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Expand your services
We all know the situation. Your best friend’s birthday is 
tomorrow and you still don’t have a present. Back in the day this 
would have been a problem. You’d have to leave work early to 
get to the store before closing time and make do with whatever 
is available. Now, you can simply order the perfect gift online 
and have it delivered the very next day.

We’re used to having access to services all the time. Wouldn’t it 
be nice if service desks at work had the same availability? Turn 
that dream into reality with self-service. 

With self-service, you expand your services. Customers help 
themselves during and outside office hours. They can find the 
right solutions on their own or log a call. Self-reliant customers 
get their problems solved more quickly and your teams have 
more time to focus on complex issues.

Read all about the benefits of self-service in this volume. 
Discover how to optimize your service desk, how to create 
effective forms and how to bring your self-service portal to  
the next level.

Happy reading!

Acacia Kooij and Nicola van de Velde
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Self-service portal 
Selfie: up and 
running in a flash
It’s only been six months since William Schrikker 

Group (WSG) started using their self-service portal 

Selfie. After a flying start, WSG is already thinking 

of expanding the portal. Anne van Beusekom, 

services coordinator and project leader for the self-

service portal, explains: “The level of commitment 

within the organization was great. Even before the 

self-service portal went live, several departments 

expressed their wish for their own portal.”
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WSG is a youth care institution 
comprising six business units: 
Business support, Youth protection 
& Youth rehabilitation, Foster care, 
Interventions, Expertise centre and 
Care & Housing. The institution 
specializes in counseling children 
with a disability or children with 
a disabled parent. The WSG 
Foundation for Youth protection 
& Youth rehabilitation offers 
specialized support to youths, 
from custody to placement under 
supervision. WSG Foster care and 
WSG Care & Housing find foster 
families for children that need to  
be placed in another home. 

In 2017, WSG customer service 
introduced their self-service portal 
(SSP) called Selfie. Customer service 
is the front office for IT, Facilities and 
Functional application management 
and forwards calls to specialists when 
needed. All 1100 WS employees can 
use the self-service portal. There are 
around 20 to 30 active operators. 

Promotion, promotion, 
promotion
Anne van Beusekom explains: 
“When Selfie went live, we put a 
lot of time into promoting the SSP. 
Everyone was so used to walking by 
the customer service desk. We really 
needed to prove the added value of 
the self-service portal.”

An ambitious marketing plan was  
set in motion. Calls logged through 
Selfie get priority over calls that 
come in through other channels. 
Colleagues who call customer service 
get to hear a recording that says “we 
also have Selfie now.” There were 
posters all over the building saying: 
“Want to know where your call is? 
Check Selfie”. The biggest hit was 
the track-and-trace functionality. 
“Colleagues really like knowing 
what’s going on with their call,” 
according to Van Beusekom. 

“ Colleagues really like 
knowing what’s going  
on with their call.”

Anne van Beusekom 

Get employees involved when 
rolling out your SSP
The marketing plan wasn’t the only 
initiative to make the portal popular. 
WSG employees were heavily 
involved in the roll-out of the new 
SSP. Van Beusekom recounts: “We 
gave workshops, went to all thirteen 
meeting points all over the country, 
and created a newsletter. We even 
held a competition to come up with  
a name for the SSP.”

Van Beusekom continues: “When  
the SSP went live, we had a party.  
We said ‘treats are on us’ and bought 
cake.” Paul Portegies Zwart, TOPdesk 
functional application manager, 

adds: “The project team was 
enthusiastic, which is good because 
they’re your ambassadors.”

Tips for a flying start
“The tip I have for a flying SSP start  
is that building the SSP is not all 
about the front end. The front end 
is about the look-and-feel and 
does attract people, but it’s easy 
to forget that the back end is just 
as important. The user expects 
something to happen with their 
form. That’s why you need to keep  
an eye on the back-end process,”  
says Portegies Zwart. 

Fun facts:
1.  WSG uses TOPdesk for Technical Management (IT), Facilities, HR and Legal.

