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Trends & Uitdagingen
in Service



Customer journey 

Reducing Operational Costs

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


Herkenbaar?



Trends in Service markt.

60% van de klanten stapt op na 

een slechte ervaring.

Bij 84% van de organisaties die 

Customer Service heeft 

geïmplementeerd, stijgt de 

omzet.

96% van Business faalt in 10 jaar 

door ontbreken van Service.

67% blijft aan boord na een 

proactieve service ervaring

96% van de klantorganisaties 

zegt dat Customer Service 

essentieel is voor hun Merk

77% van de klanten deelt een 

positieve service ervaring in zijn 

/ haar netwerk.



Uitdagingen in Service markt.

› Always On;

› Slechte ervaring >> einde samenwerking;

› Service is belangrijk;

› Cash Cow Organisaties

› Geen verschil Diensten / Producten.



Service Groeimodel

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 



Van Customer service naar
Customer Success en
Customer Experience (CX)



Customer Success maturity model



Fast Service 
Jumpstart



Starten met de basis van Customer Service
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Account/Contacts and 

Cases

Optimized Form

Business Process

Email Queues

Service Email Inbox

Email Integration

Agent Queues

CS Tiers/Teams

AutoCreation

AutoResponse

Agent DashBoard

Supervisor Dashboard

3 Authorization roles



Customer Service process
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REGISTER IDENTIFY RESEARCH RESOLVE> > >

> > >

QUEUE ITEMS

CASES
ACTIVITIES RESOLVE CASE

ACCOUNTS

CONTACTS



Knowledgebase



Voordelen van een kennisbank



Selfservice



The need for self service portals

These statistics are signaling a shift in the way customers communicate with 

businesses. Here are some ways self-service, in particular a customer self-service 

portal, is now vital to business success.

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


Kosten per support call 

These statistics are signaling a shift in the way customers communicate with 

businesses. Here are some ways self-service, in particular a customer self-service 

portal, is now vital to business success.

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


Business Case????

Suggest:

Productivity growth 20% 5 - 10%.

Service Organization FTE.

1800 h / 50,- Euro.

Microsoft CS Jumpstart

Internal cost 15 days Euro.

External cost 15 days Euro.

Licenses 80,- Euro.



Scenario A & C growth 5%

Scenario B & D growth 10%



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

Samenvatting



Vragen?


