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I N T E L L I G E N T  S E L F - S E R V I C E



Today’s modern and busy customers prefer to help themselves without 
unnecessary disruption. They opt for companies that value their time and 
minimize the effort required to buy an item, complete a transaction or find 
an accurate answer to a question. 

A self-service system gives customers the flexibility to problem solve on 
their own. Offering self-service tools enables companies to more readily 
meet customer expectations, provide personalized experiences, boost 
case deflection, and increase revenue.  It also allows customer support 
agents to focus their time on big ticket items, rather than being tied up in 
handling common requests.
 
Self-service is no longer just a cost-cutting measure—next-generation 
technologies have transformed it into a true profit center. The ability to 
craft personalized offers based on a customer’s profile and transaction 
history creates limitless potential for upselling and cross-selling offers.

The Value of
Self-Service
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As Forrester points out, 73% of consumers say that the most important 
part of customer service is valuing their time, and 53% of respondents 
said that they would abandon an online purchase if they could not find a 
quick answer to their query.

Gartner predicts that by 2020 a customer will manage 85% of the 
relationship with an enterprise without interacting with a human. 



Customers Prefer Speed 
Customers prefer faster response times from their service provider over pretty much everything else, including the need for 
consistency across channels and even the sense of talking to a real person.

Messaging is Taking Over
Messaging apps have surpassed social networking apps in traffic, and with over 2.5 billion daily users, messaging is a vital self-service 
tool.

Advancement of AI and Machine Learning
AI is leading to high-quality customer experience, personalized support, speed, efficiency and cost-savings. 

Companies Go Direct to Consumer
More and more companies are rebalancing their distribution to reach customers directly through multiple digital channels. Going 
direct provides more control of the retail experience, better engagement with customers, as well as improved product margins.

Trends Accelerating
Customer Self-Service Demand
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Evolution of 
Self-Service
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Modern customers wish to communicate with brands 
through a mix of online channels and digital devices, and 
businesses need to adapt to this trend. Therefore, 
upgrading self-service capabilities to match the 
advancement in technology and customer demand is 
absolutely vital. Today, organizations need to have an 
intelligent self-service environment that delivers 
personalized and relevant real-time information. It needs 
to dynamically anticipate and deliver on customer 
requirements by offering a combination of self, assisted, 
and proactive service. Next-gen technologies such as 
Artificial Intelligence and Machine Learning are helping 
businesses create an automated customer experience 
that is highly predictive in nature (i.e. suggesting content 
or the next best offer by predicting a visitor’s intent and 
increasing opportunities for cross-selling and upselling.)
 
Let’s see how self-service has evolved over time:

Self-Service —
The Journey So Far

 

05

eBOOK
Compunnel
Digital



The Three Stages of
Self-Service

Static FAQs

Pop-up avatars

Interactive voice response

Kiosks

Searchable, indexed
knowledge bases

Virtual agents

User Dashboards / Reporting

User Alerts and notifications

Transactional Activities 
(view/pay bills)

AI & ML Powered ChatbotsEnabling
Capabilities

Web browser (mobile)

Phone

Physical

Web browser (mobile)

Mobile Apps
(embedded services)

Messaging Apps
(voice & text)

Conversational User 
Interfaces

Enabling
Channels

Self-Service 1.0 Self-Service 2.0 Self-Service 3.0

2000 - 2005 2005 - 2015 2015 - Present
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Self-service started out with “FAQs” which directed customers to a list of static questions and 
answers. Customers often had to work hard to find an answer, and even if they were successful the 
answers were frequently outdated or incomplete. This era of self-service also witnessed “Pop-up 
Avatars” which felt like having a conversation with a human, but had many limitations. Answers 
were pre-programmed and if someone didn’t use the correct combination of words for a particular 
question, they would be automatically redirected to a customer service rep.

