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Customer Service on Your Web Site
Your web site is an increasingly important element of your marketing that reflects your program and the level of customer service you offer.  It’s another critical place where you can build repeat as well as new business by offering the right customer service tools and reasons for people to return to your site.  When people see that your site is visitor-friendly, they will be more likely to keep returning.

One of the best features you can offer on your main page is a Live Help option, so that visitors know they can get help immediately if they have questions.  Include the hours that help will be available, as you see here.  We hope that you are aware of this feature on LERN’s home page, and encourage you to use it - and to add one to your site. There are a few options to choose from, like Live Person, Live Chat, or Live Support. We are seeing these used more and more by programs, and they are exceptional customer service tools to provide that optimum level of service on your web site.

It’s a good idea to offer fresh content on a regular basis – ideally monthly.  Use a new photo or other graphic image, and text about what’s happening with your program.  LERN offers fresh content monthly.  Be sure to indicate that content is fresh in some way – “What’s New for March 2010” for example.

One thing LERN does NOT recommend is using a “Last Updated” line unless it automatically updates daily.  Visitors to your site are expecting it to have the most up-to-date information on your program.  We have done web critiques where there is a line for “last updated” on some pages of the site from several months ago or even longer.

This does not reflect well on your program. Don’t assume visitors won’t notice it … it’s better to leave it off than have it reflect badly on your program.  You WILL lose customers if they think your site is out of date and your information is not timely.  Visitors expect your web site to be a comprehensive, timely resource for information about your program.  

Another increasingly important tool that should be featured on your web site’s main page is your links to social networks. Include the icons, and invite visitors to follow your social network feeds. Social networks are proving very effective as resources for people to get the latest updates on your program. More and more people are becoming comfortable with using them, and there is a growing expectation of their use for tech-savvy programs.  Again, when your web site offers great features and customer-oriented content, visitors are more likely to return.
These are a few of the things you need to be thinking about to maximize the level of customer service that your web site offers for visitors.  LERN offers a FREE annual web site critique for members - and the critique includes lots of recommendations on the things that today’s visitors expect and consider most important.  If you have not had your web site critique done yet for your membership year, contact Nancy at nancyh@lern.org about it.

