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Introduction to Help Desks

their products through 1-800 numbers
— this is a multi-million dollar industry
1 Compagq
i Broderbund
I GE Appliances

| What is a customer service help desk?
— Companies provide telephone support for
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Help Desk Challenges

| Growing complexity of products
| Extended warranties

| Corporate Image depends on service
| Limited supply of qualified people
| Training is expensive

| Training when new products released

| Low pay / high turnover (80% per year)
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Help Desk Challenges

| Consistency among call takers
| Warranties for other manufacturers

| Need to store new problems so the
correct solution can be determined

| Need to retain problems so they can be
fixed in the next release

| Fair treatment for all callers
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Help Desk Solution

| Old help desks
—work from paper manuals
— need to find proper manual / section
| New help desks
— CBR tools
— type question and perform keyword search
— search uses model #, service info, ...
— automated without call taker (Internet)
— eMail Questions
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General Help Desk

| Expand to any getting ANY information
— question answering system
— collaborative search
— knowledge management tool
— decision making tool
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Compag SMART System

| The problem

Compaq manufactures personal computers, laptops, servers
In early 1990’s had group of support engineers for dealers
In March 1991 they opened a customer call center

Customer service aim was “elate every customer by being
accessible, responsive, enthusiastic, courteous, helpful, and
caring.”

Received thousands of calls daily

Increased staff by 100%, but that was not enough
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Compag SMART System

I The new process - CBR system (Inference Corp.)

The call taker collects basic information (name, address, ...)
Asks for a brief description which is typed in
SMART uses the description to provide an initial search

The call taker is presented with the best matching cases and
guestions to distinguish between them.

As each question is answered a new search is performed

Once a sufficient level of certainty is reached, the call taker
will relay the solution.

If no solution was found the call was transferred to a more
experienced call taker with a log of all the answered
guestions.

10
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Compag SMART System

| Learning
— problems that were transferred by SMART
— solved by more experienced call taker
— call taker updates the case-base
— 1st level call takers can use the new case

| Impact
— non-transferred solutions from 50% to 87%
— engineers moved to other work
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Broderbund

| The problem

— Broderbund creates computer games and educational
software

— Their customer service answered questions about their
software, hardware, operating systems, drivers, ...

— Call takers were experienced technologists, not trained as
service representatives. “They were surly, short-tempered,
and occasionally insulting to the customers”

— Releasing, MYST, for Christmas 1995
— Expected large number of technical support calls
— 1-800 call is expensive

12

© 1995, lan Watson, Salford University



Soft Computing: Case-Based Reasoning

Broderbund

I New process (1997) - CBR system
Internet based customer support
3,000 cases went live Christmas day

1-800 number

| Benefits
— In 1997 implemented for all products
— 24 hour support
— Web site handles work of 7 call takers

I Replaced by simple FAQ in 1999

Customers performed searches and answered questions
The same case-base is used when customers call the

13
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‘Welcome to Broderbund - Netscape

Fle Edi Yew Bo Communicaior Help

2 » A A% 2 @@ =5 & B

Back  Fowod  Relbad  Home  Seach Melscape  Firl  Secuily  Siop

" Bookmatks £ Loation: [fitp://support brodssbund oo/

] 7 what's Related

7 A Instant Message Intemet 4§ Lookup [ MewdCaool FeaPlayer

Braderbund* EAQs & Updates

W Riven™: The Sequel o Mysts

* Riven Updater 1.01 (Powerhiac

* Riven Updater 1.02 (Yindows 95

* Screen goes black when launching Riven (Windows 85}
QuickTime™ mavie shifts up and down during play (Windows 95)
Mo Background / Ambient Sounds & Music (Windows 85)
Mouze Paointer (Hand) Disappears From Screen (Windows 95)
Mo Sound in QuickTirme Movies (Windows 95)

Error: "GPFAPF in rodule OTINST32 EXE" during QuickTime install
or Systern locks up during QuickTime installation (Windows 95)
Error: "Cannat find 1S SETUP.EXE" During Install (Windows 85)
Choppy or Mo sound (Powerbiac

"Error type 28, 12 ar 11" (Pawertiac

"Invalid Page Fault in module Kernel32 dll"

« Mo mouse after loading Riven

* Prohlems with the 3rd CD

* Screen s too Dark

* Unable to Save Games

* Unable to select the Linking Book from Gehn

* Unable to transfer file during Install

* Why did the requirements go up so much from Mystto Riven?
* Will River run on machines with processars slower than listed?
* Will Riven run on a 386/486-hased PC?