Self-Service 1.0 2000 - 2005

Self-Service 1.0
(2000 - 2005)
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This new wave of self-service brought “Virtual Agents” into the picture. They used Natural 
Language Processing (NLP), which had the ability to understand the intent of a customer 
query and not simply depend on keywords, thus providing a better response than pop-up 
avatars.
Another very important feature that marked the era of Self-Service 2.0 was the “Mobile 
App”.  Mobile apps soon became the top agenda for businesses, particularly in the finance, 
telecom, insurance, and utility industries. The heavy penetration of smartphones across the 
globe was one of the major reasons companies knew that mobile apps were a safe bet. A 
mobile app makes important information convenient and accessible, and provides features 
like:

Self-Service 2.0 2005 - 2015

Easy and secure payment of bills

Important notifications and reminders

Access to bank statements and account balance
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Self-Service 2.0
(2005 - 2015)



The automation of self-service has reached breakneck speeds in today’s market. AI and ML 
powered chatbots are revolutionizing customer service. They provide personalized services based 
on business logistics, continuous learning, and contextual data from each customer (history, 
preferences, real-time location, etc.) This enables enterprises to quickly recognize and respond to 
customer needs without any human intervention.

Self-Service 3.0 2015 - Present

30K

Average number of 
customer inquiries 
fullfilled per month

Achieving infinite scale 
to support aggressive 

growth strategies

99%

Improvement in 
response times

Cutting resolution from 
38 hours to 5.4 minutes 
for most Tier 1 standard 

inquiries

$

Per-query Cost

Reducing per-query cost 
from $15-200 for 

human agents to $1 for 
intelligent chatbots
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Self-Service 3.0
(2015 - Present)



As Forrester points out, 73% of 
consumers say that valuing their time is 
the most important part of good customer 
service and 53% of respondents said they 
would abandon an online purchase if they 
could not find a fast answer to their query. 

Gartner predicts that by 2020 a customer 
will manage 85% of the relationship with 
an enterprise without interacting with a 
human. 

Core Capabilities to Make 
Self-Service a Reality
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Mobile- Ready
The self-service solution must offer an intuitive 
and user-friendly experience not just on desktops 
but on mobile devices and apps too, providing 
users with the choice of channel they require 
while solving a problem or purchasing a product. 
Adding features such as voice-search and 
touch-friendly search filters will surely add to the 
experience.

As per ICMI, 50% of customers think 
customer support apps for mobile devices 
are an important channel.

Chat BotsProminent “Search”
Functionality

As per a Software Advice survey, 31% of 
consumers become frustrated after spending 
as little as 5 minutes on a search.

It is important to have a clearly visible and 
prominent search box so that customers can find 
their answers through specific keywords and 
phrases. The search field should be easy-to-use 
and should guide the user to the desired results. 
It should constantly monitor the searches made 
by customers in order to learn new keywords and 
recommend related content.
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Sophisticated chatbots learn from their 
interactions with customers and are capable of 
handling more complex cases, processing 
language to offer more detailed responses.

Business Insider states that by 2020, over 80% 
of companies are expected to use some form 
of chatbots.



Powerful Analytics
A powerful reporting system helps in analyzing 
customer data and reveals patterns and insights 
to identify gaps. For instance, if multiple users are 
asking similar questions regarding your payment 
page, it indicates that the existing format is too 
complex and needs to be adjusted for a better 
experience.

AI-Powered Experience
Customer service powered by AI open the doors 
for real-time support across channels and 
devices. The two major capabilities of AI- 
Chatbots and Machine Learning have some 
serious potential to offer personalized and quick 
answers to common support queries 24*7 and 
speed up ticket resolution times by recognizing 
patterns and learning basic human-like behaviors. 

Proactive Insights
A powerful self-service system must take 
customer data insights into account in order to 
offer proactive support and dynamically 
recommend next steps to each customer. 
Proactively offering relevant content before the 
customer starts typing in the search box 
enhances the customer experience.
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Key Metrics to 
Measure Success
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Implementation of an efficient self-service system is just the start of the story. It is crucial to make continuous improvement in the processes to achieve success and 
meet customer expectations. Tracking important key metrics will not just define the success of your self-service program (how satisfied and engaged your customers 
are) but also help in improving design and demonstrating value.

Key Metrics
to Measure Success
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Case Deflection Rate (CDR) 

Customers are able to find content 
on their own, which saves the 
company from a new case.A simple 
knowledge database such as FAQs 
and video tutorials can make a 
difference.

Self-Service Score

A self-service score measures the 
effectiveness of a Help Center in 
terms of how well it is catering to 
customer queries.Is your Help Center 
enabling customers to self-serve 
their problems without any 
assistance?

