
technology and customer service

technology and customer service have become intrinsically linked in the modern business
landscape, transforming how companies interact with their clients and deliver value. Innovations in
digital tools, artificial intelligence, and communication platforms have significantly enhanced the
efficiency, personalization, and accessibility of customer support. This evolution has enabled
businesses to meet growing consumer expectations for quick, reliable, and seamless service
experiences. By integrating advanced technologies, organizations are able to streamline operations,
reduce response times, and provide consistent support across multiple channels. This article explores
the impact of technology on customer service, highlighting key technological advancements, benefits,
challenges, and future trends.
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The Role of Technology in Enhancing Customer Service
Technology plays a pivotal role in the evolution of customer service by enabling businesses to provide
faster, more accurate, and more personalized support. It facilitates efficient handling of customer
inquiries, complaints, and feedback through various digital channels such as chatbots, social media,
and mobile applications. The integration of technology into customer service processes allows
companies to gather valuable data, analyze customer behavior, and tailor their offerings to meet
individual needs. Furthermore, technology helps maintain consistent communication and support
availability, which is essential in today’s global and digitally connected marketplace.

Improving Response Time and Accessibility
One of the primary contributions of technology to customer service is the dramatic improvement in
response times. Automated systems and artificial intelligence (AI) enable instant replies to common
questions, reducing wait times and increasing customer satisfaction. Additionally, technology expands
accessibility by offering 24/7 support through online platforms, self-service portals, and virtual
assistants. This ensures that customers can access help whenever they need it, regardless of time
zones or business hours.



Personalization Through Data Analytics
Modern technology empowers businesses to collect and analyze vast amounts of customer data,
facilitating personalized service experiences. By leveraging customer profiles, purchase history, and
interaction records, companies can offer tailored recommendations, anticipate needs, and resolve
issues proactively. Personalization strengthens customer loyalty and enhances overall satisfaction by
making customers feel valued and understood.

Key Technologies Shaping Modern Customer Service
Several advanced technologies have revolutionized the customer service landscape, each
contributing uniquely to the improvement of client interactions and support efficiency. Understanding
these technologies is essential for businesses aiming to stay competitive and meet evolving customer
expectations in an increasingly digital world.

Artificial Intelligence and Chatbots
Artificial intelligence, particularly through chatbots and virtual assistants, automates routine customer
service tasks such as answering frequently asked questions, booking appointments, or providing
product information. AI-powered chatbots use natural language processing (NLP) to understand
customer intent and deliver relevant responses. This technology enhances scalability, allowing
businesses to handle large volumes of inquiries without compromising quality or speed.

Customer Relationship Management (CRM) Systems
CRM software centralizes customer data and interactions, providing service agents with
comprehensive insights into customer history and preferences. This technology enables more
informed and efficient support by streamlining communication, tracking cases, and managing follow-
ups. Modern CRM platforms often integrate with other tools such as email, social media, and live chat
to provide a unified customer service experience.

Omnichannel Support Platforms
Omnichannel platforms unify multiple communication channels including phone, email, social media,
live chat, and messaging apps into a single interface. This integration ensures consistent messaging
and seamless transitions between channels, enhancing customer convenience and satisfaction.
Customers can switch between channels without losing context, improving the overall service
experience.

Self-Service Technologies
Self-service tools such as knowledge bases, FAQs, and interactive tutorials empower customers to
find solutions independently. Technology enables dynamic and searchable content that adapts to
customer queries, reducing the need for direct agent intervention. Self-service options contribute to



faster issue resolution and reduce the workload on customer service teams.

Benefits of Technology Integration in Customer
Support
The adoption of technology in customer service yields numerous advantages for both businesses and
customers. These benefits contribute to improved operational efficiency, enhanced customer
experiences, and greater competitive advantage in the marketplace.

Enhanced Efficiency and Productivity
Automating repetitive tasks and streamlining workflows allow customer service teams to focus on
complex and high-value interactions. Technology reduces manual errors and accelerates case
resolution, optimizing the use of human resources. This improved efficiency translates into cost
savings and higher service quality.

