
Customer engagement: 
How to expand capacity 
for whatever comes next
Six best practices of customer service leaders



Challenging times make 
customer engagement, well, 
challenging
During times of uncertainty, customers want assurances that you 
are there and committed to helping them. They want to know their 
concerns are being heard and any issues they have are being 
addressed as quickly as possible. In principle, most organizations 
are committed to providing a great customer experience with this 
level of service and certainty; in practice, many have a hard time 
delivering.  

The COVID-19 crisis highlighted this disconnect. Many organizations 
struggled to provide service to their customers when their offices 
and storefronts closed and employees in their contact centers and 
customer support teams transitioned to working from home. With 
fewer resources available and technology not closing the gap, 
they scrambled to address spikes in service volumes and efficiently 
handle changing customer demands. So, what can be done to 
prepare customer service to handle whatever tomorrow may bring?
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“In just two weeks, the average 
company in our study saw the 
percentage of calls scored 
as ‘difficult’ more than double 
from a typical level of 10% 
to more than 20%... Some 
companies in the study saw 
hold times balloon by as 
much as 34% and escalations 
(calls sent up the chain of 
command) skyrocket more 
than 68 percent.”
— “Supporting Customer Service Through the 
Coronavirus Crisis,” by Matthew Dixon, Ted McKenna 
and Gerardo de la O, April 2020, Harvard Business 
Review.

Impact of Coronavirus on 
customer service

https://hbr.org/2020/04/supporting-customer-service-through-the-coronavirus-crisis
https://hbr.org/2020/04/supporting-customer-service-through-the-coronavirus-crisis


If we’ve learned anything from recent events, it’s that customer 
service has to be prepared for everything. It is easier than ever for a 
customer to go elsewhere if they can’t get what they need from you. 
Don’t give them a reason. Make sure you can take care of whatever 
it is they require, quickly and efficiently, regardless of circumstances.

This requires fixing broken, manual processes and information silos 
that hamper your ability to respond and interact with customers 
in a meaningful way. If your approach to customer engagement 
wasn’t prioritizing online or digital before, it has to be now. But this 
digitization must simplify engagement and create efficiencies to be 
effective. This takes rolling out capabilities that:

cally

Let’s look at these capabilities in more detail...

Ramp up customer service fast when the unexpected happens
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Among customers threatening to defect, those who had a difficult interaction 
had less than a 4% chance of accepting the company’s ‘save offer’ as compared 
to a 20% probability for customers whose interactions were scored as easy.”

— “Supporting Customer Service Through the Coronavirus Crisis,” by Matthew Dixon, Ted McKenna and Gerardo de la O, April 2020, 
Harvard Business Review.

  Increase the use of self-service with automated solutions

  Help customers complete requests and get answers fast
  Empower agents to assist customers and resolve 
issues automatically

LEARN MORE

Basware is now delivering a consistent, high-
quality support experience to all customers, 
powered by a customer service portal, an 
integrated knowledge base, and intelligent 
incident management workflows. The customer 
portal has reduced the amount of emails 
received by 94%, almost completely eliminating 
manual email processing.

http://hbr.org/2020/04/supporting-customer-service-through-the-coronavirus-crisis
https://www.servicenow.com/customers/basware.html
https://www.servicenow.com/customers/basware.html


Increase the use of self-service with 
automated solutions
Customers want to be in control. They want to choose how, when, and 
where they interact with you, or whether they interact with you at all. 
Allowing customers to help themselves through automated self-service 
gives them the ability to find answers to common questions and take care 
of common requests, fast. This will increase customer satisfaction and 
reduce agent case loads by decreasing the need for customers to call an 
agent, which is time-consuming for them and costly for the business.

Look for these automated self-service capabilities that enable customers 
to solve their own issues:

• A personalized online hub or portal that puts contextual, helpful 
information and resources at the fingertips of customers, with the 
ability to locate data, track the status of open issues, or request 
assistance when they need it.  

• A service catalog that enables customers to quickly request the 
services or products they are interested in. The catalog should be 
linked to digital workflows that automate the request to reduce the 
need for human touchpoints and speed fulfilment. 

