White Label
Support Desk
Managing Projects, Teams And Clients
Better

Introduction
Did you know that a KLM airplane crashed in the Canary Islands in 1977? The reason:
there was miscommunication between the pilot and air trafﬁc control.
The pilot thought he was given permission to take-off by air trafﬁc control. Because
the fog was so thick that time, he didn’t see another plane still sitting on the runway.
So it crashed. This seemingly simple misunderstanding killed 583 passengers.
In web development, communication gap may not be fatal, but it could be as
disastrous.
It could lead to confusion, misaligned priorities, extended often laborious working
hours (that could have been avoided) and a website far from what was originally
planned or agreed upon.
To avoid communication gap, it’s important to keep all your communication in one
place, especially if there are several people working and collaborating on the same
project. Files must all be kept organized so nothing is missed. Client’s questions and
concerns must be responded to quickly, lest they go elsewhere for their business.
Unless you’re superman, how do you manage projects, supervise a team and keep
your clients happy at the same time without going crazy?

What A Support Desk Can Do
Think of a support desk as your assistant, your right hand. When you use a support
desk, managing the project, your team and clients become so much easier. Let’s take a
look at some of the advantages of using a support desk:
You will be able to put all the messages in a single thread. This is good in several
ways.
Since all the previous messages are there like a story slowly unfolding, it becomes
easier for anyone assigned to it to resolve the ticket. No need for verbal orientation
—that person can browse through the messages himself. When he has read the full
back story, he can then resolve the issue much quickly.
Another advantage of this system is that you can monitor all the previous emails of
the same customer without manually organizing them yourself.
A support desk allows anyone from your team to draft a response to messages on
your behalf which you can either approve or not. This way, you know your clients
are taken care of even during occasions when you are not around.
Although responses can be unique each time, a support desk also allows you to
create templates. This is very practical if you receive issues of similar nature. Saves
you time and effort.
Because things are kept organized and centralized, tracking the progress of any
ticket also becomes easier. Confusion in your inbox is avoided and you always
know what’s going on.

Setting up a support desk is easier than you think.
A support desk eliminates manual processes so your life becomes easier and you
get more free time to do other things for your business.

The Customer Service Side of
Support Desks
Some support desk use a ticket system, assigning a number to clients for their issue or
concern. This may be more systematic, however, how do you think your clients would
feel about being just a number?
Understand that as much as 75% of customers hung up the phone out of frustration
because they feel they could not talk to a real person (Source: American Express
Survey, 2011). The same goes if you simply assign a number to clients or use canned
responses when you communicate with them.
Make your client feel special by following these things:
Be Real
Nobody likes dealing with a robot, listening to AVRs or calling call centers. It only
brings frustration and misery to customers, so why copy that? Truth be told, 7 out of
10 people are even willing to spend more if they think they will be given great
customer service.
And what is great service? Personalization. Clients look for people they can speak with,
looking for that human touch you can’t get out of machines, AVRs and call center
agents.
Avoid canned responses
When responding to clients, make sure to use a friendly tone. Don’t be all formal and
stiff or you’ll sound like a, well, like an AVR. Remember, everyone loves a personal
customer experience.

.Avoid using tickets
Customers are people ﬁrst and customers second (Source: Loughborough University
Institutional Repository, “I want to believe they really care: how complaining
customers want to be treated by frontline employees”). If you assign them a ticket, it
will disregard their being a person ﬁrst and go straight to treating them only as a
customer.
Consider using Helpscout
There are many support desks out there. But we prefer using Helpscout. It allows you
to collaborate with other team members and discuss on how you can handle and
solve certain customer issues.
Helpscout may not have all those bells and whistles like other support desks, but it has
all the things you need to provide your clients a great customer experience. It really
shines that way.

Reply promptly
Aside from automated responses, clients also have an aversion to waiting. No one likes
sending out an email and get nothing in return, or get something only after several
weeks had already passed. Show you value your client’s time by promptly responding
to their email.

White Label Support Desk:
Taking It To The Next Level

But if you really want to clear your inbox without lifting a ﬁnger, you can take support
desk to the next level and use a white label support desk. How does it work?
The email customers send to your domain goes through the support desk of the white
label company, such as Evergreen Proﬁt, that offers such a service. They are the ones
responsible in directly replying to your clients, acting as your support team. That way,
you don’t have to worry about the concerns of each one of your customers—you have
a whole team to back you up and take care of it.

A white label support desk will make sure all your clients get a response in as little as
one hour. Every ticket is also sorted out according to urgency. You will be informed of
the issues that need your attention, but the rest are being taken care of for you so you
can rest easy.
If you want to have more free time to deal with the other aspects of your business or
have more time to spend with your family, getting white label support desk is the
best way to go.
Want to learn more about how you can sell websites easier, better and more
proﬁtable? Check out this article.
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