* Wil Riven run on a 620x0-hased Macintosh?

* Will Riven run under Windows 3.17

* Will Riven run under Windows MNT?

* Does Riven require or support accelerated 30 video cards?

STORE

COMPANY

SECURITY

SUPPORT

Riven Updater 1.01 {Macintosh)

[ == [Dicument Done

]
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GE Appliance

| The problem

GE Appliances sells all major household appliances

Their customer service answers more than 3,000,000 calls
per year and has over 300 full/part time call takers.

There is 70% turnover per year

Training is difficult

Unnecessary service calls are expensive
I each call costs about $75
I 15% of service calls are unnecessary

People would rather get the answer over the phone than wait
at home

16
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GE Appliances

I New process - CBR system (eGain)
Internal call takers use CBR
Internet based customer support
Mail out parts with instructions
Customers can schedule their own service calls on-line
| Future
— Graphics, animations, and video available
— Internet chat / Internet phone with call taker
— Push the appropriate web site
— CBR for remote diagnostics
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eGain k-Commerce

| Case-Based Reasoning with Question
Answering and Rule-Based System

| k-Commerce is the market leader for
customer support applications
— Authoring environment (CBR Express),

— Search engine (CasePoint),
i DLL, and API
- WWW facility,

18
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k-Commerce - Case data

| LOG: 7/29/96 14:19:15 - Lower cassette
tray is installed improperly. The printer
didn’t print, and couldn’t print a self test.
On inspection the display message was:
“14 Lower Tray” and the optional Lower
Cassette tray was installed incorrectly.
The action taken was to reinstall the
lower Cassette tray.

19
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K-Commerce - Case Format

I Case Title Lower cassette tray installed
improperly
| Case Description Printer doesn’t print, and will not

print self test

I Questions
Can you print a self test?
What is the display message?

Is optional Lower Cassette tray
installed correctly? NO

NO
14 Lower Tray

| Action Reinstall the Lower Cassette
tray

20
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k-Commerce- CBR Express

| Windows based case authoring tool

[85 CBR Express Professional Author =1 3
File Edit ¥iew Search Options Help

515] s[ale] @l5] ¥ S/F00) 5 ) ol

£ [CACBR3\Casehase\JETPRINT =] Fing] = [ = |
=) CACER3\CasebaseMETPRINT - 430 [Io] I Title: i
24 Cases- 96 s g Jet Sheam Demo Case Base Header J
1 Questions - 80 oo Power: Mo pawer at wall outlst
(L] Actians - 52 o] Power. Surge suppressor tumed off.
(0 Rules - 64 o4 Power. Lanse power connection at back of printer.

{21 Phrases- 116
[ Attachments - 82

2 Draft-0

{8 Urvesolved cases - 0

o

Power: Internal fuse blowout. [LR)

Output: Printer not on line.

Output: Internal damage.

Output: Incompatible interfaces

Output: Ywrong or faulty cable.

Output: Defective port on printer or computer. [LR]

Output: Mew pot in use. _l—l

|Ready [ 4

o

9

o

YOEEEEE
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k-Commerce - CasePoint

Windows based case retrieval tool

¥, C:\CBR3\Casebase\JETPRINT: M= B
File Edit View Sesch Optons Help

o Qo] @ vi| B8 $i[> [% o

Description:
I'm getting blotches on the paper

Answer: Yes or No

034 |3 Is the fuser cleaning pad caked with toner?
023 [_3 Have you tried using a different brand of paper?
073 |=3 Aue there harizontal black lines across the page?.