• A knowledge base that enables customers to search for the answers 
and information they need and surface other information that may 
be relevant to their problem or complementary to their service. 

ServiceNow Service Catalog 
in action:
With ServiceNow, customers can go to an 
organization’s portal and pick what they want 
to do from a list of available services – such as 
‘replace a bank card’ or ‘update a property 
license.’ Once they have made the request, 
the workflow automatically routes the 
request to the right department(s) within the 
organization and automates the tasks that 
need to be completed. 

The customer can monitor progress via 
the portal and receive notifications of 
any additional requirements, such as 
documentation or signatures, that may be 
needed. Once completed, the customer will 
automatically be notified of the outcome, via 
the communications channel of their choice.

  Increase 
self-service

  Complete 
common requests

  Empower 
agents

  Best 
practices
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Anything that makes it convenient and easy for your customers to 
do what they want to do will help you generate customer loyalty 
and increase agent productivity. The goal is to use automation and 
artificial intelligence (AI) to complete as much work as possible, up 
front, before agents get involved (or better yet to eliminate their 
involvement all together). This frees agents to focus on more complex 
issues or requests that truly require human intervention and a 
personal touch. 

To speed resolution, increase responsiveness, and lower the cost 
of handling common requests and routine tasks, you can look to 
implement:  

• Virtual agents (AI-powered chatbots) that customers can 
interact with to get answers to questions or complete requests. 
These virtual agents should offer a conversational experience, 
using natural language understanding (NLU) and advanced 
AI, to find and deliver the appropriate information at the 
appropriate moment. Responses could include knowledge 
articles, customer community posts, and automated solutions 
from a service catalog.  

• Clear escalation paths that ensure complex or high priority 
issues can be automatically routed to agents who are best 
equipped to help the customer and resolve their issue, fast. 

• Omnichannel support to deliver a consistent, cohesive 
experience across web, phone, chat, messaging, email, and 
social media channels.

Help customers complete 
requests and get answers fast
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LEARN MORE

Digital workflows are facilitating fast resolution of 
around 10,000 cases per month and, with the help 
of a diagnostic tool and intelligent routing, teams 
can be assigned automatically based on skills, 
availability, and location. The end goal is freeing 
up employees from repetitive and unnecessary 
tasks and enabling them to focus on more complex 
challenges where they can add value to the 
business.

  Increase 
self-service

  Complete 
common requests

  Empower 
agents

  Best 
practices

https://www.servicenow.com/customers/proximus.html
https://www.servicenow.com/customers/proximus.html


Empower agents to assist customers 
and resolve issues automatically
Uncommon or complex customer problems often need to be escalated from 
self-service to agent-assisted support. With the dispersion of contact center 
employees, agents may not have easy access to the information or resources 
they need to help customers. They may not always know what to do or how best 
to assist when peers or managers are not right there to share advice or guide 
resolutions. 

Keeping agents productive and ensuring optimal outcomes takes automating 
workflows, providing self-service context and history, and connecting customer 
service to the rest of the organization. This includes all the people, processes, 
and information they need, across the organization, to best address customer 
demands and concerns. To help agents get their job done no matter where they 
are working, look for:

• Agent workspaces that provide a centralized location for agents to 
monitor and manage all their work. They should be able to quickly 
identify and prioritize open items that need their attention, find relevant 
information, and connect with their peers or with middle and back office 
counterparts to complete tasks and close out cases. 

• Case management that creates a single actionable system of record to 
address any issue or request created by or for a customer.  Using machine 
learning to automatically categorize, prioritize, and route cases to the 
appropriate service agents and operational teams will accelerate their 
progress. Ensuring transparency into all tasks keeps everyone on the same 
page and speeds resolution.

