Tips for Incorporating Customer Success

into the Help Desk

This is an extra resource to go along with the original article:
5 Customer Service Trends for 2021

How can you incorporate customer success into the help desk? Here are a few tips:

1.

Deploy customer success specialists into the help desk environment, ensuring they have
an efficient customer support solution.

Provide customer success training to your agents. Give them good examples of how
they can facilitate customer success in their roles.

Share the success stories! It helps if people know what others have done and how they
helped the customer.

Give your team good visibility into the metrics that are related to customer success (e.g.
retention rate, churn, customer feedback scores).

Customer success comes from the top - make sure there is strong executive support for
enabling the help desk.

Build comprehensive customer profiles and ensure your team has access.

Empower your team to make helpful decisions with the customer. The less that has to be
escalated, the better the experience.

Overlap customer success goals with support goals. For example, Net Promoter Scores
and customer satisfaction are points where the functions overlap.
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