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Guide

How you can improve your brand’s customer self-service

Introduction

Whether it's going to the company'’s help center, watching a video online, or checking out what
other customers have to say on an online forum, most customers will attempt to solve their own
customer service problems. In fact, Harvard Business Review found that 81% of consumers try to

solve their problems on their own before reaching out to a customer service agent.

But are they able to? Not really. Gartner found that only 14% of customer service queries are
resolved with self service. That's a big disconnect!

However, at this point, self-service options are no longer optional for brands. Microsoft's Global
Customer Service Study found that 90% of consumers expect brands and organizations to offer an

online portal for self-service. Having self-service options is the bare minimum. The question CX
leaders should ask themselves is: how robust are my brand’s self-service options?

The degree to which your customers can effectively self-serve depends on the resources your
brand has dedicated to empowering customers with self service.

In this guide, we'll cover the benefits of self-service for customers and brands, actionable strategies

you can use to improve customer self-service, and how to integrate self-service with human
support - along with examples from brands with self-service resources you can strive to emulate.

Continue Reading ——
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The benefits of customer self-service for customers

It's all about the customer, so let's start here. Customer self-service tools, such as knowledge bases, FAQs, and
how-to videos are essential because they empower customers to resolve issues independently, without waiting for
or relying on customer service agents.

Here are some of the more specific benefits:

4, Faster resolutions

One of the most compelling advantages of customer self-service is the speed at which issues can be resolved.
Especially if the question or problem is common or straightforward, a customer can often solve their issue in less
than a minute - even if they don't start on your website.

Microsoft's study found 75% of people have used a search engine to find answers before calling a brand’s customer
support. (This was especially prevalent for consumers between 18-34.) If a brand has effective self-service options
like articles on a knowledge base or videos, search engines can pull those into their results. Sometimes, users don't
even need to click to the website to get the information they need. For many queries, Google’s new Al overviews are
at the top of search results, pulling step by step instructions from results online.

Self-service spotlight

The help center articles from jewelry brand Ana Luisa get pulled directly into Google search results.

GO g|e ana luisa return policy X

(=
e
0

Al Shopping Images Videos News Forums Web i More Tools

Ana Luisa
https://www.analuisa.com > pages > return  §

Exchanges and Returns
All returns are subject to a return fee of $5.99, which will be deducted from the total refund
amount. As a little something extra, we offer 20% bonus store ...
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Google also will answer sophisticated questions in a featured snippet with step-by-step instructions, pulling from a
variety of web sources. If your brand has help self-service resources, Google will pull from these. The trend of zero-

click searches is increasing as Google and voice assistants provide direct answers to users without having to visit
the webpages. You may not get that visibility if that's what's effectively addressing your customer service inquiries,
but the key thing is that customers are still resolving their issues on their own.

Go gle how to connect new phone to honda civic 2024 X @& Q i @
Al Videos Forums Images Shopping Web News i More Tools
<4 AlOverview Learnmore  }

To connect a new phone to a 2024 Honda Civic, you can: .
Step-by-step Honda Bluetooth Setup Guide | How to
. Turn on Bluetooth on your phone Connect Your Device - Des Plaines, IL | AutoNation...

On the Honda's multimedia screen, press Home, then Phone, then Yes Hlauehatenbinda e

Select Yes to add a new device
Android Auto TM| CIVIC SEDAN 2024 - Honda's Service
Express

2.

3.

