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Introduction

Your road to humanizing customer
experience (CX) begins here.

Technology can sometimes make customers feel like the human element has been removed from
how someone interacts with your company. However, technology can also help you humanize,

personalize, and elevate customer experience—regardless of the industry or size of your business.

Humanizing customer experience is critical for business success in today’s market. Brand trust is
now more important in consumers’ decision-making process than ever before—a fact which
keeps many CMOs awake at night. By relating to your customers on a personal level, however,

businesses can both win consumers’ trust and maintain it in the long term.

The Impact of Trust on a Large Purchase Decision

“When making a big purchase,
3% 37% 549, how much does trust in a brand

35%

influence your decision?”

° . 4%
" 0%
||
A great deal Alot Some A little bit None at all
W Alladults 8 Women Men Data Source: SurveyMonkey


https://www.marketingcharts.com/business-of-marketing-107061
https://www.marketingcharts.com/business-of-marketing-107061
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The problem is, the larger a company gets,
the less personalized its service tends to be-
come. As businesses scale, they leverage
technology and automations to increase effi-
ciency, and the end result can be that cus-
tomers feel as though they're being treated
like a number, are less satisfied with your cus-

tomer service, and lose trust in your company.

Connection
with customers

Growing
companies

Here's a scenario that probably sounds famil-

iar to many consumers today:

Customers get frustrated when a bot
tries to address their concerns, while
companies are stuck with tools that
automate and scale at the expense of

customer satisfaction.

You send a chat message to a company
asking a question, and are greeted by
an Al-powered customer service repre-
sentative. You have a specific issue, but
the bot is limited to templated answers

that don't fully address your problem.

You send an email, but get an auto-re-
ply message telling you that someone

will get back to you shortly.

How to Humanize Customer Experience...

Then, you call the company’s customer
service hotline, and after selecting the
right option, eventually you talk to a
human service representative. You
explain your issue, and the representa-
tive says they’re not able to handle your
request. Eventually, you're passed to

another department.

Somehow your call gets dropped, and
you have to call back. You're already
dreading it. You start the whole process
over again, and you have to explain
your problem again a few more times
before finally speaking to the right

person in the right department.

By the end of this journey, your customer is
left feeling tired, frustrated, and detached

from your business.

A process like this is wrong for two major rea-
sons: it's impersonal and it is not custom-
er-centric. This system uses technology to re-
place humans, when it should be empowering
your customer service team to provide an
even better, more personalized experience

than they could without technology.

When used right, however, technology can
eliminate the friction that negatively impacts
the customer experience, while still allowing

you to grow or scale operations efficiently.
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247
Customers who had a good

experience seek out that
vendor for 2 more years.

39%
Customers who had a bad

experience avoid that
vendor for 2 more years

A single bad interaction with your company
can have a serious impact on a person’s per-
ception of your brand. So, even though you've
gained their trust and turned a prospect into
a customer, you need to maintain their trust
by continuing to provide a personalized, em-
pathetic customer experience across every
channel where users interact with your busi-
ness. Sales, Support, Marketing and Product
teams all need a certain level of alignment to
provide a consistently positive experience for
your customers, at every stage of the custom-

er journey.

The key is to bring back
the human element into
technology.

This eBook takes you through everything you
need to know to use the latest technology to
gain people’s trust by personalizing and hu-

manizing the customer experience.

Many of these insights were sparked by the

“Humanizing Onboarding, Support, and Suc-

How to Humanize Customer Experience...

cess” webinar, which Aircall hosted in part-
nership with Loom and Front. In it, Customer
Success leaders met to explore issues around
the role of technology in CX and the ways to
leverage it to increase automation, without
decreasing personalization. We've also per-
sonally gathered tips from Customer Success
experts and researched the industry’s latest
trends and data to create this comprehen-
sive guide to humanizing the customer expe-

rience using technology.

From customer onboarding to support and
upselling, we'll show you how you can use
technology at every stage of the customer
journey to humanize the customer experi-
ence, allowing you to start customer relation-
ships off on a positive note, promote long-
term customer satisfaction (CSAT), and help

increase overall customer lifetime value (CLV).

In the words of Clare Muscutt, Founder and
Director of the CMXperience, “Thereis a huge
opportunity for us to reduce those barriers to
purchase, to lower the barriers to adoption,
and to provide a joined up and personalized
experience. Usability has got to be... jam-
packed with value so customers can achieve
their goals—and most importantly—it’s got
to be humanized.”