Improved Customer Satisfaction and Loyalty
Technology enables faster response times, personalized support, and consistent service availability,
all of which contribute to positive customer experiences. Satisfied customers are more likely to
remain loyal, recommend the brand, and engage in repeat business. Technology-driven insights also
help anticipate and address customer needs proactively.

Scalability and Flexibility
Advanced customer service technologies can scale to accommodate growing customer bases and
fluctuating demand. Cloud-based solutions and AI-powered tools provide flexibility that supports
business expansion without sacrificing service quality. This adaptability is critical for companies
operating in dynamic and competitive environments.

Data-Driven Decision Making
Technology provides access to real-time analytics and performance metrics, enabling continuous
improvement of customer service strategies. Businesses can identify patterns, measure satisfaction
levels, and optimize resource allocation based on data insights. This evidence-based approach fosters
more effective management and innovation.

Challenges and Considerations in Implementing
Technology
While the benefits of integrating technology into customer service are substantial, organizations must



also address several challenges to ensure successful adoption and sustained effectiveness.

Maintaining a Human Touch
Despite technological advancements, maintaining human empathy and understanding remains
essential for certain customer interactions. Over-reliance on automation can result in impersonal
experiences that frustrate customers. Balancing technology with human agents is necessary to
provide compassionate and nuanced support when needed.

Data Privacy and Security
Collecting and managing customer data through technological platforms raises concerns about
privacy and security. Companies must implement robust data protection measures and comply with
legal regulations to safeguard sensitive information. Failure to do so can damage customer trust and
lead to legal repercussions.

Integration and Training
Implementing new technologies often requires integration with existing systems and processes, which
can be complex and resource-intensive. Additionally, training customer service staff to effectively use
new tools is critical for maximizing benefits. Organizations need to plan carefully to minimize
disruption and ensure smooth transitions.

Cost Considerations
Investing in advanced technology solutions involves upfront costs as well as ongoing maintenance
expenses. Businesses must evaluate the return on investment (ROI) and prioritize technologies that
align with their customer service goals and budget constraints. Strategic planning is essential to avoid
overspending or underutilizing resources.

Future Trends in Technology and Customer Service
The future of technology and customer service is shaped by ongoing innovations that promise to
further enhance how businesses engage with their clients. Staying informed about emerging trends
enables organizations to anticipate changes and adapt proactively.

Artificial Intelligence and Machine Learning Advancement
Continued improvements in AI and machine learning will enable more sophisticated customer service
solutions. Predictive analytics, sentiment analysis, and advanced virtual assistants will offer deeper
personalization and proactive problem resolution. AI-driven automation will increasingly handle
complex tasks with minimal human intervention.



Augmented Reality and Virtual Reality
Augmented reality (AR) and virtual reality (VR) technologies are poised to transform customer service
by providing immersive support experiences. For example, AR can guide customers through product
setup or troubleshooting remotely, while VR can simulate real-world scenarios for training or
demonstration purposes.

Voice-Activated and Conversational Interfaces
Voice recognition and conversational AI will become more prevalent, enabling hands-free and natural
interactions between customers and service systems. Voice-activated assistants will simplify common
service tasks and improve accessibility for diverse customer populations.

Increased Focus on Omnichannel and Unified Experiences
Future customer service strategies will emphasize seamless integration across all communication
channels. Advanced platforms will enable real-time synchronization of customer data and
interactions, ensuring consistent and context-aware support regardless of how customers choose to
engage.

Enhanced Security and Privacy Technologies
As data privacy concerns grow, new technologies such as blockchain and advanced encryption
methods will enhance the security of customer service platforms. These innovations will help build
greater customer confidence and comply with evolving regulatory landscapes.