4. Select your phone from the list of devices

5. On your phone, select HandsFreeLink from the Bluetooth menu
6.

Connect Android Auto wirelessly on the home screen * Press
The two devices will begin pairing @ the button. * Select Smartphone Connection. * Select +...
© Honda's Service Express
If your phone doesn't appear, you can:
+ Select Phone Not Found? and search for HandsFreeLink from your phone Start Up | CIVIC SEDAN 2024 | Honda
o EonnecttoibEL © Honda's Service Express

« Compare the pairing code from the system to the code on your phone ¢

Show all
If you want to use Android Auto, you can: ¢

. Press the button on the home screen o

2. Select Smartphone Connection ¢

3. Select + Connect New Device ¢

4. Pair your Android phone to the vehicle's Bluetooth HandsFreeLink system &
5.

Accept to connect if your phone asks for permission ¢
If you're having trouble connecting, you can try:

- Using a different cable or port if you're connecting via USB

+ Making sure Wi-Fi and Bluetooth are enabled on your phone if you're trying to
connect wirelessly

« Looking for the CarPlay logo on your car's display if CarPlay doesn't activate
automatically ¢

Generative Al is experimental. i) o

(® 24/7 availability

The demand for round-the-clock customer service has grown over time, and self-service can make that possible for

customers. Even if the customer does eventually need help from an agent, being able to troubleshoot part of the
problem thanks to a self-service resource can speed up their resolution when your agents do become available.
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@ Increased customer satisfaction

As the data we referenced earlier shows, customers really want to self-serve; it's key to them having a good experience
with your brand. Customer satisfaction is linked to how empowered customers feel when interacting with a company.

When customers can self-serve, they feel more satisfied with the company’s products and services, knowing they can
quickly and easily find solutions on their own. That can actually turn a potential problem into something that builds
brand loyalty.

@ Reduced frustration

Finally, self-service reduces customer frustration by streamlining the process to find an answer. When customers
have access to an intuitive, easy-to-navigate knowledge base, they are less likely to experience the stress and
irritation that often comes with needing to contact support for minor issues.

Gartner found that negative emotions, like frustration and anxiety, make a huge impact on whether a customer sticks
it out with self-service or gives up and calls in to a live support agent. When companies reduce customers’ negative
emotions (via effective self-service channels) the customer is more likely to stay in those channels and solve their
own problem.

When customers can self-serve, a customer service issue doesn’'t hold them back. They can get back on with their
day and more importantly, back to smoothly using your product or service - no need to wait in a call queue or wait for
an email back.
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The benefits of customer self-service for your business

Implementing customer self-service tools does double duty: because it helps customers, businesses reaps the
rewards. By enabling customers to handle issues independently, your company can improve its operational
efficiency, save on costs, and enhance employee satisfaction.

These are some of the specific business reasons to invest in customer self-service:

Reduced financial resources

The potential cost savings with self-service is substantial: Forrester found that a self-service interaction can cost
about $0.25 compared to between $6 - $12 for an interaction with a live agent - up to a 98% savings!

With more self service comes reduced tickets or conversations your team of support agents needs to address. The
typical salary of a customer support representative in the United States ranges from about $35,000 - $44,000 a year
or around $12-14 per hour if you use a BPO vendor to outsource the work offshore.

Self service resources can reduce operational costs by reducing additional headcount you'll need. Then, you can
allocate resources to other strategic initiatives that can grow your business.

L" Increased lifetime revenue per customer

Happy customers renew, come back and buy again, and evangelize their experiences to others, providing a cost-
efficient stream of business and brand awareness.

PriceWaterhouseCoopers found that consumers will spend between 7 - 16% more on a product from a brand
that provides great customer service, and they're more likely to try additional products or services from said
brands. McKinsey found that improving the customer experience can increase sales revenue between 2 - 7%
and profitability by 1 - 2%.

Customers want to self-serve, and they reward brands that make that possible for them.
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{§} Increased customer service efficiency

When customers can resolve simpler matters on their own, that can improve your brand'’s overall customer support
efficiency. You can speed up your average first response time as fewer support conversations come in. Self-service
resources, when integrated with your customer support, can improve first contact resolution performance. The
reduced volume also frees up your agents to tackle nuanced issues that require human intervention, providing
support for customers who are having issues that go beyond self-service.

