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Web Self-Service: Changing  
the Customer Service Game

Customer service is a game of give and take. Companies 
“give” away some cash flow so customers can “take” better 
service. Customers then “take” this convenience and, because 
of it, are more likely to “give” their continued patronage. 

For businesses, this game requires constant balance. If too 
much is given or too little taken, the balance sheet loses. 
And what constitutes too much or too little is all relative. 
Competitors might find a more profitable give-and-take 
relationship, or consumers may decide they want to take 
more, forcing businesses to re-calibrate. 

In this context, Web self-service is a game-changer. It offers a 
rare win-win opportunity in the game of customer relationship 
management. When used correctly, Web self-service helps 
businesses cut costs—and, in the process, attract more loyal 
customers.

But implementing Web self-service effectively presents 
challenges for many businesses. In this e-book, we present 
three real-life examples of companies that overcame these 
challenges, and discuss how they chose the right software. 
They’re great examples to follow when choosing a system of 
your own.
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Use Case 1: Factory Supply  
Streamlining Customer Journeys

Industry: Online B2B sales

Self-Service Goal: Create a more streamlined 
checkout process.

Software Selection Challenge: Quickly narrow 
down broad list of self-service software to find 
solutions that solve industry-specific needs.

Factory Supply is an online seller of industrial supplies and heavy equipment. Recently, the 
company implemented Web self-service to give customers a more streamlined checkout 
process. 

Many of the items Factory Supply sells are large and heavy, requiring special packing and 
shipping methods. For most of the company’s 15-year history, it followed the industry 
standard: With large purchases, customers needed to call for a shipping quote. A Factory 
Supply agent would then manually prepare a quote, and tell the customer the total cost.

Despite the fact that most of its competitors used the same “call for a quote” method, 
Factory Supply wanted to improve the process. We spoke with Operations Manager Kyle 
Thiemke to learn more about the team’s motivations, challenges and decision to implement 
Web self-service.

“Amazon has completely changed the game for B2C 
e-commerce, and we believe customer expectations 

for B2B purchasing have begun to change.”

As Thiemke explains, due to the popularity of online retailers with integrated shipping, such 
as Amazon, some website visitors were confused by the need to call for a quote.
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“It was extremely challenging to find the right tools 
to service our business-to-business customers.”

“Our main challenge was finding one that could provide freight quotes,” says Thiemke. “We 
tested WooCommerce, Shopify, Magento and Big Commerce. WooCommerce, from what 
we could find, was the only platform with a plug-in that allowed for a freight-quote request 
during checkout.” 

But the challenge didn’t end there. They still needed a back-end system to populate the 
correct quotes into the WooCommerce plug-in. 

“We tested QuickBooks, Xero and Zoho Books, but none of them could support importing 
new website orders as quotes,” Thiemke says. 

As is sometimes the case, Thiemke’s team couldn’t find an off-the-shelf solution that 
perfectly met all their integration requirements. So they chose Zoho Books as the best 
fit, then hired a developer to make the one-time changes needed to fully integrate 
WooCommerce with Zoho Books.

Since implementing the software, Thiemke says the results have all been very positive.

 “Customers are much happier, and we now have a process that allows repeat customers to 
order again very quickly from our site.” says Thiemke. 

The team realized some other unexpected benefits, as well. For example, the new system 
is based in the cloud, allowing any employee to access it from any Internet-connected 
device. This let them hire employees who work from home, expanding their ability to hire 
great talent.

The specific self-service challenge Factory Supply had to overcome was partly unique to its 
business, but its broader self-service strategy has lessons valuable for all. The team become 
aware of a problem tied to a larger trend, carefully researched their software options and 
found the right platform to accomplish their goals.

“Some customers didn’t understand why they couldn’t order something in one to two clicks, 
and have it delivered two days later for free,” he says.

To better meet customer expectations, the company began looking for a way to automate 
the shipping quote process. This would allow customers to complete purchases without 
the hassle of a phone call. However, finding the right software tools to accomplish this goal 
was not easy.

http://www.softwareadvice.com/accounting/xero-profile/?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
http://www.softwareadvice.com/crm/zohosupport-profile/?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
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Curious what software 
options are popular with 

your competitors? 

Looking for more firsthand 
feedback on what works and 

what doesn’t?

Click here to browse reviews of many 
popular customer service products.

