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Introductions

Mentor Graphics Corporation
A technology leader in Electronic Design 
Automation solutions
Established in 1981;  today 4100 employees 
worldwide
2006 revenue:  $791M;  Support Revenue:  
$275M

500+ support professionals in 14 countries 
worldwide

Service Capability & Performance (SCP) certified
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What is Electronic Design 
Automation?

The Electronic Design Automation (EDA) 
industry provides the design software 
used to create all of the world’s 
electronic systems.

It is time-critical technology used to 
design the most complex system-on-chip 
(SoC) semiconductors & printed circuit 
boards.

Mentor Graphics has been an EDA 
industry leader for 25 years with annual 
revenues over $700 million.
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Customer Support Division 
(CSD)

Vision
Remain the Services leader in solving our 
customers’ design problems any time, 
anywhere

Mission
Eliminate the barriers between our customers 
and our technology
Strengthen Support as a competitive 
differentiator for Mentor Graphics

The only 5 STAR support in EDA

7
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Presentation Topics

Overview of Mentor Graphics’
web support initiative

Moving from phone to web

Strategy and Tactics
Messaging

Motivating Change

The Right Content

Results
Monitoring trends and feedback
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1993:  Phone Support is #1 
Look how easy we made the phone!

All Customers

North America
Customer Applications Engineers

Preferred Path
SupportCenter
Coordinators

“DirectConnect”
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2002-2005:  Improved Web Capability 
Customer’s choice:  Web or Phone

All Customers

SupportCenter
Coordinators

SupportNet

Worldwide
Customer Applications Engineers

DirectConnect
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2005 – 2006: Driving Web Support

We needed more bandwidth for value-added support 
activities

Strategic Account Support

Customer Training / Onsite Visits / CAE Learning

Proactive Product Division work

Knowledge Management

Our web site was “very good” and continuing to 
improve, but customers still preferred phone over the 
web
We needed a new strategy…
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2006: Driving Web Support

Tom Floodeen, VP & GM
Mentor Graphics Customer Support

‘Handle more requests via 
the web’
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Shaping the Message 
and 

Developing tactics
‘Our Support Machine has a new front 
end’

Eliminate direct dial access for Mass Market, 
change outbound messages and menu 
structure
Make using the phone “less easy”—no more 
direct connect to an expert
Stop prominently advertising our 800 
number

Strive for faster web response
Establish a faster response time target for 
SRs opened electronically

Focus on getting the right content on the 
web

Establish a separate organization within CSD 
dedicated to helping support teams 
determine and publish the most important 
content
Designate a “Contributing Editor” within 
each support team to facilitate content 
creation
Shift Knowledge Management metrics from 
quantity (publishing rates) to quality (web 
traffic and troubleshooting success)
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‘Simplifying’ the Phone System

As of June 2006, North America customers requesting 
technical assistance via telephone hear the following:

This change is for all products and all customers  calling the 
published 800 number

Top Accounts continue to have DirectConnect when using their 
dedicated 800 numbers

Customers who press 0 are routed to a Support Coordinator 
(dispatcher) who walks them through the process of searching 
and opening an SR via the web

“If this is an existing issue and you have your SR#, please enter

 

it now.
For new issues, please visit us on the web at www.mentor.com/supportnet.

If you need assistance, please press 0 now.”
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Refining the Message
No takeaways from a 
Service Agreement 
perspective:

“The phone is still 
available but we are 
tuning our 
organization to 
respond most rapidly 
to Service Requests 
opened via the web.”
Our response time 
target for phone SRs 
remains the same

‘No Takeaways’ statement taped to 
Support Coordinator monitors 

‘No Takeaways’ statement taped to 
Support Coordinator monitors
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Promoting Benefits of 
Web Support

Customers can find many 
answers immediately, 24/7

Customers can easily enter 
Service Requests 24/7

We respond in our normal 
business hours as defined in our 
Service Agreements

Consistent Service Request 
entry method worldwide

No more “Which office do I 
call?”
Facilitates regional workload 
sharing
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Motivating Change 
From Phone First to Web First

More rapid 
response to issues 
opened via web 
vs. phone

Changing metrics
Changing 
perceptions
Changing tools
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Motivating Change 
Promoting the Web (Coordinators)

Messaging
Their job is not going 
away
Their contribution can 
help us achieve vision