Artificial Intelligence and Machine Learning

Augmented Reality and Virtual Reality

Voice-Activated Interfaces

Omnichannel Integration

Advanced Security Solutions

Frequently Asked Questions

How is artificial intelligence transforming customer service?
Artificial intelligence is transforming customer service by enabling faster response times, personalized
interactions, and 24/7 availability through chatbots and virtual assistants. It helps in automating



routine queries, freeing human agents to handle more complex issues.

What role does omnichannel support play in enhancing
customer service?
Omnichannel support allows customers to interact with a brand seamlessly across multiple channels
such as phone, email, social media, and live chat. This integration ensures consistent and efficient
service, improving customer satisfaction and retention.

How are chatbots improving customer service experiences?
Chatbots improve customer service by providing instant responses, handling multiple queries
simultaneously, and offering personalized assistance based on customer data. They reduce wait times
and allow businesses to scale support without proportional increases in staffing.

What impact does mobile technology have on customer
service?
Mobile technology enables customers to access support anytime and anywhere through apps,
messaging platforms, and mobile-friendly websites. It enhances convenience and allows businesses to
deliver timely notifications, support, and personalized offers directly to customers' devices.

How does data analytics enhance customer service
strategies?
Data analytics helps businesses understand customer behavior, preferences, and pain points by
analyzing interactions and feedback. This insight allows companies to tailor their services, predict
issues, and proactively address customer needs, leading to improved satisfaction and loyalty.

What are the challenges of integrating new technology into
customer service?
Challenges include ensuring data security and privacy, training staff to effectively use new tools,
maintaining a human touch in automated interactions, and managing the costs and complexities of
technology implementation. Balancing innovation with customer expectations is key to successful
integration.

Additional Resources
1. Tech-Driven Customer Experience: Harnessing Innovation for Superior Service
This book explores how emerging technologies like AI, machine learning, and automation can
transform customer service operations. It provides practical insights into integrating tech solutions to
enhance engagement, personalize interactions, and resolve issues faster. Readers will learn
strategies to create seamless, tech-enabled customer journeys that boost satisfaction and loyalty.

2. Digital Customer Service: Strategies for the Modern Age



Focusing on the digital transformation in customer service, this book covers the use of chatbots,
social media, and mobile platforms to meet evolving customer expectations. It delves into best
practices for managing multi-channel support and leveraging data analytics to anticipate customer
needs. The author also discusses the challenges and opportunities in adopting digital tools effectively.

3. AI and Automation in Customer Support
This title offers a comprehensive overview of how artificial intelligence and automation technologies
are reshaping customer support functions. It explains how AI-powered chatbots, virtual assistants,
and automated workflows can reduce response times and improve service accuracy. Case studies
illustrate successful implementations and the measurable benefits of these technologies.

4. The Human-Tech Balance: Enhancing Customer Service in a Digital World
Addressing the critical interplay between technology and human interaction, this book emphasizes
maintaining empathy and personalization alongside digital tools. It provides guidance on training
customer service teams to use technology without losing the human touch. Readers will find
actionable advice on blending AI capabilities with skilled human agents for optimal results.

5. Customer Service 4.0: Embracing Innovation for Competitive Advantage
This book examines the latest innovations driving the fourth industrial revolution in customer service,
including IoT, augmented reality, and predictive analytics. It highlights how these technologies can
create proactive and immersive customer experiences. Leaders will discover how to implement
cutting-edge solutions to stay ahead in a competitive marketplace.

6. Data-Driven Customer Service: Leveraging Analytics for Better Support
Focusing on the power of data analytics, this book teaches how to collect, analyze, and use customer
data to improve service delivery. It discusses tools and techniques for tracking customer behavior,
sentiment, and satisfaction metrics. Readers learn to make informed decisions that enhance
personalization and operational efficiency.

7. Cloud-Based Solutions for Customer Service Excellence
This book explores how cloud computing enables scalable, flexible, and cost-effective customer
service platforms. It covers cloud contact centers, CRM integration, and remote agent management.
Practical advice helps organizations transition to cloud-based services while ensuring security and
continuity.

