
BUG ZAPPER PEST CONTROL USES
2-WAY TEXTING TO EXTERMINATE
POOR COMMUNICATION

              Business Development Manager, Bug Zapper

“We’ve learned it doesn’t matter how good

the pest treatment and results are, if

communication isn’t great, it’s a poor

service in the eyes of a customer.”

           Daniel Lander

HERE’S HOW LEADFERNO HELPED THEM INCREASE
CUSTOMER RETENTION 100%, REPLY FASTER TO LEADS,
AND GROW TO OVER 2,500 CUSTOMERS.

S U C C E S S   S T O R Y



L o c a l ly  own e d  a n d  ope ra te d ,

Bug  Z appe r 's  te a ms  a re

s ta g e d  to  d e f e n d  towns  a n d

c i t i es  th roug h ou t  O re g o n

f ro m  unwa n te d  pes t s  f o r  ove r

a  d e c a d e .

C H A L L E N G E
D E L I V E R I N G  A  S E R V I C E  E X P E R I E N C E  W H E R E
C O M M U N I C A T I O N  E X C E E D S  E X P E C T A T I O N S

I n  a  wo r l d  wh e re  th e  sm a l l e s t  c re a t u re s  c a n  wre a k  th e

m o s t  h avo c ,  Bug  Z appe r  P e s t  C o n t ro l  e m e rg e s  a s  a  h e ro

i n  th e  b a t t l e  a g a i n s t  th e se  un re l e n t i n g  i nva d e r s  f o r

h o m e own e r s  a n d  bus i n e s se s .  

T h e i r  se c re t  we apo n?  A n  ex t ra o rd i n a r y  fus i o n  o f

exc ep t i o n a l  se r v i c e  a n d  i mpe c c a b l e  S M S  c o m mun i c a t i o n

to  se r ve  ove r  20  O re g o n  c o m mun i t i e s .

T h i s  i sn ’ t  a  s to r y  a b ou t  e ra d i c a t i n g  pe s t s ;  i t ’ s  a  ta l e  o f

t r u s t  bu i l t  th roug h  t i m e l y  re spo n se s ,  e mpa th e t i c

i n te ra c t i o n s ,  a  un i f i e d  te a m ,  a n d  th e  re l e n t l e s s  pu r su i t

o f  cus to m e r  expe r i e n c e .  

D a n i e l  L a n d e r ,  Bus i n e s s  D eve l opm e n t  M a n a g e r  a t  Bug

Z appe r  P e s t  C o n t ro l ,  i d e n t i f i e d  S M S  a s  a  k e y

c o m mun i c a t i o n  c h a n n e l  th e y  n e e d e d  to  o f f e r .  

 

“ I n  to d ay 's  wo r l d ,  i t 's  a bso lu te ly  esse n t i a l

f o r  ou r  bus i n ess  to  h ave  tex t i n g  as  a n

opt i o n .   i f  you ' re  n o t  a l l ow i n g  po te n t i a l

cus to m e r s  to  re a c h  ou t  th roug h  tex t ,

you ' re  l os i n g  sa l es .”  says  D a n i e l .

N o t  o n ly  d o es  2 -way  tex t i n g  a l l ow  Bug  Z appe r  to

a nswe r  ques t i o ns  f ro m  p rospe c t s  qu i c k ly ,  i t  re a l ly

sh i n es  f o r  th e m  i n  th e  ove ra l l  cus to m e r  expe r i e n c e .  

“W h e n  we  s ta r te d  a l l ow i n g  ou r  cus to m e r s

to  tex t  us  we  saw  a n  i m m e d i a te  i n c re ase

i n  cus to m e r  sa t is f a c t i o n ,  a n d  d e c re ase  i n

cus to m e r  c a n c e l l a t i o ns .  F o r  us ,  tex t i n g  is

n ow  a  n o n -n e g o t i a b l e .”  D a n i e l  sh a re d .
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A d d  2 -way  S M S