Participation
Their input and feedback 
is key

Training
Phone Scripts and Email 
Templates
Practice Sessions-Role 
Play
Online Tutorials
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Motivating Change 
Promoting the Web (CAEs)

Messaging
Increased SupportNet 
use=Increased Bandwidth 

Participation
Helping customers find 
the solutions they create 
will increase customer 
satisfaction

Training
Tutorials
CAE-to-CAE training  



A. Anastasakis:  Making Web Support the First Choice v1.2 - Services Industry Summit- May, 2007  - Company Confidential
17

The Right Content on the Web

Every customer issue is 
captured in our call 
tracking system

But internal re-use drives 
publishing to the web

Contributing Editors lead 
teams in analysis of 
available data

Internal re-use, search 
trends, quality metrics, 
etc.

Teams also anticipate key 
content needs (and types) 
based on their experience

Contributing 
Editor

(via WW CSM)

SR Solutions Data Mine 
SupportNet 

Usage
(InQuira Analytics, 

Survey Data, Content 
Ratings, etc.)

Published Knowledge (Docs, Movies, TechNotes…)

Proactive Knowledge 
Creation

(Work across TPubs, R&D)

Focus on solutions where 
customer re-use is most likely. 
Internal re-use is a good 
indicator.

Contributing 
Editor

(via WW CSM)

SR Solutions Data Mine 
SupportNet 

Usage
(InQuira Analytics, 

Survey Data, Content 
Ratings, etc.)

Published Knowledge (Docs, Movies, TechNotes…)

Proactive Knowledge 
Creation

(Work across TPubs, R&D)

Focus on solutions where 
customer re-use is most likely. 
Internal re-use is a good 
indicator.
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Making Content Accessible 
SupportNet, Redesigned

Make it fast 
& easy to 
find 
answers 

Product 
Centric
Task 
Oriented
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Monitoring Trends and 
Feedback

Web Response
Troubleshooting Success
Web Traffic
Customer Satisfaction
Open Method
Web Support Attempts
General Feedback
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Improved Web Response Time

North America 90th Percentile Response Times
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Consistent Troubleshooting Success

North America SupportNet Troubleshooting Success
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Increased Web Traffic

North America SupportNet Traffic
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World Class Customer Satisfaction

North America Top Box Customer Satisfaction - Top Accounts
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Shift in Service Request Open Method

North America SRs Opened

0

500

1000

1500

2000

2500

3000

3500

4000

Ju
l-0

5

Au
g-

05

Se
p-

05

O
ct

-0
5

N
ov

-0
5

D
ec

-0
5

Ja
n-

06

Fe
b-

06

M
ar

-0
6

Ap
r-

06

M
ay

-0
6

Ju
n-

06

Ju
l-0

6

Au
g-

06

Se
p-

06

O
ct

-0
6

N
ov

-0
6

D
ec

-0
6

Ja
n-

07

Fe
b-

07

M
ar

-0
7

Ap
r-

07

0%

10%

20%

30%

40%

50%

60%

70%

SupportNet Phone/Email SupportNet%



A. Anastasakis:  Making Web Support the First Choice v1.2 - Services Industry Summit- May, 2007  - Company Confidential
25

Increased Web-Support Attempts

Survey Question:  “Prior to contacting Customer Support, did you 
attempt to resolve your issue by using the SupportNet KnowledgeBase?”
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Success!  In Our Customers’ Words

“Support is my favorite feature of the Mentor tools, especially 
SupportNet.  Nine times out of ten I’ll find my solution and learn other new 
things along the way.”

“I indeed found the answer from the web.

 

Thanks again.”

“Your customer support person helped me navigate your website and walked 
me through opening a new Service Request.  As a long term business 
owner,

 

I want to say a strong and resounding THANK YOU!!”

“I submitted my help request via the web.  I got a call back before I 
closed the window!”

“I have been most impressed with the response time of service calls;  I 
no sooner put a SR in online and I am getting a phone call about

 

my 
problem.”
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Summary
Establishing web support as the gateway 
for support is a win-win-win

You can motivate customers to change:
Make the phone less easy
Respond fast
Focus on quality web content

You can motivate your teams to change:
Carefully shape the message
Include them in the planning
Provide training

Measure, listen, adjust
Let the organization know what is important
Learn from customer feedback
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Questions?

Angela Anastasakis

Worldwide Environment Sr. Support Manager

angela_anastasakis@mentor.com

503-685-1747

mailto:angela_anastasakis@mentor.com
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