
ossione CUSTOMERSELF-SERVICE

" Thecast
of

a

singlecustomer

interactioncanbe
slashedfrom

US$35onthe

phone to just
$0.75online. "

Gordon

Pawling ,

Oracle

Communications

* Q.
CustomerSelf-Service :

Is
it anoperator' s SwissArmyknife?

Themerits of effectivecustomerself-serviceonlinearewelldocumented .AsMarkDye
reports ,

it reduceschurn
,

increasescustomer lifetimevalueandsignificantly lowerscosts.
Andhemeanssignificantly!

Withthemajority of callsthatcomeintocontact
centresrevolvingaroundbilling ,

self-service
technology ,

if implementedstrategically ,

can
transformthewayorganisationsinteractwith
customersandincrease revenues

, according to

GordonRawling ,

seniormarketing director
,

Oracle
Communications.

"

Byprovidingcustomerswiththeonline tools
to

answer theirownqueries ,

thecost of
a single

customer interactioncanbeslashedfromUS$35
onthephone to just$0.75online

,

" heexplains.

That' s a potentialsaving of 98percentonjustone
interactionandone of themainreasonswhy
operatorsaresteeringcustomers in thisdirection

,

throughincentivesandvalue-adds . Rather
obviously ,

streamlinedbillingplanscangenerate
goodrates of return.

"

Additionally ,
from a customer standpoint ,

the
ability to analysetheirspendingandidentifytheir
usage is anempowering tool

, givingthemmore
controlovertheirserviceplanand increasing their
servicesatisfaction

,

" notesRawling .

" New
applicationsarenowavailable to themwhichcan
compare them

to otherusersonsimilarplansand
seehowtheydiffer

,

aswellashighlightalternative
callplanswhichtheymightbebettersuitedto.

"

Grosssales impact
OmarTellez

,

executivevicepresidentandchief
marketing officer

, Synchronoss , agrees , pointing
outthatbest of breedcases in theUShaveshown
thattheonlinechannelcangenerateup to 40%% of

grosssalesforservice providers.

" One of thethingswehavereallyseenasdriving
stickiness to eCaresites

is providingvalue in the
firstpage ; having a statusreportupfront of where
youarewithcomparisons ,

whilstontheside
providingveryactionable activities

to upgrade
theirpersonallife ,

" hesays.

"

If youprovide considerableandactionablevalue
and

I realisecarriersare a longwayfromthere
to customers it canbe a verystickypageand

reduceyourcustomercalls
to

order
,

" headds.

Thatsaid
, manyconsumersfindthejourney from

paper to portal a dauntingone
, according to

MichaelLightfoot ,

director of Business
DevelopmentandStrategic Alliances

,

CTIGroup.
Heexplainsthatthecompany is usingdynamic
pushtechnologies to bridgethatgap , offering the
convenience of informationdelivered

to the
customerplusthebenefits of portalintegration.

" Interaction withyourbillingdataviathisroute is

anexcellentway to crossthechasmbetween
paperandportal ,

" headds.

Withrevenueassurance of utmostimportance to

telcos
, billingandpromptpaymentaretwobasic

principlesthatmustbeadheredto.

Lightfootbelievesthatsavingsgained fromthe
reduction

in billingqueries to callcentres typically
provide a promptreturnagainstspendonan
ebillingsolution . This

,

whencoupledwiththe
environmental benefits of reducingpaper , impacts
significantlyonthebottomline.

Exceptionallygoodexperience
Most

of thiscomesbackdown
to providing

exceptional customerexperience though , explains
AliceBartram

,

vicepresident , Marketing , Billing &

ActiveCustomerManagement ,

Comverse.

"

Service providersmustdeliverrichinteraction
regardless of thechannelthattheuserchooses

,

withcomplete , up-to-dateandconsistent
information availableviaweb-basedself-service
andallothertouchpoints ,

" shesays.

ThoseindustriesmaintaininghighWeb-based
,

self-careadoptionratesareassociatedwithboth
straightforwardserviceofferingsand

a customer
basethat

is widelycomfortablewithhandling
customercareissuesandordering servicesoverthe
internet

,

addsKirillRechter
,

CEO
, LogNetBilling.

"

Companies in industrieswithcomplexservices
havesucceeded withWeb-basedself-care

,

suchas
.-
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airlinesandcarrentalcompanies , byorganising
information gatheringandordering into a

structuredandeasy-to-followprocess ,

" hesays.

HebelievesthattheWeb-basedself-care
experiencedeliveredbysuchcompaniesprovides
consumers withtheconfidence thattheyare
makingwell-informed buyingdecisionsandare
gettingthebestavailable price.

" Likewise
, bymakingserviceofferingsandpackages

easier to understand andtheorderingprocess
moreorganised ,

communications serviceproviders
canexpand theusage of self-careamong
customersegmentsalreadyinclined

to use
selfcare andreachnewcustomersegments ,

" headds.

However
,

asJeffKagan , industryanalystand
speakerremindsus

,

automatedcustomerservice
is key ,

but is onlyonepart of themix .

" Sometimes
customerswant to call a customerservicenumber
andtalk

to a realperson ,
whileothertimesthey

prefer to goonlineandhandle it themselves . Some
thingsareeasyandothersaremorecomplicated.