~ Nicholas J. Price

. Global Senior Manager

of Content, Aircall


https://aircall.io/blog/customer-happiness/personalize-customer-support-experience/
https://aircall.io/blog/customer-happiness/personalize-customer-support-experience/
https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQHBp4VVXHNp6QAAAXkXwy6QJG0et_fUoTz_AcBUatq7aZZBCWZgS5meUCc_aQvEJHmUxFJoJj4wCu-mbRfYmbcAyz5OTOCuUhd5FEIzbySsPPc9WhCqXgVUOiD0FMwXqkdhHn0%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fclare-muscutt%252F
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).~ Bright Vessel
CUSTOMER JOURNEY LAYERS

BrightVessel.com

STAGES Awareness Consideration Acquisition Service Loyalty

STEPS

TOUCHPOINTS

DEPARTMENTS
Marketing / Online Marketing
Deslign / Editorial

&-Shop Management

Customer Management

Product Management

Accounting

Legal

Paid Service Providers

Logistics Sarvice Providers

See original source here.

Data Source: Bright Vessel

Customer experience cuts across all stages
of the customer journey—including acquisi-
tion, onboarding, and overall customer suc-
cess. To improve the experience is to holisti-
cally improve the entire customer lifespan

and value for your business.


https://www.brightvessel.com/customer-journey-map-2018/
https://www.brightvessel.com/customer-journey-map-2018/
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With the rise of eCommerce, it’s now pretty

common to purchase from a company with

: . ) Personalization is Key
zero human interaction. However, this also
means that businesses run the risk of com- to Wlnnlng Business

promising or skipping building a customer
connection at all.

The customer acquisition and onboarding 84% of

phase is arguably the most important time in customers say
being treated like a

the customer journey for you to build a rela-
. . o person, not a number,
tionship. It could be the deciding factor be-

is very important
tween whether they purchase from you or a to winning their
competitor, and also sets the tone for the rest business

of their interactions with your company.

Fortunately, technology advancements hav-

en’t just streamlined the purchasing pro- B Consumers [ Business Buyers

cess—they've also made it possible to cus- o
See original source here.

Data Source: Salesforce

Survey Says: Customers Highly Value
Great Customer Experiences

By 2020 customer experience

PRICE will overtake price and product
SR ODUCE N o as the key brand differentiator

8 60/ of buyers will pay more .
(o] .
for a better customer experience

CUSTOMER  \
- EXPERIENCE

See original source here. Data Source: Superoffice



https://www.superoffice.com/blog/customer-experience-statistics/
https://www.salesforce.com/resources/articles/customer-expectations/%3Fsfdc-redirect%3D369

0 aircall + F + 3¥€loom

Front

tomize acquisition strategies and onboarding
processes in a way that'’s efficient and scala-

ble for businesses.

In this chapter, we look at how you can use
technology to build a customer acquisition
and onboarding strategy that’s humanized,
but also agile, allowing you to adapt to
changing consumer behaviors and market
trends, all while providing a consistently posi-

tive experience for your customers.

The Human Touch
in Customer Acquisition

The customer acquisition process gives you
an opportunity to humanize customer experi-
ence at a crucial step in their journey—the
stage where they are being converted from

leads to paying customers.

CX industry veteran Clare Muscutt says,
“Building a great customer experience doesn’t
happen by accident, it happens by design.”

This process starts with customer acquisition.

The acquisition phase is when you must ef-
fectively communicate your company’s value
in order to convince prospects to become
customers. It's also the stage where you get
the chance to show customers what they can
expect from their interactions with your com-
pany, setting the tone for the rest of their cus-

tomer journey.

How to Humanize Customer Experience...

Consideration

This once-straightforward process now takes

Decision

place across multiple channels and touch-
points, making it difficult for companies to
track and personalize the customer experi-

ence at every stage in the sales funnel.


https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQH6yWAuZVLErwAAAXkXxAVoq66zFViGqmaiarvmFZGFd-2kDDcpUirrI1ch_zqrn-mos_TA-t6JXOwwviNqrP_Y5wf39l14PJ6TeAvTa8RklKyb5V8WaILIsE93IEdE6CFIte0%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fclare-muscutt%252F
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Awareness  Research

Website (desktop) ' *

Website (mobile) Sost o Smoch

Phone
Live chat

Email

Social media

Free trial

See original source here.

Data Source: Aircall

When dealing with multiple touchpoints, using

technology is the only way of doing this that

will allow you to monitor customer interactions

across every channel. You can integrate data

from your website, email campaigns, cloud-

based phone systems, and social media ac-

counts to get a holistic view of your customer

acquisition process, including such things as:

10

Which channels generate the most leads

How the typical customer journey devel-

ops

How to Humanize Customer Experience...

) -

Y Paige, 26, CMO.

