
SUCCESS STORY



About Singularu
Singularu is one of the main jewellery references in Spain. 

It was founded in 2014 by Paco Tormo and Cristina 

Aristoy, and although its beginnings were fully digital, in 

2017 they decided to make the leap to the retail world. 

Today they have 48 points of sale distributed throughout 

the country and continue to strengthen their position in 

the online world.



What was the returns and exchanges 
process like before you started working 
with Reveni?
Eduardo Ferrandiz, VP of Operations at Singularu, says: "We have always had a very 

customer-centric culture. That's why, since our inception, we’ve been committed to a 

providing a customer service team capable of helping our customers at all times and in any 

type of incident".



As is the case in most companies, returns account for a large part of the actions managed 

by our customer service team. In order to streamline their management and make it easier 

for the Singularu team to resolve them as quickly as possible, the brand decided to set up 

different communication channels. By doing this, all customers could communicate with 

them easily through tools such as email, WhatsApp, telephone, and even from the web chat 

itself.

“Para resolver las incidencias relacionadas con devoluciones y cambios 

era imprescindible que habláramos con las clientas”,  Eduardo

Irene Martínez
“In order to resolve issues related to returns and exchanges, it was essential for us to talk to customers”, Eduardo



But while much effort was put into improving customer service, 

the operational management of returns was neglected. Everything 

was still done in a very manual way. "In order to resolve incidents 

related to returns and exchanges, it was essential for us to talk to 

the customers," says Eduardo.



All this slowed down Singularu's returns process enormously and 

affected its daily operations, increasing costs with arduous and 

time-consuming processes.

"It is just as important for us to sell as it is to take care of the people who have any problems  

or concerns, which is why customer service is at the heart of our strategy".



What was your reason for 
activating Reveni in your 
returns process?

Singularu is committed to integrating different innovations in its 

sales and returns processes that allow it to provide added value 

to its customers.



To achieve this, activating a solution such as Reveni that would 

allow them to automate their returns process was essential. 

This would reduce waiting times both in the management of 

incidents and in the reimbursement of money.



Thanks to Reveni, Singularu offers a unique opportunity to its 

customers where immediacy and autonomy are the main 

advantages. Now, customers are able to manage their own 

returns in a simple way and with total freedom without 

depending on the brand to assist them in these processes. This 

is an important leap in quality for a brand like Singularu in which 

the customer is at the centre of its strategies and the 

immediate return of money is one of its main concerns.

As Eduardo says: "At 

Singularu we are not afraid 

to say that we like to try 

different tools that help us 

to offer a better 

experience to our 

customers and improve  

the daily operations  

of the company".



How has Reveni helped 
you in your day to day 
operations?

Además, genera una libertad única ya que los clientes no 

dependen tanto de los equipos de Atención al cliente, y 

aunque esto puede parecer algo negativo para estos 

equipos, nada más lejos de la realidad. Gracias a esa 

autonomía en la gestión, se les libera de la carga de 

aquellos trabajos manuales y operativos para que puedan 

centrarse en aquellos que de verdad aportan valor a los 

clientes.


Gracias a la automatización de aquellas tareas más 

operativas y repetitivas se mejora la operativa de la 

compañía en su conjunto tanto a nivel de carga de trabajo 

como costes destinados a estas incidencias. 

"For Singularu, having a solution such as 

Reveni is an essential support thanks to the 

autonomy that the client can enjoy".

Irene Martínez
It also creates a unique freedom as customers are less dependent on customer service teams, and while this may seem negative for these teams, nothing could be further from the truth. Thanks to this autonomy in management, they are relieved of the burden of manual and operational work so that they can focus on what really adds value to customers.

Thanks to the automation of the most repetitive tasks, the company's operations as a whole are improved, both in terms of workload and costs related to these incidents.




How was the onboarding 
process with Reveni?

From Singularu, who are strong advocates of innovation, 

regularly share with Reveni different product 

improvements that can be carried out that benefit not 

only Singularu but also other nearby brands.

"For Singularu, having a solution such as Reveni is an essential 

support thanks to the autonomy that the client can enjoy".



How do you rate your work 
with Reveni?

Singularu is aware that any improvement in the Reveni 

solution is relevant, not only for them, but also for the rest 

of the brands and the ecommerce ecosystem itself. 

Betting on the automation of returns is something 

fundamental nowadays and that is why they are 

committed to continue innovating hand in hand.

"Without a doubt, activating Reveni at 

Singularu was a very good decision, both 

in terms of customer feedback  

and for the brand itself and  

its operations".




