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Transformation Objectives
Reducing Support Costs Driving Increased Product SalesReducing Support Costs, Driving Increased Product Sales

Reducing Support Costs and Providing Product Differentiation

$$$$$$ $$ $$$$
Overall Support Costs

$$$$$$ $$
Support Automation State

$$$$

Assisted Support
• Most Expensive Support
• Least Scalable

Support Automation
• Least Expensive to Deliver
• Shorter Time-to-Resolution

Self Help Support
• Less Expensive
• KnowledgebaseLeast Scalable 

• Premium Support
• Phone Support
• Email Support
• Chat Support

• Shorter Time-to-Resolution
• Reduces Incident Numbers 
• Better Registration Tracking
• Product Patch/Update 
• Error-to-Solution Mapping
• Proactive Learning

Knowledgebase
• Forums & Communities

Positive Product Differentiation with Support Automation
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Product Support Improvement 
Reducing Service Requests Through Prevention and Support Automationg q g pp

Product Incident SupportProduct Incident Prevention

Product Assisted 
Support

Product Self-Help 
Support

Product Automation 
Support

Product Quality 
Improvement

Direct Online Contact
• Web-Based Chat
• Web-Based Remote Control
• Email-Based Support

Knowledgebase
• Solution/TID Wiki
• Knowledge to Error Reporting
• Knowledge to Config Reporting

Registration
• Enable Electronic Service Delivery
• Product Entitlement Inventory 

and Management Portal
• Updated Entitlement

Human Factoring
• Installation Human Factoring
• Configuration Human Factoring 
• Built-In Product Feedback

P d t T ti Telephone Support
• Call Center Service Request
• Multi-Level Phone Support

Premium Support
• P/DSE Support Model

Dedicated resources by

Forums/Videos
• Education How-To’s
• Online Video How-To’s
• Forum Response and 

Community Participation
• Error-to-Video and Forum 

Integration

S f

Product Error Reporting
• Report OS Errors
• Report Novell App. Errors
• Report Partner Application Errors
• Pre/Post Product Ship Errors
• Correlation with Testing, Support, 

Development, and Partners

Product Testing
• Emphasized Product Quality 
• Product Quality Control Team

(Independent of Product Team) 

Interoperability Testing
• Novell Product Interoperability 
• Key HW/SW Interoperability • Dedicated resources by 

customer or customers

IT Services
• Monitoring Services
• Managed Services
• IT Outsourcing

Product Specific Docs
• Wiki-Based Documentation
• Targeted Solutions (Cool 

Solutions)

Product Specific Docs
• Wiki-Based Documentation
• Targeted Solutions (Cool

Product Patch/Update
• Robust Update Mechanism
• Cross-Platform and Product 
Update
• Well-Defined Patch Process
• Patch Quality Control Team
• Error Reporting to Patching 

Key HW/SW Interoperability
• Interoperability Quality Control 

Support-to-Test Case
• Test Case Improvement per 

Incident
• Online Test Case Improvement –

Customer, Partner, and Community
D t b Targeted Solutions (Cool 

Solutions)Process and Mechanism

Autonomic Computing
• Self-Configuration
• Self-Healing
• Self-Optimization
• Self-Protection

Beta Testing Automation
• Automated Error Reporting
• Partner Enabled Automated Error 

Reporting

Database
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You might be a nerd if...
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Assisted Support Optimization

• Key Points
– It ought to be as “good as being there”
– Increased Productivity
– Optimize Off shore talent
– Web as an entry point

> Capture key information and “click stream”
> Expose self help capabilities “up front”
> Guided help 

• Enter: Project “Horizon”
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“Horizon” 
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Support Delivery Model –
Web-initiated Web-basedWeb-initiated, Web-based

20 25%
Web Self-Help First 
(unless Severity 1) 20-25% 

Web
Resolution

(unless Severity 1)

75-80% of 
volume enters 
support

Call-back model
support 
centers
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“Horizon”

• Web Support (Bomgar) 
– remote access
– diagnostics

h t– chat

• Forums Upgrade (vBulletin Interface)
• Novell Customer Center (support portal)• Novell Customer Center (support portal)
• “First Look” On-Demand Training (unlimited access)
• Knowledge base Knova (upgrade)• Knowledge base Knova  (upgrade)

– Search
– Authoring
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– Analytics: Tuning, Best Bets



WEB-BASED SUPPORT 

Web-initiated, web self-help - “Chat” is just tip of the iceberg....
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Desktop Sharing | System diagnostics | File Sharing | etc... 