QB2 |=} Aue thers random dots and blotohes all over the pags? s
0B4  |=) Do pou have smesred or blotchy print? s
----- (L1 CACBR3MCasebasetJETPRINT

C50 “Quality: Primary corona wire problem causes speckgy 63 0 0.
CE0 =Quality: Fuser cleaning pad dity causing smeared |3 45 0 1}
CE1 uality: “rong paper causes smeared print {40 0 0.
CE2 uality: Defective fuser assembly causes smeared 3 35 0 o
C41 uality: Paper produces black lines. 100 0.

¥ for Yes, M for Mo, Delete for no answer, [ I 7
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upport The Customer - Netscape

Fle Edit Mew Go Communicator Help

k-Commerce - Webserver

4 o A N a2 £ 5 & @

Back Fowod Reload Home  Seach  Gude P Secuity  Siop

w§ " Bookmarks & anatinn‘lhltp /Puibwill crdg

et

2 Instant Message Internet (5 Lookup [ MewhCool

Support The Consumer

Search Keywords: IDllnE,mDanram m

odel JJKJS08 too hot refrig

Cuestions: Save Call | Schedule Call | Mew Search
Hew long has it been since you started the Select an Answer v

refiigierator?

Ls the refrizerator empty or near empty? Select an Answer j

Which refrigerator compartment is too hot? Select an Answer j

=W hat type refrigerator do you need help with? Monogram -

= What refrigerator topic are you calling

about? Refrigerator too hot j

Recommendations:

47 Wait 24 hours after start-up to see refrigerator cools down

47 Put food in refrigerator; Refrigerator will not cool propertly if it is empty

32 Bettemp. adjustment to lower fresh fo

od compattment temperature

SOl

= Dl e
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Which refrigerator
compartment is
to0 cold?

Symptom

on

at setting
the freezer

Freezer compartment
2

Cases developed to solve customer
education, installation, and minor
Do-It-Yourself cosmetic repairs...

s

Bottom

Expert teams
developed flowcharts
that comprise the
decision treein the
cases

What type of refrigerator do you
have? Is the freezer on the top,
bottom, or side?

A,B 1,
s Schedule service
More than /Cower freezer compartment temperature setting; Wait H
54 hours to 5o 1 proem sowed 4= Resolution

‘Continued
Side by
Side

‘Continues

Bottom

Mount

Is there one door on the
outside or two?
ontinuet
Cycle

One Defrost /
Manual

Do you defrost the freezer
yourself?

I

‘ontinued

Cycle
m Defrost / 24

Manual
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File Edit View Search Options Help

20| slmle] @l x| 2fa0l0] & @l ek

=3:[C:\Proiects\GEA Help Desk\Master Ca =] o= |
5 C\Projscts\GEA, Help Desk\Master Case Base\WASTER_HEFRIGERATOR - 1080 =] [ Tite =]
-0 Cases - B/356 [ “wihat rsfrigerator topic are yo
{1 "How to" or FAQ information - 12 0z What 'how te' or FAQ informa
-] Moisy operation - 0/16 Q3 What icemaker or dispenser
-0 Refrigerator too cold - 0432 as s the prablem excassive moi
=1 % Which refrigerator compartment is too cold? o6 What type refrigerator do poL
2 Freezer.. On what setting is the freezer compartment temperature control? oz e the cubes blue-green in ¢
-2 Fresh Food...|s the freezer on the top, bottom, or side? [what type of refrigerator do you have?] 031 ‘Which refigerator compartm?
% Top... Is there one door on the outside or wa?
4 047 What kind of sound is it?
% Side... Is food in hesh food compartment freezing? DB Or et setting i the f
5.9 ‘Yes... What part of the fresh food compartment is too cold? ' what seing is the reszes

062 ‘Wwhatpart of the fresh food o
G134 Where is the maisturs or wa
0135 ‘Where is the frost o ice loca
G144 s the water tank cracked or
0153 s thers & grsat deal of ics. o
I the appliance in waranty ¢
0172 whatis the brand of the app
G173 Whatinwananty part should
Q174 What service contract part sl
0176 Have you tried defrasting the
Q130 How old is your refrigerator?