2.  WSG has around 1100 employees. All of them have access to Selfie

3.  The organization’s favourite functionality is self-service portal Selfie

4.  Our average duration for SSP calls has been cut in half! (from 48 hours for  
a regular call to 24 hours for a call logged via the SSP)
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Van Beusekom: “It’s great that 
everyone in the expert group has 
their own expertise. Why? You can 
let a colleague do what he or she 
does best and you can ask someone 
for help when you need it. One of our 
colleagues is very good at making 
forms, for example, so he helped 
other colleagues when they got stuck. 
Someone else worked with images 
and links, and I was responsible for 
the set-up of the SSP.”

Jargon can create confusion. That’s 
why WSG chooses not to use 
technical terms. “We talk about 
products and services, for example 
email and calendar instead of 
Outlook. At the start of the project 
we created guidelines with our 
Communications department 
regarding the tone of voice. 
Communications provided feedback 
and showed us why some things 
needed to be changed. After that,  
we were able to work on it 
ourselves,” says Van Beusekom. 

The next step: Selfie for the 
entire business support
Within WS it wasn’t always clear 
which department did what when it 
came to business support. After the 
implementation of Selfie, business 
support saw added value in a service 
catalogue (SC). So, they asked for an 
SC for the entire business support. 

Business support comprises 
Sales support, Finance, Staff and 
Organization, Communications, IT, 
Facilities, Functional application 
management and the departments 
Management support and Customer 
office. Van Beusekom: “When we add 
business support to Selfie, the portal 
will become bigger, but there are only 
twelve tiles on the main page. We’re 
now thinking about the best set-up 
for Selfie. An interesting challenge.”

“This year we want to have 
two services in the Selfie test 
environment for each department. 
This way, we can let a group of 
customers test our services. The 
goal? Making this group enthusiastic. 
We want everyone to follow our 
advice: is your request not urgent? 
Check Selfie. Is it urgent or do you 
need consultation? Call us or visit the 
headquarters,” says Van Beusekom.

“When the SC is ready, all employees 
can easily contact business support 
at the headquarters via Selfie. No 
matter what time it is or at which 
location they are”

Financial guide
Portegies Zwart: “Selfie also includes 
a tile with a financial guide for health 
care institutions. Imagine a guardian 
or health care employee who wants 
to buy a bike for a child. They have 

“ We put a lot of time 
into promoting the SSP. 
We really had to prove 
the added value of our 
self-service portal.”
Anne van Beusekom 
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certain funds at their disposal for this. 
These funds used to be in an Excel file. 
The guardian or health care employee 
needed to search and click through 
the entire file — only to find out that 
there was no budget available. It’s 
important that caregivers can quickly 
see if there is budget available.”

He continues: “For example, is 
your request for a new bike not in 
included the financial guide? Then 
there’s no budget available. This 
saves the guardian or health care 
employee a lot of time searching. 

I also made clear that there’s no 
way you can prepare for everything. 
That’s why we need forms, so people 
can still ask questions and your 
youth care employee doesn’t feel like 
he’s walking into a dead-end street. 

Better customer service
Van Beusekom: “Customer service 
creates their own success. The 
number of calls has been going 
up. This is partly because of recent 
disruptions at IT, but mainly because 
customer service now also receives 

“ An increase in the 
number of calls is a good 
thing. Employees now 
understand that logging 
calls does help.”

Paul Portegies Zwart 

questions from other departments 
besides IT and Facilities. Employees 
come to us with other question 
because they know how to find  
us. We then point them to the 
correct department.”

Portegies Zwart: “To me, an increase 
in calls is a positive thing. When 
a disruption occurred in the past, 
people would say ‘This thing never 
works’, which had me thinking: 
‘why is this the first time I hear 
this?’. Apparently, people didn’t 
see a point to logging calls. This 
idea is changing. Employees now 
understand that logging calls does 
help. They log their call and that  
call is their proof. Now they know 
that their call is being processed.”

Anne van Beusekom, services 
coordinator and project leader for 
the self-service portal

“Customer service resolves 80% of 
the calls. We’ve discovered that we 
can solve many calls with knowledge 
items. This means customer service 
has time for more complex problems, 
which makes their work more fun. 
Even though there is an increase 
in calls, we now help our customer 
quicker and better than before,”  
says Van Beusekom. ❚



1716

How to successfully 
promote your self-
service portal
So, you just started your self-service portal. How to 
make sure your employees will actually use it – and 
continue to use it? The key to getting your employees 
to use your self-service portal lies in communication.
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Take communication into account during implementation
Communication is the key to getting employees to use the self-service  
portal (SSP). Consider your employees’ acceptance of the SSP even before  
you implement it. How will we handle the implementation and promotion  
of the SSP within the organization? How will we gain the acceptance needed  
to innovate the company processes?

