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Trends & Uitdagingen
INn Service



24/48h

Inspiration Purchase e Post Experience

* Context related + Shopping  Shopping + Shopping * Products * Products
content experience experience experience
* Deliveny - Overall
* Re-targeting * Chums reasons * Purchase * Purchase information Experience
information nformation
* Delivery
= Ways to = Ways to contact expenence
contact
\ + Potential conversation trigger » Potential Support conversation trigger « Potential upsell conversation trigger /

Reducing Operational Costs


https://test.howazit.com/t/1728240938?abts=1618470028627

Herkenbaar?

Beste klant, Onze monteur
komt maandag,
19-04-2021 tussen 09.00
uur - 12.00 uur bij u op
bezoek. Een eventueel
openstaand bedrag kunt u
in uw orderstatus vooraf
per iDeal voldoen of aan
de monteur uitsluitend per
PIN. Hartelijke groet,




Trends in Service markt.

HubSpot

60% van de klanten stapt op na  Bij 84% van de organisaties die  96% van Business faalt in 10 jaar

een slechte ervaring. Customer Service heeft door ontbreken van Service.
geimplementeerd, stijgt de
omzet.
67% blijft aan boord na een 96% van de klantorganisaties
proactieve service ervaring zegt dat Customer Service

essentieel is voor hun Merk

77% van de klanten deelt een
positieve service ervaring in zijn
/ haar netwerk.



e Uitdagingen in Service markt.

> Always On;
> Slechte ervaring >> einde samenwerking;
> Service is belangrijk;

> Cash Cow Organisaties

> Geen verschil Diensten / Producten.




Optimaliseren

Verbinden

Verwachtingen

Klant

Product /
Dienst

Rand voorwaardelijk: Beeld
a) Wie / Welke klant?
b) Wat / Welk product of dienst?

1) Verwachtingen
Beleving / Contactmoment

a) Klachten

b) Onderhoud

C) Innovatie

d) Aftersales / Survey

2) Verbinden: Begrepen worden;
Kennismanagement

3) Optimaliseren
a) Zelf doen >> faciliteren
b) 8-5 naar 24/7 >> Always On
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Van Customer service naar
Customer Success en
Customer Experience (CX)



e Customer Success maturity model

Customers all over the place

A lot of customers .

. Scale at large

Some customers

. Efficiency & self service * Full support suite
« Broader CSM software
+ Customer knowledge base « Extensive community
Streamline incoming * User communities including content for customer

First customers requests * In-product support acquisition)

® *  Smail support team Self-service

«= Lightweight ticket system

Basic support « Internal knowledge base

« Website .

. Emai Kennisbank

* Product specialist

+ Intemal FAQ Fast Service

Customer support Customer Success



Fast Service
Jumpstart



Starten met de basis van Customer Service

o (2) (2

0-0 A ah

Account/Contacts and Email Queues Agent Queues
Cases Service Email Inbox CS Tiers/Teams

Optimized Form Email Integration
Business Process

=

AutoCreation 3 Authorization roles Agent DashBoard
AutoResponse Supervisor Dashboard
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e Customer Service process

CASES = =
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Knowledgebase



e Voordelen van een kennisbank

Benefits of a Knowledge Base
to Your Company

. _am
4 !
a )
v v

Better Productivity Better Customer Useful insights

Retention

Better Search Engine Less stress for the
Optimization customer support team

! CloudTutorial




Selfservice



e The need for self service portals

THE NEED FOR
SELF SERVICE
PORTALS

An overview of how Self Service Portals Drive
Customer Experience and Engagement

DYNAMICS PORTAL & SELF SERVICE

KEY NUMBERS
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Customers go to a Customers prefer Customers goto a
company’s website self-service as competitor's
to look for opposed to because of bad
information speaking with an website

agent expenances

CUSTOMER BEHAVIOR

Did you know?
07% af custiomess
mention bad experiences
as a reason for charn
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https://www.teamsupport.com/b2b-customer-self-service

e Kosten per support call

APPROX. COST PER CONTACT ($ USD)

$14
$12 $12

$10

$8

%6
$5

$2

50 $0.10

. Web chat Email .
technical support center CSR response service

Call center Call Web self-


https://www.teamsupport.com/b2b-customer-self-service

e Business Case????

Suggest:
Productivity growth 20%

Service Organization
1800 h / 50,- Euro.

Microsoft CS Jumpstart
Internal cost 15 days
External cost 15 days
Licenses




Kleine Organisatie 3 FTE Service

45000
40000
35000

30000
25000
20000
15000
10000

5000

[y

2 3 - 5 6 7 8 9 10

e 0stenN A&B e (Opbrengsten A s QOpbrengsten B

Scenario A & C growth 5%
Scenario B & D growth 10%
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Grote Organisatie 65 FTE Service
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e K 0sten C&D

2

= Opbrengsten C

3

=== Opbrengsten D




Q Samenvatting

n Service is a “potential Cash Cow” for organisations
Grow Model: start with the base!

Case Management / Knowledge Management / Self Service Portals

Small step for us, can be a big step in Customer Engagement

Low barrier to entry
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