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Chat for Technical Support
A Discovery Journey to Best Practices

This presentation and the related remarks reflect the views of the presenter and do not necessarily represent the views of First American.

Why is my story of value to you?

ÅIdeas on how to get a Chat Channel started and managed

ÅWhat you might expect along the way

Å²ƘŜƴ ǘƻ ƪƴƻǿ ƛǘΩǎ ǘƛƳŜ ǘƻ ƳŀƪŜ ŀ ŎƘŀƴƎŜ

ÅDo what you know--Or look for new ideas

ÅAre you successful?  How to measure that?



2 Common Misperceptionsof CHAT

Åά/ƻƴǘŀŎǘ ǾƻƭǳƳŜ ǿƛƭƭ Ǝƻ Řƻǿƴέ
ÅLƴŘǳǎǘǊȅ Řŀǘŀ ŘƻŜǎƴΩǘ ǎƘƻǿ ǘƘƛǎ ϧ ƴŜƛǘƘŜǊ ŘƛŘ ƻǳǊ ŜȄǇŜǊƛŜƴŎŜ

ÅCalls shift to chats AND new customers come to you

Åά!ƎŜƴǘǎ ŀǊŜ ƳƻǊŜ ǇǊƻŘǳŎǘƛǾŜ ŀƴŘ Ŏŀƴ ƘŀƴŘƭŜ ƳƻǊŜέ
ÅAgents cannot successfully handle more than 2 simultaneous chats

ÅAgents cannot do multiple simultaneous channels, e.g. 
chat/phone, chat/email, etc.

WHY Chat?

ÅIt is a new channel ςƴƻǘ Ƨǳǎǘ ǎƻƳŜǘƘƛƴƎ άƪŜǿƭέ ǘƻ Řƻ

ÅKnow your goals!
ÅwŜŀŎƘƛƴƎ άǎƛƭŜƴǘ ǎǳŦŦŜǊŜǊǎέΚ

ÅwŜŀŎƘ ǇŜƻǇƭŜ ǿƘƻ ŎŀƴΩǘ Ŏŀƭƭ ȅƻǳΚ
ÅOffer productivity option for your customers?

ÅwŜŀƭƭȅ ǿŀƴǘ ǘƻ ǘǊȅ ǘƻ άŘƻ ƳƻǊŜ ǿƛǘƘ ƭŜǎǎΚέ

ÅDo you expect the same CSAT on this new channel?



¢ƘŜ .ŜƎƛƴƴƛƴƎ ƻŦ ǘƘŜ {ǘƻǊȅΧ

ÅRolled out chat 

ÅServiceNow Legacy Chat - Basic 

ÅMinimal Reporting capabilities

ÅCreated our own Chat Training 
Program

ÅNo Specific standards / No 
Industry best practices

Sept 2015



2016Q3 Q4
Q1
2016

Q2 Q3 Q4

9/14/2015

Chat Launch

9/27/2015
FAI Rolls out Pilot

12/1/2015

Chat GO LIVE 
company-wide

2/1/2016

Chat Hours extended 
to 5a-5p PT

9/15/2016 11/15/2016
Divisional Meetings

11/25/2016
VOLUME 
MILESTONE -
10,000 CHATS!

ITSD Chat Milestones ςWƻǳǊƴŜȅ άŀǘ ŀ ƎƭŀƴŎŜέ
PART 1 ςThe initial steps

2016 ςGetting the Word out Where the People Are!

ÅConference Calls with Divisional Leadership

ÅSignature Block Tag Lines

ÅάwŀƴŘƻƳ !ƴƴƻǳƴŎŜƳŜƴǘǎέ ŘǳǊƛƴƎ ƘƻƭŘ ǘƛƳŜ

ÅInternal Service Desk Website ---Ǉǳǘ ŀ ά/Ƙŀǘ .ǳǘǘƻƴέ

ÅLargest Division holds Leadership Meetings ςAnnounced 
there



/ǊŜŀǘƛǾŜ /ƻƳƳǳƴƛŎŀǘƛƻƴ !ƭǘŜǊƴŀǘƛǾŜǎ Χ

Click on this 
ƛƴ ǎƛƎƴŀǘǳǊŜ ōƭƻŎƪΧ

ΧŀƴŘ ƛǘ ǘŀƪŜǎ ȅƻǳ ǘƻ 
The IT Service Desk website

Good News ςVolume is picking up!

