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Your customer service agents have a lot to handle, with tickets constantly
coming in and making sure your customers are happy. As a business owner,
it’s important to make sure your Customer Service Team is working
effectively. Customer service is a major cost center, especially as you start to
scale past one or two agents. 

Think about this–a single agent that works 20% less effectively than it could
be has a serious cost to your business. Anywhere from $600-$1000 per
month of waste per agent depending on the rate you pay. And based on
what we’ve seen, the effectiveness gap is way over 20%. 

With just a few tweaks to the workflow your customer service team uses,
you can drastically increase their efficiency. 

At HelpFlow, we provide 24 / 7 live chat and customer service teams to over
100 e-commerce stores. After processing millions of tickets over more than
five years, we learned how to be most effective as agents while keeping
customers happy.
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Before you can focus on increasing efficiency, you have to
actually measure what good customer experience and agent
effectiveness look like. The most important metrics are first
response time, handle time, and customer satisfaction. 

When you increase your efficiency, this will drastically decrease
handle time while keeping customer satisfaction the same or
better due to faster response time.

If you’re not tracking these metrics for the entire agent team as
well as individual agents, start there
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Measure the Metrics

We created another resource that talks about basic KPIs that matter for CS and the
meeting routine that we recommend to ensure that your agents are aware of their
goals and actual performance.  Click here to access our CS KPI Guide.
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https://helpflow.net/wp-content/uploads/2022/01/HelpFlow-Resource-CS-KPI-Guide-010222.pdf
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 1 They have to get into the helpdesk frequently to see
the details of the ticket and update the ticket.

Customer service agents have to move between software and
browser tabs constantly. 
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 2
They also have to bounce back and forth from the
helpdesk to Shopify to check on order status or other
details.

 3
They may also have to get into your project
management system or slack to communicate with an
internal team member about an issue.

With so much movement between tools, you can massively increase efficiency by empowering your agents to make
better use of keyboard shortcuts. This enables them to move much more quickly by navigating mostly without
touching the mouse.
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Here are some of the most common keyboard shortcuts that our agents
personally use to improve their workflow: 

You can automatically move between apps on your computer with
a shortcut such as cmd + space + (type app name) + enter (on a
mac).
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In the web browser, you can rapidly move between tabs using a
shortcut such as cmd + shift + [ or ] to move left and right (again,
on a mac).

 3
If you’re looking for information in a ticket or on an order, you can
use cmd + f + (type phrase) + enter to rapidly find the phrase on
the page and scroll to it. This is helpful to find order numbers,
tracking numbers, or other information that might be in a ticket.

 4
Within the helpdesk, you can use keyboard shortcuts to reply to
tickets, move between tickets, update ticket details and statuses,
and more. The specific shortcuts depend on your helpdesk, but
every industry-standard system has this.

When you put all of the shortcuts together to force yourself to get through the learning curve, the efficiency of how you work as an agent can be
massively improved. Work with your team to identify the keyboard shortcuts they need to accomplish each of the above scenarios depending on
what software they use, and help them through the learning curve. You’ll both be happy being able to accomplish more in less time.
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We compiled useful keyboard shortcuts for several apps commonly used by CS
agents.
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Book A Strategy Call

WHAT TO DO NOW?
If you’re a successful e-commerce brand, it’s extremely important that you successfully
scale the people side of the business and that includes training your people to become
more efficient so that they can take on more work. As a next step:

We’d also be happy to do a Customer Service Audit with you. While we do this primarily with clients
considering us to help run their customer service operation, you’ll find that it will give you insanely

deep insights into the performance of your customer service operation and how to improve it. Even if
we don’t work together for now, it’s a good use of time to go through.

 
Book a Strategy Call with us today!

Update your training program to include modules about workflow.  Then have your
current CS agents go thru them.  Do not expect to see results right away since you are
teaching them to learn the discipline of using keyboard shortcuts and it may take some
time to get used to it but sooner or later, you will see the improvements in their
productivity.
As you take on new team members, ensure that they learn the standard workflow. 
 Having a standard workflow across your customer service team ensures that each
member of your team is doing things efficiently and they will get to improve over time
as that get very familiar on your standard workflow.

https://helpflow.net/lp/demo-schedule/
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