
1 Define your brand identity 
and brand voice
Brand voice is the embodiment of your
brand's identity, through words and prose.
Everyone needs to be on the same page
about your brand's personality and how it's
expressed: Is your company youthful and
innovative, or do you need to come across as
a trusted corporate mainstay? Brand voice
must be compatible with your target
audience and business goals.

Train agents to  use brand 
voice in support
Familiarize agents with brand voice so that
they can emulate it in their interactions
with customers and create a seamless brand
experience. This may mean training agents
to write more conversationally, or formally.
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Set guidelines to ensure 
consistency 
Establish firm rules regarding the style and
tone of your brand voice. These exist as a
reference point and strengthen your brand
by building trust. Consider, for example,
whether pop culture references or use of
emojis is acceptable—across which
mediums. Social media? Marketing emails?
Help articles? A how-to article needs to be
clear and include easy to follow steps, but it
can still sound like it was written by a
human, for a human.

Maintain and evolve brand 
voice
As your brand evolves, so too may your
brand voice. Don’t let your help content
become static and outdated. The more
consistent the customer experience, the
more likely customers will explore multiple
touchpoints.
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Revise existing customer 
service content

Often, support content can be dry and
technical, disrupting a customer's
experience with your brand. Try injecting
brand voice into all aspects of customer
service content to ensure consistency—as is
appropriate to the severity of an issue.
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Staying on-brand in
customer support
Brand voice is the embodiment of your brand’s identity: it’s how your brand communicates 
its personality to the world. For a smooth customer experience, ensure this
voice is clear and cohesive across every interaction—including customer service.
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