Factory Supply’s new self-service checkout page

• Can take orders 24/7

• Automated quote process saves employees time, and the company money

• Easier checkout process improves customer experience

• Cloud-based platform lets employees work from anywhere, expanding talent 
pool

Results of Implementing Self-Service Software:

http://www.softwareadvice.com/crm/customer-service-comparison?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=nba
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Use Case 2: SaferVPN 
Scaling Service and Support

Industry: Digital services provider

Self-Service Goal: Handle rapidly  growing 
customer base with small support team.

Software Selection Challenge: Find software 
to automate high-quality responses to customer 
inquiries.

SaferVPN provides virtual private network (VPN) connections to individuals and businesses.
The service it offers is entirely digital, and quite technical. Though some customers complete
purchases without help from SaferVPN staff, many others need basic phone support. We
spoke with Robbie Sheena of SaferVPN to learn more.

“The initial trigger for our wish to integrate a self-service 
option was the growing amount of customers arriving at 
our website, and an increase in demand for service,” says 
Sheena. “We were needing to answer many (very similar) 
questions all the time.” 

The company wanted to continue providing fast, high-quality 
service—but avoid the expense of constantly hiring new 
support staff to keep up with demand.

The SaferVPN team thus began their search for a Web self-service 
solution. As most do, they started their search online. And as 
most do, they found a very wide variety of products and features. 
Ultimately, SaferVPN settled on NanoRep.

NanoRep attracted SaferVPN primarily for its advanced natural 
language processing functionality, which bridges the gap 
between human-assisted service and self-service. It lets 
customers type in their questions the same way they’d ask them 
of a live agent. The back-end software is able to “understand” the 
typed queries, then suggest the most suitable answer.

http://www.softwareadvice.com/crm/nanorep-profile/?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
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Of course, NanoRep and other virtual agents like it don’t come complete with all the 
answers. They need access to the company’s collective knowledge—in the form of internal 
and external help documents, FAQs, wikis etc.—before they can provide knowledgeable 
answers. Companies that already have efficient, organized knowledge management practices 
in place will have a head start when they begin transitioning to self-service.

Customer question and suggested answers in NanoRep

Apart from the natural language processing, NanoRep’s ability to integrate with other 
software was another important factor in SaferVPN’s purchase decision. 

“The option to initiate a chat or a ticket from the nanoRep widget and have the tickets 
integrate directly with our ticketing system was also a key selling point,” Sheena explains.

This integration provides a customer-experience safety net: If NanoRep is unable to offer 
a suitable automated answer, the customer can click a button to request human-assisted 
service. This is much better than requiring the customer to look elsewhere if their attempts 
at self-service don’t go well.

http://www.softwareadvice.com/crm/knowledge-management-comparison/?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
http://www.softwareadvice.com/sa_lightbox_responsive.php?industry_id=11&type=quote&product_id=12472&page_variation=vs_9283&conversion_page_url=http://www.softwareadvice.com/crm/nanorep-profile/
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NanoRep self-service software matches the look and feel of SaferVPN’s site

Our conversation with Sheena revealed another benefit his team realized from implementing 
self-service: better insight and analytics. In the past, customer inquiries ended up 
scattered among the tickets and records used to organize service requests. Now, with so 
many inquiries coming through the self-service platform, the company has a much clearer, 
more centralized picture of the types of questions and issues customers frequently have.

NanoRep’s analytics dashboard, showing timelines of ticket volume,  
knowledge base usage and article count

http://www.softwareadvice.com/crm/nanorep-profile/?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
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“The analytics platform allows us to see exactly what our site visitors are asking for, and 
therefore, we can more efficiently tailor the answers we write in the knowledge base to suit 
their needs,” Sheena explains. “The platform also lets us understand how many visitors are 
getting answers via self-service, and how many need the additional chat or ticket advice to 
resolve their issue, so we can easily assess our performance and the need for more agents 
or more articles.”

SaferVPN is very satisfied with the results of its self-service implementation. Sheena says 
that now, out of a daily average of 3,000 engagements in the NanoRep support center, only 
3 percent require any additional support. 

“So all those users were able to help themselves,  
and do so autonomously, with no additional assistance 

from us,” continues Sheena, “allowing us to keep  
our support team small and agile, all while  

improving the end-user’s experience.”

• Improve speed and accuracy of responses to customer questions

• Respond to an ever-increasing volume of service requests without hiring more 
employees

• Gain better insight into the questions customers have

• Refine self-service materials and proactively resolve issues and questions

Results of Implementing Self-Service Software:
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Use Case 3: SickleHunter 
Financial Advisors 
Widening a Lead Funnel

Industry: Financial consulting

Self-Service Goal: Develop low-cost services to 
attract and nurture younger clients.

