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Customer Service

Delivering excellent customer service is crucial
for companies today. However, finding the
right service model to meet your business

needs can be challenging. Here are five
effective models to consider:

CUSTOMER SERVICE




Follow the Sun Model

With the "follow the sun” model, customer service
centres are strategically located around the world
to maximize coverage across time zones. For
example, a company could have centres in New
York, London, and Tokyo to provide 24(7 coverage.
Customers get their issues resolved quickly no
matter when they call.

Self Service Model

A self-service model leverages technology like
FAQ pages, help centres, chatbots, and account
management portals to enable customers to find
information and resolve issues themselves. This
reduces call volume and frees up agents for
complex inquiries. Just ensure self-service options
are easy for customers to navigate.




Cluster Model
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In a cluster model, specialized service teams or
“clusters” handle specific customer segments. For
example, there could be a government customer
cluster, SMB cluster, enterprise cluster, etc. Agents
develop expertise to provide tailored support.

Crowdsourced Model

Also known as community-based support, this
model leverages a community forum or platform
where customers help each other. It provides
broader scale for knowledge sharing. Brand
experts or moderators can step in when needed.




Tiered Support Model
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With this model, inquiries are routed to different
support tiers depending on the issue complexity
and required expertise. For example:

Tier 1 - Basic issues are handled by frontline
agents

Tier 2 - More complex issues escalated to
specialists

Tier 3 - Highly technical issues routed to expert
technicians/engineers

Routing inquiries this way resolves problems
faster, leverages staff more efficiently, and
prevents bottlenecks. Customers get the right
level of support without delays.
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SUMMARY

The best model depends on your business
needs, customers, and resources. Many
companies find a hybrid approach works well.
Focus on providing omnichannel self-service
combined with specialized service clusters for
VIP segments. This balances efficiency with
high-touch support. With the right model, you
can satisfy customers and scale service
efficiently.

*SUMMARY *
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