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Touchpoints | The Customer Experience

Where do our customers interact with us?

-,

Website Mobile App

o2

Customer Service Social Media
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Touchpoints | The Customer Experience

What is a touchpoint?

touch-point

/'taCH point/
noun

Any product, service, transaction, venue, or experience through which a customer
receives a significant impression of your brand.
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Touchpoints | The Customer Experience
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Touchpoints | The Customer Experience
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Product Information & The Support Experience
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Goal: Optimize the Support Process through Easy
Access to Product Knowledge

Case Proactive

Deflection '€ Expert Advice

? B O

Customers Support Agents
Ticket
Submission LB
[ Solution Quick
Caia Links
LV@ @,

é

Reduce Number of tickets and improve average handle-time and first-call-resolution
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Product Information Touchpoints for Support

8 iy

Documentation Portal Knowledge Base
Deep technical search Case deflection
Customer/Support Customer/Support

e

Call Center

Quick contextual
help to close ticket

Support
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Problem: Inconsistent Utilization of Documentation
Across Touchpoints

HIGH
MEDIUM
S, Ed aae
LOW
Search Documentation Knowledge Call Customer 10T
Engines Portal Base Center Community
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Technical Knowledge Delivery in a Typical “Performing”

Organization
iv

Documentation Knowledge
Portal Base

24

10T
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Key to Case Deflection: Easy Access to Documentation
and Knowledge Articles for Customers

Documentation Portal o Cisione N Prerequisites

Configuring the Alarm Conditions

Kn OWIEdge ArtiCIes i The type of the Ethernet cable is determined.

Configuring Service

.4
ResetDa Based on the connection mode, Ethernet cables are classified info straight-through cables and crossover cables.
Configuring the Sub-
health Switchover Based on the materials, Ethernet cables are classified info shielded Ethernet cables and unshielded Ethernet cables.
Service
Adjusting the IP cn_cbb01_000132 him#missing-topic-id--figl1 shows the compenents of a shielded Ethernet cable with a shielded RJ45 connector.
Address of the Figure 1: Compenents of a shielded Ethernet cable with a shielded RJ45 connector
@ SPG2800 Server

P Table Space
Management
Modifying an ME
Instance
Configuring Service
Provisioning
Service Provisioning

Configuring the QoS C

Priority Identification
Function

Service Provisioning
Description (Fixed Only)

A Connector jacket B. Connector | C. Twisted pair core wires

Sgrwce Provisioning D. Shielded aluminum foil | E. Cable jacket | -
(Fixed Only)

Charging Management

Performance cn_cbb01_000132 him#missing-iopic-id--figa1 shows the compenents of an unshielded Ethernet cable with an unshielded RJ45 connector.
Management Figure 2- Compenents of an unshielded Ethernet cable with an unshielded RJ45 connector

1 comment §

Security Management
Routine Maintenance
Fault Management
References
User Manuals
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Key to Case Deflection: Deliver Relevant Content Quickly

How do | configure the Scan Engine

I’'m an IT technician at a data center
using the virtualization console in Linux?
. o

Couldn’t
' E:J;Eﬁ:]er Ca re LeSS
A No Entry
saleg‘brce
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ouchpoint: Call Center
oal: Close the Case Quic

S
b

CaII Ce nter Home Campaigns Leads Accounts Contacts Opportunities Forecasts Contracts Solutions  Products Reports Dashboards ~ Knowledge Article Links ~ +

00001069

Knourledge Article Links [1] | Solutions [0] | Open Activiies (0] | Acthity History [0 | Case Comments [0l | Atiachments [0 | Case History [1

Case Detail Edit | | Delete| |Close Case|| Clone || Refresh

Case Owner Joe Gelb [Change] Status  New
Case Number 00001069 Priority  Medium
Contact Name John Bond Contact Phone  (312) 596-1000
Account Name and Hotels & Resorts Ltd Contact Email  hond_john@arandhatels.com
Type Case Origin ~ Web
Case Reason
Date/Time Opened  09/07/2015 12:30 DateiTime Closed
Product Engineering Req Number
Potential Liability SLA Violation
Created By  Joe Gelb, 09/07/2015 12:30 Last Modified By Joe Gelb, 09/07/2015 12:30

Subject prepare ethemet wiring Description

Custom Links.
ell Opportuni

¥ Link New Knowledge Articles

Back

D
B [+
A Gonnector jacket B. Connector | C. Twisted pair core wires

D. Shielded aluminum foil | E. Cable jacket | -

1 comment &
cn_cbb01_000132 ing-topic-id-figat shows the of an unshielded Ethemet cable with an unshielded RJ45 connector.

Figure 2: Components of an unshielded Ethernet cable with an unshielded RJ45 connector
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DITA-based Content Collaboration

Contribution

Content Optimization
Workflow

Workflow
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Best Practices

Organization

O Shared taxonomy between technical documentation and support KB articles

Process

O Make curated content & effective feedback an inherent
part of your process

O Implement an agile process

O Analyze your customer journey

Technology

O Implement dynamic publishing
supporting all touchpoints
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Results

& & 8 #

Customers Employees Support Agents Marketing
Lower Effort Increased Productivity Less Tickets Site Traffic Boost
Increased Spend Improved Engagement Lower AHT Brand Loyalty
Brand Loyalty Knowledge Retention Higher FCR Vibrant Community
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