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Disruption 1: Customer Needs
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Disruption 2: The Market
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Disruption 3: The Net Generation

Global

Virtual Mobile

Local Social

Visual Vocal
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Shifts Happen....
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We changed things a Dbit.
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Step 1. Transform From Escalation to Collaboration

SUpport as a



Step 2: Earn Reputation Bragging Rights!

Gamification _ 7~

Net-Generation

Intrinsic Rewards
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Step 3: Evolve The Culture

Change Agile = \‘_j, ” Inspired and Empowered
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Step 4: New Behaviors

1 AW ONE
WITH THE
COLLADORATIVE
UNIVERSE!
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What does it look like?

vl
CIsco © 2016 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 1M




Support as a Network + Intelligent Swarming

Delivering an Industry-leading Customer Experience
Built for the Future, Here Today

“Intelligent Matching”

Connects customers with the
experts and knowledge to solve
their problem

“Collaborative Engagement”

Global network of experts solving
problems through dynamic
teaming and swarming

vl
CIsco

\

)
Global Network %
of Contentjand Expert(s)

“Knowledge through
Collaboration”

Systematically created, refined, and

reused, naturally in the workflow

\

“Reputation & Gamificaton”

Encourages participation, drives
guality content and recognizes
experts’ contributions

“Integrated Workflow”

Single environment where
experts can do their job without
using multiple tools




What does success look like?
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What Does Success Look Like?

A flexible, collaborative, knowledgeable workforce, built on
trust, that add value to each other and customers
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Active Trusted Content

Timely, relevant, valuable,
consistent

Build and Retain Talent

Keep Support Engineers
Interested, focused and growing
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It’s about People & Process

technology/tools are enablers, NOT the solution
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Process Design Methodology

AS-IS PROCESS
ASSESSMENT

TO-BE PROCESS
DESIGN

Understand your business
objectives and goals

Conduct workshop with SMEs
and cross-functional team
members

Complete baseline review of
processes as they are currently
defined (“Should-be”) and as they
are actually being practiced in
reality

Define systems impacts and
requirements

Create current state, or “As-Is,”
process flows
o Levels 1-4
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Prioritize processes based on
what's important to the customer
and business

Conduct workshop with SMEs
and cross-functional team
members define desired
operational workflow

Align new processes to industry
best practices and company
standards

Create the desired future state, or
“To-Be,” process flows
o Levels 1-4

GAP ANALYSIS

Analyze gaps between “As-Is” and
“To-Be” environment

Analyze and identify failure
points and major gaps

Identify opportunities to
standardize policy and procedures

Enable optimizing tools
Create gap analysis document

System & process improvement
recommendations

Drive and facilitate decisions for
the enablement phase

Design of operational governance
model

Provide business requirements
guidance for systems enablement

Implement metric overlays that
include KPIs to monitor processes,
systems, behaviors, and adoption

Engage change management
resources to facilitate process
change implementation



Right Knowledge Worker, Right Work, Right Time
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--Unlocking the Full Potential of Cisco Resources--
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It's So Simple...

» Get the work to the right person

- Connect that person to other smart people
- Capture what they do and reuse it

- Do it all in the workflow!

EASY!
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The Technology and Architecture

Force.com (Salesforce Service Cloud)
« Case Management

- Collaboration launch point

- Single workflow tool

Lithium

- Collaborative platforum

- Knowledge capture and reuse point
DROOLS Business Rules Engine

- Intelligent Matching engine

. Business controlled
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Resource Profile Is Cri
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Edit Custom Skills Profile

MName; TEST-CUCKM-PROFILE

Description:

Technology
Expand All | Collapse all

tical

Proficiency @
012345

Growth Skill

+Add TIETIFC

Remaove Skill

E| Eaice - Communications Manager
=] ESCommunications Manager Admin and Weh Page

CONFIG_ASSISTANCE

DATA_CORRUPTION

ERROR_MESSAGES

INTEROP

PASBWORD_RECOV

PRODUCT_QUESTION

SOFTWARE_FAILURE

_communications Manager Call Failure - IP Phone to IF Phane

L communications Manager Crashes, Restarts, High CPUMemory

_Communications Manager InstalliUpgrade

L Communications Manager SIP Trunks
Woice - Communications Wanager Additional Apps and Plugins
“oice - Gateways, Gatekeepers, and ATAs

Gave  Cancel | Myskills are up to date

X X X X X X ¥ X X X X X X X X



Get The Work To The Resource

2.

Customer
Phone Calls
1.
) What Skills
Service Are Required?
Request

Collaboration
Requests

Knowledge
Creation*

What Was the
Outcome?

Professional
Services Engagement*

*Future Capability
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Who Has the
Skills?

~N

3.

What is their
availability?

I\_ZatCmng v.
Customer _
to the

4.
| What are they
doing right
now?