8. Building Customer Loyalty Through Technology
Highlighting the role of technology in fostering long-term customer relationships, this book discusses
loyalty programs, personalized marketing, and customer engagement tools. It shows how to use
technology to anticipate customer needs and deliver consistent value. The book also addresses
measuring loyalty and adapting strategies based on customer feedback.

9. Cybersecurity in Customer Service: Protecting Data and Trust
This book emphasizes the importance of cybersecurity in maintaining customer trust and protecting
sensitive information within service operations. It outlines common threats, compliance requirements,
and best practices for safeguarding customer data. Service managers will gain insights into building
secure systems without compromising user experience.
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ever before, and they're increasingly demanding a personalized and seamless experience. They
expect businesses to be available 24/7, to respond to their inquiries quickly and efficiently, and to
resolve their issues promptly and effectively. Businesses that fail to meet these expectations will
quickly lose customers to their competitors. That's why it's essential for businesses to invest in
providing excellent customer service. This book is the ultimate guide to providing exceptional
customer service. It covers everything from the basics of customer service to the latest trends and
best practices. You'll learn how to: * Identify and understand customer needs and expectations *
Communicate effectively with customers * Resolve customer complaints and issues quickly and
efficiently * Provide personalized and memorable customer experiences * Build strong customer
relationships * Use technology to improve customer service * Create a customer-centric culture in
your business Whether you're a small business owner, a customer service manager, or a frontline
employee, this book has something for you. It's packed with practical tips, strategies, and case
studies that you can use to improve your customer service and take your business to the next level.
Investing in customer service is one of the best things you can do for your business. It's the key to
building a loyal customer base, increasing sales and profits, and achieving long-term success. This
book is your roadmap to providing exceptional customer service. It will help you create a
customer-centric culture in your business, build strong relationships with your customers, and
achieve long-term success. If you like this book, write a review on google books!
  technology and customer service: The AI Revolution in Customer Service and Support Ross
Smith, Mayte Cubino, Emily McKeon, 2024-07-16 In the rapidly evolving AI landscape, customer
service and support professionals find themselves in a prime position to take advantage of this
innovative technology to drive customer success. The AI Revolution in Customer Service and
Support is a practical guide for professionals who want to harness the power of generative AI within
their organizations to create more powerful customer and employee experiences. This book is
designed to equip you with the knowledge and confidence to embrace the AI revolution and
integrate the technology, such as large language models (LLMs), machine learning, predictive
analytics, and gamified learning, into the customer experience. Start your journey toward leveraging
this technology effectively to optimize organizational productivity. A portion of the book’s proceeds
will be donated to the nonprofit Future World Alliance, dedicated to K-12 AI ethics education. IN
THIS BOOK YOU’LL LEARN About AI, machine learning, and data science How to develop an AI
vision for your organization How and where to incorporate AI technology in your customer
experience fl ow About new roles and responsibilities for your organization How to improve
customer experience while optimizing productivity How to implement responsible AI practices How
to strengthen your culture across all generations in the workplace How to address concerns and
build strategies for reskilling and upskilling your people How to incorporate games, play, and other
techniques to engage your agents with AI Explore thought experiments for the future of support in
your organization “Insightful & comprehensive—if you run a service & support operation, put this
book on your essential reading list right now!” —PHIL WOLFENDEN, Cisco, VP, Customer
Experience “This book is both timely and relevant as we enter an unprecedented period in our
industry and the broader world driven by Generative AI. The magnitude and speed of change we’re
experiencing is astounding and this book does an outstanding job balancing technical knowledge
with the people and ethical considerations we must also keep front of mind.” —BRYAN BELMONT,
Microsoft, Corporate VP, Customer Service & Support “The authors of this book are undoubtedly on
the front lines of operationalizing Gen AI implementations in customer support environments... and
they know undoubtedly that at its core, support is about people and genuine human connections.
This book walks you through their journey to keep people at the center of this technical tsunami.”
—PHAEDRA BOINODIRIS, Author, AI for the Rest of Us
  technology and customer service: Disruptive Innovation and Emerging Technologies for
Business Excellence in the Service Sector Vipin Nadda, Pankaj Tyagi, Malini Singh, Priyanka
Tyagi, 2022 The book provides an in-depth understanding of various dimensions of scope of
disruptive business innovation, to help readers understand the contributions and implications of