The answer to these types of questions is not: “let’s send everyone an 
email.” It’s important that you ask questions about future SSP users during 
implementation. Who fits the company profile and our target groups? 
But also: what is the specific aim of the SSP? Implementation and 
communication strategy go hand in hand.

Choose your communication channels wisely
It’s useful to specify the goals of your SSP at an early stage. The goals are 
different for every organization: easing the pressure on your service desk,  
or getting more international SSP users to communicate through the  
same channel.

Once you’ve set your goals, you can select the products needed to support 
these goals. For instance: posters, desktop cards, tutorials, screensavers,  
or a fun gadget. A good way of integrating the SSP into your organization  
is changing the interface to match your organization’s corporate identity.  
Put your mark on the tool and make it recognizable to the end user.

Communicate in phases
It is important that you continue to communicate during all the phases of  
the self-service portal implementation. Before the SSP goes live, you can focus  
on announcements like: “Coming soon: the SSP!”

Once your portal is live, it’s a challenge to activate the target group with a 
different type of communication.

Later on it can be useful to continue communicating as a reminder, keeping 
your employees motivated to use the SSP. It is important to make sure the  
SSP not only goes live, but also doesn’t lose its momentum.

Measure the goals and adjust if needed
Analyze your promotion process properly and you can check whether your 
goals are being met. In other words: check whether you can see the return on 
investment on your communication plan. There are many tools that feature  
a reporting functionality.

You can step in if necessary, find out where the problems are (which 
departments do not yet use the SSP?) and initiate a specific campaign.  
Keeping up with these steps ensures that your SSP will remain a success. ❚

“ Ask questions about 
future SSP users during 
implementation.”
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Get on the right 
track to a successful 
service catalogue
So, you’re planning to set up a service catalogue. 
But where do you start? And once you’ve got your 
catalogue up and running, how do you find out 
whether customers are happy with your services? 
Let’s set up and fine-tune your service catalogue  
in 4 steps.
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More and more organizations are introducing service catalogues. A service catalogue  
provides an overview of the services you offer as a service department. The benefits are 
twofold: you create realistic expectations for your customers, and you’re better able to  
explain to management what you’re spending your time on.

Are you considering setting up a service catalogue? Or do you want to improve the one  
you already have? Here’s a step-by-step guide based on our years of experience.

Step 1: Compile your service catalogue
Building your service catalogue may seem 
like a lot of work, but it doesn’t have to  
be. Simply start by describing what you 
already know, and work together with  
your customers.

Assign responsibilities
Before you set up your service catalogue, you 
want to know who’s going to be responsible 
for which tasks. Ask the following questions: 
who has final responsibility for the service 
catalogue? The head of the department? 
The service manager? Or an application 
manager? And will there be editors to help 
describe services? And who would take on 
that task?

Work together with your customers to 
describe your services
Describe all your services, and include 
pictures and conditions where relevant. 
Let your expert staff do this together with 
customers. Your staff are familiar with the 
technical side and they know what’s  
needed to deliver great services. Your 
customers make sure all descriptions are  
easy to understand without your staff’s 
technical background.

Create a logical structure
How do you structure your service catalogue? 
Involve your customers in arranging your 
catalogue as well. It may be perfectly logical 
to you that telephone systems are part of 
IT, but does your customer agree? There’s 
no such thing as the perfect structure, 
so go with whatever design works best 
for everybody right now. You can make 
adjustments along the way. The most 
important criterion is that customers can 
easily find what they’re looking for. So apply 
useful tags and labels to each service.

Define success indicators
Confer with your team to decide what 
constitutes a working service catalogue 
for you. One success indicator many 
organizations use: The catalogue is 99% 
up-to-date. In other words, the services 
described in your catalogue almost exactly 
match the services you actually provide.

Step 2: Measure your service 
catalogue’s quality – are we on the 
right track?
Your service catalogue is up-to-date, but 
does that mean it’s successful? How do 
your customers rate your services? Are you 
delivering services as agreed? In short: are 
you on the right track?

