The Global Leader in Online Self-Service Software & Content Optimization
Your customers are looking for help online. Is your website providing accurate, easy-to-find answers?
SYKES can help.

Online self-service has become your customer’s first point of contact with your customer support. In fact,
57.7% of callers first went to the company’s website.* Now, you have a frustrated customer reaching out
and your service costs keep rising.
The solution: We know customers naturally search for answers online, so we track their queries to see what
they need. Then, via optimized content, we direct them to your website to find the best-possible support
guidance. Providing your customers with step-by-step, visual tutorials and interactive troubleshooting
helps them resolve issues quicker and improve their experience.
We Create Useful, Relevant Self-Service Content Within Easy-to-Integrate Modules on Your Website
Our interactive tutorials can provide visual instructions on a variety of customer questions in every language
across every industry.
With more than 70 brand partners worldwide, we help create a more intelligent customer
experience through optimized, online self-service content for more than 400 million consumers.
More than 95% of proof-of-concept engagements become permanent programs.
Partnership with us includes senior management consulting on best practices, quick wins and
emerging technology trends.
We Deliver the Results You Need
Developing a smart strategy to reach customers whenever and wherever they need help leads to improved
support KPIs in weeks, not months, to drive your business forward.
Empowering customers to self-serve on your website means reduced costs by deflecting
unnecessary agent-assisted interactions.
Having the right content to support your customers on your website results in cost savings.
Providing customers with effective 24/7 support is more than a convenience. It builds loyalty and
results in higher problem resolution rates (PRS) and net promoter scores (NPS).

We Optimize Through Analytics
We collect feedback from online self-service technology and assisted support within the analytics
dashboard to continuously improve:
Customer experience
PRS, NPS and average handle time (AHT)
Content types (e.g. video)
Findability
Usability
Relevance
*Dixon, Toman, Delisi (2013). The Effortless Experience: Conquering the New Battleground for Customer Loyalty.

ABOUT SYKES
Sykes Enterprises, Incorporated is a leading provider of multichannel demand generation and customer engagement services
for Global 2000 companies and their end customers. SYKES’ differentiated full lifecycle solutions and services — digital
marketing, sales expertise, customer service, technical support and more through multichannel delivery platforms — effectively
engage customers at every touchpoint of the customer journey. Our complete service offering helps clients acquire, retain
and increase the lifetime value of their customer relationships through cost-effective solutions that enhance the customer
service experience, promote stronger brand loyalty, and foster high levels of performance and profitability.
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