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BET Service Enablement Strategy

Mission Statement:

Leverage technology, processes and people to enable the Service organization

Vision Statement

Deliver competitive advantage by providing our customers with services that enhance and simplify data availability and management while enabling product sales

Goals:

a) Radically Simplify Business, conquering complexity and enhancing customer value.  Enable best in class process with best in class technical solutions

1. Connect – Service Processes Globally

2. Quote to Cash 

b) Leverage the web as a competitive weapon.  Enhancing our Customer, Sales Force and Service employee Experience with StorageTek 

1. Organized web experience based on our customer needs

2. Personalized customer portal

3. Account information and content by customer login

4. Support and service information easily accessible for self service

5. Open and check status of customer support cases

6. Universal login with a single password

c) Single call management software worldwide

1. Implement a simple, flexible global Call Management Software 

2. Provide a single view of our support cases to our Global Service Organization

3. Global knowledge base

4. Real time entry and status of support cases

d) Implement new performance management system assuring goal alignment and development and career plans are in place for all employees.

e) Prioritize all initiatives based on 

1. Alignment with strategic direction

2. ROI

f) Deliver new initiatives with excellence

g) Support existing applications with excellence

1. Prompt attention to user issues

2. Fast and correct responses to bugs or enhancement requests

Strategies:

a) Radically Simplify Business, conquering complexity and enhancing customer value.  Enable best in class process with best in class technical solutions

1. Connect – Service Processes Globally

There is a Global initiative to standardize service process.  The processes being addressed and the technical solution are the following.

Problem management and reporting – consistency around the globe on how cases are handled.   The CMS project supports this process change by modifying Clarify and ACES to standardize terminology of how cases are opened, closed and reported

Installs/de-installs – process surrounding the scheduling of installations with complete shipment of product, scheduling of de-installs and simplifying the closure of cases and time reporting.  The order to cash project - simplification of installation case closure supports some of these process changes.

Skills based management – managing the field resources based on skill set.  The second phase of the CMS project supports this process change.

Knowledge management- consolidation of knowledge from disparate systems to assist  Tier 1 and Tier 2 support.  The implementation of the Primus Knowledge Base supports this process change.

2. Web and Knowledge base content contribution
New processes are being developed to contribute knowledge to the Knowledge Base.  We will leverage the Knowledge Base process to be incorporated in to the contribution of content to the web.  This will provide the customer with consistent messaging and internal continuity of process

3. Quote to Cash 

Simplification of Installation Cash Closure – average cycle time to close an installation case is 5 days.  A web interface will simplify this process and allow this to be reduced to 1 day.

Automation of Service Contracts – There is no interface between Siebel and SAP for service contracts.  Service contract information is printed from Siebel and manually entered into SAP.  The interface will eliminate this manual process. 

b) Leverage the web as a competitive weapon

1. CRC Entitlements – The ability to grant access to support information on the customer resource center based on current service contract.   Enabling self service.

2. e-Cases – Enabling self service by giving access to all customers to open their own Sev 2, 3 and 4 cases on the web and give them the ability to track status on line.  

3. Consolidation of disparate support sites –identifying and migrating all current valid support sites in StorageTek and migrate them into the one CRC support site so that information is made powerful by being maintained in one place.

4. Global View of open cases – Ability to see activity against an open support case that was opened in EAME and escalated to the US in one view.

5. Personalized customer portal – ability to give our customer, partners and employees the ability to customize what they see when they come to our site.

6. Universal login with a single password – work with the technical team to design a solution to eliminate multiple login’s from one system to another.

c) Single call management software worldwide

1. Global Call Management Strategy – develop roadmap and plan to move from ACES and Clarify to SAP CRM to support Global Services goal to become a follow the sun support strategy.

d)
Implement new performance management system assuring goal alignment and development plans are in place for all employees.

1. Develop C-Smart performance and development goals aligned with the corporate goals.

2. Create and define opportunity paths for employees that define education, training, skills, and experience needed for promotion/or movement into new positions to support development and career goals.

e) Create a unified and well understood process for prioritizing all technology initiatives impacting Service– Today, there many initiatives underway in global services worldwide.  Every initiative has different priorities for technology and there is no well understood process for determining which requests are acted upon.  We will develop and communicate a prioritization process for all of Global Service request utilizing the PST – Project Steering Committee.
f) Deliver New Initiatives with Excellence – No strategy can be successful if it is not implemented well.  For the BET Service team, the key to success is to deliver our new projects excellently.  This will be accomplished by:
1. Adhere to the Project Management Process – All standards for process, deliverables, and managing milestones must be followed by every member of our team.

2. Work with EDS to deliver high quality results – We will work with EDS to leverage their best practices and training resources to insure our team is enabled to deliver.

3. Manage and deliver realistic expectations among users – The team must insure that all projects are fully scoped before committing to any dates or costs for delivery.  Having achieved this, we must communicate reasonable expectations to all stakeholders and then be willing to stick by our commitments. 

g) Support existing applications with Excellence – In order to achieve the full potential of our current technology, we must first support our existing users and functionality well. To achieve this we must:
1. Structure the support team to provide clear accountability – Management reports and a clear organizational structure are needed to insure all issues are resolved on a timely basis.  All CSR’s will be managed.

