
Scaling New Heights
Bergfreunde’s CX Evolution with babelforce
Bergfreunde, one of Europe’s leading outdoor retailers, 
faced a major challenge: their outdated telephony 
system made customer service slow and inflexible. Simple 
changes – like adjusting call routing – required support 
requests that could take days to process. The system also 
struggled to handle high call volumes, leading to long 
wait times and frustrated customers.

With growing demand, Bergfreunde needed a contact 
center solution that could adapt in real time. Their 
previous system lacked flexibility, forcing them to either 
shut down entire queues for minor changes or leave 
customers stranded when language-specific agents 
weren’t available.

They also struggled with disconnected systems. Call 
center agents lacked visibility into customer history, 
leading to longer calls, repeat questions, and inefficient 
workflows.

The Challenge: A System That Couldn’t 
Keep Up

By switching to babelforce, Bergfreunde gained full 
control over their customer service processes.  
Now they can: 

The Solution: babelforce’s No-Code 
Workflow Automation

Adapt call routing in real time               
No more waiting on external support

Effortlessly integrate with Zendesk            
Agents Instantly see customer details

Improve call handling efficiency              
Dynamic routing prevents bottlenecks

Instead of customers being disconnected when French-
speaking agents are unavailable, calls now reroute 
intelligently – offering options like speaking with an 
English language agent.

15% increase  
in call reachability (now 85%)

With babelforce, Bergfreunde not only 
improved performance but also future-
proofed their contact center. They’re now 
exploring advanced features like AI-driven 
automation and scheduled callbacks to 
further enhance customer experience.

Cost efficiency  
Bergfreunde continues growing 
without needing to scale hiring

“We no longer have to leave customers 
waiting or unable to connect. Now, we  
can quickly adapt to any situation – without 
needing developers.” 

Carlo Hefner, CS Application Manager, Bergfreunde

Read the full customer story

Case Study - Bergfreunde babelforce.com

30 second reduction  
in average handle time

https://www.babelforce.com/case-studies/bergfreunde-case-study/