Collect data through SLAs
Collecting statistics on the quality of your 
services is a tried and true method. Are you 
able to deliver your services according to 
the SLAs you set with your customer? Use 
response and processing times from your 
reports to find out.

Measure the experience with XLAs
Statistics don’t tell the whole story. Meeting 
your SLAs doesn’t guarantee that you’re 
making your customers happy. That’s why 
you also measure customer experience.  
Many service desks ask for a review after they 
close a call. For example, customers may be 
asked to give a star-rating. Alternatively, you 
could send out regular questionnaires about 
your services.

Step 3: Match demand and supply – 
Are we providing what the customer 
needs?
So, your catalogue is now fully operational 
and you’ve got an idea of the quality of your 
services. The next question: are you providing 
services that meet your customers’ needs? 

Does your supply meet the demands?
What if your services don’t match the needs 
of your customers? Maybe you spend a lot 
of time and money on providing the latest 
apps, only to find out your customers hardly 
care. They just want high-speed Wi-Fi in 
every room.

Ask your customers what they want
We often see departments making 
assumptions about what their customers 
want. It’s okay to start from there, but make 
sure you check whether your assumptions 
are correct. Talk to your customers and ask 
them which services they need. Put up a 
physical or digital idea box. Or go around the 
office and do a sample survey. You can also 
appoint a spokesperson and have regular 
meetings with them.
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Step 4: Map your services with 
customer journeys
Now that you’ve adjusted your 
services to your customers’ needs, 
what else can you improve? Look at 
the bigger picture. Instead of focusing 
on specific services, start working on 
your customer’s whole experience.

Map all communication
For one simple call, your customer 
often talks to several operators, 
through a variety of channels 
ranging from the self-service 
portal to emails and phone calls. 
Map all communication for your 
customer journey. Put yourself in the 
customer’s shoes and ask yourself: 
how does the customer experience 
our service? Are we enabling them to 
find answers quickly and easily? Do 
we inform them if a delivery has been 
delayed? Your findings paint a clearer 
picture of your services.

Check your customer journey with 
real customers
Ask your customers for feedback on 
the journey you create. They’ll be 
able to tell whether you’ve forgotten 
any interactions, or you may find out 
that some customers no longer call 
the service desk because they had 
a bad experience. Feedback on your 
customer journey provides valuable 
insight into your service delivery and 
your department’s image.

Bonus tip: keep it simple
When we talk about our approach 
to service catalogues, a much-
heard response is: “goodness, that 
would be a huge project!” But our 
advice is: keep it simple. Don’t 
waste too much time on creating 
a perfect-on-paper catalogue. 
Just get started and find out 
what works. Don’t have a service 
catalogue yet? Start by setting 
one up. The first version won’t be 
perfect, so collect feedback and 
keep improving.

If you do have a service catalogue, 
start at step 2, 3 or 4, depending 
on which strategy best fits your 
organization. The steps help 
you collect new ideas for future 
improvements. ❚
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Make your self-service 
portal stand out and 
attract more customers
What was the last item you bought online? More and more 
people use the internet to find goods and services. Do your 
customers embrace your self-service portal with the same 
enthusiasm? If they seem to be avoiding this miracle of 
technology, it might just mean that your self-service portal 
doesn’t meet your customers’ needs. So, how do you know 
what to improve?
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Communicate what you have to offer
Have you ever visited a web shop that doesn’t have an overview of its products 
and services? I bet you haven’t. Then why shouldn’t internal service suppliers put 
in the effort to give an overview as well? Always provide self-service portal users 
with information about your products and services. 

Publish your customers’ FAQs
The self-service portal is most 
effective when customers can 
find answers to relatively simple 
questions. It takes longer for them 
to get an answer if they need to 
contact you. Make sure they can 
find answers to frequently asked 
questions in no time.

Introduce track & trace
UPS makes their customers happy 
with track & trace. So why wouldn’t 
you? Online shoppers are used to 
tracking their parcel at any given 
time. Can your customers track their 
request? Give them real-time insight 
into the status of their call or order 
with track & trace. This is way more 
efficient than having them call you.

Collect feedback and use it
It’s often an underappreciated  
part of the online user experience: 
can your customers communicate 
what they do and don’t like about 
your product or service? If you 
don’t offer them a place to provide 
feedback, they might never give it 
to you. Help your customers give 
feedback. Let them rate the service 
or product once the call is processed 
or conduct a periodical customer 
satisfaction survey.