ÅCustomers like the ease of Chat

ÅIssues identified to help customers 
faster 
ÅSecure email password reset

ÅPrinter mapping request

ÅPackets distributed by Desktop for:
ÅNew Hires and On-boardings

ÅOffice Outreach

ÅThey like to be able to multi-task 
while getting help

Å/ƘŀǘǘƛƴƎ ǘƻ Řƻ ǎƻƳŜǘƘƛƴƎ άǉǳƛŎƪ 
ŀƴŘ Ŝŀǎȅέ ǊŜǎǳƭǘŜŘ
Åin customer satisfaction
ÅWORD OF MOUTH about CHAT 

channel

ÅCustomers saw IT offering more

ÅάIŀƭƻ ŜŦŦŜŎǘέ ŦƻǊ 5ŜǎƪǘƻǇ ŀǎ 
they were the communicators



Bad News ςVolume is picking up!

Å¢ƻƻƭ ŘƻŜǎƴΩǘ ǿƻǊƪ ƭƛƪŜ ŀ άŎƘŀƴƴŜƭέ
ÅWhen are Chats waiting?

ÅHow many Chats are waiting?

ÅHow long is average handle time?

ÅWho is working a Chat and who is 
available?

ÅCustomers start to complain about 
service experiences
ÅTimeliness

Å5ƻƴΩǘ ƎŜǘ ǘƘŜ ǎŀƳŜ άŦŜŜƭƛƴƎέ

ÅFind new ways to manage work
ÅaŀŘŜ /Ƙŀǘǎ ά!ǳŘƛōƭŜέ ƻƴ ŀǊǊƛǾŀƭ ƻƴ 

both agent workstation and in center
ÅChat agents were depended upon to 

reach out when they needed help 
(not the best solution)

ÅNeed to look at inbound contact 
information
ÅHow many Chats?
ÅDuring what 30 minute intervals

ÅCustomer satisfaction scores fell
ÅThis launched our 2017 project to 

address our Chat program

2017Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2/1/2017

Desktop 
Support Flyer

5/10/2017
HDI Conference - CSI 
Elite - feedback

7/1/2017
Launch Chat Project

7/7/2017
VOLUME MILESTONE 20,000 CHATS

11/10/2017
Training POC

11/21/2017

VOLUME MILESTONE 
30,000 CHATS

12/4/2017
Chat Team Training

12/14/2017

12/15/2017
NEW CHAT LAUNCH

ITSD Chat Milestones ςWƻǳǊƴŜȅ άŀǘ ŀ ƎƭŀƴŎŜέ
PART 2 ς[ŜǘΩǎ ƳŀƪŜ ƛǘ .9¢¢9wΗ



Discovery 

Overall 
CSI

Chat 
CSI

4.93

4.83

Fast and wonderful

Chatted while on a con 
call ςit was great!

Service for impaired

Why is this happening?

ÅScheduling ςWhat were we doing?

ÅWho was doing chat? 

ÅWhat kinds of issues were we trying to solve?  (AHT)

ÅCustomer leaves us hanging (AHT)



²Ŝ ƴŜŜŘ ƴŜǿ ƛŘŜŀǎ ŦƻǊΧ

ÅChat Best Practices

ÅChat Customer Service 

ÅChat tool needs an upgrade

²Ŝ ƪƴƻǿ Ƙƻǿ ǘƻΧ

ÅάwƛƎƘǘ ǇŜǊǎƻƴ ςright place ςright 
ǘƛƳŜέ

ÅSetting the bar for better delivery

ÅListen to what the customer wants

ÅEngaging the team to deliver 
άǎǘǊƛƪƛƴƎƭȅ ƛƳǇǊŜǎǎƛǾŜ ǎŜǊǾƛŎŜέ

How do we get back on track?

Form a Plan

GoLive
December 2017

Customer Svc & Best Practices
Bus Training Works Hands on Training

NEW Chat Tool
ServiceNow Connect (Jakarta)

Standards
Criteria Monitor Scorecard SOPs

Project Team
ITSD Leadership Staff SME



KCS 
Usage

80%

85%

Typing 
Speed

40 
WPM

50 
WPM

FCR

63%

70%

CSI 
Score

4.87

4.92

Raising the Bar for Chat Qualifications

Phone Analyst

Chat Analyst

IŜǊŜ ŀǊŜ ǘƘŜ ŜŀǊƭȅ ǊŜǘǳǊƴǎΧ

CHAT 2017 (Year) 2018 (Jan)

CSI 4.85 4.90

Abandon 3% 1%

AvgWait 88 sec (1m 18s) 53 sec

Duration n/a 12m6s


