Customer Service

Roles, Responsibilities,
and Handoffs

A shared operational function across
i : SUPPORT ¢---5 SUCCESS ¢ ---- OPERATIONS
support, success, and operations leads LEADS

Broken handoffs trigger repeat contacts,
churn risk, and loss of trust

Training covers role boundaries, ownership
models, handoff moments, and checklists

The customer sees one company,
not internal departments

Handoffs change ownership; collaboration
shares context without changing it




Why Handoffs Fail and What It Costs

Nine out of ten service
handoffs fail because context
doesn't transfer with the
customer

Broken handoffs force
customers to repeat
themselves and inflate
average handle time

Compliance risks rise in
regulated industries when
re-verification breaks

the audit trail

Operational signature: higher
AHT, lower CSAT on
transferred calls, rising
repeat contact rates

Handoffs change ownership;
collaboration shares context
without changing ownership




Core Role Boundaries:
Support, Success, and Operations

SUPPORT SUCCESS OPERATIONS
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Support: tickets and reactive resolution

Success: relationships, adoption, outcomes
Operations: routing, SLAs, escalation rules
Tiered support: T1 triage, T2 investigation, engineer to product

Avoid role confusion: CSMs stay out of queues




Ownership Models That Reduce Friction

@ * Clear ownership reduces Single-owner Tickets Shared-queue Collaboration
handoff failures by 73%
One clear owner. Many hands.
One clean thread. Disconnected threads.

0.0 * Single-owner tickets vs.
shared-queue collaboration

e CSM owns relationships;
support owns incidents
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Success to Support

Highest-risk points: sales to onboarding, support to success, success to support

Poor handoffs force re-verification, re-explanation, and feeling passed to a stranger

Good handoffs continue the conversation; next owner already briefed

Eliminate legacy handoffs, strengthen essential ones



Information Quality: What Must Travel With the Work

e Four essential context blocks: /
"'E:EU' history, cu.rrent state, next action, MINIMUM HANDOFF DATASET
response time - SHIPPING MANIFEST -
L ) HISTORY
E ¢ Minimum handoff dataset: O
= summary, attempted solutions, 9
sentiment, preferred channel CURRENT STATE
@ NEXT ACTION
O _) O * Warm handoff carries full context; .
(R (5¥] cold transfer resets the conversation ® S CSBMEBH wsih

Use structured packet, not raw
transcript: decision-support,
not chat log




Warm Handoffs and Customer Communication

e Tell customers who
takes over, when, and
that context is

transferred

e Warm handoff

@ sequence: primer call,

written intro, previous
owner present

@ e Manage the waiting
000 room: acknowledge,

(\m'j set expectations,

check back in

e 5-minute verbal overlap
with explicit ownership
prevents silent drop-offs




Escalation Paths and Trigger Rules

e Define triggers: confidence,
sentiment, topic, tier, time

e Separate technical, management,
and account escalations

e Exclusion lists: billing, security,
legal always route to human

e Use multi-signal hybrid rules,
not single thresholds

e Calibrate to hold escalation
rate below ~20%

Noise

Irrelevant, low
confidence signals
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Relevant, high
confidence signals




Preventing Handoff Failures
Common failure patterns: |
missing context, unclear

ownership Context

Unclear

Mandatory fields and Ownership

checklists prevent
context loss

Audit, identify the gap,
then fix the workflow

Key Details

@ Attachments

Next Steps

System-enforced rules
reduce inconsistency




Shared Accountability Without Blame Loops
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Support and success share o
outcomes; customers see Shared ACCOUI‘II’abIhty

one company

Single accountable owner, Accountable Owner

but shared service-level
expectations

Single accountable owner

Cross-functional SLAs: Shared Service-Level Expectations
handoff windows and

acknowledgment times Shared across functions

Handoff scorecard tracks
completion, acceptance,
and re-discovery

We succeed together by meeting
ourselves to the same high standards.
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Initiate @ Acknowledge Re-discover




The Practical Handoff Checklist

BEFORE TRANSFER POST-HANDOFF REVIEW

- Capture the 'why"

reason for handoff, — - Review for completeness, = - Pass the signal, not
attempts made, '_Q ownership clarity, and T/ the entire history:

customer sentiment customer repetition structured and brief

- Confirm ownership:

E@) acknowledge receipt

within a defined window

- Proactively update the
customer within 30 minutes
of transfer




Al-to-Human Handoffs and Automation
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Al WORKFLOW

Handles volume and
executes routine tasks
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g HANDOFF PACKET

INTENT

DECISIONS

ACTIONS ATTEMPTED

TOOL CALLS

RECOMMENDED
NEXT ACTION

- @o mom”
REENTRY PATH

Human's resolution

HUMAN EXPERT returns to Al workflow Al WORKFLOW

. s so automation
Owns edge cases, discretion, Resumes and completes

resumes follow-u
and relationship-critical o p follow-up tasks
interactions automatically

e Al handles volume; humans own edge cases, discretion, and relationship-critical interactions

e Al-to-human handoff transfers working state, structured context, and decision authority

2R
% e Handoff packet: intent, decisions, actions attempted, tool calls, recommended next action

e Reentry path: human'’s resolution returns to Al workflow so automation resumes follow-up tasks
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Measuring Handoff Quality

8'\ * Track repeat contacts, handoff i B
K-% CSAT vs. overall, and time-to-human g ¥y
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y— e FCR after handoff; handoff rate c® L' ®
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. @ * Repeat-handoff rate: below * o
P 1.3 average bounces per ticket e ag
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U ¢ Audit field completeness at transfer;
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sample 3-5 handoffs weekly
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Applying These Practices in Your Team

O e Choose one high-risk handoff first; One high-risk handoff
sequence by leak size, not everything colocted
at once
A y
O e Set a clear owner, context standard, N ;i
Q and acknowledgment rule for S TT7TT .
that handoff s e
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fQﬁQ\ * Pilot with a small group; r 4 >
measure before and after O O O
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( o e Expand to the next-worst handoff

after proving the metric \L
m 4 Ty
Before E After
e Track success: time-to-first-value, B — :
ﬂ[lﬂ 90-day retention, and reduced v B e
customer repetition = : srRaRT




PersonWise.

PersonWise - Al digital-human course platform

Scan the code or click anywhere to watch this course live, with voice Q&A
personwise.ai/t/b32e9912/public


https://personwise.ai/t/b32e9912/public?entry_surface=public_courseware_pdf