Direct customers to your portal
The self-service portal is probably not 
your only channel of communication. 
You’re still going to send emails to 
your customers to inform them or 
ask them something. Use emails to 
direct customers to the information 
in the self-service portal. Tell your 
customers there’s an update and link 
them to the portal for more detailed 
information. The advantage? When 
you keep directing your customers to 
the self-service portal, they’ll be more 
inclined to first consult the portal 
the next time they have a question. 
Maybe they’ll even provide feedback. 

Have you followed up on these tips? 
Then you’ll see that your customers 
will start using your self-service 
portal more and more. ❚
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How to build better 
forms for your 
customers
What do you focus on when you create forms for 
your customers? Is it easy for your customers to 
answer your questions? And are you asking for the 
right information? In this article you’ll discover the 
building blocks that help you create excellent forms 
for your service desk.
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Ask yourself four questions to find out 
whether there’s room for improvement in 
the services you present in your portal.

Can your customer find the form for 
the service they require?
This may seem like an obvious question,  
but it might be overlooked in favour of 
perfecting your forms’ content. An end user 
focus group is often used to test the viability 
of the portal throughout its design, to ensure 
it is ‘fit for purpose’ in time for Go Live. But, 
do you still meet with this focus group? 
When you add a new service to the portal,  
do you put it in the most appropriate place? 
It may become apparent that your services 
are not as clearly laid out as they were on  
day one.

What you can do: One way to test whether 
your form is easy to find is to see if your 
customers can find a form in under three 
clicks. If they can – great! If not, why  
wasn’t it possible? And, if you don’t already, 
make sure you have a member of the service 
desk assigned to review your services on  
a regular basis.

Is the form clearly laid out?
So, your customer has managed to quickly 
find the form they were looking for. But, 
once they view the form, is the form 
clear for them? Or are they overwhelmed 

Change can be really great, but it can also be pretty daunting.  
Focusing specifically on your customers, how do you stay on top of 
change and ensure that your services are presented in the way that 
best suits your organization? 

by its length and complexity? Perhaps 
there’s another way you could phrase the 
questions you ask, so you’re not confusing 
your customers. What seems like a simple 
question to you might be very open-ended to 
them. Try to ask as many closed questions as 
possible, such as questions with drop-down 
answers or radio buttons.

What you can do: Monitor the number of 
questions you receive every month about the 
forms you have published. Is there a general 
trend? Are there too many questions? If so, 
invite your end users into a feedback session 
to discuss this, or publish a feedback form to 
the portal.

Is the form instructive enough?
Using closed questions should minimize the 
number of confused customers you speak 
to, but that’s not all you can do. Try linking 
Knowledge Items to your forms, so they are 
suggested to customers when they fill in the 
form. These items will act as readily-available 
FAQs or how-to guides that your customer 
can access directly alongside the form.

You can also set up ‘hover-over’ speech 
bubbles next to a question in a form in your 
portal. Just make sure the text within these 
bubbles is as concise as it can be, otherwise 
your end user may still find it quicker to call 
the Service Desk.

What you can do: Start tailoring the content 
you link directly to your forms. Also, if 
applicable, you can have a go at creating a 
Knowledge Item that specifically acts as a 
guide to enable your end users to fill out the 
longer, more complex forms you have.

What happens once the form is 
submitted?
Someone has submitted a form to the 
Service Desk – now what? If you have a 
Change template linked to the form, you 
can be sure it’ll be processed by the relevant 
teams in the right order. But is it possible to 
minimize the number of approval steps or 
the complexity of the workflows you create 
in the background?

In a Starters/Leavers process, several 
departments are typically involved in 
this Change. A good idea would be to 
get a representative from each of those 
departments together to brainstorm where 
there’s room for improvement. For example, 
do you always make sure a new desk is 
delivered before the starter’s PC is set up?

What you can do: Make sure you’re 
evaluating how efficient your Change 
Management processes are every six 
months or so, to keep up with any 
organizational changes that may have 
occurred during that time. ❚

“ Make sure the customer 
can only answer your 
question in one way.”
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Is the phone ringing 
off the hook? 

