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An Quick Introduction

History major from the University
of Oregon

Started with Symantec in 1997 as a
tech support agent for WinFax PRO

Spent next eight years in various
support roles from online
messaging to agent QA to
supervising front line teams.

Moved into Operations as the
Leader for the Norton Knowledge
Management team in 2005

Leader for the Online Support
Experience since 2009
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WHY Customer Effort Score?

We chose to lead
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What’s Different Now?
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Norton’s Online Support Experience
Facts ‘n Figures
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Our Solution? An Iterative, Agile Approach

The Dedicated Online Support Experience Optimization Team (0Oz)

Content Voice-of-the-
engagement, to Customer (VoC), to Test-and-Target Personalization and
create a better understand and Campaign Feature
measurable customer phrasing infrastructure Syndication
experience and framing
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What’s Next?
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Thank you!

Matt Phillips
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