« Which communication channel leads

prefer

- What other sites they visited after yours

All of this information can later be used by
your sales representatives to customize ac-
quisition calls, and it can also be shared with
onboarding and support teams to personal-

ize the customer experience even further.

Once you've gathered this data, here's how to
use technology to humanize your customer

acquisition process:


https://aircall.io/blog/customer-success/customer-journey-map/
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Setup a using a cloud-
based phone system and software inte-
grations. Your support team will have
access to shared contacts, a shared call
inbox, and all crucial information gath-
ered on the lead prior to making the first

sales call.

Capture as much customer information
as possible to qualify your leads and iden-
tify those who are most likely to convert.
with real-time
call monitoring to train representatives
how to improve sales calls in real time.
Implement customized, automated
email campaigns for smoother communi-
cation workflow and increased engage-
ment. to your
cloud-based phone system to share all
customer data gathered with sales and

marketing teams.

Focus on the value of the product, and
how it addresses the customer’s pain
points during your sales calls. You need
to be aware of the concerns in each par-
ticular audience segment, as they won't
all be the same - the data gathered from
their interactions on other channels can

help you identify these.
Create customer-centric goals that pri-

oritize their needs over the company’s

business objectives. In other words, in-

11
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stead of pushing your product’s features,
understand and support your customers’

needs during sales calls.

By personadlizing the customer acquisition
process in this way, companies can incredase
conversion rates by more than 90%. But the
benefits of humanizing the customer experi-
ence don't end here - the next step is to build
arelationship with your new customer to keep
them satisfied and bring repeat business to

your company in the long term.

Humanizing Your
Customer Onboarding
Process

Using technology, you can take all of that val-
uable information that you gathered on cus-
tomers during the lead generation and acqui-
sition phase to tailor your onboarding process

to their specific needs.

By creating a hyper-personalized experience,
you create a strong first impression, set ex-
pectations for continued high-quality service,
and can help promote long-term customer
engagement and retention.

For example, if you know from your sales calls
that a customer is more interested in certain
product features than others, you can tailor
your onboarding to focus more heavily on the

features which most appeal to them. This


https://aircall.io/call-center-software/
https://aircall.io/call-center-software-features/call-monitoring/
https://aircall.io/call-center-software-integrations/lemlist/
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also gives you the opportunity to show them
the value of additional services they may not
have considered previously, but which could

also help solve their concerns.

The goal is to have your sales representatives
pass along all relevant customer informa-
tion—their demographics, pain points, pref-
erences, and dislikes—to your onboarding
team. This way, they’ll know how to best
frame the product to set customers up for a
successful relationship with your company,
and with using your products or services.

Here are some further tips for using technolo-

gy to humanize the onboarding process:

+ Introduce your business with engaging
videos and conversations. Think about
what they'll need to know once they start
using your product, based on their specif-
ic needs. This fosters trust from the onset
and makes customers more likely to get

the most out of your services.

- Setuplong-term customer support. Instill
confidence in customers by letting them
know how you’ll help them with all prod-
uct issues. Make sure customer data is
shared with support teams within your
cloud-based phone system, and that us-
ers know how to contact relevant depart-

ments with any concerns.
+  Use data to improve the onboarding pro-

cess. Gather feedback from customers

and review recorded onboarding calls to

12
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find ways to improve the onboarding pro-
cess and adjust to changing consumer

behaviors or preferences.

Customer acquisition and onboarding pro-
vide a valuable opportunity for businesses to
develop trust and confidence with customers,
which in turn leads to brand loyalty and brand

advocacy in the long term.

If you rely on a one-size-fits-all approach, you
run the risk of alienating leads and new cus-
tomers by failing to speak to their individual
needs. With technology, you can avoid this
common pitfall by getting to know your audi-
ence, sharing data across teams, and using it

to tailor your approach to every customer.

The result?

Your customers feel as though you under-
stand them, and are more likely to purchase
from you, as well as get the highest possible
value from the products or services you pro-

vide.


https://aircall.io/blog/customer-experience/good-customer-experience-helps-guarantee-good-customer-service/

Meeting
Customer’s
Expectations

With Improved
Customer Support

Many SMBs put the majority of their focus on the customer acquisition and onboarding phases,

but place much less importance on the role of ongoing support within the customer journey.

However, there are many points of friction in « The annoyance of unrelated upsells that

the customer service journey that, if removed, agents impose on them.

drive better experiences, increase conversion

rates, and improve overall sales performance. + Alack of empathy or genuine concern for
their problems.