Over 200 narrow web label printers worldwide have 
their business processes running on ERP software 
created by CERM. Good support is vital for these 
organizations. That’s why the helpdesk went digital. 
What are the benefits of the switch from operator to 
IT service management software?

Here’s how CERM reduced their call 
volume by 80%
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“See this bottle?” Geert van Damme 
puts two cups of coffee and a bottle 
of mineral water on the meeting 
table and joins us. “One of our 
customers prints the labels on 
these bottles. The same goes for 
disposable coffee cups, labels and 
stickers on cleaning products, grocery 
bags, envelopes and milk cartons. 
We develop, sell and implement 
ERP software for narrow web label 
printers — a niche market. But at any 
time, every household has at least 
twenty products in their home our 
customers have worked on.”

Problems require good 
services
Geert van Damme is managing 
director at CERM. He has final 
responsibility for the development, 
sale and implementation of ERP 
software for narrow web label 
printers. “Our customers use our 
system to keep their entire business 
process running — from quote to 
invoicing. This means that when 
there’s something wrong with our 
software, the consequences could be 
major. Internally at our customers 
this isn’t a big problem. They are 
often small companies, sometimes 
no more than twenty employees. 
But their customers are usually very 
large industrial conglomerates. 
We’re talking about billion dollar 
companies. And these companies 
have high demands for the services 
provided by our customers. Good 

services and quick problem solving 
are vital, so our customer can always 
keep working,” Van Damme explains. 

Increased work pressure at the 
help desk
What used to happen when something 
was wrong or when an organization 
had a question? They would phone 
the secretariat. “But that became 
more and more work the bigger we 
got,” according to Van Damme. “Our 
operator would forward at least a 
hundred calls a day to the helpdesk. 
And at the helpdesk, our colleagues 
spent a lot time processing all these 
calls,” says Van Damme. 

The way of working at the helpdesk 
also needed some improving. “Phone 
calls were recorded in a self-built 
messaging module. These records 
didn’t include a corresponding ticket 
number. Our employees couldn’t see 
the connection between different 
contact moments. We didn’t know 
if a conversation we had yesterday 
with a customer corresponded to an 
email we received a day later.”

Not enough transparency
Van Damme: “Our helpdesk wasn’t 
transparent enough. Yes, we helped 
the customer quickly and did a good 
job. But this was only seen by the 
customers we talked to. The ones 
receiving the invoice didn’t get that 
insight and started to wonder more 

and more what we did in exchange 
for those invoices and if the amounts 
we asked were fair.”

Improving helpdesk processes
“We arrived at a point where 
we couldn’t give account to our 
customers or to ourselves.” The 
solution? Improving the processes at 
the helpdesk. In 2015 Van Damme 
implemented TOPdesk in the 
organization step-by-step. In the 
first phase, a handful of employees 
started working with the tool. Next 
step? The entire organization. CERM 
also introduces TOPdesk at their 
customers in phases. Van Damme: 
“The advantage for CERM as a 
managed service provider is that 
we can add customers to TOPdesk 
in phases. It’s not like an inventory 
list that you need to have in one 
system or the other. You can start 
small to see what works and what 
doesn’t. We’ve used an instruction 
video and a short workshop for the 

first customer who joined and added 
people until all our customer were 
using TOPdesk.”

80% fewer phone calls
The helpdesk has a clear overview 
of all the calls logged by customers 
and how they are processed. 
According to Van Damme, there 
were only positive reactions when 
TOPdesk was introduced within the 
organization.“We now get 80% fewer 
calls thanks to the Self-Service Portal. 
That’s where we refer our customer 
to now. The secretariat now has time 
to add value to CERM.”

100% justifiable invoices
“We can now also show our 
customers who is calling, how 
often they call and which questions 
they ask. This makes it possible to 
fully justify our invoices towards 
our customers. For each call, we 
can check if it can be closed and 

“ We now get 80% fewer 
calls thanks to the Self-
Service Portal.”
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“ Instead of four 
days, invoicing 
now only takes 
about four hours 
per month.”

if everything is filled in correctly. 
If this is the case, the call is 
automatically forwarded to our 
finance department. This saves us an 
enormous amount of time. Instead of 
four days, invoicing now only takes 
about four hours per month.”

