1 strategiesiornomg More With'Less

Increasing productivity in difficult times




1-hetuce GContacisitothe Helphesk




HimnateiGontacisiontowvaiie

o Status Calls
= Navigation
2 Password Resets

2 Recurring issues caused
by partners




1ECTINOIDYYSNECINC

2 Reduce Outages
2 Communicate Outages
- 2 Release Management

2 Where can automation
help?




-

1
I
-
|
w
i
—

id
H

i |
I
[ rrp

=

1
e
Bl . =

|

|
§
|

_l_]._:. 1]

:

L

T B

|1
T
r

-

i EEl
rﬂ

ol

|'II I
)

|-....
1] i
Pl =
5 [
L]
Y L]
S i
L - -
[ .
T
-- T
£

1

EEECHE

| :\_|'|I_
51 [k

_I ]

- i
(T 1 ]1—'—;_ W

-+
:-H__|-J_|_ .|J 1
- —

i+

e
|
==

T




SEIISEIVICEKNOWIENIE PIOCESS

0 Level Self-
Service




Z-Increase krstGontacthesolution




gnporimuesinzZevel stpnort

= Knowledgebase steps
iIncomplete?

2 Process change?
2 Tools addition?
= Security change?

“ © Program change?
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ReICASEANIETonramNraImng

SchoolRack

SchoolRack is down for a brand
new look!

We've been working hard on a totally new version of
SchoolRack with more features than ever before!

Stay tuned! The new site should be up in a jiffy!

For assistance. please contact supporl & schoslrack.com




o: Reduce Average handiefime




Wi an EarthLink understand thie imponance of cusiomer leedback and appreciate urinpuu. While we rrad
all commenis Submited, due 1o the high volume of SLUBMISSoNS, Wa may not be able 10 respond o your
feedback individually.

This farm is for fesdback onky. For Security reasans, ng mnng&acan be made 1 your account through this
farm. For accoum changes, please go 1 ARpsimys 10 visit our secure forms. For helg
with tachnical problems, please go 1o hitp ,frﬂmmm‘llmm
* required
" Feedback Type
I have a complaint about

*Feedback Categories
Mew Features

Operating System Connaction Type
| Mac 05X =| |Fi | | Cable modem
Email Address

[jcuthrell@earrhlink.ner

First Mame Last Name

|ja',r Cuthrell

"Detalls

Your new wildeoard DHE service is geoing to reguire me to i

leave your service. Barefruit DNE service is not something

want to associate with my connection to the Internet. m

lao, the rock solid DNS service you had since I have been
ith you {years) is frankly not as responsive as it was.
J.tcf:.m:ir.':r: was & hornd idea by Ul:::.uu.gn == and th:.:: new s

Submit I






Ceafiguration Managemeni

Request for Change
hgi:.":;rc and allecare

nymber




4. Increase Gontacts with Same




GroSSHrainEerSonnel

= More people in queue to
handle contacts

A - Fewer picks on IVR for
& simpler support

o ‘ 2 2061t0 159 in one year




_meeho.com -MorllaFrefox - - ;
Bt e 2 Longer handle time

drekiec) L Htsdl ) || O Tt [ i

O , E=m o Only beneficial if
simultaneous chats are

more than sequential
handle times for calls
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= Usually longer SLA

= Need clear problem
statements from

Customer Service
customer
e Contact us

:> N e e d to a n SWG r q u e Sti O n Customer Service: GLOBALinkmail.com

f r O m a g e n t Ernail &ddress: customercared@globalinkmail. com
ARINC
L Linkmail

GLOEALIN




9. Maximize YourloolSel
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Howmanyareiyused:

i > IVR

vomns || 2 Ticketing System
& P 1> Diagnostics Tools
| = Knowledgebase













WOrKWIth yolurpanners

2 Software design and navigation

= TIMM Error (taxes, insurance, & monthly
maintenance)

= 15% of contacts in one category
= Change design — dropped to 7%




INCrease rrstContactResolimon

2 10,000 contacts a month with 70% FCR

2 To move to 72% FCR Requires:
= 200 additional FCR for the month
= On 22 business days, need 9 more tickets resolved




Knowielngenasemprovement

= Focus on specific sets of solutions
= TIMM Error — 6 options
= Knowledgebase life cycle




KOCESSIMProvenents

=2 Web Chats — 60 second pauses fail on customer
satisfaction

< Customers want ticket numbers
= Daily metrics folded into monthly SLA's
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BINNETOnramsanuirackresiis




= Find a potential problem through analysis

= Define the problem and successful outcome
= Brainstorm and Implement a solution

> Track to see if problem is resolved




1-Gonfrontthe Ugly



















REMEMBErREarier Vit
Management







= E-mail: scot@scotherrick.com
= Cube Rules: http://cuberules.com
= Resume: http://scotherrick.com




