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Introduction to Support Workflows

Mastering Support Workflows for Effective Customer Service

DEFINITION

Support workflows are structured processes that guide customer service interactions. They ensure consistent and efficient
responses to customer inquiries and issues.

KEY CONCEPTS

Ticketing System Escalation Process

A tool that tracks customer issues from submission to resolution, A method for transferring complex issues to higher-level support
ensuring nothing is overlooked. for specialized assistance.

Knowledge Base Response Templates

A centralized repository of information and solutions that Pre-written replies that help agents respond quickly and

support agents can reference to assist customers. consistently to common inquiries.

Feedback Loop

A process for collecting customer feedback to improve support

workflows and service quality.

EXAMPLES MEMORY TIPS COMMON MISTAKES

-» Using a ticketing system to track * Remember 'T.E.K.F." for Ticketing, X Neglecting to update ticket statuses,

customer complaints. Escalation, Knowledge, Feedback. leading to confusion.

- Escalating unresolved issues to a * Think of workflows as 'Customer Care X Failing to utilize the knowledge base

senior support agent. Highways' guiding support agents. for common issues.

- Referencing a knowledge base for * Use the acronym 'R.E.S.T.' for X Overlooking customer feedback,

troubleshooting steps. Response templates, Escalation, Support, missing improvement opportunities.
Ticketing.

QUICK RECAP

Support workflows streamline customer service by providing structured processes for handling inquiries. Key elements include

ticketing systems, escalation processes, and knowledge bases to enhance efficiency and customer satisfaction.
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