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INTRODUCTION

It's difficult For manufacturers to separate themselves from
the competition. Quality and speed can only go so far, and
manufacturers must now deliver outstanding customer
experience (CX) to stand out. After all, 85% of business buyers

agree that the experience a company provides is as important as
its products or services.

This rise in CX expectation is fueled by consumers experiences
with B2C. As Gallup research explains: “Because B2B customers

already enjoy high-quality omnichannel relationships in the B2C
realm, they now expect the same from their B2B suppliers.” With
businesses everywhere stepping up their digital CX offerings, it's
easy to understand why these expectations have now crept into
the B2B space.

To cater to these CX expectations, manufacturers must now
look to digital customer service to help them stand out from
the crowd. With the right digital channels and technologies in
place, manufacturers can deliver on the three key customer
service expectations:

* Speed

» Personalization and

e Convenience.

Anyt i me CX by @D Commloo

Staying competitive in digital CX means adopting industry-
leading technologies like live chat, chatbots, and an omnichannel
engagement platform.

No matter where your manufacturing clients are in their adoption
of digital CX solutions, this guide will help them to get one step
closer to digital CX excellence that B2B consumers now demand.

85% of business
o

buyers agree that

the experience a

company provides is
as important as its
products or services.
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https://c1.sfdcstatic.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-4th-ed.pdf
https://c1.sfdcstatic.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-4th-ed.pdf
https://www.gallup.com/workplace/231686/b2b-secrets-big-customer-partnerships.aspx

Continue reading to learn:

Why manufacturers must improve digital CX

How manufacturers can deliver on customers'
digital expectations

How digital insights can help manufacturers better
support their customers and grow revenue

. The tools and technology that are needed for
digital CX excellence
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CHAPTER1

Why Manufacturers Must Improve the Digital Customer Experience

B2C service expectations have crept into B2B industry, and the
pressure is on manufacturers to match this customer experience.
Suppliers are finding new ways to engage with customers, and
high performing sales professionals are now 24% more likely to

say they connect with customers on a personal level than their
under-performing competition. With that in mind, manufacturers
are adopting digital technologies to better understand their

customers and provide more personalized service.

With the purchase process going digital, B2B customers
increasingly expect the same CX from manufacturers that
eCommerce giants like Amazon can provide. 40% of industrial

buyers surveyed said that the quality of a supplier’s website

impacts whether they partner with the company. Also, going
forward, 80% of business buyers expect to conduct more

business online.

It's clear that B2B consumers have higher customer support
expectations today than they did 10, or even 5 years ago. But how
does this affect businesses? How does superior CX benefit the
bottom line?

AnytimeCX
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With B2C experiences now driving B2B CX
expectations, typical B2B service offerings
have expanded to include better self-service
resources and less friction through digital
processes, including:

« Anonline knowledge base with detailed guides
 Increased service availability

e Support across a wide variety of digital channels
» More immediate access to resources

* Proactive support using insights from past interactions.
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“For B2B suppliers, the benefits
of delivering rich omnichannel
experiences and flawless
digital service are sublime -
from driving profitability to
increasing customers' loyalty
and repurchase intent.”

— Jeff Durr and David Leonard,
Gallup Business Journal

AnytimeCX | 5 ¢ commioo
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Firstly, great customer service has repeatedly been shown to
improve repeat purchase. In one study, it was found that 93% of

customers were likely to make repeat purchases from companies

that offered excellent customer service.

A major reason for this increased loyalty stems from a sense

of trust in the business. When a company provides fantastic
customer service and support, the consumer feels more
confident in doing business with them, and this leads to a number
of benefits revealed in Gallup's report:

When customers strongly agree that their supplier is a trusted
adviser, they:
« produce 1.5 times greater revenue

« are 2.5 times more likely to say they are "extremely likely" to
repurchase the company's products or services

+ are 3.6 times more likely to report that they are "extremely
likely" to recommend the supplier's products or services.