disruptive technology, and aid in trend forecasting, design thinking and its applications, and the role
of data mining & predictive analysis in today's business world.
  technology and customer service: Unleashing the Power of Exceptional Customer Service
Pasquale De Marco, Are you ready to take your customer service skills to the next level? Look no
further than Unleashing the Power of Exceptional Customer Service! This comprehensive guide is
packed with practical strategies, expert insights, and interactive exercises to help you deliver
outstanding customer service and create memorable experiences for your customers. In today's
competitive business landscape, exceptional customer service is no longer a luxury; it is a necessity.
This book will equip you with the tools and techniques you need to build strong customer
relationships, drive customer satisfaction, and ultimately, achieve business success. Whether you are
a business owner, a customer service professional, or someone who wants to enhance their
interpersonal skills, this book is for you. Inside, you will discover the key principles of exceptional
customer service, from building a customer-centric culture to handling difficult customers and
situations. You will learn effective communication techniques, problem-solving strategies, and the
role of technology in delivering exceptional service. With real-life examples and practical tips, you
will gain valuable insights that you can apply in your own customer service interactions. But
exceptional customer service is not just about meeting customer expectations; it is about exceeding
them. This book will show you how to create memorable experiences that leave a lasting impression
on your customers. You will learn how to personalize the customer experience, anticipate and
resolve customer issues, and turn complaints into opportunities. By going above and beyond, you
can wow your customers and turn them into loyal brand advocates. Whether you are just starting
your customer service journey or looking to enhance your existing skills, Unleashing the Power of
Exceptional Customer Service is your ultimate guide. Get ready to unleash the power of exceptional
customer service and take your business to new heights. Order your copy today and start delivering
exceptional service that sets you apart from the competition!
  technology and customer service: Current Technologies Employed in e-Commerce
Customer Service by Leading Players Dr. V.V.L.N. Sastry, 2020-03-25 E-commerce customer
service technologies adopted by businesses help them present their customers with the information
they want quickly, take responsibility for their actions, communicate specific solutions to customers,
and maintain their competitive edge. Evidently, different e-commerce customer technologies have
different strengths and deficiencies. Principally, this book zeroes in on the strengths and downsides
of the e-commerce customer service technologies used by Adidas, Standard Bank, and Coca-Cola
currently, comparing the technologies critically. They use the Salesforce Commerce Cloud, Acquire,
and Get Satisfaction e-commerce customer service technologies respectively. If a business is
required to adopt Get Satisfaction, Acquire, or Salesforce Commerce Cloud as its e-commerce
customer technology, it should consider each of the options’ capabilities and deficiencies. Get
Satisfaction and Salesforce Commerce Cloud, unlike Acquire, enable businesses build online
customer communities. Salesforce Commerce Cloud and Acquire, unlike Get Satisfaction have
analytics capabilities, which are rather important to support organizations, including businesses that
offer customer support. Salesforce Commerce Cloud and Acquire, unlike Get Satisfaction, help
businesses offer consistent customer experiences over varied channels - one of the most critical
differentiating factor for retail businesses presently is shopping experience. Acquire and Salesforce
Commerce Cloud, unlike Get Satisfaction, assist businesses in integrating customer data.
  technology and customer service: Re-engineering Customer Service Dr. Bob L Ssekyanzi
PhD., 2024-11-07 With the competitive global marketplace environment and many other business
challenges, it is vital and very necessary to leverage the social channels for a superior customer
experience. In developing the 21st Century workforce, it is important to understand that your clients
are already using more avenues than ever to reach out to you through the Internet and social media.
It may be prudent to consider whether if you can deliver expected customer service experiences that
your customers want on these same social media channels, as well as many of these emerging
communication technologies? Or, will your customers be disappointed when they cannot find anyone



