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In the fast-paced world of manufacturing, 
exceptional customer service builds trust 
and ensures long-term relationships 
that lead to success. Within global 
commerce, the manufacturing industry is 
a foundational pillar driving innovation, 
growth, and progress.

Customer support in the manufacturing 
industry encompasses a wide array of 
functions and services aimed at ensuring 
customer satisfaction from pre- to post-sale. 
From addressing inquiries and resolving 
issues to providing technical assistance and 
offering product training, customer support 
teams play a pivotal role in nurturing 
positive customer experiences.

When production and logistics are 
responsible for meeting high standards, 
high-quality customer support is vital. 
In fact, in today’s competitive market, 
exceptional customer support has emerged 
as a critical differentiator for manufacturers 
seeking to gain a competitive edge and 
foster long-term customer relationships. 

This is where TeamSupport’s unique 
features come into play. 

In an industry where innovation and 
dynamic relationships are vital, cutting-
edge technology plays a significant role in 
business success and staying competitive. 
Customer support in manufacturing is 
not just a service, but a commitment to 
nurturing a long-term partnership. By 
following these guidelines, you can develop 
a positive experience for your customers, 
ultimately driving loyalty and operational 
growth.

Providing On-Demand Assistance, 
Regardless of Location 

Customer support in the manufacturing 
industry encompasses a wide array of 
functions and services aimed at ensuring 
customer satisfaction before, during, and 
after the sale of a product. From addressing 
inquiries and resolving issues to providing 
technical assistance and offering product 
training, TeamSupport plays a pivotal role 
in nurturing positive customer experiences. 
Delivering an exceptional customer support 
experience is essential for business success. 
Whether your team is small or large, 
TeamSupport has a proven track record 
of delivering results and taking customer 
support to the next level at scale. 

The manufacturing industry faces a 
geographical challenge, with worldwide 
customers across languages and time 
zones. With TeamSupport’s chat function, 
agents can communicate with customers 
across the world at any time. This powerful 
tool facilitates seamless integration with 
third-party tools, supports proactive 
engagement, and provides multi-channel 
support that gives customers several 

With increasingly complex 
processes and global business 
practices, manufacturing companies 
need innovative solutions and 
customer-focused technology. 
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options to reach agents. By leveraging the 
power of both automated chatbots and 
real-time communication with agents, 
businesses are empowered to resolve 
issues in a timely manner and eliminate 
the need for customers to wait for phone 
callbacks. Superior customer support sets 
manufacturers apart from competitors, 
positioning them as trusted partners 
capable of providing value beyond the 
product itself. 

For companies operating in the 
manufacturing industry, communication 
across time zones is imperative. 
TeamSupport empowers businesses to 
engage with customers across multiple 
channels, including email, chat, and 
social media. With seamless integration 
and personalized support experiences, 
businesses can drive decision-making based 
on data and feedback. 

Integration Capabilities and 
Collaboration Tools

As is the case in many other industries, 
manufacturing companies need to keep up 
with the latest tools  to manage customer 
expectations. TeamSupport’s ticket 

management system allows businesses to 
manage customer inquiries and support 
tickets from various channels, including 
email, phone, chat, and social media. Tickets 
are automatically routed to the appropriate 
teams or agents, ensuring prompt responses 
and resolutions. By leveraging technology, 
agents can escalate chats to subject matter 
experts, share knowledge base articles, and 
collaborate to determine the best course of 
action and reach resolution. 

Additionally, TeamSupport’s robust 
reporting capabilities give insights into 
performance, customer satisfaction levels, 
and agent productivity. These detailed 
analytics identify areas for improvement 
and provide information for companies to 
make data-driven decisions. 

TeamSupport also provides a built-in 
knowledge base that empowers customers 
to find answers on their own, supporting 
self-service, freeing up resources, and 
maintaining a backlog of guides and 
tutorials for quick resolutions. The 
manufacturing industry is a dynamic, 
multifaceted sector that has evolved to 
embrace new technologies and practices 
to meet growing demands. It is essential 
for this intricate field to keep pace with 
customer needs. 

TeamSupport’s ticket management 
system allows businesses to manage 
customer inquiries and support tickets 
from various channels, including email, 
phone, chat, and social media. 
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Tackling Unique Challenges in the 
Manufacturing Industry

In today’s highly competitive and 
connected world, delivering strategic 
customer support is vital to business 
success. The manufacturing industry is 
no exception. With challenges including 
unexpected disruptions in the supply chain, 
operations spanning across the world, 
rapidly evolving technology, and keeping 
up with staff training, manufacturers need 
a customer support solution that simplifies 
complex processes and empowers agents 
to work as efficiently as possible. 

Customer support can deliver training 
programs to keep staff equipped with 
product knowledge, establish multiple 
channels for support options, implement 
opportunities for collaboration, and 
leverage technology to enhance the overall 
customer experience. TeamSupport offers 
all of that, at scale, to help businesses      
drive success. 

TeamSupport’s Knowledge Base allows 
businesses to develop and maintain a 
centralized supply of guides, tutorials, 
FAQs, and general support resources. This 
customizable asset can suggest relevant 
articles based on the demand. Customers 
can find answers to their questions without 
even needing to contact support agents. 
They can also access a Community Forum 
to exchange this information and share 
insights. Support agents can engage in the 
forums to provide guidance within the 
collaborative platform, but customers can 
also help each other. 

Self-service support solutions must be 
adaptable, to accommodate the needs 
of manufacturers across industries and 
geographies. Utilizing AI, TeamSupport 
includes ticket deflection that 
automatically suggests relevant resources 
that may help resolve a customer issue 
without intervention from an agent. 
By deflecting tickets, manufacturing 
companies can focus on efficiency and 
reduce the workload on their busy teams. 

