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Cha 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.
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Aldeas on how to get a Chat Channel started and managed
AWnhat you might expect along the way

R KSy (2 1y2¢6 AGQa GAYS (2 YI
ADo what you knowOr look for new ideas

AAre you successful? How to measure that?
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Acalls shift to chats AND new customers come to you

Ad! 3Syida NS Y2NB LINRPRdAzOGA @S
AAgents cannot successfully handle more than 2 simultaneous chats

AAgents cannot do multiple simultaneous channels, e.g.
chat/phone, chat/email, etc.
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Altisanewchanngy 21 2dzad a2YSGKAy3
AKnow your goals!
AwSl OKAy3a GaArftSyid adzFFSNBNEREK
AwS| OK LIS2LX S gK2 OFyQid OFftft @&z
AOffer productivity option for your customers?
AwSlLtte glyid G2 GNEB (G2 daR2 Y2NB
ADo you expect the same CSAT on this new channel?
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Sept 2015

A Rolledout chat
A ServiceNow Legacy Chd&asic
A Minimal Reportingapabilities

A Createdour own Chat Training
Program

A No Specific standards / No
Industry besfpractices
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ITSD Chat Milestonesw2 dzNJy Se &l o | 3t
PART & The initial steps
- Chat Launch
9/14/2015|
FAI Rolls out Pilot
912712015} Chat GO LIVE
id
12/1/2015 pompanyw %hat Hours extended
2/1/2016 'O 5&-5’) PT Divisional Meetings

9/15/2016¢  11/15/2016

VOLUME
11/25/2016| MILESTONE

10,000 CHATS!
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HDI /018 2016¢ Getting the Word outVhere the People Areﬁzs"v%:@@gj

AConference Calls with Divisional Leadership
ASignature Block Tag Lines
AwlyR2Y 1 yy2dzyOSYSYy (adé RdzNR\

Alnternal Service Desk WebsiteLJdzi | &/ KF & . d:
AlLargest Division holds Leadership Meetiggsnounced
there
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File Edit View Favorites Tools Help

My News Browse ~

IT Help Center

in Information Technology v

Relax... Help is on the way!

4 Check out the new IT Help-Center today!

Need Help?

IT Help is Available.

Clickcon tpiis

A Yena@duk BofH: G dzNB o f 2()1
XdndfitRakeAyidu tall 1 S &

ThellT-ServiceDesk website

Chatours 5am - 5pm PT (M-F)

Click on this box and open a Chat

HDI 208 Good News, Volume is picking upEeEs
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ACustomers like the ease of Chat AThey like to be able to multask

Alssues identified to help customers while gftt_',_ng help . 5
faster ANKLGGAYy3I G2 R2 3

YR Sl ae¢ NbadzZ i
A in customer satisfaction

Q)¢

ASecure email password reset

APrinter mapping request AWORD OF MOUTH about CHAT
APackets distributed by Desktop for: channel

ANew Hires and Ghoardings ACustomers saw IT offering more

AOffice Outreach Aal I £t2 STFSOG¢ T2

they were the communicators
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Ac22f R2SayQi o2 NJ AFndnpvdways to hadage werly S f

TN Aat RS / KIiGa &! dzRAO
ﬁWhen are Chats waiting . 5 both agent workstation and in center
How many Chats are waiting* A Chat agents were depended upon to
AHow long is average handle time? reach out when they needed help
g g ¢
AWnho is working a Chat and who is (notthe best SO_IUt'On)
available? ANeed to look at inbound contact
information
. AHow many Chats?
ACUStO_mer$tar_t to complain about A During what 30 minute intervals
Serviceexperiences ACustomer satisfaction scores fell
ATimeliness A This launched our 2017 project to

A5 2 yvaHii GKS &l YS & 7FSSt adgregscour Chat program
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2017

Desktop
2/1/2017 | Support Flyer

HDI ConferenceCSI
5/10/2017 | Elite - feedback
Launch Chat Project
7/1/2017 )
VOLUME MILESTONE 20,000 CHATS
7/7/2017)

irraining pPoC
1171072017 VOLUME MILESTONE

11/21/201780,000 CHATS

Chat Team Training
12/4/2017. 12/14/2017

EW CHAT LAUN

N
12/15/2017!
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= Overall

Q
\«\“\e Chattedwhile-onaccon 0 OF .
call¢ it was great! &

CSI

Fast-andwonderful

3o Chat
et et Ving,
R sy CSl
o Chat e tl?@ :
Toolong ™ ke,

More than a few minutes to connect
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HDI 08  \Why is this happening?

AScheduling; What were we doing?

AWho was doing chat?

AWnhat kinds of issues were we trying to solv@™T)
ACustomer leaves us hanging (AHT)
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2S 1y28 K2g (2X 2SS ySSR ySé ARSI
Ad wA 3 K ¢ righ ke night AChat Best Practices

UAYSE AChat Customer Service
ASetting the bar for better delivery AChat tool needs an upgrade
AListen to what the customer wants

AEngaging the team to deliver A o o
GAGNR]LAY3Ife AYLINBAAADS ESNDAOSE
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CEEREEE Form a Plan

ITSD Leadership Staff SME

Standards
Criteria Monitor Scorecard SOPs

|¢

NEW Chat Tool
ServiceNow Connect (Jakarta)

|¢

Customer Svc & Best Practices
Bus Training Works Hands on Training

|¢

GolLive
December 2017

|¢
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KCS Typing CSl
Usage Speed FelR Score

40
Phone Analyst
85% il >0 W 70%

Chat Analyst PM

4.87
4.92

CHAT 2017 (Year) 2018 (Jan)

CSl 4.85 4.90
Abandon 3% 1%
AvgWait 88 sec (1m 18s) 53 sec

Duration n/a 12m6s