Q181 I3 the refrigerator outside, in ¢

=+ Orly st bottom of fresh faod compartmentiVegetable or meat bins... |= the refiigerator at least 3/4 full?
E-? “Yes.. Is the refigerator door apened often?
=-? ‘es.. Are controls set to narmal positian (5 and C)7
1 Yes.. Schedule service => TooCold: Temperature contolfs] on lowest setting
1 Mo... Sel temperature cantrols to middle setting (/) and wail 24 hours for temperature (0 stabalize
£-? Na.. Have you tied raising the fresh food temp. setting?
E1-? Yes.. Please ook to see if you have an adjustable control on the left side of the vegetable/meat b
=P Yes. Whatis control lever set ta?
1 Tophwam... Scheduls servics => TooCold Temperaturs controlls) on lowest setting
1 MiddielBottomiCold... 5 et contiol lever 1o wammer selting
1 Mo Scheduls service => TooCold: Tempersture contiolls) on lowest setting =
¥ Moo Raiss fresh food compartment temp setting [make it colder)

EN NI R WL NI RN R[S RE R R SIS R[] IR R N SR IR N

- No.. Have you tried raising the fresh fand temp. setiing? D182 Has # botm more than 24 hot
= Al of fresh food compartmentiOny in door of fresh food compartment...Is the refrigerator at least 344 full? Q184 Is the refigerator at loast 374
-9 ‘es... e conticls set to normal position [5 and C)7 Q188 Have vou ted cloaning th &
¥ “es.. Schedue service =5 TooCaick Temperature controlls) on nomal selting T, s et

f Mo Set temperature controls to middle setting [5/T) and wait 24 hours for lemperature Lo stabalize. [R o ave yauined jawering e
. ¥ Na... Put more food or jugs of water in the refrigerator and wait 24 hours for temperature to stabalize Q188 Is water seeping from the bra
1 Orly in sides and/or back... Mowe items away from wall. The sit comes in at the top and falls down the sides ar Q191 Ave you using a selftapping ¢
1 Only on the top... Mowe feszing items sway from top. This is where the i inflow comes from the compressar Q194 s there power to the icemaks
w1 No.. Tempersture is probably within acceptable limits 0196 s the refigerstor door opene

| ? Bottom... Is food in fresh food compartment freezing? | _'_| Q197 Is the freezer at least thre:
P

Rioady [l
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Desktop launches CBR and sends Brand, * Unlimited number of c.ases
Product Line, Warranty Type, Model * Only relevant cases displayed
Number and Problem statement to CBR. « Attachments / Graphics

Fie Edit View Go Communicator Hep
S & I
} = 5 E
ISR I 8 4 - 234 £ 3 & E
B 3 i Booknas & Losaion|t vicige ot o com S0eg et re
IS | e Astanthessage B torst (4 Lookip (F NeviCon
i 'u ]
sacal
D o m [ oes| CalTope GE Customer Support
Mot o] [P o] )
" saibo
5‘6‘ sou [ remmces ]
= P e ) —
5 L e —— | 'ption:
o || Koo FreczroThor |
;E — Question: Choose an answer:
= | e [ S] AoUGAS Joos [CEBOLD ] , What part ofthe fiesh food compartment i foo cold? [Cick here to anewer
DB omo I — J e - ||l
Swwy | Puiutwdp | SwiGoien | Goumtons | Socsmneans e e Voast 541/l only s ot f fesh fod compatmert
i door of fesh food cornpater
L | Adaross we [ T Phone = LT st i comparnent
o T Anstres 4
| Aagess (TTTEEAORERD Tolobens (251326 (101 Only on th top
| L Contact s food in fresh food compartment freezing? [Vegetable or meat bins
iy Gy et T
= T Is the freezer on the top, bottom, or side? [What type of
a2 e e I I NI [ee =
oy 5 ] Loses || w2 F
Which refigerator comspartment i too coldT [Freen Foos =1
"What refrigerator topic are you caling about? [Too cold <]
| Tosa o |
& Dcsinen Done 2

