HOW TO DEVELOP A DATA-DRIVEN STRATEGY FOR MIND-BLOWING IT
SUPPORT

BEN BRENNAN

® 14:00 GMT

In this session, Ben will share how using the right data, collected in the right way, can result in a data-
driven strategy for mind-blowing customer experience that is 10x more effective and
transformational than old-school IT strategies.

He'll share real stories from his journey of transforming Yahoo's IT Support team from a traditional,
run of the mill ITIL shop into an industry leading, award winning organisation with best in industry
customer experience and NPS scores, and how you can do the same with your team.
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DataDriven
Strategy
for Mind-
Blowing

IT Support

Chapter 1:

Giving Your
Customers a Voice

Chapter 2:
Raising the Bar

Chapter 3:

Making the Hard
Decisions
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Everyone has a plan “till they

d in the mouth
Mike Tyson
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Data-Driven 2
Strategy




Measure

WHAT WORKED
WHAT DIDN'T WORK
WHQO'S KILLING IT
WHO IS DECIDEDLY NOT
STAFFING STRATEGY

Strategy +
Decisions




The Results
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Custoners a Voice










Measure

Strategy +
Decisions

WHAT WORKED
WHAT DIDN'T WORK
WHO'S KILLING IT
WHO IS DECIDEDLY NOT
STAFFING STRATEGY
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Legend:
Yellow: Neutral

s T A c Office NPS Actionable Feedback

The team is super friendly and approachable,

Bangalore 10 while there are any IT related issued.
Bangalore 10 Nothing

The kind of Technical survey i have taken so far
Bangalore 9 was less

QOur time is really valued here as the GSD team
is really at it's best in providing the right & quick
service. There should also be a award for the

Bangalore 10 best "GSD Team" across globe.
you guys are awesome.. Been of great help
Bangalore 10 when needed.

| rated the team great because they back each
other up on everything and are always instantly
available to deal with issues that come up. This
is an awesome team. Thankyou!




EASY TO FIX:

- COMPLETELY IGNORED AT
THE WALKUP

- MORE COMMS IN NYC
- WALK THROUGH SOLUTIONS

- GRUMPY AND SKETCHY
LOOKING TECHS

- WALKUP WINDOWS ARE A
MESS

- BRING EMAIL BACK

- PHONE AND CHAT WAIT
TIMES ARE 30-40 MIN!!

"ENTITLED" EMPLOYEES:

- PUT ONSITE SUPPORT IN
EVERY BUILDING, I
SHOULDN' T HAVE TO WALK
ALL OVER CAMPUS TO GET
HELP




GLOBAL SERVICE DESK
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Chapter | Caveat #1|

One: World class
. Support does
Giving Your NOTmean
Customers a givingpeople
Clear Voice | ©verytnng they

ask for
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Chapter

Caveat #

One: Garbage In,

. Garbage Out.
Giving Your |\t All Data Is |
Customers a .

Transformational

Clear Voice







Quality

Speed
Stands For Customer Satisfaction Net Promoter Score® Customer Effort Score™ Technical Knowledge

Approachability

Communication

Recommended by Harvard

Apple, Ritz Cariton, Audi,  Business Review. Ridiculed as |1 '©8MS going for best-in-

Used By Likg, eweryone Zappos, [BM unnecessary by other sources. Indusiry, wuﬁrfr:”;gfﬁ qustomer
Fiercely loyal customers :
Important to keep the customer Reducing customer effort : .
The Philosophy ugaticfiad” :F*rnm:::tﬁ;iﬁr:: e?arsnw your i ily increases loyalty Badass is the new "good
Simple, available out of box on
=D most CRM software.
Data is not particularly Awesome for consumer-facing Fine tuned for excellence and
meaningful or scientific. teams. Unfortunately, not Doesn't get specific enough  specifically for badass, best-in-
Limiistions Doesn't differentiate between granular or actionable enough  about what the obstacles are industry service orgs;
“good” experiences and for most [T teams+a-Hs-eurrent or why they exist. Only companies who are happy
“awesome” expernences very tormat: measures one thing: effort- being “good” are unlikely to

well see the same value or returns.



GOOD DATA IS...

ACTIONABLE - TELLS YOU CLEARLY WHAT TO DO

RELIABLE - YOU CAN TRUST IT, CONSISTENTLY. IF YOU GIVE IT TO A GREAT COMPANY
ACCURATE - MEASURES WHAT YOU THINK IT'S MEASURING.

MEANINGFUL - INSTANTLY COMMUNICATING SOMETHING THAT IS NOT DIRECTLY EXPRESSED.
QUANTIFIABLE - IF IT'S NOT A NUMBER, HOW DO YOU TRACK PROGRESS?

PRESCRIPTIVE - TELLS YOU WHAT TO DO. SPELLS OUT WHAT ACTION TO TAKE.
DESCRIPTIVE - DEFINES SUCCESS AND SHOWS HOW CLOSE TO OR FAR FROM IT YOU ARE.

TRANSFORMATIONAL - THE DATA ITSELF TRANSFORMS PEOPLE AND ORGANIZATIONS.
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MGOOD DATA CHECKLIST

D ACTIONABLE - TELLS YOU CLEARLY WHAT TO DO

RELIABLE - YOU CAN TRUST IT, CONSISTENTLY. IF YOU GIVE IT TO A GREAT
COMPANY

ACCURATE - MEASURES WHAT YOU THINK IT'S MEASURING.

MEANINGFUL - INSTANTLY COMMUNICATING SOMETHING THAT IS NOT DIRECTLY
EXPRESSED.

QUANTIFIABLE - IF IT'S NOT A NUMBER, HOW DO YOU TRACK PROGRESS?
PRESCRIPTIVE - TELLS YOU WHAT TO DO. SPELLS OUT WHAT ACTION TO TAKE.

DESCRIPTIVE - DEFINES SUCCESS AND SHOWS HOW CLOSE TO OR FAR FROM IT
YOU ARE.

TRANSFORMATIONAL - THE DATA ITSELF TRANSFORMS PEOPLE AND
ORGANIZATIONS.
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Meet across from Wells Fargo
on Grant Ave
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Please make it stop.
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RECAP AND TAKEAWAY

TAKEAWAY 1.

GIVE YOUR CUSTOMER A VOICE

TAKEAWAY 2:

RAISE YOUR OWN BAR

TAKEAWAY 3:
DECISIONS—> MOMENTUM—  VICTORY



Three Lessons

*GIVE YOUR ‘NOT ALL DATA WILL MOMENTUM
CUSTOMERS A TRANSFORM YOUR REQUIRES HARD
CLEAR VOICE SERVICE DECISIONS
Caveat: Don't just give them Caveat: Data Driven Strategies resis’f;i\clzzétCzc:Jl;avg\g’ie" I'\]:ae(;euired.
what they ask for. are only as good as the data

driving them.



Measure

WHAT WORKED
WHAT DIDN'T WORK
WHO'S KILLING IT
WHO IS DECIDEDLY NOT
STAFFING STRATEGY

Strategy +
Decisions



Keep In Touch!

ben.brennan@qstac.com
linkedin.com/in/benbrennan
twitter.com/why
QSTAC.com
Book on Amazon: Badass IT Support

Consulting and Speaking: ben@benbrennan.com
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