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The Way to Sell Smarter and
Serve Better

Superior customer service leads to greater 
growth in revenue. That is axiomatic. However, 
what is superior service in today’s marketplace? 
Many elements of truly outstanding service 
seem counterintuitive. You must eliminate the 
pain points to stand out. Those pain points are 
changing with the digital transformation, and 
you must stay current with the most innovative 
knowledge management system.

Now relationships replace transactions to 
produce growth results. Each industry has its 
versions of pain points in delivering customer 
service. Outstanding companies adopt policies 
and systems that eliminate those points to make 
it easy for customers to do business with them.

To adopt this approach to growth takes a new 
mindset towards decision making and design. It 
means delivering peace-of-mind and crafting 
welcoming experiences for your customers. It 
takes intentional moments of trust based upon 
your customer’s needs and providing the right 
elements at the right time. This book takes a 
look at elements of superior customer service 
supported through a superior knowledge 
management system.
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Your Customer’s Timing is Your 
Timing

In today’s lightening fast digital world, you need 
to serve your customers within their 
timeframes. This takes some balancing; 
however, when you acknowledge your 
customer’s time and make it your own 
timeframe, when their immediate needs are you 
immediate needs, you replace their anxiety with 
peace of mind.

Naturally, scheduling service is easier by using 
four-hour windows for appointments. But what 
does that convey to a customer? It says that you 
are unable to resolve an issue without a service 
appointment and on the first call. It also says 
that your company’s time and priorities are 
more important than the customer’s needs.

Long wait times on calls are a prime reason that 
customers jump to the competition. You may 
strive to lower the actual abandonment rate to 
improve customer service metrics. However, the 
most competitive companies have embraced 
tools that turn service calls into sales calls with 
ease. 

This is where knowledge management solution 
becomes so important. The KM software must 
provide your agents with the most current, 
relevant data that enables them to solve extant 
problems and offer additional products or 
services that truly relate to the customer on the 
phone. You need a knowledge solution that 
doesn’t fit the customer to the program; it fits 
the program to the customer.
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For all of us, especially your customers, quick 
action to resolve issues equals the measure of 
sincerity and respect. What better way to honor 
your customer’s time by solving problems they 
knew they had, but didn’t know you had the 
solution? This is the way to build sales and 
loyalty.

Long wait times on calls are a prime 
reason that customers jump to the 
competition.

The negative results of expecting customers to 
wait go far beyond their memory of the 
experience. Your customers will share their 
unpleasant encounters on social media and 
online reviews. Your sales decline and your 
brand suffers. The longer they wait on the 
phone for solutions, the more they are likely to 
suffer financially through lost time at work. They 
pass that financial suffering on to your company 
with lost business.

Retain Your Customers with a 
Proactive Approach

What happens when disaster strikes? What 
happens when a customer calls because the 
package didn’t arrive on time, the website’s 
shopping cart crashed, or a service provider 
doesn’t show up. It means an unhappy, even 
angry, customer. The companies that view these 
calls as opportunities are the organizations that 
stand poised to be the champion.

Research reveals that if you put your 
customers in a hole and then dig them 
out, you may have an even more devoted 
customer if you do it well.

Your knowledge base solution must deliver 
proactive communications and answers that 
your customers will rave about.

Rather than expecting only perfection and not 
being prepared for a glitch in service, proactive 
companies anticipate problems and have plans 
for jumping into action to resolve the issue 
quickly. They communicate clearly with the 
customer and solve the problem on the first 
attempt. Suddenly, your company becomes the 
hero and you create a loyal fan who is likely to 
share positive reviews rather than negative 
experiences.



These are the companies that take on their 
customer’s stresses and worries as their own. 
They are poised to respond with the right 
actions at the right time and ensure that 
problems are resolved the first time. In fact, 
research reveals that if you put your customers 
in a hole and then dig them out, you may have 
an even more devoted customer if you do it 
well. However, this is a test you don’t want to 
conduct. Just ensure that your agents are 
prepared with real-time, relevant information to 
come to the rescue at the first hint of a 
disruption.

Your knowledge base solution must deliver 
proactive communications and answers that 
your customers will rave about. An approach 
that anticipates and solves problems takes the 
latest advancements in technology from a 
provider that comprehensively understands the 
purpose, objectives, and challenges of a 
customer service center.

Allow Graceful Departures to 
Create Loyal Customers

This advice may sound counterintuitive. 
However, when you assist your customers with 
cancelling rather than insisting they say “no” to 
an endless stream of offers to stay, you actually 
create a loyal customer. How your company 
conducts itself when faced with a departing 
customer gives you an opportunity to entice 
them back later with special offers or discounts. 
You want to avoid negative feelings created by 
the cancellation process, although it is a key 
opportunity to understand why they are 
leaving.the program to the customer.

For instance, if your current customer departure 
experience means that person must talk to four 
different teams, each of which tries to keep 
them and sell them on additional service, that 
customer will leave with deeply negative 
feelings.
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However, the key issue is not just about the 
hold time. The issues are about your company’s 
flexibility, availability and swiftness of your 
response, especially when call wait times are 
soaring as customers flood the queue. In 
addition, more customers are opting for 
self-service options first.