A b l e  to  d ep l oy  a c ross  th e

wh o l e  te a m  -  sa l es ,  f i e l d

te c hs  a n d  o f f i c e  s ta f f

G row  th e  bus i n ess

W e b - to - tex t  w i d g e t  f o r

we bs i te  c o nve r s i o ns

S h a re d  m essa g i n g  I n b ox

L i b ra r y  o f  save d  m essa g e

te mp l a tes  f o r  f as te r

rep l i es

100%  i n c re ase  i n  Y O Y

cus to m e r  re te n t i o n

G rowth  to  2 ,500

cus to m e r s

65 .3%  o f  l e a ds  respo n d e d

to  i n  un d e r  30  m i nu tes

H I G H L I G H T S
C H A L L E N G E S

S O L U T I O N S

R E S U L T S



S O L U T I O N
A N  E M P O W E R E D  T E A M  A N D  A  B E T T E R  C O N N E C T I O N  W I T H  C U S T O M E R S

B e f o re  f i n d i n g  L e a d f e rn o ,  Bug  Z appe r  h a d  t r i e d  o th e r  c h a t  a n d  m essa g i n g

to o ls  to  p rov i d e  a  re a l - t i m e  c o m mun i c a t i o n  c h a n n e l  f o r  th e i r  p rospe c t s  a n d

cus to m e r s .  T h e n  D a n i e l  a n d  h is  b ro th e r ,  Bug  Z appe r  P res i d e n t  J a c o b  L a n d e r ,

f oun d  L e a d f e rn o .

“T h e  pro b l e ms  we  we re  l o o k i n g  to  so lve  a re  c o mp l i c a te d  a n d  n o

to o l  is  pe r f e c t .  H oweve r ,  L e a d f e rn o  h as  b e e n  a  g re a t  so lu t i o n ,  th e

b es t  we ’ve  se e n  o n  th e  m a rk e t  f o r  ou r  s i t ua t i o n .”  says  D a n i e l .

D a n i e l  l ove d  th a t  L e a d f e rn o  was  e asy  to  se t -up ,  i n t u i t ive ,  a n d  s i mp l e  to  g e t

th e i r  wh o l e  te a m  up  a n d  r un n i n g  w i th  i t .

“O n b o a rd i n g  was  s i mp l e  a n d  qu i c k .  L e a d f e rn o  wa l k e d  us  th roug h

th e  pro c ess  a n d  we  we re  up  a n d  g o i n g  i n  jus t  a  f ew  d ays .”

L e a d f e rn o ’s  L e a d b ox ,  a  we b -

to - tex t  w i d g e t ,  a l l ows

we bs i te  v is i to r s  to  s ta r t  a

tex t  c o nve r sa t i o n  w i th  Bug

Z appe r  f ro m  a ny  d ev i c e ,  o n

a ny  pa g e  o f  th e i r  we bs i te .  

I t  a lso  a l l ows  c o nsum e r s  to

c h o ose  th e i r  c o n ta c t  c h a n n e l

w i th  S M S ,  c l i c k - to -c a l l ,  a n d

th e  a b i l i t y  to  reques t  a  c a l l

b a c k  as  th e  op t i o ns  Bug

Z appe r  o f f e r s .

T h is  c e n t ra l ize d  m e nu  o f

d es i re d  c o n ta c t  op t i o ns

i n c re ases  c o nve r s i o ns .
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Bug  Z appe r  soug h t  a  so lu t i o n  th a t  c ou l d  sp re a d  a c ross  th e i r  e n t i re  bus i n ess .

W i th  25  to ta l  te a m  m e m b e r s ,  th ey  n o t  o n ly  wa n te d  th e i r  cus to m e r s  to  w i n  w i th

e f f i c i e n cy  i n  c o m mun i c a t i o n  us i n g  S M S ,  bu t  th e i r  e n t i re  te a m  to o .  

“W h a t  we  expe r i e n c e d  b e f o re  L e a d f e rn o  is  cus to m e r s  wa n te d  to

tex t  th e i r  te c h n i c i a n  d i re c t ly .  

T e c h n i c i a ns  a lso  wa n te d  th e  a b i l i t y  to  tex t  cus to m e r s  d i re c t ly ,  bu t

wa n te d  to  f o cus  o n  qua l i t y  pes t  t re a tm e n t s  a n d  d r iv i n g  sa f e ly ,  n o t

b e i n g  o n  th e i r  ph o n e  a l l  d ay .  T h e  sa l es  te a m  wa n te d  to  g e t

i n c o m i n g  tex t  l e a ds  a n d  respo n d  i m m e d i a te ly .  T h e  cus to m e r

se r v i c e  o f f i c e  s ta f f  wa n te d  to  h ave  a  pu lse  o n  wh a t  was  ta k i n g

p l a c e  i n  th e  f i e l d .”

L o t s  o f  d i f f e re n t  n e e ds ,  bu t  a l l  c e n te re d  o n  c o ns is te n t ,  t ra nspa re n t ,  a n d  t i m e ly

c o m mun i c a t i o n .

“As  a  c o mpa ny ,  we  wa n te d  to  i n c re ase  th e  pe rc e ive d  va lue  o f  ou r

se r v i c e  th roug h  e f f e c t ive  c o m mun i c a t i o n  a n d  i n f o rm a t i o n .  