Here are some of the common things that de-

crease customer satisfaction levels: « The feeling of not being listened to.
« The despised “canned” answers that All of these issues stem from one root—your
sound templated (even if they're not). support team doesn’t know the customer’s

expectations, and have no efficient way to
« The frustration of being passed around find out what those expectations are, so that

from department to department. they can adjust their approach accordingly.
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The Point of Friction
in Customer Support

External friction with customers is a mani-
festation of internal limitations which com-

panies face.

Both
, and
, shared how their
clients often struggle with keeping internal

team communication intact as they scale.

This is particularly prevalent in remote or dis-
tributed teams: “Communication can break
down, especially if most people have never
met each other in person. Neither person
knows how the other works, so silos can really

be created between teams,” de Sousa notes.

By the time support agents face the custom-
er, there’s no integrated or efficient way to
know , or
what has happened so far in their customer

journey.
What's worse, this breakdown usually hap-

pens just after the point of sale—a time when

ongoing customer support is most crucial.

14
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“You have this client that just
purchased a shiny new tool. But
behind the scenes, you have teams
that are handling multiple clients at
the same time, that have to handle
multiple stakeholders, that have
multiple tools to be dealing with,”

“We need to make sure that the
client is not repeating himself.”

That's why good customer support begins
with a system that allows you to keep track of

customer expectations.

With a cloud-based phone system like Aircall,
you can gather and distribute customer infor-
mation seamlessly across departments. This
data is critical for knowing when you are and
are not meeting customer expectations, and
gain actionable insights on areas for improve-

ment.

Let's go through some more ways in which
you can use technology to improve and

, by keeping
internal teams connected and up-to-date on

all customer interactions.


https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQHlUnWrgTyFygAAAXkXxjfop5gcJdBWAfkcjosuJI828-Gv7Iws5boZiecn0eDuiCDfW4qGngrxXOS4d0T5BEGA4n9Y1RkHL5AnvhuEAY-wff5Laxin1yv4wmpMhgXVOr-mmzc%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fmeeksmp%252F%253ForiginalSubdomain%253Dfr
https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQHlUnWrgTyFygAAAXkXxjfop5gcJdBWAfkcjosuJI828-Gv7Iws5boZiecn0eDuiCDfW4qGngrxXOS4d0T5BEGA4n9Y1RkHL5AnvhuEAY-wff5Laxin1yv4wmpMhgXVOr-mmzc%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fmeeksmp%252F%253ForiginalSubdomain%253Dfr
https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQGhl9KU0kwxZgAAAXkXxpWoX2dwTHYZDeI-pAOwOUkI8v3ZcspvqQJWpzGP_1uZOCIRq0GB2ypNetgKRezj6pWSDWQa-3TfQrKVbKCrtgx7Q8DNtaufjOzTUDGSwwTjbdJmTXA%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fsdsc%252F%253ForiginalSubdomain%253Dpt
https://www.linkedin.com/authwall%3Ftrk%3Dbf%26trkInfo%3DAQGhl9KU0kwxZgAAAXkXxpWoX2dwTHYZDeI-pAOwOUkI8v3ZcspvqQJWpzGP_1uZOCIRq0GB2ypNetgKRezj6pWSDWQa-3TfQrKVbKCrtgx7Q8DNtaufjOzTUDGSwwTjbdJmTXA%3D%26originalReferer%3D%26sessionRedirect%3Dhttps%253A%252F%252Fwww.linkedin.com%252Fin%252Fsdsc%252F%253ForiginalSubdomain%253Dpt
https://www.nojitter.com/contact-center-customer-experience/what%2525E2%252580%252599s-trending-cx-today
https://frontapp.com/blog/automation-makes-you-more-humanhttps://frontapp.com/blog/automation-makes-you-more-human
https://frontapp.com/blog/automation-makes-you-more-humanhttps://frontapp.com/blog/automation-makes-you-more-human
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Humanizing Your
Customer Support

Sitel Group’s 2018 Index Report found that
70% of people would rather speak to a human
customer service representative than with a
chatbot. Nearly half of them said this is be-
cause they're not confident that digital assis-

tants could understand their requests.

At the end of the day, customers just want to
be heard or in other words, to be treated like

a human being!

41%
think that being placed

on hold is the biggest
frustration

86%
are willing to pay more

for a better customer
experience

73%
say friendly customer

service made them fall
in love with a brand

For companies to do this, they need the ability
to get feedback from customers and respond

accordingly.
Loom, for example, makes it a priority to

share customer feedback across different de-

partmental teams.

15
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“Hearing directly from customers
creates a ton of empathy with our
product and engineering teams...
[allowing them] to become an
advocate for their wants and needs,”

Susana de Sousa (Senior Manager
Support, Loom) explains.