Customers see the advantage
At first, customers weren’t 
unanimously enthusiastic about 
the new way of working. “The more 
official you make things, the less 
satisfied customers are. Whether 
it’s reserving a company car or 
introducing new helpdesk software. 
This was also the case for us. 
Customers are used to picking up  
the phone and talking to someone 
right away. Now they first need to 
log a call in a self-service portal.”

But now all employees at CERMs 
customers are used to the self-
service portal and they see the 

advantages. “They can quickly see  
the status of their call and they 
appreciate the automatic alerts 
for status changes. Employees are 
without exception very satisfied 
about our new approach, especially 
because of the transparency. They can 
see which calls are logged and how 
they’re processed. This gives them 
input for their own improvements.”

Do more with fewer people
And that’s what it’s all about, says 
Van Damme. “We offer good services 
to our customers, but this became 
almost unaffordable because we 
spent a lot of time on it. Thanks to 
the clear structure of the helpdesk, 
we can do more with fewer people. 
And we can work effectively on 
improving our services and those  
of our customers.” ❚

Geert Van Damme,  
managing director at CERM
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Shifting knowledge left
A guide towards self-service and independent customers

The rise of customer independence
Self-service helps your customers do the simple stuff without calling your service 
desk. In fact, a study by Nuance tells us that customers respond positively to being 
able to find their own answers. 

67% 67% of people prefer self-service over speaking to  
a company representative.

But according to an Amdocs study, self-service is only 
successful if it’s done right. 

91%
91% of consumers say they would use a single,  
online knowledge base if it were available and  
tailored to their needs. 

If not: 

40% More than 40% of customers contact a call centre when 
they can’t find answers to their questions online. 

Three steps towards successful self-service 

Get your knowledge management on track
Support staff need to work together to document, publish and 
continually update their collective knowledge in a knowledge base. 1

Set up a great Self-Service Portal 
Offer customers an effortless self-service experience by making 
knowledge available and searchable in a personalized and  
easy-to-use portal. 

Monitor your FAQs
Monitor frequent searches to know what your customers are looking 
for, and adjust your content to meet their specific needs. 

Research by Service XRG tells us that: if your requesters find helpful information  
40-50% of the time, they are likely to use self-service again. 

2

3

The benefits of getting self-service right

Reduced support costs
Customers solve more questions themselves, resulting in 
fewer calls to your service desk.

Happier customers
Customers feel empowered, because they can now answer up to 
50% of their own questions through self-service. 

Added value to your service desk
Having to answer fewer simple questions, your service desk has more 
time to work on technically-challenging tasks. 

Whether you’re looking for happy, independent customers or reduced support costs, 
self-service is the way forward. 
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Level up with KCS

In the quest for efficiency, service desk 
managers are constantly asking questions. 
How can we reduce the number of incoming 
calls? And how can we reduce the average 
duration of the calls we do receive?  
The answer is knowledge management.

Reduce IT call volume and service 
desk workload
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Knowledge Centered Service®
Maintaining a knowledge base 
might seem like a lot of work, but 
it’s an investment with excellent 
returns. A comprehensive repository 
of your supporting departments’ 
knowledge can save the departments 
a lot of time and effort when it comes 
to research – but that’s not all. If 
you grant customers access to the 
knowledge base, they will be able  
to answer their own questions, 
without contacting your service 
departments. Ideal, right?

Yes - but like we said, it is an 
investment. The reality many service 
desks face is that it is a challenge to 
keep the knowledge base up-to-
date. That’s why the Consortium for 
Service Innovation has developed 
Knowledge Centered Service, a set 
of best practices for knowledge 
management. We believe that this 
is the way forward for many service 
desks, and here’s why.

What can KCS do for your 
organization?
1.  Up to 60% shorter lead times and 

up to 50% increased ‘first time 
right’ resolutions

2.  New employees are up to speed 
70% faster

3.  Up to 50% increase in customers 
independently resolving their  
own calls

These numbers are based on “KCS Principles 
and Core Concepts” by the Consortium for 

Service Innovation

Implementing KCS
The key to ensuring KCS’ success 
within your organization is making 
your supporting departments 
realize this: KCS is about registering 
knowledge for every customer, not 
just the one who happens to ask for 
it. Once all supporting departments 
are on board with this, it should be a 
lot easier to implement the process 
necessary for KCS. 