In the next chapter, we'll look at the digital customer service
solutions to problems that manufacturers commonly face in B2B
customer service.
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CHAPTER 2
How Manufacturers Can Deliver on B2B Customer Service Expectations

Delivering an exceptional digital B2B customer experience over speaking to a company representative. For these customers
starts with choosing the right channels and technologies. In this seeking to help themselves, a well-developed knowledge base

chapter, we'll look at the digital solutions to common problems is crucial.

that manufacturers face in meeting high B2B CX expectations.

A knowledge base is typically used by manufacturers to collect
information about products or services in one place, and can
include guides, FAQs, and more. At its most basic, a knowledge
base diverts requests from support agents by allowing customers
to find their own answers. Best of all, a knowledge base requires
minimal effort to maintain, providing a unified source of truth
that grows over time. Knowledge bases are also popular among

customers, with 91% of survey respondents agreeing that they'd
use a knowledge base tailored to their needs.

Manufacturing clients looking to improve their resolution times
can also integrate a knowledge base with the other digital
channels that we'll be looking at, such as live chat, to produce

reaching out for support. A survey commissioned by Nuance

Enterprise found that 67% of respondents preferred self-service gmdes, FAQs, and more.

Many customers today will first seek self-service options before I .
IJ A knowledge base can include
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https://www.zendesk.com/blog/searching-for-self-service/
https://www.comm100.com/platform/knowledgebase/
https://www.zendesk.com/blog/searching-for-self-service/
https://www.zendesk.com/blog/searching-for-self-service/

quick responses and resolutions. When responding to customers,
agents can use knowledge base materials to stay on message,
and easily link to articles for faster response times. Having a well-
developed knowledge base is a crucial part of delivering on the
promise of digital CX.

For self-service, manufacturers can also implement a task bot
for their customers. A task bot is an interactive bot that resolves
common customer service and support questions. Sitting within
a live chat window, a task bot guides visitors through a series of
questions and answers to help resolve their query. Task bots can
even help complete simple actions like updating or tracking an
order - all without ever having to speak to an agent.

A task bot asks questions to
resolve visitor queries and
completes simple actions.

AnytimeCX | vy e commioo
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In addition to outstanding and seamless CX, B2B customers
expect speed in the services they receive. This is reflected in data
that shows 83% of customers expect to engage with someone

immediately when they contact a company.

This customer demand for speed has made live chat the digital
channel of choice among customers, thanks to its reputation for
fast and convenient service. In fact, survey data shows that 75%
of people prefer live chat over any other channel. The key reasons

for this popularity are simple — consumers can easily get answers
to their question in real-time with very little effort.
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Live Chats

Compared to traditional phone support, live chat supports
concurrent chats, allowing agents to handle multiple
conversations at once. This also allows agents to respond to live
chat messages more quickly, eliminating the long wait times
common in phone support. Better still, live chat also carries less
than % of the cost of phone support.

Live chat offers many tools and features that agents can use
to increase the quality and personalization of engagement

with customers:

1. Proactive chat invitations

As customers are browsing for parts, or just researching the
available options, they may need encouragement to reach out
and ask a question. With proactive chat invitations, agents can

Live Cha t Ca I"I"ies lESS take the initiative to begin the conversation either manually
than 1/3 of the COSt of or automatically.

h To manually send a chat invitation, an agent simply finds the
p o ne su p po rto customer within the dashboard and clicks to send them a

message. To help the agent identify returning customers, tags

can be attached to their individual profiles. Comm100’s platform
can also alert agents to their presence in real-time so the agent
can reach out before they leave.
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For automatic chat invitations, agents don’t need to monitor

customers. Instead, they can automatically trigger chat messages
to be sent when they land on a site, providing a welcome
message, letting them know about new products, or just letting
them know that someone is available to answer their questions.

Proactive live chats can also instill a sense of confidence
in customers as they reveal an active commitment to

personalization from the business.

2. Audio and video chat

Relationship building is critical in delivering an excellent customer
experience. While live chat does this brilliantly, there's another
tool that businesses can use to take this personalized customer
service up a level - video chat. Video chat brings customers face-
to-face with agents and helps them to connect on a more
personal level.

A major benefit of video chat in the manufacturing industry is the
ability to showcase products to customers. This allows agents

to instantly demonstrate how a product is used in order to build
trust. This kind of visual product engagement has potential for

both sales and after-sale support.