Customer Feedback
• “This worked great! Excellent feature to add to your support 

people. Having Nate being able to see the errors first hand I think 
definitely helped speed up the support process.”

• “good job!!!!!!!!!!! fantastic!!!!!!!”

• “I liked the chat. I could do other things while I was waiting.”

• “Very good, a great improvement over telephone or email 
support.”

• “Used it the first time and it was just perfect. Possibly the last time 
I called by phone. I feel sorry that I do not have enough problems 
t it d il b i ) Th k Y !”
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to use it on a daily basis :-) Thank You!”



Now that's customer service...
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Benefits & Wins

• Self Service
– Drives self help process up front 

• Increased productivity
– Chat & web based support allows for multiple simultaneous 

assisted sessions

• Maximize off shore strengthsg
– India support center fronts chat support, eliminates accent 

barriers, capitalizes on lower cost resources 

E t i C t P f El t i t• Enterprise Customers Prefer Electronic support
– *SSPA and **HDI surveys support preference 
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*Service & Support Professionals Association**Help Desk Institute



Forums/Communities

• On Line Discussion Groups
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Forums/Community
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Self Help

• Knowledge Base
– KB Tuning
– Analytics

“Best Bets”– Best Bets
– Content Creation
– Quality Monitoring

• On Line Training: “First Look”
• On Line Discussion Groups

– Peer Support
– Building the “Organic Community”
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Self Help...living up to the hype: 
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Knowledge Base Tuning

• Analytics
– Assess “Knowledge Gaps”
– Identify weak areas

Author content to fill gaps– Author content to fill gaps
– Monitor improvement

• Quality Monitoring: “TID's”Quality Monitoring: TID s  
• Best Bets

– “Push” most relevant content to the TOP
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Knowledge Gap Report
• Regular Weekly Review and Tuning
• Super User Review and Cadencep
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“Best Bets”
• Visual Search Manager
• “Push” most relevant to the top
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Authoring Report-Peer Evaluation

©  Novell Inc.  All rights reserved23



Score TID 
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Score Survey
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Score Results
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On Line Training: “First Look”
• Web Accessed Flash Videos
• Browser based—Unlimited Access
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Authoring and Publishing Content

• Certification
“Just in Time” Publishing• Just in Time  Publishing

• Authoring in the “work flow”
• Customers and Partners as ContributorsCustomers and Partners as Contributors
• Quality Check process
• Key Pointsy

– Recognize the right behavior
> Contribution

Hea il in ol e sers (s per ser program)– Heavily involve users (super user program)
– It's a marathon not a sprint
– Technology as an enabler not a cure
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Capturing in the Workflow
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Authoring in the “Workflow”
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NOT the efficiencies we are looking
for:
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“Day Break” is the next Horizon
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Business Objectives

Business ObjectivesBusiness Driver

• Provide proactive support automation to customers
• Focus resources on support activities that cost less and that scales
• Reduce the time-to-resolution to our customer-base

E bl t t l t i b th l
Support Efficiency

• Ensure that Novell products are easier to support than its competitors
• Create a support ecosystem and infrastructure that competes with Red Hat 

N k Mi f Li O C

• Enable customers to solve support issues by themselves
• Move support functions closer to the ITIL standards

Product Differentiation

• Enable Novell partners to easily implement and support Novell products across 
cross-platform environments

• Create a potential revenue opportunity that will encourage partners to implement 
and support Novell products

Network or Microsoft Live OneCare

Support Partnering
and support Novell products
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Customer Interface
Self HelpSelf Help
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Client Interface
Device ListDevice List
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Customer Interface
AlertsAlerts
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Customer Interface
AssistanceAssistance
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Q & A

• Thank you!
• Kenny Bunnell
• klbunnell@novell.com
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Plan...or your path may lead to...
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