@ Scaling the reach of customer support

Self-service platforms facilitate one-to-many resources, meaning you can create one asset and it can help many
people. As a result, they are an especially valuable tool in supporting your business as it scales. Writing an article or
producing a how-to video or webinar can help thousands of customers for months or years to come and save hours
of agent time.

This scalability is particularly valuable for growing businesses, or businesses with seasonal peaks. Self-service
resources can accommodate increased demand without the need for proportional increases in staff.

Human agents can leverage many of these self-service resources too; they can incorporate written instructions or
links to tutorials in customer service templates. This can help them scale the support they can provide while
delivering consistent service that aligns with your brand.

@ Increase employee satisfaction

For customer service agents, handling the same simple or repetitive inquiries daily can become boring and
unfulfilling. Harvard Business Review reports that the average call center turnover rate is 45%, which is around
twice as high as other industries. Customer support agents can oscillate between monotony and managing
emotionally driven customer inquiries back-to-back multiple times in a single shift.

By investing in self-service solutions, agents can focus on more complex, high-value customer interactions. This
shift allows agents to become problem-solvers rather than information dispensers - a much more engaging and
productive way to spend a workday. This can reduce employee turnover which can lower operational costs.

Like CSAT, ESAT is a measure of how satisfied employees are with their work, and this metric is important to

understand employee morale. Measure your ESAT before and after investing in self-service resources to better
understand the positive impacts on the business.
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Key tactics to improve customer self-service solutions

With only 14% of customers able to effectively self-serve, there are some clear barriers that prevent customers from
meeting their own needs. Understanding these can help provide some insight on what you can do to boost self-service
rates. Microsoft's study found that for consumers who could not successfully self-serve, the top reasons were:

94 7% 21% 14% 7% 3%

Too little Disorganized No search Outdated Too much
information information capability information information

Now we'll dig into specific strategies that address these barriers (and more).

@ Include sufficient information

How do you know the right amount of information to include? Anyone writing the self-service resources is likely
more familiar with your product or service than the typical customer. That can lead to materials having insufficient
information to be useful to the reader or viewer. To address this, conduct user testing of the self-serve resources to
ensure people can understand the instructions and solve their issues.

Your copy should be clear and concise. Use bullet points or step-by-step instructions to make the information digestible.

Be sure to include visuals like photos, diagrams, or screenshots in your resources. Label what the viewer should
pay attention to.
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Self-service spotlight

Scout Security has an installation guide for their security system on their knowledge base, complete with detailed
diagrams to help consumers understand each step.

step one: step two:
The motion sensor can be mounted in a corner, stand
Hold the faceplate down and (@) freely on a shelf or be hung on a screw. It should be
remove the battery pull tab to 5-6 ft. off of the ground, regardless.
engage the battery.
. —//

The motion sensor will immediately

enter pairing mode to pair with the
hub. It can take up to 3 minutes for
the device to pair to the hub. The

bars on screen will switch from

unfilled to filled when paired.

Corner Shelf Flat

Gartner found that the most important things that predict a customer being able to resolve their issue with just self-
service are clarity of the information, usefulness or reliability of the information, and messaging that indicates
resolution. When you complete a new self-service resource, see if it fulfills those three points before you publish.

Plus, a small percentage of people found that some self-service resources had too much information. To avoid this,
keep the asset streamlined. Keep examples to a minimum and prioritize the most common example.

To check up on your success in this area, use a knowledge base where users can report if the article was helpful. If
the percentage of “no” ticks up, take another look at it.

% Structure and organize information so consumers can find it

Once your self-service resources exist, customers need to be able to find them.

Be intentional and map out your self-service content. One option is to organize your information hierarchy based on
the types of products or services you offer. Group similar topics into well-defined categories, making it easy for users
to find what they need. From there, create individual articles and videos that ladder up.

Use clear titles, tags, imagery, and consistent keywords that align with the brand'’s terminology so people can find

what they need quickly. When you tag the inquiries and articles correctly, that helps connect searchers with the
information they are looking for.
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Self-service spotlight

Hopper has an easy-to-use knowledge base, covering a wide variety of scenarios with clear, concise information. You
can search for your question or find it based on a clear category, like “Flights” or “Hotels”.