The task is an ongoing process, as it takes
time to nurture customer relationships, and
only a few minutes to damage them. This is
why it's important to use technology to
streamline the feedback gathering and shar-
ing process and ensure you're meeting cus-
tomers’ expectations from a product, mar-

keting, sales, and support perspective.

Here are some ways in which you can do this:

- Segment your audience by need to meet
them at their preferred level of engage-
ment and communication channel. You
can do this with advanced monitoring to

identify and analyze customer calls.

. Train your customer support team to em-

pathize with the customer’s needs, and
use relevant information to emphasize
your product’s features and communi-

cate value for the customer.


https://www.prnewswire.com/news-releases/sitel-group-report-reveals-brand-loyalty-is-only-as-good-as-your-last-customer-experience-300749825.html%3Ftc%3Deml_cleartime
https://www.prnewswire.com/news-releases/sitel-group-report-reveals-brand-loyalty-is-only-as-good-as-your-last-customer-experience-300749825.html%3Ftc%3Deml_cleartime
https://www.retaildive.com/news/70-of-consumers-still-want-human-interaction-versus-bots/543324/
https://www.retaildive.com/news/70-of-consumers-still-want-human-interaction-versus-bots/543324/
https://frontapp.com/blog/how-to-share-customer-feedback-with-your-employees
https://frontapp.com/blog/how-to-share-customer-feedback-with-your-employees
https://aircall.io/call-center-software-features/call-monitoring/
https://aircall.io/call-center-software-features/call-monitoring/
https://aircall.io/inbound-call-center-software/
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« Analyze customer support ticket trends,
and constantly be on the lookout for re-
curring problems and appropriate solu-

tions.

. Establish a well-rounded customer suc-
cess team to ensure customer satisfac-

tion and encourage customer happiness.

- Leverage the information you gathered
about your customers, without getting
fixated on short-term metrics. Instead,
track metrics that improve the overall
customer experience (e.g. free-to-paid
trial conversions and decreased basic

support requests).

- Measure and evaluate your success. Car-
ry out customer satisfaction surveys and
study them thoroughly to gain insight on
how to improve your process using actu-

al case studies.

There are many software systems, such as
Front, that are designed to help businesses
meet customer expectations by integrating
all of these processes into a platform, effec-
tively removing friction in communication be-

tween internal teams and external customers.

When you understand and fulfill customer ex-
pectations with your customer service, cus-
tomers are more likely to trust and engage
with your company over an extended period
of time.

16
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Not only will your customers be happy, but
they’ll contribute to increasing sales and rev-

enues for your business overalll.

Impact of Personalized
Customer Service

M Increase sales
@ Increase customer numbers
Little or no impact

Raise labour costs

See original source here.

Data Source: Superoffice


https://aircall.io/call-center-software-features/call-monitoring/
https://aircall.io/blog/call-center/customer-satisfaction-skills/
https://aircall.io/blog/call-center/customer-satisfaction-skills/
https://aircall.io/blog/customer-happiness/how-to-measure-customer-satisfaction/
https://aircall.io/blog/customer-happiness/customer-satisfaction-survey/
https://frontapp.com/
https://aircall.io/guides/ecommerce-customer-service-experience-study/
https://aircall.io/blog/customer-happiness/customer-engagement-strategy/
https://aircall.io/blog/customer-happiness/customer-engagement-strategy/
https://www.superoffice.com/blog/five-ways-to-deliver-excellent-customer-service/
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The Role of Onboarding
& Support Teams
in Customer Success

Customer Success is all about the continued
relationship with a customer. The goal is to
make sure that they stay with your business
for the long term and have great experiences
across every touchpoint. Customer Success
is therefore a core business metric which you
can use to measure how good your customer
experience and customer support are, and to

identify areas for improvement.

What's the value of providing overall great

customer experience? Studies show that

. On top of that, it generally
than to retain
existing customers, so keeping your custom-
ers happy and minimizing churn helps opti-

mize the use of resources, also.

Humanizing the customer experience is es-
sential for promoting overall Customer Suc-
cess, because Customer Success means
helping the customers reach their objectives.
You can'’t do this without first understanding
their needs as people, and creating systems
for ensuring those needs are met at every

stage in the customer journey.

Yet, according to CX experts, many business-

es don't have this mentality.

