Volume IV: Getting Self-Service Right with Six Simple Steps

Customer self-service is far from new. In fact, industry analyst firm Gartner projects that by 2010 self-service will account
for 58 percent of all service interactions, up from 35 percent in 2005. Yet many companies are still grappling with how to
get self-service right.

Volume IV of this five-part series reveals six simple steps you can take to help ensure customer adoption of self-service
processes, reducing their need to interface with live agents and enabling you to focus service desk resources on more stra-
tegic, complex issues.

If your self-service website doesn’t look familiar, customers will become confused, which increases the time they need to
spend on the site, as well as the likelihood that they'll get stuck and need to ask for help. To reduce confusion, use the
same branding and color palette of your corporate site or intranet on your self-service site. This provides a visual cue to
customers that they are in the right place. Many service desk solutions enable you to configure the look and feel of the
self-service site without programming by using out-of-the-box templates. If the solution allows you to modify cascading
style sheets (CSS), enabling more sophisticated site customization, even better.

The information required of customers to report an incident is a subset of the information agents need to resolve it. Make
sure the online form your customers use for self-service incident submission is clear and simple. To reduce information
capture complexity and accelerate adoption of self-service processes, provide customers with a form view that differs from
agents. Look for a service desk solution that allows you to suppress fields such as journal history, cost information or other
internal-only details. The solution should also provide a graphical user interface for form design, enabling you to create
different views without costly programming.

Some issues are best handled over the phone between agent and caller. However, one of the most frequent categories of
service desk calls is also one most well suited for self-service: user provisioning. Empowering customers to submit and check
the status of non-priority issues, such as user provisioning and new employee setup, can dramatically reduce your incom-
ing call volume. Look for a service desk solution that provides a self-service web interface on the front end that integrates
with approval workflow on the backend to ensure requests adhere to company compliance policies.

Whether your company has a traditional private branch exchange (PBX) or the latest, greatest voice over Internet Protocol
(VoIP) phone system, you want to leverage your phone system to meet the self-service expectations of your customers.
Phone-based self-service is especially useful for incidents that affect many customers, such as email failure. It can save your
organization from being overwhelmed and your service reputation from being further damaged. Callers can open a new
ticket by pushing a single button and hear an automated message informing them of the incident status, which goes a
long way toward alleviating frustration. When the service is available, the system automatically dials the caller with an
automated notification, closing the loop and restoring customer confidence. Look for a service desk solution capable of
out-of-the-box integration with your phone system to speed time to benefit for you and your customers.
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Beyond submitting and updating issues, your self-service site should empower customers to solve problems. This can be ac-
complished by providing access to your knowledge base. While accessing answers from the same verified source, self-serve
customers will typically view a subset of the overall knowledge base available to agents. Therefore, you need a service
desk solution that integrates with a customizable knowledge management system. The solution should enable you to
create and publish FAQs as well as lists of known issues, making it drop dead simple for customers solve problems on their

own.

If your customer was unsuccessful in solving her problem, give your agents a head start on resolving the issue by select-
ing a service desk solution capable of logging and tracking her search criteria and articles accessed on the self-service site.
This not only improves agent efficiency, but also reduces aggravation by creating a smarter, higher quality interaction for
everyone concerned and resulting in higher customer retention rates.

Ultimately, success with self-service comes down to understanding your customers and designing systems that meet their
needs as well as yours. With these six simple steps you are on your way to getting self-service right, reducing call volume
and easing the pressure on your technicians and budget while increasing customer satisfaction-a true win-win scenario.

Next, Volume IV: “Transforming From Help Desk To Service Desk: How To Lower Your Total Cost Of Ownership,” coming
soon.






