are related to: 


– technical questions 
 – availability questions 


– questions regarding product compatibility for individual customer cases and wishes. 


Firstly, customer see the intuitive web interface and easy to use functionality of the online 
 store. Then he searches for a desired product and can get a detailed description of the product. 


The following step in case customer decided to make a purchase is adding the product to the 
 cart. Afterwards, he selects a delivery method and makes a purchase.  


/ and can they choose a delivery method and the destination? / 


Yes. Absolutely to any city in Russia. The Cdek component is connected to the online store, 
 which automatically calculates the costs of the delivery to a certain point. 


/So, the delivery can be only paid, right? / 
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Correct. However, we have also a pickup option for the warehouse which is for free. The 
 warehouse is located only in the city of Kaliningrad. Some of our partners have warehouses 
 all over Russia, we are also planning to expand, but for now we have warehouses only in 
 Kaliningrad. 


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


We believe that the most important thing in online store is to minimize the participation of 
 an operator or company representative in the sale. We aim to provide a non–contact 
 experience for website visitors in making a purchase. How we see it, consumer enters the site, 
 intuitively and easily finds the product of interest, receives a full description of the product, 
 places  an order without going to a physical store and making a purchase. We strive for 
 minimal customer interaction with operators in an online shopping experience. 


To make this process well coordinated. There is a need to integrate the online store and CRM 
 into a single system. Unfortunately, by this moment all the data on purchases and placed 
 orders to cart goes to our corporate email and, accordingly, to the CMS system on what the 
 online store was developed. For now, we use the ‘SalesApp’ system, which is not integrated 
 with the site, and we manually enter all the records into this system. We aim to develop a 
 system with integrated CRM which will directly work with the online store. 


These will help us to focus on automating basic business processes. so that all information 
 that appears about the client is automatically added to the CRM system. This will help us to 
 understand which products the customer’s buy the most, to analyse the abandoned cart, the 
 scenario and behaviour of the customers and prepare specialized offers. 


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


Since, mainly the retail sales are carried out through the online store, we do not have a 
 specialized discount for our retail customers. We plan to improve our website to work also 
 with our corporate partners in wholesale sales. In this case there will be an additional 
 discount for each business partner. 


We are monitoring the purchase forms that customers start filling out but have not finishing. 


We are getting the information mainly from the abandoned form, not from the abandoned 
 cart. The reason for these is that we can register and keep the personal information of the 
 customers after they make a first purchase through the online store. Customers cannot 
 register to the online store if they have never bought a product from us. This is not something 
 that we like, and also can be considered as a possible improvement that should be set after 
 CRM integration.  


When the client starts placing an order, but does not pay, we receive a notification in the form 
 of dynamic data to our email through the CMS system. In this case, we contact the customer 
 directly, preferably by phone number and most of times, they are finishing the purchase. 


Conversion is about 20–25%.  
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7.  Has Covid–19 and anti–pandemic regulations affected the demand and company’s activity? 


According to our observations, a direct proportional situation arose. During the pandemic, 
 demand has skyrocketed. We can say that the pandemic has been a push for development. 


Despite the fact, that materials, resources, raw materials have risen in price. For some raw 
 materials, the price increase was by 50%, for steel – 70%. There was an acute shortage of 
 goods for manufacturers.  


8.   Do you sell your products on other marketplaces?  


We believe that our product is not intended for sale in marketplaces, mainly because there 
 are more consumer products being exposed on marketplaces, or products of low quality. We 
 believe that our product is more exclusive, and in our subjective opinion, marketplaces can 
 reduce the perception of the quality of the product. 


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


Very important factor of online store, despite the ability of functionality of services to 
understand and meet the customer needs, for our company is ability to have big assortment 
of products in our online store. Our physical store will not fit the number of products we have 
in online store. As we are working directly with Vario Term Poland, we are working mostly 
on pre–ordering. The online store gives opportunity to have all the category products 
available in one place and provide wide range of choice to our customers. 
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