POMS manufacturing noted the rapid growth of its knowledge base after 
implementing TeamSupport: 

“I cannot stress how much of an asset the 
knowledge base has become for us and the positive 
impact it had towards ticket reduction—even with 
a growing customer base. So much so that we 
put a knowledge base program together with a 
designated person to oversee its maintenance.”

“Before TeamSupport, we had 
about 20-40 logins to our 
knowledge base per month. 
After TeamSupport was 
implemented, that number 
increased to 300-400 logins 
per month. And in 2023, 
that number increased to an 
average of 800 per month.”

-Travis Castleman, VP of Customer Support

https://www.teamsupport.com/en/customers/poms-case-study
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With highly customizable capabilities, 
TeamSupport provides technology that 
promotes customers to resolve their own 
questions and concerns. Manufacturing 
companies can even track the effectiveness 
of these efforts through reporting 
tools and metric monitoring, including 
Community Forum engagement rates and 
Knowledge Base article views. This allows 
for a comprehensive understanding of self-
service initiatives and the identification of 
areas that could use improvement. 

Through self-service solutions, businesses 
can empower their customers and enhance 
operational efficiency. By giving customers 
control of their experience, they can 
discover answers at their own pace and 
give helpful feedback to the agents. This 
builds trust and a sense of confidence in 
the organization. 

Customer satisfaction is a necessity for 
the longevity of a successful business. 
Providing good customer service 
fosters trust and loyalty among clients. 
By providing timely assistance, agents 
can establish themselves as partners. 
Technology has transformed traditional 
processes to enable companies to optimize 
their operational patterns, helping agents 
and customers alike achieve resolution 
quicker. 

TeamSupport is the leading solution 
that empowers businesses to deliver 
exceptional customer experiences. 

With a comprehensive suite of tools 
and technology designed to streamline 
workflows, support teams are empowered 
to take on tickets more efficiently. 

TeamSupport’s software provides a unified 
approach to customer support, providing 
data-driven insights, knowledge sharing, 
and analytics at scale. 

Customer support can be 
the differentiating factor for 
manufacturing companies looking 
to thrive against the competition. 

Evolve with 
Your Customers

Whether your company is a small startup or a global enterprise, technology is a 
vital component to customer satisfaction. 



5

Do More with Less Time and 
Fewer Resources

As customer demands increase, support 
teams are often expected to answer more 
tickets and deliver faster resolutions than 
ever before. TeamSupport’s technology 
solutions simplify business operations, 
driving success for organizations. Adopting 
TeamSupport’s technology offers numerous 
benefits  for manufacturing companies. 

TeamSupport’s core features include 
a collaborative inbox that facilitates 
communication among team members, a 
customizable knowledge base that serves as 
a centralized repository of information, and 
a customer portal that provides clients with 
a dedicated space to submit requests. These 
self-service options enhance convenience 
for customers, and enable support teams to 
focus on more complex issues. 

With customizable options updating in 
real-time, this technology allows your team 
to do more with less. 

In addition to its unique core features, 
TeamSupport leverages automation and AI 
to enhance the skill set of agents. AI-driven 
solutions not only streamline operations, 
but also empower companies to stay ahead 
of evolving expectations. 

TeamSupport AI can analyze historical 
data to identify patterns and potential 
issues before they even arise. By utilizing 
these predictive analytics, support teams 
can act proactively and personalize 
recommendations based on previous 
customer behavior and feedback. Along 
with this feedback comes TeamSupport’s 
extensive opportunities for customers to 
answer their own questions, getting them to 
resolution quicker and more effectively.
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Invest in Your Customers and 
Your Business 

In today’s highly competitive and connected 
world, delivering strategic customer 
support is vital to business success. The 
manufacturing industry is no exception. 
With challenges including unexpected 
disruptions in the supply chain, operations 
spanning across the world, rapidly evolving 
technology, and keeping up with staff 
training, manufacturers need a customer 
support solution that simplifies complex 
processes and empowers agents to work as 
efficiently as possible. 

Self-support solutions empower customers 
to find answers to their questions 
independently, and resolve issues quickly 
and on their own terms. TeamSupport’s 
24/7 self-service capabilities reduce the 
volume of inquiries to agents, freeing up 
resources and leading to greater operational 
efficiency. Customer support can deliver 
training programs to keep staff equipped 
with product knowledge, establish multiple 
channels for support options, implement 
opportunities for collaboration, and 

leverage technology to enhance the overall 
customer experience. TeamSupport offers 
all of that, at scale, to help businesses drive 
success. 

From standardizing processes to enhancing 
productivity, technology has already 
transformed the manufacturing industry. 
Staying up to date with automation, AI, 
and other advanced technology is crucial 
for success. It leads to faster production 
cycles, lower operational costs, and boosts 
productivity. In addition, software like 
TeamSupport can minimize errors and 
increase output rates, with precision and 
consistency. This advanced technology 
streamlines support operations, fosters 
collaboration, and delivers personalized 
experiences for customers, leading to higher 
rates of satisfaction.  

Self-service support solutions are also 
scalable and adaptable to businesses of all 
sizes across the manufacturing industry. 
With TeamSupport’s AI-powered interface, 
organizations can evolve alongside their 
customers and continue to play an integral 
role in satisfaction.  

Interested in learning more about 
TeamSupport’s premier customer 
support solution designed to 
make agents’ lives easier? 

Take a product tour or 
book a demo with us today.  

https://www.teamsupport.com/en/ai
https://www.teamsupport.com/demo_on_demand
https://www.teamsupport.com/get-demo

