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The Path to Intelligent Self-Service

Follow the best practices that innovative brands like Adobe, Salesforce and
Logitech use to help their customers do more on their own with less effort.
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The Intelligent Self-Service Maturity Model

Intelligent self-service is about empowering
customers, partners and employees to find
the answers they need on their own, when
they need them. It is also about adapting

the experiences to the evolving expectations
of those who interact with your products,
and use the knowledge you have about them
to make these interactions more relevant.
To do so, you need to leverage, unify

and learn from the intelligence of your
employees, content and customers.

O Recommend

Predict visitor intent and
suggest the next best offer
or content based on
behaviors from customers
with similar profiles.

Positive Business Impact & ROI

O Suggest

The path to intelligent self-service can be Offer self-service
broken down into 3 key capabilities, which

deliver increasing positive business impacts.

experiences that are

personalized to your
O Answer customers’ unique profiles.
This guide gathers best practices Provide an easy, unified
from Coveo customers powering their
self-service strategy with intelligent,
self-tuning search. It showcases how
these trendsetters are making self-service
responsive, proactive and predictive to

access to all self-service
content, wherever it resides.

Measure & continuously improve w/ analytics & machine learning

Basic Self-Service Intelligent Self-Service

drive engaging and intuitive experiences. /
Init, you'll learn the fundamentals of O
delivering great self-service, all the way

through the best of breed capabilities Single KB +

to maximize success. fragmented data



Best Practice

CREATE A SINGLE SELF-SERVICE HUB,
ACCESSIBLE FROM ANYWHERE

Do your customers know where to go for
help? Providing a single, unified self-service
hub is the first step to an effortless and
intuitive experience. Then, make sure that
they can have swift and easy access to your

site from any device, and with a single login.

logitech

MICE + KEYBOARDS MOBILE SMART HOME GAMING SPEAKERS VIDEO SUPPORT

Translate = Select Language

WELCOME TO LOGITECH COMMUNITY FORUM

In order to protect your privacy, please do not post/share personal information or support incident information in the community.

FEATURED DISCUSSIONS TRENDING POSTS

WINDOWS 10 ANNIVERSARY EDITION UPDATE ISSUE
AND LOGITECH WEBCAMS

WELCOME TO LOGITECH COMMUNITY
FORUM

WHY NO WIRED TRACKMAN WHEEL? : i e Ty .
In order to protect your privacy, please do not

post/share personal information or support incident
information in the community.

LOGITECH CONTROL CENTER ON LATEST MACOS
10.12 SIERRA

UE BOOM 2 DELAY ISSUE

FEATURED DISCUSSI...

LOGITECH ALERT APP AND 10S 10

TRENDING TOPICS

I o oi.l. e ch Logitech’s support community is the hub where its customers can go
b for answers, knowledge and discussion. All of their self-service resources

are accessible through that single site, which is responsive and optimized
for mobile devices so their users can access it from anywhere.

VISIT SUPPORT SITE
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Best Practice

PROVIDE UNIFIED SEARCH ACROSS
ALL SELF-SERVICE CONTENT

In most cases, self-service content resides

in multiple, disparate sources and systems.

Don’t make your customers go to different
places to find it. Instead, deliver a unified
search experience from your support site
that allows them to find the best, most
relevant answer, wherever it resides.

informatca

ety |

All Knowledge

Content Base

informatica

Product How-To Discussions Informatica Support Expert
Docs Library & Blogs University Video Assistant

Informatica uses unified search to provide a single hub for their
customers to securely access self-service content from their
knowledge base, product documentation, videos, community
threads, and other sources where their content resides.

VISIT SUPPORT SITE
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Best Practice

Product Name

— Remedy IT Service Management Suite

— BMC Service Request Managemant

ALLOW CUSTOMERS TO EASILY FILTER ot

DOWN SEA RCH RESU I_TS : Rernedy Change Management Application
File type

Chances are there is probably a lot of = Page

= Communities Message

content on your self-service site, and
perhaps in multiple languages. You don'’t
want your customers to have to browse
through results to find what they really
want. Make sure users can filter down search
results with facets and filters so they can
easily get to the result that is most likely

to help them succeed.

BMC offers dynamics filters to help users narrow down results
b mc by products, content type, languages, or date. This is helping their

customers get to the exact content they are looking for, faster.

