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Oriental Hotel - Lagos
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What Is Self-Help

A Ability of the customer to obtain information or
assistance or to resolve a need or a problem

A or conduct a transaction

A without direct intervention E ‘j h

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

A Dynamic

A Consistent Message
A Ease of use

A Fast

A 24x7x365

A Reduce TCO (Total Cost of Ownership)
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Customer Support Communication Channel Costs
Source: Yankee Group, 2006
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How Is self-help implemented

A Telephone - IVR A USSD /7
(Interactive Voice A

Response) A SMS
A Internet A MMS
A E-mail A Fax
A Vending Machine A Kiosk
A Instant messaging
A Social Media
A Blogs
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