Cost-to-Serve

A successful self-service program 
leads to reduced service costs. When 
customers can resolve their issues 
independently, organizations gain the 
ability to reduce agent headcount 
and related expenses (e.g. payroll 
and real estate costs). Self-service 
helps companies reduce the portion 
of customer issues handled through 
agent assistance.

Customer Satisfaction

Send a survey to the customer 
immediately after a self-service event 
(either through a pop-up box on the 
page, a survey link or an email), or 
include user ratings on the self-help 
page to collect feedback from the 
customer. 
Asking questions such as − Did you 
find what you were looking for or Please 
rate our service on a scale of 1-10 − 
empowers you to gauge customer 
satisfaction and make ongoing 
improvements. 

CDR = Percentage of customers 
who are able to self-solve the 
issues for which they would 
otherwise have created a support 
case ticket

Self-service score = total users of a 
Help Center/ total customers who 
raise a support request

4 5



We differentiate your customer experience by developing self-service applications and portals that deliver a 
personalized, consistent and omnichannel experience, allowing individuals to complete transactions and 
solve problems in their moment of need. 

Our deep journey mapping technique, coupled with the design sprint approach, empowers us to map 
customer journeys effectively and design tailor-made self-service solutions capable of providing highly 
personalized experiences. 

How Compunnel Digital 
Can Help? 
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We help clients answer three mission critical questions which define the self-service solution required 

Our 3 Layers of
Self-Service Strategy
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Self-service 
Strategic Layers

It identifies core, supplemental and distinctive digital enablers 
and contextualizes functional and non-functional 
requirements, constraints and acceptance criteria

How are we transforming ?

It reveals leading and lagging Key Performance Indicators 
(KPIs) and connects them to strategic objectives, quantifying 
gaps and opportunities along the way

Why are we transforming ?

It narrates how your stakeholders engage with your 
organization, and clarifies how value is created and ultimately 
delivered to them.

What are we transforming ?



Why Work With Us?
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Reduce 
Cost to Serve

We limit engagements on high-cost channels 
(phone and email) by creating self-service 
channels that empower your customers to 
complete transactions and solve problems in 
their moment of need. In addition, these 
self-service applications help shift your cost 
model away from a variable cost to a fixed 
cost;  increasing ROI with every single 
customer engagement.

Differentiate  Your 
Customer Experience

Creating a good customer experience is vital 
in today’s economy. Using artificial 
intelligence and machine learning, we help 
companies create memorable customer 
experiences that predict how each unique 
customer wants to be served, without ever 
having to ask.

Scale 
With Speed

We remove the human requirements of scale 
(hiring and training) by creating customer 
self-service applications that start producing 
results on Day 1. As demand swings, we can 
build our application to scale up and down to 
maintain a lightning-fast user experience, 
while keeping maintenance costs to a 



What We Offer?
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Self-Service Portal
Organizations with unique 
customer-service operations struggle 
to find pre-built customer service 
portals  that are a good fit. For these 
organizations, we create custom-built 
portals that are designed to be a 
perfect match your business 
requirements. 

Integrations
We create a seamless experience for 
your customers and a single source of 
data for the employees who serve them 
by integrating all of your applications 
with secure and stable APIs. In 
addition, we can help you leverage the 
power of microservices to quickly 
onboard new applications within your 
customer service environment.

AI Chat Bots
Leveraging the power of AI, we create  
conversational Chat Bots that deliver 
personalized, contextual solutions and 
recommendations based on individual 
customer behavioral profiles that are 
unique to your organization.

Self-Service Apps
If you've already developed or 
purchased a customer service portal, 
we develop and integrate applications 
that fill in any gaps that you need to 
advance your service offering to your 
customers. 



For more than 25 years, we have strategically leveraged 
digital technologies to deliver competitive advantage to 
our clients 

DIGITAL TRANSFORMATION IS A JOURNEY
Take 10 minutes to understand where you are before 
you make the next investment.

Our Digital Transformation Readiness Assessment 
delivers you a snapshot of the current state of your 
business so you can prioritize your digital initiatives.

11 Broadway, Suite 632, New York, NY 10004
digital@compunnel.com
digital.compunnel.com

      CompunnelDigi
      609-606-9009
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