VISIT SUPPORT SITE
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Best Practice

GIVE CONTEXT TO SEARCH RESULTS
TO ENSURE RELEVANCE

Don’t have your customers click on multiple
results before finding the right one. To help
them understand which result is best for
them, provide a sample of the document
while highlighting the search terms used
for the queries to help understand in which
context they are being used. This allows
customers to quickly preview content
before clicking on results.

ellucian

ellucian.
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Ellucian highlights the terms that were searched for by the customer
in the result overview to help put these keywords in the context of the

document, and help users select the best resource for them.
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Best Practice

CREATE ENGAGING SELF-SERVICE
EXPERIENCES WITH RICH SEARCH
RESULTS

A visually appealing experience will increase
customer engagement. To design rich
self-service journeys and to optimize the
display of information, tailor search results
to the different types of content, and use
thumbnails and overviews to help users
understand the value of each resource.

b

'\ Adobe

Crop an image | Adobe Photoshop Lightroom CC tutorials

Overview What's New Learn & Support Free Trial Buy Now Download Crop an image
The Crop view in Lightroom allows you to non-destructively crop and rotate a photo.
.. About this tutorial

Dec2013 | https://helpxadobe.com/lightroom/how-to/lightroom-crop-image...

Duration : 4 min

Adobe displays appealing search results with rich-media thumbnails
of content, and quick views that allow customers to access the content
without leaving the site.

VISIT SUPPORT SITE
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outlook

salesforce for outlook download .'

sync outlook calendar with salesforce

B @ St P ra Ct | Ce salesforce for outlook

Documen

Find documentatc
walkthroug™s to he

lightning for outlock

DELIVER PROACTIVE SEARCH
EXPERIENCES

Customers expect the same engaging ’
experiences from you as they are getting Lightning Experience Release Readiness
from their day to day applications, so ._

Laarm about using Lightring (et ready for 3 new und of
make sure the self-service on your site Experience, set it up for your Og CUSTOMeT S C #38

is proactive and smart. When your st St
customers perform a search, help them
shape their queries based on what others
like them have been searching for, and what

search terms lead to successful outcomes.

Salesforce is helping its customers on its support site form their search query
salesforce by auto-completing their sentences, and proactively suggesting the best
queries that have helped users in the past.

VISIT SUPPORT SITE




Best Practice

MAXIMIZE CASE DEFLECTION WITHIN
THE CASE CREATION PROCESS

Case deflection occurs when a customer
that would have logged a case on your
support site manages to find the answer
by himself and ends up not having to contact
you. The best self-service sites leverage
the insights from all customer interactions
to help them find relevant and contextual
answers that will solve their issue and
increase chances of success. This practice
of proactively suggesting content during
the case creation process is proven to

CLOPro

* = required field

First Name *

Last Name *

Phone

Subject *

Broken latch

Description *

Shipping Country *
- Aucun -
Language *
US English

Serial Number(s)

Where can | find this?

Helpful articles:

HEro 3+ case latch/clip broken

HEro 3+ case latch/clip broken Hi The clip
of my hero 3+ case broke as shown in the
photo below and | can’t seem to find a
replacement part in GoPro site. Where can |
find such an item? Thank you ... Read More

Gopro Hero 4 case latch broken?

Gopro Hero 4 case latch broken? This
piece on my Gopro (See Below) won't click
back on, so | can't latch my case shut. It has
been randomly falling off for a few months
now, and it just refuses to ... Read More >

GoPro Housing Clip.

GoPro Housing Clip. Hey One The GoPro
HERO4 Housing. | was closing my housing
and happened to notice that the latch was a
bit loose. | notice that the left side of the clip
hing was missing. Can ... Read More »

|

GoPro leverages all the information entered by the customer in the case deflection workflow

significantly boost case deflection rates. . . . . erpe .
HEEE to suggest relevant information that can help them solve their issue before submitting their

case. This practice has proven to boost case deflection for many Coveo customers.

VISIT SUPPORT SITE




Best Practice
DELIVER PERSONALIZED EXPERIENCES

Your customers, partners and employees
expect you to leverage everything you know
about them to be as relevant as you can be.
Deliver personalized experiences based

on your visitor’s profile, past purchases

and their behavior on your site. Use the
information they are giving you through
search and online interactions to adapt

the answers, recommendations and offers

Vmware' PARTNER CENTRAL English

Home Fartner University Products & Solutions Sales Renewals Marketing Incentives Furchasing Content Program Forms Leads Opportunity Registration

Walcome Jerry Falls - You are viewing:

VMware Now Part of Dell Technologies

As part of the Dell Technologies family of businesses, VMware helps deliver
best-in-class capabilities that power digital business and IT transformation.