W e  a lso  wa n te d  to  c re a te  m o re  o f  a  te a m  e nv i ro n m e n t  wh e re

cus to m e r s  wo rk e d  w i th  a n d  we re  l oya l  to  ou r  te a m  a n d  c o mpa ny ,

n o t  jus t  a n  i n d iv i dua l ,  a n d  i n te rn a l  f i e l d  a n d  o f f i c e  m e m b e r s  h a d

m o re  t ra nspa re n cy  i n  th e i r  c o m mun i c a t i o n ,  resu l t i n g  i n  a  g roup

e f f o r t  f e e l  i ns te a d  o f  a  f i e l d  vs  o f f i c e  v i b e .  T h ose  we re  th e

pro b l e ms  we  we re  l o o k i n g  to  so lve .”  D a n i e l  says .  

L e a d f e rn o  g ives  Bug  Z appe r  th e  f e a t u res  th ey  n e e d  to  t i e r  c o m mun i c a t i o n ,  ye t

h ave  th e  wh o l e  te a m  a l i g n e d  o n  wh a t ’s  h appe n i n g .

“W h e n  a  cus to m e r  o r  po te n t i a l  cus to m e r  tex t s  us ,  eve r yo n e  c a n

se e  th e  m essa g e .  T h e  o f f i c e  te a m  a c t s  as  th e  qua r te rb a c k  i n

c o nve r sa t i o ns .  

T h ey ’ l l  respo n d  to  m os t  m essa g es .  T h ey ’ l l  re a c h  ou t  to  th e

te c h n i c i a n  v i a  ou r  i n te rn a l  c o m mun i c a t i o n  i f  th e  te c h n i c i a n  n e e ds

to  jump  o n  a n d  respo n d  to  a  ques t i o n  o r  se e  so m e th i n g  th a t  was

tex te d  i n .”  D a n i e l  says .
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W i th  f e a t u res  bu i l t  to  sc a l e  c o nve r sa t i o ns ,  L e a d f e rn o  o f f e r s  bus i n ess  g ra d e

tex t  m essa g i n g  to o ls  th a t  save  t i m e  a n d  d e l ive r  c o ns is te n cy .  W h e n  ask e d ,

D a n i e l  sh a re d  th a t  S h o r tcu ts ,  a  te mp l a te  l i b ra r y  you  c a n  bu i l d  o f  rep l i es ,

m essa g es ,  a nswe r s ,  ques t i o ns  o r  l i n ks ,  is  h is  f avo r i te  f e a t u re .  

“W e  l ove  th e  S h o r tcu ts  f e a t u re .  Ou r  pre -a r r iva l  a n d  ex i t  sum m a r y

c o m mun i c a t i o n  is  o n  a  wh o l e  d i f f e re n t  l eve l  n ow.  I t  a l l ows  th e

te a m  to  se n d  m essa g es  qu i c k e r ,  us i n g  th e m  as  a  s ta r t i n g  m essa g e

th a t  c a n  b e  cus to m ize d .  T h a t  re a l ly  t ra ns l a tes  to  se n d i n g  m o re ,

b e t te r ,  a n d  c o ns is te n t  m essa g es  b e c ause  i t ’s  so  s i mp l e . . .”

“F o r  exa mp l e ,  we  c a n  l e t  ou r  cus to m e r  b ase  k n ow  why  a  pes t

se r v i c e  i n  th e  F a l l  is  so  i mpo r ta n t ,  wh a t  h appe n e d  a t  th a t

pa r t i cu l a r  se r v i c e ,  a n d  wh a t  ou r  g o a l  du r i n g  th e  W i n te r  se r v i c e  w i l l

b e .  T h e  tex t  c re a tes  va lue  i n  th a t  se aso n ’s  t re a tm e n t  a n d  g ives

th e m  a  re aso n  to  s tay  o n  w i th  us .”

W i th  ro bus t  tex t i n g ,  m a rk e t i n g ,  a n d  repo r t i n g  f e a t u res  i n  L e a d f e rn o ,  se r v i c e

a n d  suppo r t  m a t te r  f o r  Bug  Z appe r  to o .

“T h e  te a m  h as  b e e n  aweso m e  a t  ta k i n g  c a re  o f  a ny  a n d  a l l

pro b l e ms  we ’ve  h a d .  I f  we  h ave  a  f e a t u re  reques t ,  we  f e e l  we ’ve

b e e n  h e a rd .  Eve n  i f  i t  d o esn ’ t  g e t  bu i l t  r i g h t  away ,  i t  is  c o ns i d e re d

a n d  a d d e d  i f  L e a d f e rn o  f e e ls  i t  wou l d  b e n e f i t  th e i r  cus to m e r s .