Calltaker collects Consumer
Information and Product Information
on call using Calltaking 32 26

Calltaker attempts to save the call using CBR
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7 IcemakesArm - Netscape

Eile Edt Yiew Go Communicator Help

Icemaker Arm

The icemaker arm is a device that will keep the ice bin from overlowing. Once the lewvel of ice in the bin raises the arm, the
icemnaker will stop dispensing ice into the bin. The arm may also be manually lifted/lowered to stop/start the dispensing of
the icemaker.

Feeler arm in
ON (down)
position

STOP {up)
position

Ieemakerdrm.htm

=l |Document: Done

Text attachments and graphics provide

resolutions to Consumer Problems
27

GEA “Save the Call” - Benefits

Fully deployed for all product lines on June 1999

This effort saves $2.5 MM / year (3.9 % to 12.3%)
* reduce Service Call Rate (SCR) and spending on
Customer Education & Installation (CEl) calls.
CEl calls were 15% of all calls (1,400,000 per year)
» each service call avoided saves $50
* increase consumer satisfaction (solve issues in one call),
« feedback issues to design teams
» we can enforce policies “Always ask question X if callers issue is Y”

28
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Additional Uses of CBR

I Web Based Save the Call for Internet Service
Application
— Meets the Consumer expectation for total online service
— Increases the Brand commitment for GE consumers

| Consumer Relations - controls concessions, reduces
escalations, provides consistency

— Resolves consumer complaints faster and to the consumers
satisfaction more consistently than without CBR

29
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2 Solvo it Yousell - 6F Applancos WicwsoltInamotEploer L]

Fle Edl Yew Favoiles Took Help |

: =
S ) =
Back Forjerd St Reflesh  Home | Seach  Favortss  Histay Mail Fiint Edit Messenger
Address [&] htp://waw geappisnces comdgeasschd_ipt/solve i =] @6a || Links >,
@ We bring good things to life. X" view Cart
7o
Salve It Yourself

Have & prablem or concem? GE Appliance's Solution Finder helps you to diagnose your
probler of ever i ityoUrselr.

Brand GE Prafile -
Froduct Refrigerator or Freezer ¥
Produst Type Gide By Side Refrigerator 5]

Hature of Problem  [RIERSET]

5]

BRAND COLLECTIONS |¥ EASY FINDER| | om looking for -

Recall | Contact Us | Sitemap | Privacy Poliy

|1 Done [ e Intemet

http://WWW.geappliances.com/geac/schdI_rpr/solve.kdé?no
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Updated Overall Results

Interview with Appliances General Manager 5-8-03

“This is the most wonderful thing to ever happen at Appliance”
Saving 17% of all calls.

Over the last 4 years this has saved $61 Million

Surveys show customer satisfaction is up

Better at answering questions of potential customer s (sales up)

Web version being updated (purchased new version fr om eGain)
31
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GEA eMail - Problem

| Managing Costs/Productivity
10 min per email at 1.00 per minute
Increasing volume
Consistent miss on business commitment
Agent subjectivity
| Content Consistency
— Inconsistent answers among team members
— Inconsistent answers among GEA teams (GEAC/ASI)
| Reporting
— Manual reporting (over/under 24 hours) lacking detail

— No automated method to measure agent productivity
or performance

33
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2 Webline eMail Manager - Microsoft Intemet Explorer =18] x|

Fle Edt View Favoites Took Hef ﬁ
- - 9 Q £y~ w 2

Besb | Fanrad GEn  Bomh Wee | Goedh  Foedee  Miem Mal Print Edt | Messenger
Adsress [@] hinp.//3,130.232,45/,.28441 963/_main shim/71=2 =] @t |J Links *