Software Selection Challenge: Find low-cost 
virtual agent software that still adds value to 
customer interactions.

Financial advisors make their money helping people plan their investments and finances. 
While the fees they charge for their services can be based on commission, they aren’t 
always. Either way, financial advisors make more money advising customers who have more 
to invest.

So what happens when customers are interested 
in a financial advisor’s services, but don’t yet 
have enough liquid capital for the relationship to 
be profitable? Travis Sickle, CEO and founder of 
SickleHunter Financial Services, faced this problem at 
his company.

“Before we implemented Web self-service, we would have 
to tell them to save more before we could help them invest 
their money. This was both challenging and discouraging. 
It felt like telling someone who is overweight to lose a few 

pounds before they can join our weight-loss program.”
— Travis Sickle, SickleHunter
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Betterment Institutional offers low-cost, automated financial  
planning tools to customers

Sickle explains that the platform “doesn’t offer the same tailored advice a professional can 
provide.” However, for the clients who use Web self-service, professional advice is often not 
necessary: Their needs are simple enough that they can be met with automated tools. 

It became clear that turning away these prospective clients was not ideal. At the same time, 
giving each one personalized service was cost-prohibitive. With this in mind, Sickle’s team 
began evaluating virtual agents and other self-service software tools. After sorting through 
numerous online lists and reviews, they settled on a product called Betterment Institutional.

This self-service platform is like the virtual agents many companies use, but is made 
specifically for businesses in the financial industry. It provides automated assistance to 
website visitors, letting them open accounts and access basic financial planning tools.
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• Create a more valuable online destination with free tools and information

• Engage and offer services to website visitors who, without automation, would 
have been turned away

• Implement technology that meets the technical and security requirements of 
the financial industry

Results of Implementing Self-Service Software:

Of course, while customers’ needs may be simple, they still need to be met securely. 
And there are many laws that regulate how companies need to protect clients’ sensitive 
information. These are especially common in the financial and healthcare industries. By 
choosing a self-service tool that meets regulations—as Betterment Institutional does with 
its 256-bit SSL encryption, which provides the necessary level of security—SickleHunter 
minimizes its legal liability. 

Perhaps most importantly, with the new Web self-service tools in place, the company could 
stop turning prospective clients away.

The new system “made it possible to work  
with clients [who] otherwise would not be feasible 
from a business standpoint. We didn’t like turning 
away clients that we believed would be successful 

in the future,” Sickle adds.

Need help understanding or budgeting for other 
customer service tools?

Download our FREE CRM  
software pricing guide

http://www.softwareadvice.com/sa_lightbox_responsive.php?industry_id=11&type=download&country=US&download_id=87&page_variation=guide255&conversion_page_h1=&countryCode=&conversion_page_url=http%3A%2F%2Fwww.softwareadvice.com%2Fcrm%2Fcustomer-service-comparison%2F&int_site_code=?utm_medium=ebook&utm_source=ebook&utm_campaign=web_self_service&utm_content=intext
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How to Select Web Self-Service 
Software
Based on the examples above, it’s clear that different businesses take different paths to 
implementing Web self-service software. However, there are some common best practices 
all businesses can follow. By following these, you can more quickly determine the best 
software for your business—and for your customers’ unique self-service needs.

1. Understand which channels your customers use to answer which types of 
questions, and what types of service they most often request. Remember that 
customers will sometimes prefer one channel for one type of question and a different 
channel for others.

2. Determine which questions and types of requests deserve highest priority. 
Lower-priority requests can be resolved with self-service, while higher-priority requests 
may need human attention.

3. Learn what questions customers are trying to answer most often. Self-service 
platforms that track usage and success with analytics and reporting capabilities can help 
companies understand where more attention is needed.

4. If your company is in an industry with very particular self-service needs, such 
as the financial industry, look for a self-service platform that addresses those. 
A solution that works out of the box will be easier and cheaper to implement than one 
that requires extensive customization.

5. Determine which of your company’s existing (and planned) IT resources and 
software systems will need to work with your future self-service resources. 
Also, make sure they can integrate with each other.

6. Knowledge management is critical to creating successful self-service 
resources. Choose a system that works with the way your company manages internal 
and external knowledge resources.

7. Plan to monitor, track and adapt to usage and success rates for your self-
service platform over time. Consider using metrics, such as LZS, that examine utility 
from the customer’s point of view. 

8. Use the many resources available online to narrow down your list of software 
choices. Read reviews written by existing users, speak with experts about the many 
options and demo the software whenever possible

http://www.softwareadvice.com/crm/industryview/lzs-self-service-report-2014/
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