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About Speedware …

•30 years old

•Owned by Activant (2005)

•$400M, 2100 employees, +30K Customers, ERP publisher

•$15M, 78 employees, +2K Customers

•Very profitable, stable, growth

•Development tools, BI, Legacy Modernization

•Focus on productivity, operational efficiencies, managing by 
the numbers

•Corporate commitment to “delight” Customers
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About Speedware Support …

•Profit Center / Business / P&L

•Managed by the numbers

•Worldwide / Multi-Lingual Support 

•Staffed with 19 Computer Science Engineers 

•Multi-Tiered Infrastructure (Front Line and Second Line)

•BI/DT/Application Support

•In Acquisition Mode

•Preparing our 7th SCP Audit
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Does This Sound Familiar?
• Much effort spent finding, analyzing and then 

transcribing key data from too many reports into Excel

• Inconsistent data from one report to the other

• Goals were not always communicated

• Were we really doing ok or not? “By the Gut”…

• Not many ‘documented’ processes

• At the mercy of IT…JTL!

• Growing pressure to improve margins
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Share, Share & Share…

• Take you on a little tour of a few “homegrown” Support 
dashboards: 
– How We Did
– Operations
– Customer Satisfaction
– Timesheet
– Financial 
– Electronic (SWS) Support 
– The Pulse of Support

• Discuss some of the lessons learned

• What this presentation isn’t about…
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My only definition of the day…

• Dashboard / Briefing Board / ‘Balanced’ Scorecard --- Whatever!

• All these approaches to performance measurement have 1 thing 
in common:
– An emphasis on the importance of measuring your organizational 

performance in ways that go beyond the limitations of the traditional 
reporting systems.

• The “Ideal” performance management system: 
– Energizes your people to focus effort on improving things that really matter
– Gives people the information and the freedom that they need to realize 

their potential within their own roles
– Aligns their contribution with the success of the company



enterprise software solutions

October 2006

Differentiation, the Catalyst…

• Strategic decision to make support a real differentiator in 
the Sales process 
– Adopted the SCP program to validate our practices and to identify 

areas of improvement
– Focus gave us the momentum necessary to address long standing 

issues, and improve overall operations in the process

• When Miss Technology met Mr. Best Practice Processes…
– Started getting out of the numbers reporting business and into the 

resolution of the “key” issues  
– Determined to make Support / my team / me STRATEGIC!

• Re-certification continues to drive consistency in our 
operation and allows us to continuously improve 
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Differentiation, the Catalyst…

Make every measurement count!

For every dashboard, relevance to any of these 
11 categories will be discussed…



enterprise software solutions

October 2006

Differentiation, the Catalyst…

• Get key players involved to ensure buy-in
– Involve them in determining what it would take to be different /

strategic – Make sure to show them what’s in it for them…

• All measurements should have owners
– Responsible for results as well as data accuracy

• Measure what “really” matters
– Keep it simple to operate / simple to understand / simple to act on 

Make it show you WHTBD!
– Discover the underlying reasons for good or bad performance

• Monitor regularly and COMMUNICATE progress…
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Support Scorecard 2006 - Operations
Measure Target

FINANCIAL:  How should we appear to our Owners?

F1 Grow Support Revenue Support rev. $xxM
F2 Deliver high degree of profit Gross Profit Margin 80%

CUSTOMERS: How should we appear to our Customers?

C1 Maintain SCP Certification Certification +2%  
C2   Deliver world class support Overall Sat.                 8.0 
C3 Shorten Solution Time Solution Time  10 days 
C4 Increase 1st Call Resolution Rate 1st Call Res. 25% 
C5 Visit our top accounts Trip from Maria 1 Per Q.

PROCESS: To succeed, at what business process must we excel?

P1 Enhance e-Service 1 Article/3 FAQ Per Q.
P2 Customer intimacy 1 Share the Wealth Per Q.
P3 Account Management 10 Calls Per M.
P4 Increase Call Deflection Deflection Rate +10%

GROWTH: How will we achieve vision and sustain ability to improve? 

G1 Get in the know - Ensure time off the phones to train 4hrs/month
G2 Benchmark our Centre – Education/Associations/Conferences Per Q.

Every agent has a copy of these goals 
posted in their cubicle – Progress is 
communicated to Staff and Execs on a 
monthly basis
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How We Did… Yesterday.