Rules Tree William Cheetham @ HELP

2o e specified El

Root nule J

Oversizedhdail

SampleBounce

GEAC-Advantium
Rule

GEAC
GEAC-Appl
Opsitintce
GEAC-TCE-
OpsiMntce

Always GEAC-Agp|
True Ope/Mnice-Other

GEAC-Appl
Troubleshoot

GEAC-Troubleshoo
Dish
GEAC-Troubleshoo
Refrig
GEAC-Troubleshog
e}
GEAC-Troubleshao
Laundry
GEAC-Troubleshog
Range =
B <]

[&] Dane [ g Localintanet

© 1995, lan Watson, Salford University
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|5 WebLine eMail Manager - Microsoft Internet Explorer

w Favorites

ks i

BEE

-

Back | Foved | S Refesh  Home ‘ Seach  Favorlles  History ‘ Wi Frint Edt

@

- A
Messenger

Address I@ hitp:/¢3130.232 46/, 26441 969/1_main. shtml 7r=2

=] @oo | Links 7

IT RULE GEAC-Troubleshoot Refrig

m Cheetham GEEIENEENED @ HELP

[GEAC Troubleshaot Refrig

[Troubleshaating tips for refrigerators
Check/Set Mail processor status

[Test This Rule =] ok

Status: =
Initialization Status:|Form initialized Wait until form is initialized before using.
Auto Explanation: GEAC-Troubleshoot Refrig
Troubleshooting tips for refrigerators —
o [f Body text has any of the pattems: “refrigerator”, "fidge”, *icebox”, "ice box", "refrig”, "freezer”, "sxs", "side-by-side", "side by
side” "ice maker”, "icemaker”, "ice maching”
o IfFALSE, retum FALSE, else do this
o Assign the mail to AnswerCenter
o Suggest templates with these keywords: GEAC-Icemaker, GEAC-Refiigeratar
o Assign these Categoties: GEAC-Problem-Salver_DIY
o Retumn TRUE
I™ Bypass this rule, retuning " FALSE or C TRUE
™ Make this rule retum FALSE even when executing actions
Matching Tests
Match Time:
[ Skip tests for Time and Date =] [ifthe Time and Date are between =]
[ignore =1 Jignore =] fignore =] Jignore =] Jignore =]
And [ignore =] [ignare =] [ignore =] [ignore = [ignore =]
Match Text: =
|@] Done || Local inranet
Soft Computing: Case-Based Reasoning
=[]

- Q o

BEe | Fawmd | OFn GO Gk ‘ e e ‘ ail Fiirt Edit

-

-
Messenger

Address Ia hittp: #/3.130 232 46/, 284419634 _main shim(2r=2

=] @60 ||tinks >

All Public Templates

William Cheetham @HELP

KEYWORDS % DESCRIPTION % LIBRARY § = OWNER§
GEAC_Parts-
GEAC - Inguiry for becoming ern~ GEAC - Other [Inquiry for becoming employeed with GE Non-App-  |LO58530
Other
GEAC - Rebates (Delays] GEAC-Rebates|Rebate delay inquiries EE?OAWL CarrieTest
— GEAC_Parts-
GEAC - Stock GE Stock inquiries Non-App-  |CamieTest
Stock_Financial
i Other
GEAC - Canadian: WIB. Parls, S~ el R e - CarrieTestl
International
GEAC - Convection Roast SEAC-RANGES: 1 fition of Gonvertion Roast CEACAREL |G amieTestt
Gasg-Electric Operate
GEAC-CR, GEAC-Apph
GEAC - CR 800# GEAC-CR-HO GE CR 800# Complain CarrieTest
GEAC-CR,
GEAC-CR-HQ,
GEAC - CR Headguarters Address ~  |GEAC- Address for CR Headguarters SEAC'AW’" CanieTest]
omplain
Respond-
Complaints
GEAL - Dish P/S-Black Wash Arm ohis Elocked wash arm GEAC-APRk o ieTestt
D DIY_Salve
GEAC - Dish P/S-draining while ~ e Distrwasher draining while filling HEel CarrigTest]
D DIY_Salve
GEAL - Dish P/S-Hurming [f;’:;her Dishwasher Humming SE{’EES“"V‘;”" CanieTest1
GEAC - Dish P/ interior stain DGEAC'. How to remove interior staining in dishwashers gi"“g';‘"‘v‘l”" CarrieTest