• Agent assistance that intelligently surfaces answers, instructions, and 
information on what others have done to answer or resolve cases similar 
to what’s on the agent’s plate.  Information on similar problems and their 
solutions could be found in other cases, knowledge articles, community 
posts, and service catalog items.
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“Support consultants have complete 
visibility of cases… and this total 
transparency means they are able 
to prioritize. They can also see which 
cases are approaching a resolution 
deadline as set out by our SLAs… 
We now share support SLAs with our 
customers to show our commitment 
to exceptional levels of service, 
which we call the Basware Support 
Promise.”
- Matthias Lippert, VP Customer Services at Basware

LEARN MORE

  Increase 
self-service

  Complete 
common requests

  Empower 
agents

  Best 
practices

 
  Four months after the 

ServiceNow implementation: 
– Average support response time  
    was reduced from four hours 
    to 55 minutes

– Customer satisfaction  
    (CSAT) score increased 
    by 11%

https://www.servicenow.com/customers/basware.html
https://www.servicenow.com/customers/basware.html
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#1 Scale your service experience 
Use digital workflows and automate processes to streamline service 
delivery, so agents can handle changing customer requests and 
volumes, no matter where they are working. 

#2 Enable customers to find answers fast 
Provide automated self-service capabilities that help customers 
get the answers they are looking for when they need them. Powerful 
tools that use contextual details, such as personalized portals and 
virtual agents connected to knowledge bases, can give customers 
better control over their experience. This allows them to find the right 
information, track service status, and ask for assistance when they 
need it. 

#3 Efficiently complete common requests 
Reduce agent workloads and deflect customer contacts with service 
catalogs and virtual agents that can take care of common requests. 
This frees up agents to focus on the more complex issues and requests 
that require human intervention. 

#4 Resolve issues automatically 
Leverage automation and artificial intelligence to collect information 
and complete as much work as possible, up front. Automate workflows 
to route cases to the agents and operations teams needed to 
complete requests or resolve issues. Surface relevant information and 
fixes to eliminate duplicative work.   

#5 Empower agents with information and productivity tools 
Give agents easy access to all the people, processes, and information 
they need, including the knowledge of their peers and other customers, 
to increase the speed and efficiency of their service delivery. Help them 
track tasks and manage their workload to optimize outcomes and 
productivity. 

#6 Connect customer service to the entire organization 
Eliminate disconnects and information silos to ensure everyone involved 
in servicing a customer can track and manage the progress of the 
customer’s request or issue, from inception to resolution.

Best practices
  Increase 
self-service

  Complete 
common requests

  Empower 
agents

  Best 
practices



ServiceNow prepares your 
customer service for whatever 
the future may bring
Being prepared for the unexpected takes digitized workflows that 
can automate processes and connect customer service to the rest of 
the organization to ensure you are ready to address whatever is next. 
ServiceNow helps you ramp up your customer service so you can rapidly 
respond to unanticipated conditions.  

ServiceNow gives you a customer service platform that brings it all 
together, seamlessly connecting information, processes, and agents in 
your contact center to your middle and back office teams and out in the 
field. ServiceNow goes beyond traditional solutions to provide the digital 
workflows you need to expand capacity via automated self-service, 
organize resilient operations, and manage location-based work efficiently 
and safely. As a result, you can be confident you can respond fast to keep 
your customers satisfied and your business running efficiently, today and 
tomorrow. 

Introducing ServiceNow 
Customer Service Management

ServiceNow® Customer Service Management 
delivers on both customer engagement and 
service operations with digital workflows for 
solving customer problems by bringing front, 
middle, and back offices together, proactively 
addressing issues, and instantly handling 
common requests.

LEARN MORE

Introducing ServiceNow 
Field Service Management

ServiceNow® Field Service Management 
manages location-based work efficiently 
and safely by sending the right people 
and equipment to complete work the first 
time, maximizing uptime by fixing problems 
before customers know they have them, and 
improving technician efficiency to meet service 
level agreements.

LEARN MORE
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https://www.servicenow.com/products/customer-service-management.html
https://www.servicenow.com/products/customer-service-management.html
https://www.servicenow.com/products/field-service-management.html
https://www.servicenow.com/products/field-service-management.html


About ServiceNow
ServiceNow (NYSE: NOW) is the fastest-growing enterprise cloud software company in the world above $1 billion.  
Founded in 2004 with the goal of making work easier for people, ServiceNow is making the world of work, work better 
for people. Our cloud-based platform and solutions deliver digital workflows that create great experiences and 
unlock productivity for more than 6,200 enterprise customers worldwide, including approximately 80% of the  
Fortune 500. For more information, visit www.servicenow.com.

LEARN MORE
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