
Johan Grobler
C.a.T.S. 

Customer Service and Contact Centre West Africa 

24 ï25 November 2009

Aitec

Customer Service and Contact Centre 

West Africa

Self-help Customer Services ï

African Experience

Copyright © C.a.T.S. Pty Ltd



Johan Grobler
C.a.T.S. 

Customer Service and Contact Centre West Africa 

24 ï25 November 2009

Aitec

Agenda

ÅIntroduction ïJohan, CaTS

ÅWhat is self-help

ÅWhy self-help 

ÅHow is self-help implemented

ÅWhen do you use self-help

ÅCase studies

ÅFuture prospects

ÅQ & A

Copyright © C.a.T.S. Pty Ltd



Johan Grobler
C.a.T.S. 

Customer Service and Contact Centre West Africa 

24 ï25 November 2009

Aitec

Oriental Hotel - Lagos



Johan Grobler
C.a.T.S. 

Customer Service and Contact Centre West Africa 

24 ï25 November 2009

Aitec

What is Self-Help

ÅAbility of the customer to obtain information or 

assistance or to resolve a need or a problem

Åor conduct a transaction

Åwithout direct intervention

of a contact centre agent
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What is Self-Help

Voice self-service is no longer exclusively 
seen as an automation tool or a cost 
saving tool - it can now also be considered 
a means of improving customer service. 

The Future of the IVR
Datamonitor, Dec 2001 
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Why self-help

ÅDynamic 

ÅConsistent Message

ÅEase of use

ÅFast

Å24x7x365

ÅReduce TCO (Total Cost of Ownership)
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How is self-help implemented

ÅTelephone - IVR 

(Interactive Voice 

Response)

Å Internet

ÅE-mail

Å Vending Machine

Å Instant messaging

ÅSocial Media

Å Blogs

ÅUSSD

ÅSMS

ÅMMS

ÅFax

ÅKiosk
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