What digital workflows are key to Customer Service Management?
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What systems are key to digitizing customer workflows when serving external customers?

Digitizing and automating customer service workflows to deliver a seamless user experience requires three key systems:

» Sales Management- Used to engage prospects and guide them through the sales process (either direct sales and/or e-
commerce) toarrive at an agreed quote and signed contract

» ERP - Provides the system of record for sales contracts, orders, fulfillment, billing, and invoices

» Customer Service Management- Used to onboard customers, fulfil theirrequests, and resolve theirissues
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What digital workflows are key to Customer Service Management? (Cont.)

How does work flow across Sales Management, ERP, and Customer Service Management?

Browse

Add Products & - ; Agree to Terms Pravide payment Complete
e Services to Cart *- Iniuate Ch ®  and Conditions > information » Checkout
"
L)
b o
Configure
Browse Sales Producis& —#  Price Quole - Generate Proposal — s Approve Quote — - S0 Sales
Catalog Sord Contract
L J
o
x Impimerk » Generate Invoice «——  Create Order(s)
| A
£ !
£ Y
Onboard Provision / Deploy Maintain Install Bs
%3) Customer Services " Base
O
c
2
o Request or Request - Pilr.:n‘: ::E::sl Fullfillmentin  No Complete
(;) Case Catalog » ERP? Request [ Case
o)
)
0]
S Case Connect with
.9 - Create Case —— Intemal Teams to
3 Triage Issue
@)

NOW.

Sales Management:

» Direct sales - Displays the sales catalog for product

ERP:

selection, then provides a quotein response to the
customer request

E-commerce - Speeds up the sales process by
enabling online payment but typically provides less
flexibility intfo product configuration and pricing

Creates and manages products, sales contracts,
orders, and invoices

Customer Service Management:

« Onboards customers and contacts, displays a

catalog of contracted services, manages the
installbase of products and services, and enables
proactive servicing of issues

If you have any questions on this
fopic or you wouldlike to be a
conftributor to future ServiceNow best
practice content, please contact us
at best.practices@servicenow.com.
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