18
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“Putting the customers and their
needs at the heart of success—it’s
amazing how many companies
have failed to do that, and have put
their business goals at the center,”

But having a customer-centric approach is
key for driving success at virtually every level

of abusiness, including:

Increasing retention rates and reducing

churn

Maximizing customer lifetime value

Increasing average order values

Improving CSAT ratings

Attracting new leads with social proof

and testimonials

Optimizing marketing spend

Reducing onboarding expenses


https://smallbiztrends.com/2016/10/customer-retention-statistics.html%2523:~:text%3D80%252520percent%252520of%252520your%252520future%2Cof%252520its%252520customers%252520each%252520year
https://smallbiztrends.com/2016/10/customer-retention-statistics.html%2523:~:text%3D80%252520percent%252520of%252520your%252520future%2Cof%252520its%252520customers%252520each%252520year
https://smallbiztrends.com/2016/10/customer-retention-statistics.html%2523:~:text%3D80%252520percent%252520of%252520your%252520future%2Cof%252520its%252520customers%252520each%252520year
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers%2523:~:text%3DDepending%252520on%252520which%252520study%252520you%2Cthan%252520retaining%252520an%252520existing%252520one.
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers%2523:~:text%3DDepending%252520on%252520which%252520study%252520you%2Cthan%252520retaining%252520an%252520existing%252520one.
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Everything Ties Back
to Customer Success

High customer
satisfaction

You can spend more in
marketing because each
customer buys more

High CLV

See original source here.

Data Source: SuperOffice

Your Customer Success team can therefore
be considered an extension of the marketing
and sales departments, but they are solely fo-
cused on the quality of service the customer
receives. Having alignment between all three
departments is essential to approach cus-
tomer success holistically, as personalization
and support are crucial at every step of the
sales funnel—from pre-purchase to post-pur-

chase, and beyond.

Given this responsibility, your Customer Suc-
cess team needs to be responsive and empa-
thetic in assisting customers, while also being

professional when solving complex problems.
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New customers are
acquired

New customers are
acquired

New customers are
acquired

They tell others
(becomes brand
ambassadors)

Customers stay longer
(customer retention)

Less money spent on
marketing for acquisition
and onboarding again

As we've seen, in order to respond to the indi-
vidual needs of customers and relate to their
concerns, support agents need to have ac-
tionable information about the person they're
serving. There are humerous ways in which
customers interact with your business, and
every single one of them represents an op-
portunity to gather data which can help pro-
mote Customer Success—as long as you can
effectively use technology to capture and

cascade this information to all teams.


https://aircall.io/blog/support/customer-service-and-product-alignment/
https://www.superoffice.com/blog/five-ways-to-deliver-excellent-customer-service/
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Brand Touchpoints

_CUSTOMER EXPERIENCE*

PRE-PURCHASE

WORD OF
SOCIAL
PERSON

PURCHASE

See original source here.

Data Source: Neil Patel

In order to make communication more natu-
ral in this omni-channel environment, you
need to be able to track and measure every
single one of these touchpoints. Furthermore,
your whole company needs to be aligned on
what Customer Success looks like and how
they can contribute to promoting better cus-
tomer experiences within their individual

roles.

How can you achieve this level of Customer

Success monitoring?
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FORUMS
SOCIAL
MEDIA
SURVEYS
BRAND
NEWS FRObSE
LETTER
OFFICE
LOYALTY
PROGRAM
BILLING

POST-PURCHASE

The Role of Technology
in Improving Customer
Success

There are two goals in improving your suc-
cess team: to use technology to overcome in-
ternal limitations and to empower employees

to deliver a great service.

Susana de Sousa of Loom explains how their
team uses video to do both: “We lean heavily
on our Loom videos to do the job here... video

helps us establish a more human relationship.


https://www.loom.com/blog/video-customer-service
https://www.loom.com/blog/video-customer-service
https://neilpatel.com/blog/analytics-fit-into-customer-experience/
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Even when we're far away from someone, it's
just more human when we're talking to them

through video.”

They've also cut down recording time by hav-
ing “evergreen videos” ready to be sent at
any time. All agents have to do is add a short
introduction clip at the beginning saying “Hi
[Customer’s Name]!” and it feels like you're

sending a unique message to the recipient.

This is just one way you can use technology to
create a more personal, human relationship

with your customers at scale.

Matthew Meeks of Front also points out that
internal team communications can equally

benefit from technology integrations:

“The beauty of Front is you can
actually take one conversation
and just move it from team
to team—all internally.”

When a deal closes, the Account Executive
can leave their notes for the onboarding
manager in the project thread, where they
can immediately reach out to the customer

with full knowledge of their history and back-
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ground. The customer journey then becomes

lightning-fast and seamless across the board.

This keeps internal teams running smoothly,
while also eliminating the friction of asking
customers to provide the same information

again and again.

Most of all, tools like these promote overall
Customer Success by allowing you to interact
with customers on a more personal level, giv-
ing teams real-time insights into what users
want and need at every stage of the custom-

er journey.

