BILL PRICE & DAVID JAFFE

THEBEST
SERVICE IS
NO SERVICE

HOW TO LIBERATE YOUR CUSTOMERS
FROM CUSTOMER SERVICE,
KEEP THEM HAPPY & CONTROL COSTS
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The Best Service Is No Service
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Simplify, Improve Exploit, Leverage
underlying operations and spend more time
Value
(learn, cut
operating
costs, “  broke when I tried to .... “l want to buy ...."
increase 14% 22%
revenues)
To the
Company
Eliminate Automate
through root cause on web or IVR
analysis development for customer
self-service or proactive
Irritant alerts
(do not “Howdo |l ...?"
want the 26%
Interaction) “Where can | get ...?”
38%

Irritant To the Value
(no need for interaction) Customer (Save money, get support
and advice)
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CPO index by year; today,

CPU (contacts per units shipped)
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The Best Service Is No Service
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