Engiah (US) ¥

PRI

Hello, how can we help?
_ '7
e I
———N
Popular Articles
How do | manage my booking on the airline’s >  What if my booking is affected by an ailine >  How can | cancel my flight? >
website? schedule change?
How do | change my flight? > How do | request a refund? > How can | cancel a car rental booking? >
How do | cancel my hotel reservation? > Can | change my hotel reservation? > What if my booking is affected by a travel >
alertor advisory?

Al Topics

» O @

Get Help Flights Hotels & Homes

Q Make it searchable

Microsoft found that 79% of consumers who used a self-service portal successfully found the answer they were
looking for. Make sure your brand'’s knowledge base is searchable and also index-able for search engines so
customers can find it, no matter where they start their self-service journey. If you upload videos to YouTube, write a
robust description to help the video be found in YouTube's search engine.

‘,ﬁ? Keep it current

Keeping your self-service knowledge base up-to-date requires some organization. Here's a framework to help you:

+ Audit existing self-serve resources periodically and update anything out of date.

+ Build a process to update self-serve resources when you have new product or feature releases, policy
changes, or design changes that could impact the customer experience.

» Continuously update and expand your knowledge base based on customer feedback and frequently
asked questions.

+ If an article or video is so obsolete it's no longer useful, archive it, so it doesn’t clutter a user’s search or
cause confusion.
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(X Offer video resources

Many consumers prefer video to written materials when learning about a brand’s product or services. Videos can be
effective at providing a faster resolution for customer service issues. Branded videos can do double duty for your
brand if you can repurpose them on video or social channels, gathering brand awareness all while assuring future
customers that you have ample self-service materials should an issue arise.

Self-service spotlight

Manscaped has helpful, quick tutorials on their YouTube channel walking through how to use and take care of their
specific products.

How To Use MANSCAPED® Groomin...
MANSCAPED® - 1/32

= %
e How To Use The Chairman™ Pro
MANSCAPED®

wp Full Face Shaving Routine with
2 The Chairman™ Pro
ﬁ MANSCAPED®

:—3 How To Change or Switch Blade

3 z Heads on The Chairman™ Pro
Ly

MANSCAPED®
EZ=W==1 . How To Clean The Chairman™ Pro
4 by MANSCAPED
MANSCAPED®
e How To Power On & Charge The
5 Chairman™ Pro
MANSCAPED®

[ Whats in What's In The Chairman™ Pro
° m —
MANSCAPED®
ﬁ'ﬁ%’ How To Use The Dome Shaver™
7 ‘1 Pro by MANSCAPED

Video can be intimidating to produce or a big investment for brands, but if you can’t pull off the highest production
value yet, don't let that stop you. Even basic equipment, like smartphone cameras and microphones, has improved
dramatically and can create serviceable videos. Consumers are looking for quick, authentic content - you don't need
it to be highly polished!

You can also leverage influencers or user-generated content creators to tackle video FAQ production for you. Check
out a UGC marketplace or a freelancer platform to find video hosts.

Webinars are another great option to offer a video-style walkthrough of a tool or process that your customers can
follow. The best part? Webinars are efficient and pretty easy to produce. All you'll need is slides or a screenshare and
some kind of video conferencing tool to record. You can even do audio-only as an even lower barrier to entry. An on-
demand webinar can live on your help center afterward.

As a bonus, if you host a live webinar session and field questions from customers, you'll get helpful feedback about
details customers don’t understand or other topics you can take on.
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Self-service spotlight

Mixbook has a helpful screenshare-style video on their help center that showcases how customers can use their tool.

