Self Help: What's Available to You

Denny Derr, Greg Johnson, Tracey Kirkpatrick
Pitney Bowes Software



Agenda
» Global Technical Support
» Today

» The Future



Global Technical Support

Charter: To provide you with a positive and
memorable support experience, through
knowledgeable and engaged staff, that inspires you to
tell your friends. To take ownership and responsibility
for the technical relationship and provide a
star?gardized , consistent single face across the
world.



Provide a standardized , consistent
single face across the world

» Consistent best practice policies and procedures
» Unified email, phone systems and call routing
» Comprehensive Knowledge base

» Self Service Ticket logging and tracking



Where Is Technical Support Today?

Current Group 1 Offering:

Product Downloads
Customer Communications
Self Service

Knowledge Base



Online
Support

From the Technical
Services page of
the Support Web

site, you have
access to all

aspects of our

online support.



My
Products

From “My Products”,
you can access all
the products your

company
licenses/owns and
has current
maintenance.



Products
Detalls

The current version
of the product,
product updates
and databases are
available for
download from this

page.



Customer
Communications

Primary User contacts
receive technical
communications regarding
pre-releases, release and a
variety of other types of
letters.



Special Request
Download and
TP




eService

The Support Web site
provides you the option
of submitting your
Service Requests
online and reviewing
other Service Requests
opened by you and
others in your
company.



Knowledge
Base

Search our Knowledge
Base for:

» information about your
products
» “how to”
rwhere



Other Helpful
Information

The Technical Support
Web site contains many
other types of
information that can be
useful to you — the
Supported Platforms
documents and our List
Services Lists, for
example.



NewsCast

NewsCast, an electronic
newsletter distributed
by Technical Support

Integration and
Operations (TSIO),
contains information
about all
communications
distributed by TSIO,
education classes and
breaking technical
news related to our
products and the
industries that impact
our business.



Technical Support Direction



Self Service

« Customer Centric Knowledge Base
« Customer specific jargon
« Carefully written articles

* Online Tickets
 Open
« Monitor progress



Web Chat

« Real Time Online Chat with knowledgeable
Technical Support staff



Net Call/Click-to-Call

« Eliminates the need to hold

« User designated call back time



Personalized Telephone Experience

« Personal Identification Number

« Concierge Service



Video Conferencing

 Face-to-face communication

« Personalized interaction



Remote Tools
« Decreases Resolution time
« Desktop Sharing

« Diagnostic Tools



Integration & Operations

« E-mailus at tsio@agl.com