Partner ID: 10072630

VMware vCloud Service
Provider Bundles

VMware vCloud Air Network
Badges

MLTeCm Usage Meter

Aggregator Programs Your Expertise

Rules of Engagement Partner University
Program Guide

Aggregator Rewards

Aggregator Rewards FAQ

Pricing and Purchasing 4 Partner Data

Pricelist Lookup Partner Profile
vCAM Business Portal

Products and Solutions Enablement Tools

News and Announcements

MNew vSphere, vSAN and vRealize
Solutions

QTS Acquires vCloud Government
Services

Skyview Capital acquires vRealize
Business Enterprise

Upcoming training on Development
Funds

User Inactivation
VMware to acquire Arkin Net

Early Bird rate extended for Partner

you are giving them.

VMware relies on its ecosystem of more than 75,000 partners to grow its business. Their
partner self-service portal, called Partner Central, makes it easy for partners to self-serve and
access on-boarding and sales enablement content. Depending on the type of partner they are,
the site will deliver different content and functionalities.
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/ - — RECOMMENDED LEARNING

2 Reporting Fundamentals (RPT-101)

2 Administration Essentials for New Adm
ns (ADM-201)

2 EEB-101: Essentials for Marketing Clou
d Email Marketers

Best Practice

RECOMMEND THE NEXT BEST OFFER,
TRAINING OR CONTENT

As customers are interacting with your
website, they are giving you insights about
who they are, what they are interested in,
and what they need. Use machine learning
to leverage that knowledge and proactively
suggest content, training or resources they
might be interested in. Recommending the

right offers helps drive revenue through

upsells and fuels community engagement. Salesforce uses intelligent search on their support site to proactively

salesforce recommend related training classes and resources based on what customers
are searching for. By leveraging self-learning search capabilities, they are
able to automatically deliver relevant suggestions based on what customer
with similar profiles have previously clicked on.

VISIT SUPPORT SITE
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CONTINUALLY IMPROVE THE
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laptop charger is broken

plop to tv through hdmi 0,45 o picture on bxG20

ms to be broken 0.46 no pict
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In order to measure self-service success R e | s :
and continuously improve the experiences S —

xbrf manual hm

hdmi 04 el

*br6 hdmi

you deliver, you need to have a clear

2 2 a s

understanding of what content is helping
your users, and where they struggle to find
answers. This can only be achieved by having
a complete line of site into user search
journeys.

In-depth search analytics allow you to identify and address content gaps, understand user
behavior and patterns, create reports to track progress and quantify self-service success.
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O type

Best Practice

Horizontal Type Tool

Note Tool

DELIVER IN-PRODUCT HELP TO Type..

Photoshop CC > Preferences > Type.

PREDICT AND PREVENT ISSUES Character Panel

[E Paragraph Panel

w to create type. Find out how to enter point and paragraph

Search is the main way your customers, SRt
partners and employees interact with you
whenever they have a question, runinto an
issue, or want to get new information. Make  —
sure you display a prominent search bar,

that’s accessible from anywhere on the site,
or wherever your users need it the most.

Trendsetters even started to introduce

in-product search, offering an intelligent
self-service experience directly within

the tool the customer is using.
8 Adobe Photoshop features a powerful in-app search functionality that lets

' ‘ AdObe you search across Ul elements, documents, help & learning content, inspiring
Stock assets, and much more—all from within the product itself.

WATCH THE VIDEO




ellucian.

Get best practices from their journey,
including how they use technology and
processes to measure and improve self-

service success and case deflection.

VWhat's Next?

To get additional best practices from innovative companies and learn about the results they
are getting from their self-service strategies, consult these resources and case studies.

salesforce '«‘ AdObe®

Find out how Salesforce uses intelligent Learn how Adobe is taking intelligent
search and usage analytics on its Success search inside Photoshop to help
Community and increased its case customers find their answers without
deflection rate by 40%. having to leave the product.

Request a demo of Intelligent Self-Service

BROCADE=

Learn how Brocade created effortless
self-service experiences for their
customers and is on track to increase
case deflection by more than 30%.


mailto:salesforce%40coveo.com%20?subject=Request%20a%20demo%20of%20Intelligent%20Self-Service
https://www.youtube.com/watch?v=YN5fMG75lPY
https://www.youtube.com/watch?v=bs3a3fBaVyY
https://www.youtube.com/watch?v=0DP2Mbso3n8
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