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Solving Pain Points with
InsightLoop

In the realm of customer service management, with a particular focus on field service,
a multitude of challenges are ever-present. These challenges hinder the efficiency,
fast fixes, customer satisfaction, and overall performance. Moreover, disjointed
communication, outdated processes, and knowledge barriers impede the growth
of organizations. However, amidst these challenges lies a valuable, often overlooked
assetf: data. Combined with generative Al, data becomes the key to resolving issues
and optimizing service management.

This whitepaper examines the common pain poinfs encountered in self-service, first-
level call center support, as well as field service from scheduling to documentation.
It infroduces InsightLoop, a robust solufion that tackles these challenges head-on,
bringing the latest breakthroughsin Al to change service management. By harnessing
the knowledge concealed within extensive service reports, emails, product manuals,
and froubleshooting guides, InsightLoop supports companies to unlock the full
potential of their dafa. This, in furn, leads to improved customer self-service, higher
depth of service in call centers, increased first-time fix rates, operational efficiency,
and overall performance.

Joinus on ajourney of exploration as we delve info our innovative approach. Discover
how your organization can transform data from mere information info a powerful
tool that turns challenges into opportunities, reshaping your service operations.

According to a study by PwC, 32% of customers would
stop doing business with a brand they loved after

just one bad experience. (Source: PwC, Experience is
everything: Here's how fo get it right, 2018)




5 Enhancements for Your
Service Process

InsightLoop serves as a comprehensive tool seamlessly integrated with various
service process systems. By offering key metrics for each step, it provides a holistic
view of the service process, enabling proactive identification of bottlenecks and
driving continuous improvement.

1. Self-Service:

Overlooked inthe past, self-service has become the synonym of loT-enabled product
services, dashboards and even connected e-shops for spare parts. But whenit comes
to end customers taking matters in their own hands, they avoid reading lengthy and
cumbersome manuals and often turn to a web search or a product enthusiast forum.
With the knowledge management system from InsightLoop and an immersive,
GPT-like assistant, clients gain access fo cutting-edge self-service functions.

2. Call Center and First Level Support:

Employee fluctuation and the inherent knowledge attrition has forced call centers
and first level support to follow strict procedures that often lack depth. Calls are
quickly forwarded to experts, who have deeper knowledge. In organizations with
large portfolios or complex products, the expertise of experts can still be vastly
different from one expert fo the next. What if your call center staff had access fo an
Al coworker who, always at their side, can confribute from the combined knowledge
of the entire organization? With InsightLoop we provide this assistant.

3. Scheduling and Dispatching:

InsightLoop offers predictive assistance to enhance scheduling and dispatching
processes. It helps in accurately evaluafing job requirements and managing
emergency requests for schedulers by predicting potfential root causes and
estimating the necessary time and skills for each job. Additionally, InsightLoop
streamlines dispatch by identifying technicians with the right skills and availability,
making it easier to match them with diverse service requirements based on their
successful resolutions of similar issues or relevant equipment knowledge.



5 Enhancements for Your
Service Process

4. Field Work:

Technicians frequently encounter challenges such as inadequate spare parts or
lacking specific skill sets, leading to low first-time fix rates and reduced customer
satisfaction. In many cases, technicians offten find themselves unsure of what to
expect before arriving onsite, which can hinder their efficiency and preparedness.
InsightLoop predicts likely root causes and required parts for effective resolution. It
also empowers fechnicians to access knowledge sources and ask specific questions,
based on past cases and comprehensive manuals.

S. Documentation:

Striking a balance between completing necessary documentation and ensuring
timely service delivery is a persistent challenge. InsightLoop simplifies documentation
by generating service reports based on predictions and technician-provided notes,
guaranteeing accuracy and efficiency. With its intuitive interface and predictive
capabilities, InsightLoop has the remarkable ability to fransform what would
ofherwise be a 5-minute task into a matter of mere seconds, optimizing tfechnicians'
time allocation. Moreover, the platform plays a crucial role in standardizing the
documentation process. Regardless of the individual technician's writing skills or style,
InsightLoop maintains a consistent level of quality in the generated reports.

Research by Forrester suggests that customers prefer
self-service options when it comes to finding answers
to their questions or solving issues. By 2023, 67% of

customer interactions are expected to be handled
through self-service channels. (Source: Forrester,
Predictions 2021: CX, 2020)




Conclusion: Transforming
Service Management

In conclusion, InsightLoop revolutionizes service management by leveraging data
and the knowledge hidden within service reports and manuals. Its system-agnostic
nature and easy infegration eliminate the need for an extra app, providing a seamless
experience. With InsightLoop, companies can unlock the full potential of their data,
leading to improved first-time fix rates, enhanced operational efficiency, and overall
performance.

By seamlessly integrating with various service process systems, InsightLoop provides
a comprehensive view of the service process, enabling proactive identification of
bottlenecks and driving confinuous improvement. With its predictive capabilities,
InsightLoop empowers schedulers, dispatchers, and technicians to effectively
address challenges and deliver exceptional service on the first visit.

Enhancing technology capabilities can  increase
productivity by 42%, making it the fop-ranked priority
for field service organizatfions fo more efficiently

service customers and reduce product downtime.
(Source: Deloitte, Facing the fufure of field service,
2023)
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