Value/Risk/Relevance: The eHarmony Moment

\

Value Variables

e Contract Type

« CCIE

e High or Non Tier
Country/Region

e Time of Day/Day of Week

Tech/Sub-Tech/Problem Code

Risk Variables
e Severity

e Solution

* Active CAP

Relevance Variables
Geographic Center
Direct vs. Outsourced
Shift Time

Workload
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Tech/Sub-Tech/Problem Code Skill(s)
Active Work Routing Profile

GET

PSS

CSC VIP
Contract Value
Loyalty Score

[ ] Rl AU ULULLLS

Owners %
Age %
Status Change %
Complexity %
|

Experience with
Customer

Languages
Certifications
Customer Management

and Communication Skills

Growth Flag

Matching 3
customer
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Connect Them To Other Smart People

Step 2 - Use this form to broadcast a question to all users skilled in a particular tech, sub-tech and problem code

1. Select Urgency
®' UUrgent: Specific Expertise needed immediately
Transackion Type: |- Mone -- v

Mon-Urgent: Specific Expertise not needed immediately

Engineeting: Engineering Expertise needed. Response depends on Business Unit and Product
2. Describe the Need* | -- Select One -- v

3. Target Expertise
Your target audience should be skilled in the Following area:

Technology: LAMN Switching v
Sub Technology: Cat3560E, Cat3750E (Dual 10GE) v
Problem Code: Software Failure v

Mhere changes will nof affect e Servive K eguest.
| submit | Cancel |
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Capture What They Do and Reuse It

| Help | Out GoTo w

nimiir
s VLANs / VTP

Techzone  Discussion Board | Tribal Knowledge Base - Propicazony v

Content Request Queue

ach Zone » LAN Switching » Technologies » YWLAMsIWTFP » <633043465> ; <<RTP-TZ> ME-3800X-24F5-M // not reporting bandwidth for VLANSs properhy on Solardwinds tool <RTP-TZ= >
Reply Topic Options Share it for External Publication 4 Message Listing  Mext Topic »

+<633043465 [13] Q> : <<RTP-TZ> ME-3800X-24FS-M /f not options

. marher @ Feporting bandwidth for VLANs properly on Solardwinds [Entor case #
collaborative gz sammse
Berrios Tellez 02-06-2015 04:28 FM

Azzociate Level 1

. . m Customer is using solarwinds butthe tool is not showing the bandwidth forwians properly, Customer open a case
with solarwinds people butthey have said that eventhing is configured properly, but it seems like they are not Case Links
receiing all the data from the Cisco ME-3800%-24F 5-M. Switch was upgrade to 105 "me380x-universal-mz 155-1 5"
I n te raCt I O n S Posts: 9 and that did not fixthe issue. As action plan, | envolved SMMP team to troubleshoot further but this was the first
Registered: 05-28-2014  reply, Mat sure how they would be determining bandwidth for YLAM, since itwauld nat have the necessary B33043485 °«Dlscussmn Initisted for SR

infarmation for Speed of the interface to determine bandwidth calculations:

hitpaifwenny cisco.comitfenfus/supportidocsipizimple-network-management-protocol-snmpr8141-calculate- ..

n r Bandwidth could only be caleulated it all the yalakkekeeailob o t0 do the calculation, so this mathod would anly
wotk with physical interfaces, not vigue®™nes?. ++Then a second ENDTwag was engaged and they conclude that Top Tags
hizgpay be related to a bug ongfe device OS5 {not known bug related to thisNg Case still on going

Solved! Go to Solution. Add Tag...

Wiew All

knowledge

Meszage 1 of (34 0 Kudos

Wignes)

Re: <633043465 A <RTP-TZ> ME-3800X-24F5-M // not reporting Options
bandwidth for YLANs properly on Selardwinds tool <RTP-TZ> = [hew]
marlber ¥ 02-08-2015 04:35 PM
Marlon Francisco .
Berrios Tellez ECustomet ig uzing solarwinds but the tool iz not showing the bandwidth for wlans
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Do It in the Workflow

_ search Search KoreeMires Help &Tr

@ My Work Zone > | +

Welcome to Koree Mires Work Zone

No New Messages. Search
Wiew Prewious Messages |

Quick Links
SLT CPR  Sharepoint Escalation Tracker

e I l ab I e tI l e e Account Tearn Locator My Wiork Zone Training Topic Google

Open an T case for Wz

H CS0ne Case or CISR v H Search |

BU Escalation link Eesource Profile Manager
Open an 1T case for Casemon )
Activate My Presence Indicatar e Zellein

Action tem Filter
Total Action Hems = 0

iy Work Zone Feedback TAC Paolicies and Processes
p ro C e S S e S My Work Zone Glossary TAC Skils Finder
. Open Action Htems past Due Date = 0
% of Open Action items past Due Date = 0%
S I m e a n %, of Closed Action Items completed after Due Date = 0%
Metrics based on Action fems created in the last § months
.
t | Action ltems
S re al I I I I I e ‘New |Mark Complete view &1 L | My Action ltems ¥ | B2

Al Subject Due Date & Related To Status

Owmer Created By SH

(0] test action for Kores 9i5¢2013 8:00 Ahd ot Started Koree Mires Koree Mires
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WARNING: Culture Change Required

- Change Management
Is THE critical piece

« Anti-bodies will
continue

- Persistence pays off

« It's Not All Rainbows
and Puppies
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What Didn’'t Go So Smooth

- Matching Rules: What does the business REALLY
want?

- Management changes = restart on buy-in
- Tools focus vs. process focus

- Hyper-optimized vs. Out-of-the-box

CAUTION

BUMPY ROAD
AHEAD
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