AnytimeCX | 5 ¢ commioo
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3. Route to specific agent

Today's B2B customers expect modern CX systems to intelligently

use data insights to direct their experience. By establishing
routing rules and assigning statuses to customers, manufacturing

clients can direct chats to the best agent or team for their inquiry.
This can range from directing sales or support inquiries to the
appropriate team to recognizing VIP customers and automatically
escalating their requests.

Phenomenex, a global leader in liquid and gas chromatography,
recognized that they could differentiate themselves by improving
their customer service. Rather than relying on phone (often an
unpopular and friction-causing channel), they set up Comm100
Live Chat to deliver the accessible and fast support that their
customers were expecting.

Read the Ffull
story here:

Serving a global audience

through phenomenal

customer experiences
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UTC-07:00

UTC+12:00

UTC+9:00

“Our audience base is global, and we need

to be available on all the different time
zones. If you have an urgent issue, you can
confidently go on our website and connect to
a live chat rep and get the answer you need.

In this day and age, live chat is so valuable

For the customer experience. Nobody wants
to be on the phone anymore. Being able to
chat online with a representative is a far
more superior experience.”

— Jason Lee, Marketing Technologist, Phenomenex
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“Knowledge and information between the
channels will become siloed.”

“It will simply cost too much.”

All of the above would be true, if it wasn't for Comm100'’s
omnichannel platform. This platform brings every digital channel

together into one easy-to-use, unified agent console. Moreover,
all the data within each channel is brought together. This
eliminates channel silos and empowers agents to provide helpful
and personalized support that B2B customers expect.

With an omnichannel platform, agents can provide the
connected experience that 57% of customers expect, and treat

Customers want to connect with businesses across a variety of

every customer like an individual.
digital channels - be that live chat, a chatbot, social media, or

email. Many businesses would shudder at the mere thought of
offering all these channels, worrying that some, if not all, of the
following are true:

“We can’t manage so many channels without
increasing team size.”

“OFfering so many channels will increase
support volume to an unmanageable level.”

AnytimeCX
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With every channel connected via an
omnichannel platform, it means:

* Alive chat transcript with a customer from
three weeks ago is easily accessible to an
agent providing email support to that same
customer today.

« Agents can move between live chat, email,
social media, and SMS support with little more
than a click.

* Routing between channels, agents, and even
departments becomes effortless.

« Saying goodbye to operational silos and hello
to a flawless digital journey where customers
and agents experience fluid conversations
across channels.

AnytimeCX | vy ¢ commo
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CHAPTER 3

How Digital CX Technology Solves Common Manufacturer Problems

In the previous chapter we have looked at how digital customer
service such as live chat and omnichannel benefit the end
consumer, meeting their needs and demands. In this chapter, we
will flip the perspective and explore how these digital channels
directly benefit manufacturers and help solve their most common
business challenges.

PROBLEM 1

A constant need for leads

SOLUTION

Live chat and chatbots

Besides being the most popular digital support channels for
consumers, live chat and chatbots are also ideal for generating
leads and sales opportunities. Often, when a customer wouldn’t
be willing to pick up the phone to engage an agent, they are

AnytimeCX | 5 ¢ commioo
Partner Solutions

willing to reach out using live chat to ask about a product they're
viewing. As agents address customer concerns, this pre-sale

dialogue can have a significant impact on conversion rates.

When YSI, the de facto provider of premium water technology
for researchers around the globe, sought to increase customer
engagement, they selected Comm100 Live Chat after
experiencing the platform’s powerful capabilities. Live chat
proved popular among YSI's customers, with 92.5% preferring
chat over other support channels. Thanks to live chat, YSI's
customers now get immediate answers to their technical
questions and new customers go from inquiry to purchase faster
and more seamlessly.

The results speak for themselves: since introducing chat in 2017,
Xylem attributes over a quarter million dollars in both offline and
online sales directly to chat, with a total value of opportunities at
over three quarters of a million dollars.
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“We were looking fFor something to help
conversions since we have a very technical
product line. We knew people were on the
site, downloading documents, and often
visiting multiple times before reaching
out. But that’s where we lost our touch
point. We knew we could make it easier to
communicate with prospects as part of their
online experience. We saw chat as a more
powerful conversion tool than an online
form, an email, or a phone call.”