" Thething is everycustomerrequiresmultiple
methods . Companies thatareavailable

to

customers thevariouswaysthecustomer wants
,

rankmuchhigher in customerminds
,

" hesays.

WorkingforVerizon
IntegratingvoicewithWebself-servicecan

,

according to eGain
,

offerenhancedphone
selfservice

, benefitingoperatorsaswellascustomers.
AndrewMennie

, generalmanager ,

eGainEMEA
,

says :

" Likeanysuccessfulcustomerservice
strategy ,

self-serviceshouldn' t exist
in silos.

IntegratingintoeGainSelf-Servicesolution forthe
web

,

eGainIVRcansimplyextendtheinteractive
processandknowledgebasecontent of yourweb
self-service

to yourIVRsystem.

Avoidingthenotorious ' IVRblackhole'
,

eGainIVR
offersintelligentdialoguesdrivenbypatented
case-basedreasoning (

CBR
) technology . Following

interactivedialogues thatsimulatehuman
reasoning , operatorscanoffer intelligentphone
self-service

to resolvecomplex interactions that
wouldusuallyneedthecostlyintervention of an
expert . Byapplyingwebself-servicebestpractices
in thisway ,

suchasCBR-guided interactions
,

seamless escalationandunifiedcross-channel
content

to IVR
,

self-servicebecomespart of a

unifiedcustomerservicestrategy , enablingservice
providers to offerexceptional IVRand
crosschannel customerexperiences in themost
costeffective manner.

Verizonhasclearevidence thatitsself-service
programme is workingthough . ItsEnterprise
Center

,

anonlinetoolsupportingover100
applicationsandlinksgloballyand24

/

7

,

enables
mid-to-largeenterpriseandgovernment
customers to managevoice

,

data
,

Internetand
wirelessservices

,
fromvirtuallyanywhere.

MarkChodoronek
,

executivedirectorfor
ECommerce andDigitalCustomerEnablement

,

at

thecompany , explains thatthisdashboard-based
solutionhas led to vastimprovements in adoption
andelectronic transactions.

" Wehaveseen a 108%%jump in
theVerizon

EnterpriseCenterandeBondingconnectivity users
overthepasttwoyears ,

" headds . Thenumber of

userstakingadvantage of itsDashboardproduct
hasalsogrownmorethan500%%since2007.

" Thisfully integratedportalprovidesuserswith
access24

/

7
to supportmid

to largemultinational
customers in 12 languages , includingtrainingon
theportalandthebillingapplicationswhich
supportmultiplecurrencies

,

" headds .

" Wehave
alsodeployedclick-to-chat

,

andare investigating
virtualagentandsocialmedia or professional
networkingalternatives to providemorepersonal
contactwithVerizonandourothercustomers to

improvetheirself-serviceexperience.
"

Additionally ,

Chodoronek saysthatthecompany' s

move towardsonlinehasseen a 51%%increase in

adoption of paperlessbillingservicesoverthe
past12monthsascompaniesstrive to reduce
costsandmeetenvironmental targets.

In theconsumerspaceOrangehasreapedthe
benefits

of self-service throughitsworkwith
Comverse .

In thefirstyear of usingtheComverse
Oneself-servicesystem it sawadoptionratestop

1 ,000%% , somethingwhichdeflectedmorethan
25 ,000callsawayfromitscallcentreperweek.

Suchfiguresarenot to besniffed at andtelcosare
trying to cleverlymirrortheportalsitesdeveloped
bykeyconsumerretailersandbanks

, according to

ValeriePeay ,

head of CustomerExperienceand
Transformation

,

BTInnovateandDesign .

" Here
thefocus

is
to enable a customer to selecthow

andwhattheywant to haveaccess
to withsome

opensourcetools
to create a verypersonalised

portalandinformation repository ,

shesays.

"Alot of thestrategythatwearecreating is

to

look at thingsfrom a customer' s perspective ,

"

addsPeay .
"I liketheForresterapproach of

consideringwhether theinteractionweprovide is

useful
, easyandenjoyable . Thatlastpiece is

important.
"

BTitself is launching a newbillingplatformbefore
Christmasthisyear to providegreatlyenhanced
facilitiesforcustomers . It is alsoaiming to remove
significantmillions

in
callhandlingand

operationalcostsbyenablingcustomers to

transfer to e-billingandmanage theirbilling
themselves.

"

Todaywearetrying to provide a joined-uplook
andfeelwitheasynavigation ,

" saysPeay .

"

The
nextphaseof this

in development is to provide
somethingbeyondthefunctionalthatreally
makes

a customerwant to dobusinesswithus
online.

In betweenBT is busyingitselfwithbundled
productpurchasingwithitsnewBTBroadband
Fibre

,

sothatconsumercustomerscangoonline
andbuy a wholepackage of BTVision

, super-fast
broadbandandvalueaddedservices at onetime.

AsFerrisBuelleroncesaid
,

" Lifemovespretty
fast . If youdon'

t stopand lookaroundonce
in

a

while
, youcouldmiss it.

"

I have a feelingtelcosknowexactlywhathe
is

talkingabout .

e
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