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How Forever 21 
utilized the Locobuzz 

ORM system to engage 
customers and deliver 

during lockdown



One of the biggest fast 
fashion retailer

Founded in 1984

32,800 employees

Over 25,000 points of 
sale!

Competition: Zara, H&M

India's largest fashion 
network

In India, partnered with 
ABFRL         
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Headquartered in Los Angeles, 

California, Forever 21 is one of the 

biggest fast fashion retailers in the 

world. Known for its fashionable 

and trendy offerings with very low 

pricing, Forever 21 has stores all 

over the Americas, Asia, the 

Middle East and the UK.

About Forever 21 India



The Challenge
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The Primary 
Challenges

During lockdown, Forever 21’s website was 
actively taking orders while there being no 
way to execute delivery. For the brand, 
pertinent issues were keeping customers 
up-to-date about order status and pending 
refunds; responding to the numerous social 
media mentions; and being on-point with 
customer service.

Tackling negative 
social media 
mentions due to 
stuck orders

Answering customer 
queries about 
delayed refunds

Solving incomplete 
information about 
pickup and delivery

Keeping customers 
up-to-date about 
order status and 
pending refunds
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The Solution

Forever 21 used 
Locobuzz’s robust ORM 

system to manage 
constant inflow of
 orders & queries

Maintained its 
engagement 

standards and kept 
customers satisfied

Constantly communicated 
with customers about 

status updates and 
pending refunds

Used Locobuzz Engage 
for social listening & 

sentimental analysis to 
target negative 

mentions and turn 
them into positive

Increased social media 
engagement, customer 

retention, brand advocacy, 
and loyalty

Replied daily to at least 
100 -150 DMs and 

comments addressing 
complaints & queries



Outcome
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Success Parameters

“Knowing that they were 

being heard, is what 

mattered most for many 

brand loyalists and 

customers alike. It was 

also nice for many 

customers to talk to a 

brand that did not sound 

robotic.”

Forever 21 engaged Instagram users 
with 2-3 shopping daily posts

- Shruthika, Team Lead, 
ORM, Locobuzz

Hosted contests giving followers a 
chance to win perks & other contests

Used real-time consumer insights to gain 
followers, higher engagement, and 
quantifiable brand loyalty

Locobuzz helped the turnaround-time 
(TAT) drop during the lockdown and 
quarantine

Converted many negative customer 
sentiments to neutral or positive ensuring 
brand loyalty