[&] Done

hstat| | A @ B 21 || Z16EAE mail- Moo |[ETWebLine eMail M_.. | 3 Evplning - GEA E-mail_| [ Miosalt PowerPort | |[E8kzb@]

Lacal intranet

20 @Y 2l 18P
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soft Internet Exple

Fle Edi View Fevoiles Took Help E

W
Edit MMessenger

(I < |

Back Eomyard Stop Refresh Home ‘ Search  Favortes  History

Mail

ddress [@] hitp.//3.130.232 46/,28441 963/_main.shiml?=2

=] @60 ||l >

Save | Delete

LIBRARY: | GEAC-Applhisc B
OWHNER: | CarrieTestl 2

NAME: IGEAC - Testimonial For Obsolete™

DESCRIPTION:  [Testimonal for Obsolete/Antique Appliances
TEMPLATE # 95842217 1tCarnieTest!

Edit Template "GEAC - Testimonial For Obsolete~" William Cheetham @ HELP

TEMPLATE TEXT

Thank you for contacting us and for your interest in GE. What a
wvonderful thing to tell us! GE does retain a representative model
from each year's production for advertising and display purposes:
however, we do not have a public history museum where they can be
friewed. If you are interested in disposing of the unit, you may
vant to contact your nearest GE dealer or antigue dealer in your
area who may have some interest in your

appliance.

If you would like to have your testimonial on file, please contact

the following address:

GE Applisnces Consumer Relations
LPE - 129

y —Assigned Keywards—
GEAC- Other GEAC-Appl-History

GEAC-Advantium GEAC-Obsolete-Products
GEAC-CR

=l
KEYWORDS

ATTACHMENTS

[&7 Done T

Local intranet
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GEA eMall - Results

| Hard Benefits | Soft Benefits

handle time Content Control

— Ad Hoc

| Average span 5 hrs

| 40% reduction in email | Improved Process and

— $4.00 cost out per email — Consistence Internal
$600,000 gain in productivity Response
for 2001

— Streamlined processes
among email teams

I 99.9% response within — Reduced Agent Subjectivity
business commitment | Improved reporting

— Individual Metrics
-->Performance Appraisal

Increase Productivity and Responsiveness, Reduce Cagt!!
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Introduction to Help Desks
Broderbund and Compaq

GE Appliances “Save the Call”
GE Appliances eMail Handling
Customer Service Issues
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October 23, 2000 Issue

RONUS SUPPLEMENT: E-TARLING'S FUTURE h

“80% of profits come from 20% of
customers. The rest nag you”

But technology changed everythirn

It has become much easier to trac
and measure individual transactio

People can now serve themselve
the Web at a negligible cost.

Companies are doing everything
possible to push their customers-
especially low-margin ones--towa
self-service.
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‘We're Sorry, All of Our Agents Are Busy with More Valuaklastomers'

Companies have become sophisticated about figuring out if you're worth pampering--
whether to just let the phone keep ringing. Here are some of their techniques:

CODING
Some companies grade customers based on how profitable theidsus. They give
each account a code with instructions to service staff on how to hactileaagory.

ROUTING

Based on the customer's code, call centers route customerfgterdifjueues. Big
spenders are whisked to high-level problem solvers. Others may neverspdalet
person at all.

TARGETING
Choice customers have fees waived and get other hidden discounts bésedaloe of
their business. Less valuable customers may never even knovothetjons exist.

SHARING
Companies sell data about your transaction history to omsideu can be slotted before

you even walk in the door, since your buying potential has already been measured
42
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