Jesus Blasquez
Director Client Services
Soft Computer



for clinical laboratories

e All clients purchase maintenance and support



— City, State, Provence
— AABB, CLIA, JCOHA, CAP

 Changing requirements- LOINC,ICD-10, HIPAA,
EMR, Meaningful Use, Reporting to State and
CDC, Sentinel Events, Hedis



e Assigned Account Executive
e Software Upgrades included in maintenance

* Charges for professional services

“Someone calling themselves
a customer says they want
something called service.”



’roject IVlanagement
— Foreign System Interfaces

— Manage SW Patches and Hot Fixes
— Manage SCR

* Financial

— Process project billables
— Review and process quotes



SIT ACROSS FROM THE OWNER AND
ARGUE
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* Apply classification to predict staff needed to
support client transitioning from
Implementation

e Make travel Reasonable and cost effective



— could be correlated with other
corporate decisions — sales or beta

— Satisfaction / client loyalty

— Correlated with client life cycle — new
or query

At Rizk of Leaving

Beta Client

Corporate Client

Dissatisfied Client

Generally Satisfied
Client

L Leaving

N New Client

P Software Problems

0 Query Databaze

5 Sales reference Client
R Reference Client
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Correlation by Bed Size
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— Follow up on action items



e R=reference — added 4 hours



Budget Hours (Monthly/Quarterly)
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Analyze AE’s ability to absorb the new client

Use Common sense — it’s just a tool
Make assighment and monitor quarterly
Adjust and rebalance — as seldom as possible



e Build a quantitative mode
 Apply the model and measure the outcome
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