2. Ensure support team is adequately staffed and trained  - currently there is only one Clarify developer supporting all of service.  Additional resources are needed.

3. Fully document procedures to insure problems are only solved once – The knowledge base of issues and solutions must be improved and made public so that users can solve their own problems.

4. Proactively Reduce Problem Areas – Weekly measurement and review of the CSR’s reported we can begin to be proactive in addressing problem areas.

Metrics:

a) Enable best in class processes with best in class technical solutions
Business case enablement

Process cycle time

Process throughput

Customer satisfaction

Availability

Response time

b) Prioritize all initiatives based on alignment with Strategic Direction & ROI

Project seen through to completion

Deliver New Initiatives with Excellence

Adherence to schedule

Adherence to budget

Adherence to requirements

Defect rates

c) Support existing applications with Excellence

Average time to respond to a CSR

Average time to close a CSR

Defect rate

Number of Defects reopened
d) Implement new performance management system assuring goal alignment and Development plans are in place for all employees.

Develop C-Smart performance and development goals aligned with corporate goals.

· 100% employees with C-Smart performance and development goals

Create and define opportunity paths for employees that define education, Training, skills, and experience needed for promotion/or movement into new positions to support development and career goals.

· 100% employees with career plans

Roadmap:

..\Roadmap\Service Roadmap.ppt
The focus for 2002 is enabling the global service delivery process model.  This includes the transition of the U.S. call center to EDS, the remote call center in Toulouse, the modification of current systems to support process standardization and service reporting, implementation of a knowledge base as the baseline for future worldwide customer self service.

Moving in to 2003 as processes are enabled and rolled out worldwide, the focus will be on strategically moving the globe to one Call Management Software.  This will drive on going consistency in process and the management of the service operations and enable the creation of a data driven culture.

SWOT 

Critical Success tactics  & Corrective Actions

BET-Service is poised to support StorageTek in overcoming many weaknesses and threats and in supporting the fulfillment of the opportunities.

	Weaknesses, Threats 
	BET Opportunites

	· Lack of  marketing programs
	· As marketing develops programs, enable personalized sales and marketing programs of all products and services on the web as well as up-sells and side-sells

	· Under-developed sales model
	· As the sales model is developed, utilize the sales community to decrease administrative time and increase reach of our sales team for collaboration, education, communication, and key data.

	· Inadequate remote support tools & processes
	· Provide online service and support tools to enable the service organization, our partners and customer self-service

	· Inefficient service delivery model
	· Support  Connect/SaRs as they continue to modify the service delivery process

· Provide online service and support tools to enable the service organization, our partners and customer self-service

· Automate Pricing updates for maintenance

	· Developing and emerging geographic markets
	· Provide online abilities to decrease the costs of opening emerging markets

	· Deeper share of wallet of our current customers
	· Enable personalized sales and marketing programs of all products and services on the web as well as up-sells and side-sells

· Lead generation for the sales team on existing customers opportunitiesb.

	· Deeper market share of our current partners
	· Partner programs on the web as well as the partner portal for VAR/IVAR enablement

	· New market penetration
	· Lead generation via storagetek.com, network.com and storageareanetwork.com  

	· No single customer view
	· Provide a single customer view of all data, regardless of the system it resides in to the sales people and then create premier pages for our customers

	· Climbing SG&A Costs
	· Touchless orders enables migration to the Virtual order management call center with significant savings.

· Simplify internal processes to decrease costs.

· Online support and services will decrease calls to the service center and enable greater reach of our service engineers.

	· Enable StorageTek to be seen as the Storage Knowledge Provider to the industry
	· Leverage knowledge base 

	· Customer First
	· Enhance and tighten customer relationships-solve customer problems with online tools, knowledge and communities.


Threats


Increased competition in the enterprise tape  area or in other high growth service segments


Potential decline of StorageTek product sales


Customer shift from mainframe to client-server marketplace or from tape to disk storage


Longer  product warranty periods 


Increased reliance on indirect distribution channels for product sales, as some indirect distributors provide service 


Failure to quickly implement the Matrix architecture for MVSS  opportunities 





Opportunities


Growth of overall  storage market and SAN market segment 


Developing and emerging geographic markets


Service providers with global presence 


OEM/Indirect markets: increasing manufacturers outsourcing service needs through partnerships


Deeper share of wallet of our current customer base


Deeper share of market of our current partner  base


Technology to provide seamless interface of disparate back-end processes

















Weaknesses


Lack of service & marketing programs


Under-developed sales model 


Inadequate remote support tools & processes


Inefficient service delivery model


Climbing SG&A costs


Disparate processes and systems in each country


No single customer view


Aged or inflexible processes that no longer fit the business model








Strengths


Customer orientation, technological competence and heterogeneous system skills


Strong reputation 


Knowledgeable and experienced employee base


Best of Breed systems in US 


Corporate-wide desire to refine business practices to current and future environments.
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