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- availability of an e-mail address on the company's website;

- extended functionality of the service;

- ability to integrate with the CRM-system, the rules of access to the account;

- speed of response to the appeal, the presence of an auto-response, the processing time of the request;

- availability of automatic sending of notifications about any changes to the ticket;

- using an option that, when the ticket is closed, sends the user an invitation to take a survey to evaluate the

E-mail

ualit

- availability of online consultants as a support channel;
- own development of online chat;
- response time to a request in an online chat

Online
chat

-number of questions - answers (articles) in the Knowledge Base;
- availability of the Knowledge Base from any page of the site;

- availability of a search string;

- content and clarity of articles;

- assessment of the usefulness of articles by clients;

- assessment of the relevance of articles by customers;

-ability to evaluate the usefulness of the article by users;

- possibility of assessing the usefulness of the article by users only with the help of "reposts" in the social
network;

- possibility of "smart search”" when creating a new appeal;

- number of partitions without information;

-number of long references with monotonous content (text only);
- availability of an analytics module;

FAQ and knowledge base

- availability of a forum on the company's website;

- the speed of the specialist's response to the request;
-correspondence to the topics and sections of the forum;

- redirecting users to another channel to get the required response

- availability of a page in the social network;

- the number of users who received advice through social networks;

- response time to the request;

- number of projects with support;

- availability of a special section in the social network with support;

- possibility of asking a question and get an answer through social networks;
- share of responses to the total number of requests;

- number of requests left unanswered

Social networks

- presence of client communities;

- structured information;

- user activity;

- speed of finding the community itself;

- availability of a search string ("Bitrix24");

- compliance of the discussion with topics and sections of the community;
- number of redirects to another division of the company;

- response time;

- share of responses from the number of requests.

Customer communities
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