Humanizing
Your Customer
Success Strategy

A large part of Customer Success is helping
customers to identify their needs before ex-
plaining the value that your product can offer.
Over time, their needs may evolve, particular-
ly if you're in B2B sales and deal with growing

companies.

“Our role as success managers and as on-
boarding managers is to see their needs very

very early on,” says Charlotte Passemard of
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Aircall. “We help them throughout their jour-
ney to unlock new possibilities, so that they
can keep staying with us, and still see the val-

ue as they grow as a business.”

How can you continuously tailor your value
proposition to the changing needs of your
customers and build a system that’s designed

for long-term Customer Success?

Here are some questions you first need to an-

swer:

- Marketing - What communication chan-
nels and advertising strategies are you
running? Is the market receptive to them?
Are they generating leads? Misalignment
between customer service and marketing
harms your profits, but with the right soft-
ware, gathering and sharing this data is

easy.

- Warmleads - At what point do people be-
gin to engage with your company? What
interest or problem triggers them to do
so? You can personalize your sales funnel
depending on the answer. For example,
if you have an interactive voice response
(IVR) set up, the smart directory will in-
stantly guide the caller to the correct de-

partment on the very first try.

- Conversions - Are warm leads converting
to sales? What causes or prevents con-
versions? How can you generate a high-

er conversion rate? Monitor the perfor-
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mance of your agents with an integrated
analytics feature to ensure that sales
reps’ efforts aren’t wasted, and you can
constantly improve sales performance

based on actionable data.

- Communication channels - How do cus-
tomers prefer to interact with your busi-
ness? How is information gathered and
shared across different platforms? Never
miss a message—keep all conversations
connected by integrating your CRM and
Helpdesk tools with your cloud-based

phone system.

- Follow-up - What are the customer touch-
points after a sale? Will your team send
automated surveys for customer satis-
faction? Will your team follow-up with
the customers via phone call and email?
Which of your efforts are effectively

strengthening the customer relationship?

Use software that enables you to gauge how
the customer feels about their experience at
any point of their customer success cycle. If
the software identifies negative feedback on
a specific touchpoint, you've found yourself

an area for improvement.

Remember: your customer’s success is your
success. As long as you design your systems
to consistently produce a great customer ex-
perience across all channels, you'll be setting
yourself up for long-term business success, as

well.


https://aircall.io/blog/support/customer-service-and-marketing-alignment/
https://aircall.io/blog/support/customer-service-and-marketing-alignment/
https://aircall.io/blog/support/customer-service-and-marketing-alignment/
https://aircall.io/call-center-software-features/ivr/
https://aircall.io/call-center-software-features/ivr/
https://aircall.io/call-center-software-features/analytics/
https://aircall.io/call-center-software-features/analytics/
https://aircall.io/inbound-call-center-software/
https://aircall.io/inbound-call-center-software/
https://aircall.io/blog/customer-happiness/how-to-measure-customer-satisfaction/
https://aircall.io/blog/customer-happiness/how-to-measure-customer-satisfaction/

4 Humanizing Overall

Customer Service
with Technology

Humanizing the customer experience is im-
portant, but it also needs to be done in a way
that’s scalable. If not, the whole point of per-
sonalization is in vain. You want to have a sys-
tem that can handle increasingly more cus-
tomers, while providing a consistently high
level of service from acquisition through to

customer support.

Scalability includes the ability to serve differ-
ent users with different needs, all with the
same quality of personalization, and without
treating customers as mere ticket numbers.
“Still making them feel that, even if they're
your smallest customer, they are still the most
valued,” Matthew Meeks says, is the key to

achieving this.

This is where technology comes in.

Front, for example, breaks their omnichannel
communications down by channel to create
scalable systems for each one. “Our ap-

proach is starting with ‘What do we want

that ideal model to look like?’ and then scal-
ing it basically for every pocket of communi-
cation. First, what is that highest-touch ideal
model, and then how can we deliver all of
those milestones across every part of that
journey—whether you're our biggest or our

smallest customer.”

Let’s look at some of the automations and
tools your business can use to stay close with
customers, understand their needs at differ-
ent stages in the customer lifecycle, so you
can personadlize your approach accordingly,
even when youre managing thousands or

tens of thousands of clients.

alle ¢


https://frontapp.com/
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Cloud-Based Call Center Software

A cloud-based call center software can be
used to connect all your tools and implement
scalable systems for tracking and respond-

ing to customers’ needs.

For example, Aircall’s system is designed spe-
cifically for businesses to have better and
smarter conversations with their customers,
humanizing the customer experience at a

large scale.