By the time they pick up the phone, they are 
already frustrated by the inability to locate a 
resolution on their own. It has never been more 
crucial to be available and resolve customers’ 
issues when they call in to your service center.

Your flexibility, availability, and swiftness reflect 
to the customer that you care about their 
concerns. Your company needs to adapt these 
characteristics to suit the customers’ needs, and 
your knowledge base technology must adapt to 
your company.

Providing Unified Answers to 
Customers

When customers do call into your service 
center, this is the opportunity to show them 
that you are a unified team whose sole objective 
is to support their needs. You want to avoid the 
customer “silo Bermuda Triangle.” It can 
become ingrained in your employees to focus 
on individual tasks. Your company needs to gain 
a comprehensive view of all the points that a 
customer moves through when trying to resolve 
a problem.

However, metrics, training, business processes, 
operations, and pay don’t always result in a 
united team. When this happens, customers 
bounce across the organizational charts or get 
passed from department to department.

The most customer service oriented companies 
build bridges, both internal and external, for 
their customers. They eliminate the Bermuda 
Triangle that customers disappear into during 
the hand-offs between silos causing much 
disgruntlement and unhappiness.
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However, when every agent has access to 
robust knowledge and is empowered through 
the democratization of information, then you 
have a much greater chance of 1) gathering 
information on why they are departing, and 2) 
gathering information on what type of offer to 
send them after an appropriate period to entice 
them back.

For your empowered agent to accomplish this 
task, he or she needs the client data front and 
center. Your agent needs every insight into the 
customer’s behavior and purchases in order to 
gather that relevant information for future use.

Make It Easy To Get Help

Your customers come to you for support. When 
they need help, their perception of time is 
compressed. They want help now, and they 
want that help to come from a caring individual 
on the other line, whether it’s internet chat, by 
phone, face-to-face, or social media. Your 
customers can resume their lives when your 
agents provide that immediate help. The 
objective is to make it easy for a customer to get 
your attention and assistance.

According to one study, the top phrase that 
irritates a customer on the phone is this: “Your 
call is important to us. Please continue to hold.” 
Every customer understands this blatant 
contradiction. If the call is important, they 
wouldn’t be on hold at all.

It has never been more crucial to be 
available and resolve customers’ issues 
when they call in to your service center.



One of the best ways to avoid having your 
customers call at all is to use the KMS GetAnswer 
proprietary technology. This digital self-service 
platform delivers the right answers in less than 
one second. In addition, the robust platform uses 
natural language processing for the highest 
accuracy possible. Deflect calls by providing 
highly effective self-service channels.

Does your company work to eliminate the 
Bermuda Triangle moments that customers 
experience? Have you worked to identify any of 
these gaps in service? Do you deliver 
accountability to the customer across every area 
so they never experience the bounce? You need 
the right technology that enables people to build 
bridges across silos and work together with 
partners to deliver that “one company” 
experience.

Know Your Customer

Asking a customer to repeat their personal 
information, experiences, and purchases when 
they call in is another top irritation to them. In a 
recent survey, Accenture noted that 89 percent of 
customers experience frustration because they 
had to repeat their issues to more  than one 
representative. Or, they had to repeat their 
stories to merchants who appeared unaware of 
who they were.

In addition, Accenture also noted that 87 percent 
of customers wanted brands to provide a 
consistent experience that relates their relevant 
information across channels. According to 
PricewaterhouseCoopers, the demand for an 
omni-channel customer experience will increase 
so much by 2020 that companies will need to be 
prepared for near perfect execution.

An innovative knowledge management 
system will enable data gathering and 
processing that delivers the right 
information at the right time to your 
agents.

If you company hasn’t embraced this trend, you 
may get left behind the competitors. The 
companies that are recording purchases, 
behaviors, and preferences are the organizations 
that can provide that seamless personalized 
customer experience. An innovative knowledge 
management system will enable data gathering 
and processing that delivers the right information 
at the right time to your agents.
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This is precisely where a comprehensive 
knowledge management system plays a crucial 
role. It will organize and coordinate data, 
processes, culture, and history for your company. 
It will break the massive quantities of data into 
smaller, actionable information is a seamless way 
so your customers have the service they expect 
right at their fingertips. Your customers will be 
grateful for delivering solutions that are right for 
them, and you will experience higher loyalty 
metrics.

Share the Facts and Let Your 
Customers Decide

Perhaps you have had this experience: you 
contact a company for one thing, and ultimately 
purchase something else you didn’t expect. For 
some of the most important elements of your life, 
such as vehicles, healthcare, or family security, 
you most likely err on the side of having more. 
Most people do.
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A KM System Enables the Right 
Redesign for Superior
Customer Service

As we have already noted, your objective should 
be to fit your program to the customer rather 
than fit the customer to the program. Customers 
are increasingly demanding. They want what they 
want, when they want it, and where they want it. 
They want to select their channel and sometimes 
toggle between multi-channels, and they want 
you to know their history.