there to help. The conclusion is to acquire the right customer service skills to master these new
channels. Social media is about engaging. It’s about talking to your customers rather than talking at
them. It’s about listening to their responses and providing feedback. It’s about building relationships
and community.
  technology and customer service: Technology-Oriented Customer Touchpoints in Context of
Services in Retailing Tobias Röding, 2023-01-10 In this book, Tobias Röding addresses the topic of
technology use along different touchpoints in context of different services in retailing, both in offline
and online retail, with a total of eight essays. In particular, the interaction of technology use and the
frontline employee is also considered and a special focus is placed on aspects of data disclosure by
customers. In this context, the essays concentrate in varying degrees on the social interaction
between customer, frontline employee and a service-technology, as well as on the balancing of
benefits and risks for the customer in a possible disclosure of personal information. Based on the
essays' findings, implications for both practice and academia are provided..
  technology and customer service: A Study Guide to Service Catalogue from the
Principles of ITIL V3 Hank Marquis, APMG-International, 2010 IT services are prevalent
throughout virtually all businesses. Most enterprises and many government functions are totally
dependent upon reliable and responsive IT services to underpin vital business, community and social
functions. IT services have become mainstream and managing them to deliver value it the core
message of ITIL V3, and the emphasis in ITIL V3 on service catalogue management is a direct result
of the growing requirement for business and IT to work together sharing data, information and
knowledge about demand for services, service capabilities and patterns of business activity. The
Service Catalogue Management process is now a very important management field complete with its
own terminology and vital concepts. This study guide outlines the concepts and principles
underlying the service catalogue; discusses a project plan approach and reporting considerations;
describes the value of a sound business case and the key relationships and touch points in the
service catalogue management process.
  technology and customer service: United States Patent And Trademark Office, Strategic
Information Technology Plan, FY 2000 - FY 2005, February 2000 , 2000
  technology and customer service: Customer Service Management in Africa Robert
Hinson, Ogechi Adeola, Terri Lituchy, Abednego Amartey, 2020-05-07 Customer Service
Management in Africa: A Strategic and Operational Perspective (978-0-367-14337-4, K410515)
Customer Service is Changing! The message of 34 authors featured in Customer Service
Management in Africa: A Strategic and Operational Perspective is clear: Today’s consumers are no
longer ‘passive audiences’ but ‘active players’ that engage with businesses at each stage of product
or service design and delivery systems. Consumer demands and expectations are also increasingly
being dictated by changing personal preferences, enhanced access to information and expanding
digital reality. The customer service principles – strategic and operational – advocated by these
authors are universal, but particularly compelling as they apply to Africa’s unique and dynamic
operating environment. In recognition of the importance of excellent customer service, this
comprehensive and well-timed book provides an essential guide on the increasing role of the
customer to business success. This book discusses the management and delivery of customer service
under seven broad themes: Customer Service as Shared Value, Customer Service Strategy,
Customer Service Systems, Customer Service Style, Customer Service Culture, Customer Service
Skills and Customer Experience – Advancing Customer Service in Africa. Central questions posed
and addressed include: What is the new definition of customer service management? How should
organisations position themselves to create value for customers and stakeholders? How should
employees project themselves to align with customer service promises made by their organisations?
Overall, this book provides strategic and operational insights into effective customer service
management in Africa. The customer service management concepts, roles and practices outlined,
particularly as they apply to the African context, make it an important addition to scholars’ or
practitioners’ reference works.