T h a t ’s  a  t r ue  pa r tn e r .”  says  D a n i e l .
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T h is  exa mp l e  tex t  m essa g e

sh ows  Bug  Z appe r ’s  f a l l

se r v i c e  m essa g e .  I t ’s  se n t

w i th  jus t  a  c l i c k / tap  f ro m

th e i r  save d  te mp l a tes ,  c a l l e d

S h o r tcu ts .



G rowth  to  ove r  2 ,500  cus to m e r s

F as te r  respo nse  to  n ew  tex t  l e a ds  a n d  cus to m e r s ,

w i th  65 .3%  o f  tex t s  rep l i e d  to  i n  un d e r  30  m i nu tes

T h e  te a m  h as  e f f i c i e n t ly  m a n a g e d  ove r  70 ,000  tex t

c o nve r sa t i o ns

U n i f i e d  te a m  c o m mun i c a t i o n  a n d  t ra nspa re n cy

b e twe e n  d epa r tm e n t s

Us i n g  L e a d f e rn o  f o r  S M S  a n d  c o nve r s i o n  h as  h e lpe d

Bug  Z appe r  P es t  C o n t ro l  a lso  a c h i eve :

B U G  Z A P P E R  R E S U L T S
A  1 0 0 %  I N C R E A S E  I N  C U S T O M E R  R E T E N T I O N

“T h e  cus to m e r  expe r i e n c e  h a s  d ra m a t i c a l l y  i mp rove d .  W e  b e l i eve

th a t  L e a d f e rn o  i s  o n e  o f  th e  m a i n  f a c to r s  i n  d oub l i n g  ou r  cus to m e r

re te n t i o n  ra te  ove r  th e  l a s t  ye a r . ”  D a n i e l  sa y s .

L e a d f e rn o  h e lps  powe r  Bug  Z appe r ’s  2 -way  tex t i n g

w i th  th e  te c h n o l o gy  a n d  th e  f e a t u res  to  suppo r t  th e i r

p ro c esses .  Au to  rep l i es ,  S h o r tcu ts ,  S c h e du l e d

M essa g es ,  T a gs ,  R e m i n d e r s ,  T ra ns f e r s ,  N o tes ,  a n d

m o re  a l l  c o m b i n e  to  a l l ow  powe r fu l  a n d  e f f i c i e n t

e n g a g e m e n t ,  wo rk f l ows ,  a n d  repo r t i n g .  

F o r  D a n i e l  L a n d e r ,  Bus i n ess  D eve l opm e n t  M a n a g e r ,

a n d  th e  te a m ,  i t ’s  un l o c k e d  a  n ew  l eve l  o f  cus to m e r

expe r i e n c e  a n d  c o m mun i c a t i o n  w i th  b i g  resu l t s .
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“ I F  Y O U ' R E  N O T  A L L O W I N G  P O T E N T I A L  C U S T O M E R S  T O
R E A C H  O U T  T H R O U G H  T E X T ,  Y O U ' R E  L O S I N G  S A L E S . ”
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C L O S E  M O R E  L E A D S ,  F A S T E R

L e a d f e rn o  is  th e  c o nve r s i o n

p l a t f o rm  to  b o os t  you r  we bs i te

l e a ds  a n d  c l ose  m o re  l e a ds ,

f as te r .  

P owe r  you r  bus i n ess

c o m mun i c a t i o n  w i th  2 -way

S M S  a n d  m essa g i n g  to o ls  to

d e l i g h t  cus to m e r s  a t  spe e d .

2 -way  S M S

W e b - to - tex t  w i d g e t

S h a re d  i n b ox

C o n ta c t s

R epo r t i n g

I n te g ra t i o ns  &  Z ap i e r

W e b  &  m o b i l e  apps

L a n d l i n e ,  T o l l - f re e  &

10D L C  num b e r s

S c h e du l e d  m essa g es

Au to  rep l i es

S ave d  rep ly  S h o r tcu ts

T ra ns f e r s

T a gs

N o tes

R e m i n d e r s

L e a d  n o t i f i c a t i o ns

C o nve r sa t i o n  h is to r y

W I N  R I G H T  N O W

D i re c t  i n te g ra t i o ns  w i th  F a c e b o o k  M esse n g e r ,

G o o g l e ’s  Bus i n ess  M essa g es ,  &  G o o g l e  A n a ly t i cs

1 4 - d a y  f r e e  t r i a l  &  s c h e d u l e  a  d e m o           l e a d f e r n o . c o m