Marketing, Sales, and Support teams can do

this using different features (see table).

By centralizing all customer information in a
single platform, cloud-based calling software
helps with your team efficiency and accuracy
in processing customer requests, maintain
strong customer relationships, and allows
you to share crucial data with Product Devel-
opment and Marketing teams to help tailor

offerings to better address customer needs.

CRM Integrations

Aircall integrations with your
CRM and Helpdesk tools

to keep all conversations
connected.

Call Routing

Direct calls to the correct
teammates every time

by customizing distribution
and ring rules.

Interactive Voice Response
(IVR)

Set up a smart IVR directory
that automatically guides
callers to the correct team
on their first try.

Business Hours

Set customized schedules to
confirm exactly when each of
your numbers are available to
receive calls.

Warm Transfer

Give your teammates

the option to quickly speak
to one another before
transferring a live call.

Call Center Analytics

Keep track of all your call
center metrics—such as wait
time, missed call rate, and
call volume—in one place.

Tags

Tag calls to give your team
all the context it needs

for smart decisions and
smooth follow-ups.

Live Feed

Gain a real-time perspective
of team activity so you can
shift resources and optimize
productivity

Insight Cards

See more context behind every
inbound call by pulling related
data from other apps into
view.
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Loom is asynchronous video messag-

ing for work.

Combining the expressiveness of video
with the convenience of messaging, it’s
a new, more efficient and effective way
of communicating with co-workers and
customers. Over 10,000,000 people use
Loom to showcase their work across
different teams. Here's how you can
use Loom videos in your customer sup-
port systems to promote better interac-

tions with your customers:

o Speed up response times by the

customer or receiver.

. Minimize the chance of miscom-

munication or misunderstandings.

o Create aunique, personal ap-
proach to communicating with

customers.

»  Engage with customers using a

medium they enjoy.

According to the Loom team, “Our cus-
tomers are not only video-literate but
video lovers—and we truly believe this
can and should be the case for Custom-

er Support teams everywhere.”

Front

Front empowers you to manage emaiils,
support tickets, and live chats in one
collaborative inbox. Whereas a typical
ticketing system tends to treat custom-
ers as numbers, Front prioritizes creat-
ing a personal experience for each cus-
tomer, even at scale. The benefits of
using Front to humanize your customer

experience include:

e Quickly and accurately resolve
issues with a human touch—not

tickets.

« Easily collaborate across
cross-functional teams directly in

the support request platform.

« Seamlessly solve customer issues
by consolidating programs into

one window.

o  Gather dll relevant data into a sin-
gle source for teams to collaborate

easily.

According to Jarratt Isted, Co-founder of
HelpDocs, “Using Front has allowed us
to consistently keep fantastic support
in an ever-changing company, across

channels, and across time zones.”


https://www.loom.com/
https://www.loom.com/use-case
https://www.loom.com/use-case
https://www.loom.com/blog/video-customer-support
https://frontapp.com/
https://frontapp.com/solutions/customer-support
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Merging Customer Service
with Customer Success

Finally, let’s take a brief look at one trend which we've seen
emerging in CX recently: the merger of Customer Service and

Customer Success departments within organizations.

For example, both Front and Loom are currently in the process
of bringing Support right alongside their Customer Success
and Onboarding teams. They see this as an important step in
their strategy to bring excellent support at scale, with all cus-
tomer operations and customer-facing teams reporting to the

same person.

By letting only one person handle both Customer Service and
Customer Success teams, you can create a seamless customer
journey, from presales through to post-sales. This allows for an
holistic approach to creating a better customer experience,
and can increase the stability and efficiency of your organiza-

tional structure as a whole.
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Conclusion

The overall goal in using technology to humanize the customer experience is to have an omni-

channel focus on nurturing long-term customer relationships.

You can do this by effectively aligning your Once you truly understand the value of hu-
onboarding, support, and success teams manizing the customer experience, you will
with the right tools and methodologies: be able to better connect with your audience.

This starts with the right technology to help
«  Ensure a smooth customer acquisition you reach that all-important goal.
and onboarding process by tailoring your
approach to customer’s behaviors and

needs.

- Meet customer’s expectations with a cus-
tomer support system that allows your
team to treat customers like humans,

and address their exact pain points.

«  Build a system designed for optimum
customer success, using information
from every customer touchpoint to feed
back to other teams and improve inter-

nal processes.

. Humanize the overall customer service

with softwares designed for personali-

zation—such as cloud-based phone sys-
tems, video messaging, and CRM plat-
forms. This enables you to scale without

losing the human touch.
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https://aircall.io/
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