2 mMixbook 13 Funscreen 100% + oo (1) sHARe \:, PREVIEW )
Ne———
= PHOTOS X =
e O Undo O Add Pages v
<+ Add Photos
| .!g
Sort By v 7~ Auto-Create . g fe

_— Hide used photos
HEW! Drag multiple photes to your page

SEPTEMBER 2019 43

A e |

) @ # = '_t'?; i 7)!

Ml L 4 _ - L.
B P B Y eor wedding oo 2 .Wzﬂ!
S {Simply drag and drop a new photo B new
. , fens PEY

22 Capture customer queries

The best way to know which topics to prioritize is to learn directly from your customers. \When you understand what your
customers need, you can build more and more effective FAQs, building an effective self-service content flywheel. Many
knowledge base tool providers include the ability to see what customers are searching for on your knowledge base, and
whether or not the content is successfully meeting needs and deflecting support tickets.

In Kustomer, you can find what your customers are searching for on your brand’s help center within the Reporting section.
First, within the Knowledge Base section, you'll find a subsection called Search Queries and Article Feedback. You can also
go into the Deflection section to see what content the bot served up but was not searched for. These can help you gain an
idea of how effective your self-service resources are, so you can refine and continually improve.

When your CX team has time freed up from answering routine questions thanks to self-service, they can turn their attention
to creating assets like videos and webinars.
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How to integrate self-service with human support

Whether they tried to self-serve first or not, customers will still need to talk to your company for help with their issue.
Fortunately, self-service materials can bolster the capabilities of your support agents, getting more mileage out of
your efforts. Here how:

CQ\, Empower team members

Your self-service resources can make your human agents more effective. You can use much of the fresh or updated
self-service material to bolster out your customer service communication email or chat templates with consistent
information. This can free up agent time and keep your customer experience consistent across the team.

The next step is to be proactive with the self-service materials. When a customer completes a sale or reaches out
with a problem, be proactive about likely future customer service touchpoints. Make sure your sales representatives,
account managers and customer service agents are using the opportunity to point customers to self-service options
like the help center or relevant videos. They can provide a higher level of personalized service.

<>’ Implement Al Agents

The next step is to use Al to automate some of the customer support workload. An Al chatbot can handle a large volume
of initial inquiries to provide faster service and guide customers to the right answers, pulling from your knowledge base
or FAQ section.

The next step is to use more advanced Al to provide contextualized responses based on customer inquiries. That could
look like an Al Agent interfacing directly with the customer, or your team members using Al behind the scenes to make
them more efficient.

Implementing generative Al to help your support team makes a big difference. Deloitte found the majority of CX leaders
say their agent teams are overwhelmed by the systems and information they need to solve customer problems - but Al
can help. For companies that don't use generative Al in the customer support process, that figure is 81% of agents that
feel overwhelmed. But for companies that support their agents with generative Al, it's 53% of agents.

Using Kustomer’s human-in-the-loop approach with Al Agents will facilitate faster support for your customers and
support your team members at the same time.
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Conclusion

Research reinforces how much customers really want to self-serve their own customer service
issues. By enabling customers to resolve common issues independently, you can deliver the
experience your customers want and free up time and resources for your business. Here are
the key benefits:

For customers For your business
Faster resolutions Reduced operational resources
Reduced frustration Increased lifetime revenue per customers
24/7 availability Scaling your brand’s reach

Here's your checklist with tactics to improve your brand’s self-service:

Include sufficient information in the resources

Organize the knowledge base - use clear sections and tagging
Keep the knowledge base up-to-date

Use both written and video resources

Investing in developing your brand’s self-service resources can provide an outsized return.

Looking to upgrade your customer service solution? Kustomer’s modern, easy-to-deploy
customer service CRM lets you focus on people, not problems. Our top-rated platform eliminates
tickets, helping you grow with personalized, customer service experiences that meet the needs
of each unique buyer - including self-service options. Kustomer allows brands to deflect more
conversations, reduce average handle time, all while maintaining high CSAT scores.

See what Kustomer can do for you

Schedule Demo
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