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Customer Satisfaction: 

What’s in it for me?

➢Customer Retention

➢Positive Referrals 

➢Cost Reduction
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Business Challenges

• Inconsistent service

• Lack of self-help

• Non-centralized or 
undocumented knowledge

• Poorly defined processes

• No performance insight 
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BAD Customer Service
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Increase Customer Satisfaction by Solving Issues Faster
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Reduce Case Volume 

With Self-Service

Monitor For Issues, 

Create Cases Automatically

Make It Easy For 

Customers To Engage

Assign Tasks Across 

The Enterprise

Fix Issues To Prevent 

Future Calls



ServiceNow: Customer Service Management

OMNI-CHANNEL
ENGAGEMENT

SERVICE MANAGEMENT INFRASTRUCTURE

Incident  - Problem  - Change  - SLA  - CMDB  - Asset  - Workflow - Collaboration - Mobile - Analytics - API

CUSTOMER SERVICE PROCESSES

Field Service
Work Order
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10 x Bigger Potential
Extend Service Management Beyond the Enterprise
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Customer Service Management Capabilities

Problem  
(Root Cause 
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Case
Agent
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The InSource CSM 
Solution
Increase Customer Satisfaction by 
Solving Issues Faster

ServiceNow:

• Case Management 

• Agent Intelligence

• Communities 

• Field Service Management

InSource:

• Experienced preferred ServiceNow partner 

• Established  CSM vertical team with industry 
knowledge and platform expertise

• Structured implementation of processes to 
ensure a scalable enterprise platform

• Successful track record of CSM deployments
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Customer Service Demo Players

So
p

h
ie • VP of 

Customer 
Service

• Needs 
operations 
insight 

• Takes 
actions 
based on 
KPIs & data 
analysis

Ju
lie • Customer

• Has a 
reporting  
issue

• Needs help 
with a recall

Jo
h

n • Customer 
Support 
Agent

• Provides 
Julie 
assistance

• Works with 
IT & Field 
Services

R
u

d
y • Field Service 

Tech

• Goes onsite 
to fulfill 
work orders



DemoN  w 
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Results

• Remember to share improvements 
with customers

• Consistent service

• Well defined processes

• Documented & centralized 
knowledge

• Empower customers with self-help

• Performance insight 

• Actionable data



How can InSource help?

➢Assessment & RoadMap

➢Process Consulting with 
industry experts

➢Implementation Services 

➢Custom Training

➢Licensing

➢And much more!



Resources

➢ ServiceNow Conversations: Increase Customer Satisfaction by Solving Issues Faster

➢ Product Info: Customer Service Management Performance Analytics & Reporting

Knowledge Management Service Level Management

➢ ServiceNow Docs: Customer Service Management Performance Analytics & Reporting

Knowledge Management Service Level Management

➢ ServiceNow Community: Measuring Success: Get Common KPIs & Tips

➢ Your Sales Teams: ServiceNow & InSource

https://www.servicenow.com/solutions/csm.html
https://www.servicenow.com/products/customer-service-management.html
https://www.servicenow.com/products/performance-analytics.html
https://www.servicenow.com/products/reporting.html
https://www.servicenow.com/products/knowledge-management.html
https://www.servicenow.com/products/it-service-level-management.html
https://docs.servicenow.com/bundle/kingston-customer-service-management/page/product/customer-service-management/concept/customer-service-bus-unit-overview.html
https://docs.servicenow.com/bundle/kingston-performance-analytics-and-reporting/page/use/performance-analytics/concept/c_performanceAnalyticsAndReporting.html
https://docs.servicenow.com/bundle/kingston-servicenow-platform/page/product/knowledge-management/topic/p_KnowledgeManagment.html
https://docs.servicenow.com/bundle/kingston-it-service-management/page/product/service-level-management/reference/service-level-mgmt-landing-page.html
https://community.servicenow.com/community?id=community_question&sys_id=4d78cbeddb1cdbc01dcaf3231f9619c3


Questions?

Feel free to contact us:

Product & Capabilities:

Jennifer.Addington@InsourceNow.com

Sales & Licensing:

ServiceNowWebinar@InsourceNow.com

mailto:Jennifer.Addington@Insourcenow.com
mailto:ServiceNowWebinar@InsourceNow.com


Thank You! 