You’ve probably heard of knowledge management before, but is it 
really that important? It takes time to do knowledge management 
properly, so what makes it worth the effort?

* Knowledge Centered Service is a method developed by the Consortium for Service 
Innovation. This article is an interpretation of that method and in no way suggest 
to be the correct one. All rights and interpretations belong to the Consortium for 
Service Innovation and can be found on www.serviceinnovation.org. KCS® is a 
service mark of the Consortium for Service Innovation™.

The process
Ready to start using your knowledge 
base? Follow the process below to 
get the hang of KCS.

•  What’s the first thing you do when 
a customer submits a question? 
With KCS, the knowledge base is 
your starting point. The answer 
you’re looking for may already be 
in there.

•  Once you’ve found an answer, 
make sure it’s still accurate. 
Has anything changed in the 
organization that renders the 
answer you’ve found obsolete? 
Or has the solution you’ve found 
failed in the past? Change the 
knowledge item if you already 
know it’s out-of-date.

•  Have you come up with a new 
solution for a problem that isn’t  
in the knowledge base yet?  

Don’t forget to create a new 
knowledge item. And before you 
know it, you’ll have an extensive 
database that covers most of the 
problems your customers run into!

Empowering your end users
Do you want to give your end users 
the power to resolve their own calls? 
Make sure they know where to find 
your knowledge base – and how to 
access it. 

Giving your users this access to the 
knowledge base will let them solve 
many of their own problems, without 
your supporting departments having 
to get involved. ❚

“ Customers who have 
access to the knowledge 
base can answer their 
own questions.”

http://www.serviceinnovation.org
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4 other ways to 
make your services 
more strategic
Self-service is a great way to improve your services. 
But there’s more. What else can you do to improve 
your services quickly?



4948

Be visible
Believe it or not, but there are still organizations where the service desk is 
nearly invisible. We all know how annoying it is when we come across service 
desk websites that only have a contact form, no phone number or email 
address in sight. If you need help, you want to be able to get it right away.

Make sure customers can get into 
contact with your service desk quickly 
and easily. Wherever and whenever 
they want. Online and offline. 

Keep an eye on customer 
satisfaction
Proper metrics for customer 
satisfaction are essential. If you want 
to improve your services, you need 
a constant awareness of the current 
quality of your service delivery. So 
that you always know how satisfied 
your customers are and what the 
effects of your actions are. Make sure 
you monitor customer satisfaction 
on a regular basis and set goals you 
can work towards.

And make sure that the entire 
organization sticks to those goals. 
You could, for instance, put up a 
screen displaying information you 
think is important, like the average 
customer satisfaction score and its 
development over time.

Standardize your services
It may sound strange, but offering 
standard services really works. 
There are obvious benefits to costs, 
but standardization also makes life 
easier for your customer and your 
service desk.

You no longer depend on a single 
employee to solve specific issues 
and there’s time for more important 
challenges. Customers will also be 
happy that they know what they can 
expect from your department. 

Share your knowledge
As self-service develops, we see that 
the principle “knowledge is power” 
is shifting to “sharing knowledge 
is power”. Because if you share 
knowledge about optimal service 
delivery and help colleagues do the 
same, everybody benefits. So it’s not 
knowledge, it’s know-where: it’s no 
longer all about knowledge itself,  
but about knowing where to find 
that knowledge. A self-service 
portal is an excellent tool to share 
knowledge, between departments  
as well as with customers. 

Want more inspiration to improve 
your services? We share all our tips 
and best practices on our blog. Find 
out more at blog.topdesk.com/en. ❚

http://blog.topdesk.com/en
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About TOPdesk
TOPdesk has grown a lot over the years. We started out with just 
2 employees in one small office in Delft. Today, TOPdesk has over 
650 employees in 10 countries, and over 5000 customers across 
the world.
 
We’re a big company now, but we never stop believing in our core 
values: enabling our customers to do great things, and giving our 
colleagues the freedom to do the same.

As your knowledge partner in self-service, TOPdesk offers you this 
volume full of best practices and tips. With this knowledge, we 
want to help you on your way to service excellence.
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Use this intuitive editor 
to build your own self-
service portal

Want to build a real  
self-service portal? 
Check out www.topdesk.com  
and contact us.

http://www.topdesk.com
http://www.topdesk.com
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