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Introduction

This eBook will take a closer look at customer self-

service options that can be done in the Title, Financial 

Services, Real Estate, and other industries. Most of the 

focus, however, will be on the Title industry. We'll 

discuss why this topic is important and how it can 

benefit your business.

As the Title industry becomes increasingly competitive, 

offering customer self-service options has increasingly 

become a necessity. By providing customers with the 

ability to access information and complete transactions 

online, you can improve efficiency, reduce costs, and 

enhance the overall customer experience. But don't just 

take our word for it - let's explore the benefits in more 

detail.



What self-service options exist?

Customer self-service options are tools or features that 

allow customers to perform certain tasks or access 

information without the need for assistance from a 

company representative. These options can take many 

forms, such as online portals, mobile apps, chatbots, and 

interactive voice response systems.

In other industries, customer self-service has become 

increasingly popular due to its convenience and 

efficiency. For example, airlines allow passengers to 

check in online, banks offer mobile banking apps for 

account management, and retail stores provide self-

checkout kiosks. By providing these options, companies 

can reduce wait times, improve customer satisfaction, 

and save on labor costs.



Why is it important?

Customer self-service options are becoming 

increasingly important in today's digital age, and the Title 

industry is no exception. By providing customers with 

the ability to access information and complete 

transactions on their own, companies can increase 

efficiency and improve the overall customer experience.

Implementing self-service options can also lead to cost 

savings for companies, as it reduces the need for manual 

processes and allows employees to focus on more 

complex tasks. Additionally, self-service options can 

provide greater customer satisfaction, as customers 

appreciate the convenience and control that comes with 

being able to manage their own accounts.



What types exist?

There are several types of customer self-service options 

that can be used in the Title industry. One popular option 

is an online portal where customers can access their 

account information, view policy details, and make 

payments. This type of self-service option is convenient 

for customers as they can access their information at any 

time from anywhere with an internet connection.

Another type of self-service option is a chatbot. A 

chatbot is a computer program that simulates human 

conversation through text or voice interactions. 

Chatbots can help customers with routine tasks such as 

updating personal information or answering frequently 

asked questions. They can also provide personalized 

recommendations based on the customer's needs and 

preferences.

Learn more by reading this article, How to Use 

Automation and AI to Outperform the Competition in the 

Title Insurance Industry.

https://axistechnical.com/how-to-use-automation-and-ai-to-outperform-the-competition-in-the-title-insurance-industry/


Implementation

The process of implementing customer self-service 

options in the Title industry can be broken down into 

several steps. The first is to identify the specific needs of 

your customers and determine which self-service 

options can best meet those needs. This may involve 

conducting surveys or focus groups to gather feedback 

from customers.

Once you have identified the self-service options that 

will be most beneficial to your customers, the next step 

is to involve stakeholders in the planning process. This 

includes representatives from various departments 

within your organization, as well as any external partners 

or vendors who may be involved in the implementation 

process. By involving all stakeholders in the planning 

process, you can ensure that everyone is on the same 

page and that the implementation runs smoothly.

Another important step is to thoroughly test the system 

before launching it. This includes testing for 

functionality, usability, and security. It is also important 

to provide training and support to employees who will 

be using the new system, as well as to customers who 

may need assistance navigating the self-service options.

To ensure a successful implementation, it is also 

important to monitor usage and gather feedback from 

customers. This will allow you to make any necessary 

adjustments to the system and ensure that it continues 

to meet the changing needs of your customers over 

time.



Challenges to overcome

One of the biggest challenges when implementing 

customer self-service options is resistance from 

employees. Many may feel threatened by the 

introduction of new technology or fear that their jobs will 

become obsolete. It's important to address these 

concerns and involve employees in the process so they 

feel like they have a stake in the success of the new 

system.

Another challenge that may arise is technical difficulties. 

Implementing a new system can be complex, and there 

may be unforeseen issues that arise. It's important to 

have a plan in place for troubleshooting and resolving 

technical issues as quickly as possible to minimize 

disruption to customers.



Benefits

Implementing customer self-service options in the Title 

industry can lead to a variety of benefits, including 

increased efficiency, improved customer experience, 

and cost savings. By allowing customers to access 

information and complete tasks on their own, companies 

can reduce the workload for employees and free up time 

for more complex tasks.

In addition, self-service options can improve the overall 

customer experience by providing convenient access to 

information and services. Customers appreciate being 

able to handle tasks on their own time and at their own 

pace, without having to wait on hold or navigate 

complicated phone menus. Finally, implementing 

customer self-service options can also result in cost 

savings for companies, as they can reduce the need for 

staff and streamline processes.



Best practices

One of the best practices for implementing and 

maintaining customer self-service options in the Title 

industry is to monitor usage. This involves tracking how 

often customers use the self-service options and what 

tasks they are using them for. By doing so, companies 

can identify areas where these options are most 

effective and make improvements where necessary.

Another important best practice is to gather feedback 

from customers. This can be done through surveys or by 

monitoring customer reviews and complaints. By 

listening to customer feedback, companies can identify 

areas where the self-service options are not meeting 

their needs and make changes to improve the customer 

experience.



Conclusion

In conclusion, customer self-service options are 

becoming increasingly important in the Title industry. By 

implementing self-service options such as online portals 

and chatbots, companies can increase efficiency, 

improve the customer experience, and save costs.

It is important for companies to follow best practices 

when implementing and maintaining these options, such 

as monitoring usage and gathering feedback from 

customers. While there may be challenges in the 

implementation process, it is crucial to overcome them 

in order to reap the benefits of implementing customer 

self-service options.
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