A comprehensive knowledge management 
system will organize and coordinate data, 
processes, culture, and history for your 
company.



In these circumstances, you want to know that 
your purchase is justified rather than based on 
fear and worry about doing the right thing for 
your family and yourself. Companies striving for 
higher customer service scores and higher 
revenue will ensure that their agents guide you 
through the complexity of pricing. Their agents 
will offer solutions that fit the customer. They 
provide complete information, education, and 
straightforward facts so customers can make 
intelligent decisions about what they need. 
Their agents give them options that are relevant 
to their lives, not just an attractive item that will 
ultimately be useless to the customer.

Overselling and upselling work when your 
customers feel vulnerable. It adds an 
immediate uptick to your sales figures, but it 
won’t earn you loyalty, positive word-of-mouth, 
continued customer growth, or peace-of-mind. 
Instead, your company should see this as an 
opportunity to expand through trust and 
transparency.

The Statistics Behind the Digital 
Transformation

Most of the greatest changes and trends in 
customer experience fall into the category of 
digital transformation. More companies are 
responding to the need to adopt convenient, 
efficient digital solutions for both internal and 
external customers. These statistics from a 
recent Forbes report show how digital solutions 
and the impact of the digital transformation 
should be your major focus. Digital 
transformation of the customer experience is 
not the future; it is the present reality. If your 
company fails to adopt the right technology, it 
will lose out to the competition.
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One of the best ways to avoid having your 
customers call at all is to use the KMS GetAnswer 
proprietary technology. This digital self-service 
platform delivers the right answers in less than 
one second. In addition, the robust platform uses 
natural language processing for the highest 
accuracy possible. Deflect calls by providing 
highly effective self-service channels.

Does your company work to eliminate the 
Bermuda Triangle moments that customers 
experience? Have you worked to identify any of 
these gaps in service? Do you deliver 
accountability to the customer across every area 
so they never experience the bounce? You need 
the right technology that enables people to build 
bridges across silos and work together with 
partners to deliver that “one company” 
experience.

Know Your Customer

Asking a customer to repeat their personal 
information, experiences, and purchases when 
they call in is another top irritation to them. In a 
recent survey, Accenture noted that 89 percent of 
customers experience frustration because they 
had to repeat their issues to more  than one 
representative. Or, they had to repeat their 
stories to merchants who appeared unaware of 
who they were.

25% of customer service operations will 
occur through virtual assistants such as 
chatbots by 2020. This is up from 2 percent in 
2017.

22% of consumers say that companies 
provide a good mobile experience versus 60 
percent of companies think they are doing 
well.

76% of respondents think businesses 
should understand their needs and 
expectations.

40% percent of consumers prefer to talk 
to a human being on the phone for complex 
issues.

79% of Millennials prefer buying from 
brands with a mobile customer service apps.

90% of respondents expect businesses 
to offer online portals for customer service.

66% of respondents have utilized at 
least three communication channels to 
contact a company’s customer service.

Over 60% of respondents prefer to 
solve basic issues through a self-service app 
or website.

73% of respondents use more than one 
customer channel in a shopping journey.

71% of customers want a consistent 
experience over every channel, yet only 29 
percent say they receive it.

63% of Millennials begin their customer 
service contact online.

90% of respondents want an 
omnichannel customer experience with 
seamless interaction between the channels.
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71 percent of customers want a 
consistent experience over every 
channel, yet only 29 percent say they 
receive it.

These are the basics of superior customer 
service, and your customers expect you to 
deliver. Do you honor their time and work 
according to their clock? Do you unknowingly 
create additional work for the customer to 
receive resolution? Do you honor the customer 
when they depart, or do you bounce them 
around and try to upsell them?

If you are not delivering this type of service, the 
gaps will damage your relationships with your 
customers. If they experience too many 
disruptions, they will leave permanently and 
spread negative word-of-mouth. In addition, 
your employees want to deliver that superior, 
seamless service. Avoid the pain points and 
create a growing customer base with an 
innovative KM system.
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The content in this eBook is fully inspired by 
Jeanne Bliss’ latest book, “Would You Do That to 
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for everyone involved in customer experience. As 
Raul Leal, CEO of Virgin Hotels has commented, 
“An actionable, smart, and fun book… It gets us 
back to why we’re in business in the first place.”
 

Learn more about Jeanne Bliss and her 
amazing content at: 
https://www.customerbliss.com/

Order the full book at:
https://www.amazon.com/Would-You-That-Your-Mo
ther/dp/0735217815
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About KMS lighthouse

KMS lighthouse is a leading provider of the next-generation knowledge management solution Lighthouse. 
Lighthouse enhances every engagement by empowering customers and agents with real-time access to 
accurate and consistent knowledge to improve customer and employee experience alike.

Lighthouse's powerful patented search functionality dramatically improves engagements across all service 
and sales channels, including easy integration to enhance existing and future self-service channels.
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