— Patrick Higgins, Digital Marketing & Social Manager,
Xylem Analytics

Read the full
story here:

Xylem Analytics makes a
splash with 6000% ROI
from Comm100 Live Chat

AnytimeCX | 5 ¢ commioo
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Live chat support is the best channel to connect with customers,

but few businesses can afford to provide this support 24/7. A
chatbot is the perfect answer to this expectation. When a team is
offline, a chatbot can step in to answer a customer’s questions —
all without any human supervision. Chatbots that are powered by

Al can manage even more queries as they are able to understand
intent, enabling them to respond to more types of questions,
more effectively.

During hours when agents are available, chatbots help to keep
the volume of queries handled by agents low. This allows for
reduced wait times and improved responses.
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PROBLEM 2

Manual processes are time-
consuming and costly

SOLUTION
Chatbots

Despite the obvious benefits of automation, many businesses still
struggle with manual processes that increase costs and create
inefficiencies. Unfortunately, manual processes continue to be
common across all industries, with 62% of nearly 300 American
companies surveyed indicating that three or more inefficient
manual processes could be eliminated through automation.

The introduction of chatbots to customer service can reduce

or even eliminate many manual tasks. In fact, a CX survey by
Usersnap indicates that 50% of B2B businesses are now using
chat services and bots, a higher number than B2C businesses
surveyed, at 46%. Several kinds of chatbots are available that can

AnytimeCX
Partner Solutions
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eliminate inefficiencies and give agents more time to focus on
solving complex issues and providing better, quicker service:

1. Task bots

These Al-powered virtual assistants are invaluable. Task bots
are simple-to-build chatbots that can be used to replace forms,
capturing customer contact information for support, sales, and
events. For B2B interactions, task bots can also be introduced to
let customers place, manage, and track orders all within a self-
service platform.

2. Al Chatbots

In contrast to task bots, Al chatbots are powered by artificial
intelligence. This means that rather than following a pre-set
range of questions, Al chatbots can understand intent and
complexities of language, allowing them to engage in more
natural conversations and so handle a large variety of questions.
While chatbots handle the common queries, agents can handle
more complex questions that require a human touch.
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3. Agent Assist

Comm100 Agent Assist is an internal Al-powered bot that

supports agents. Agent Assist monitors live chats, understands
the questions being asked, and suggests the answers from the
knowledge base, canned messages and chatbot intents. Within
a double-click of the mouse, the agent can choose and send the
most relevant answer. Agents no longer need to waste time
searching for the relevant answer or typing it out, providing the
customer with quicker (yet still accurate) service.

AnytimeCX | 5 ¢ commioo
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WRAP UP

Customer service isn’t just essential in B2C -

it's essential in B2B too.

Your manufacturing clients must engage customers from first
the first touch point through the entire sales journey, including
connected post-sales support. Exceptional digital CX now
requires companies to:

1. Be more accessible on a variety of
digital channels

2. Provide more convenient and faster
support

3. Offer tools to improve agent efficiency

4. Provide 24/7 availability and speed
with chatbots

rrrrrrrrrrrrr

The only way to deliver on all aspects of this customer journey is
with Comm100'’s digital omnichannel customer support platform

and all the channels it provides within.

Comm100 specializes in leading manufacturers through their
journey to digital CX excellence. Our flexible, multilevel partner
program is built for today’s highly competitive, digital-Ffirst
market. By working with Comm100, you partner with an award-
winning software company that puts partners first and truly
provides a competitive edge.
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We are committed to providing genuine, personal
experiences for partners in the CX field.

» Dedicated Partner Manager: No support lines, chat » Extensive marketing support: Access robust content,
queues, email tickets —just contact your Partner Manager storytelling expertise, and a marketing team committed to

. .. working with you
* Comprehensive training and enablement program:

The more you know our solution, the more confidently you « Extrarevenue: Achieve stronger margins, better incentives,
can sell it. We make sure your team gains expertise quickly and other sales programs designed to build your profit pool.

and thoroughly

Learn More


https://partners.comm100.com/