  technology and customer service: Marketing of High-technology Products and Innovations
Jakki J. Mohr, Sanjit Sengupta, Stanley F. Slater, 2010 This title provides a thorugh overview of the
issues high-tech marketers must address, and provides a balance between conceptual discussions
and examples; small and big business; products and services; and consumer and
business-to-business marketing contexts.
  technology and customer service: Artificial Intelligence, Sustainable Technologies, and
Business Innovation: Opportunities and Challenges of Digital Transformation Abdalmuttaleb
Al-Sartawi, Hasan Ghura, 2025-03-26 This book offers a comprehensive exploration of the symbiotic
relationship between artificial intelligence, sustainable technologies, and business innovation.
Innovation has always been the main engine of an improved standard of living throughout history.
However, the process of innovation can be highly disruptive as it makes more conventional
technologies obsolete This book presents trendy and important topics such as open innovation and
sustainability of Islamic Banks, Fintech, financial inclusion, IOT, business intelligence capabilities,
innovation through AI, circular economy practices, and trends in cybersecurity. The reader-base
from diverse backgrounds, including scholars, industry experts, policymakers, and students, engage
with the perspectives and topics discussed in this book. By understanding the opportunities and
challenges of this dynamic landscape, the authors can collectively work together to shape a future
where technology and sustainability co-exist to drive positive change.
  technology and customer service: Services Marketing: People, Technology, Strategy (Ninth
Edition) Jochen Wirtz, Christopher Lovelock, 2021-10-15 Services Marketing: People, Technology,
Strategy is the ninth edition of the globally leading textbook for Services Marketing by Jochen Wirtz
and Christopher Lovelock, extensively updated to feature the latest academic research, industry
trends, and technology, social media, and case examples.This book takes on a strong managerial
approach presented through a coherent and progressive pedagogical framework rooted in solid
academic research. It features cases and examples from all over the world and is suitable for
students who want to gain a wider managerial view.
  technology and customer service: EBOOK: Services Marketing: Integrating Customer
Focus Across the Firm Alan Wilson, Valarie Zeithaml, Mary Jo Bitner, Dwayne Gremler,
2016-01-16 European economies are now dominated by services, and virtually all companies view
service as critical to retaining their customers today and in the future. In its third European edition,
Services Marketing: Integrating Customer Focus across the Firm provides full coverage of the
foundations of services marketing, placing the distinctive gaps model at the center of this approach.
Drawing on the most recent research and using up-to-date and topical examples, the book focuses on
the development of customer relationships through quality service, out lining the core concepts and
theories in services marketing today. New and updated material in this new edition include: · - New
content on the role of digital marketing and social media has been added throughout to reflect the
latest developments in this dynamic field · - Increased coverage of Service dominant logic regarding
the creation of value and the understanding of customer relationships · - New examples and case
studies added from global and innovative companies including AirBnB, IKEA, Disneyland,
Scandinavia Airlines, and Skyscanner
  technology and customer service: Artificial Intelligence in Customer Service Jagdish N.
Sheth, Varsha Jain, Emmanuel Mogaji, Anupama Ambika, 2023-08-17 This edited volume elucidates
how artificial intelligence (AI) can enable customer service to achieve higher customer engagement,
superior user experiences, and increased well-being among customers and employees. As customer
expectations dictate 24/7 availability from service departments and market pressures call for lower
costs with higher efficiency, businesses have accepted that AI is vital in maintaining customer
satisfaction. Yet, firms face tough challenges in choosing the right tool, optimizing integration, and
striking the appropriate balance between AI systems and human efforts. In this context, chapters in
this book capture the latest advancements in AI-enabled customer service through real-world
examples. This volume offers a global perspective on this contemporary issue, covering topics such
as the use of AI in enhancing customer well-being, data and technology integration, and customer



engagement.
  technology and customer service: Business Technologies in Contemporary Organizations:
Adoption, Assimilation, and Institutionalization Haider, Abrar, 2014-10-31 As two areas of study that
thrive on change and innovation, the combination of electronic resources and corporation
management presents many challenges to researchers and professionals as information is
discovered and applied to existing practices. Business Technologies in Contemporary Organizations:
Adoption, Assimilation, and Institutionalization investigates the reciprocal relationship between
information systems and corporations in order to understand and assess the benefits of this
partnership as technology continues to progress. This publication is an essential reference source
for researchers, practitioners, and students interested in the practical and theoretical
implementation of information systems and electronic resources in corporations and firms.
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