Monitor SCP 
compliance 
daily

Drill down to 
see call owner

Backlog 
by rep 
and by 
call 
status

Call Source

Activity by 
product

Paperless – exception based Performance Management

Measurement Drives Process
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Communicate…

Charge Backs: <Time Sheets Dashboard>

• YTD 2005, 1,326.75 hours of our technical expertise were charged back to the other departments. 
• In February, 6 of our Reps spent some time consulting for PSO for a total of 152.75 hours… etc. In monthly progress reports --- Give 

access to web dashboard for more 
info but cut&paste graph and 
editorial on specifics…

Monthly to the Execs:

From: Silvia De Ciccio  

Sent: Wednesday, September 06, 2006 10:21 AM

To: Quebec.MTL.

Cc: Quebec.ExecManagers

Subject: How We Did  September 5, 2006
http://biapps.speedware.com:88/MWSrvScript

N.B. The top of the screen displays the day you are currently viewing. Please use the menu option "Click Here to 
Change Date" should you wish to view a different day.

"How We Did" Briefing Board

This briefing board is refreshed daily and provides us with a glimpse on Support's vital signs from the previous day.

Daily to the Team and the Execs:

Dashboard link on yesterday’s 
operational performance is sent 
daily to staff and Execs.

Our performance dashboards are also used to 
communicate our progress:

•To the company at quarterly meetings

•To the customers via our newsletter, our web site, 
presentations etc.



enterprise software solutions

October 2006

About Operations Dashboard

• Monitored on a monthly basis…

• Helps us manage the overall 
performance of our call taking / 
support activity.

• Slices and Dices:
– Call Activity by month, year, 

product, agent, customer, call 
source, etc.

– Solution time, response time, 
first call resolution etc. by month, 
year, product, agent, call source

– Helps us with staffing issues.
– And, much more…

Make every measurement count

• Some SCP areas it affects; 
– Employee Development/People 

Programs: Provides agent with 
feedback on his performance, 
identifies training needs, career 
development etc.

– R&D Interface: Which products 
generate most calls etc.

– Performance Metrics
– Productivity Tools
– Electronic Service Delivery
– Service Delivery Process: SLAs, 

goal setting etc.



enterprise software solutions

October 2006

Operations Management

Personalized View

Alerts
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Operations Management

Last 12 months SCP stats
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Operations Management

View Top Calling Customers

Top calling customers 
segmented by year, month 
and product
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Operations Management

Which products generate the most 
calls, Service Requests, most 
research etc?

Valuable feedback for R&D/Training 
classes for customers/support agents etc.
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About Customer Satisfaction

• Monitored on a monthly 
basis…

• Helps us manage the 
Customer Satisfaction 
results of our event based 
surveys.

• Slices and Dices:
– Customer satisfaction 

components by month, year, 
product, agent etc.

– And, much more…

Make every measurement count

• Some SCP areas it affects; 
– Customer Feedback
– Employee Development/People 

Programs: Provides agent with 
feedback on his performance, 
identifies training needs, career 
development etc.

– R&D Interface: Which products 
generate highest satisfaction?

– Sales Interface: Are their top 
customers happy?

– Corporate Commitment: Profit 
Sharing, reference sites etc.
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Event-Based Customer Satisfaction Survey

Performed daily. 

Analyzed monthly, unless customer requests a call back 
or if comments merit immediate attention.

A daily listing of all calls closed within the last 24 hours is 
generated and used as the basis for an automated survey 
on customer satisfaction. 

An e-mail including an overview and instructions on 
completion of the survey, and the URL to the web-based 
survey interface is generated and sent to the customer 
within 48 hours of the call being closed. 

All support calls closed the previous day are eligible for 
the survey process. 

The Survey app also allows for any closed call to be 
immediately selected for survey by telephone. This is 
done to increase the likelihood of customer response 
when more detailed feedback is needed on a specific call.

This event-driven survey is also available from the 
Support Web Site. 

Customers wishing to complete a survey on any of their 
closed calls, bypassing our selection algorithm, can do so 
via the Call Management feature
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Customer Satisfaction Management
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Customer Satisfaction Management
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Customer Satisfaction Management

Drill down to 
find out 
more…
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Customer Satisfaction Management

Drill Down to 
the specific 
survey…

Review the 
processes and 
adjust.
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Customer Satisfaction Management
Agent Analysis

Establish trend / Goal:8 
and determine WHTBD 
(What Has To Be Done)
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Customer Satisfaction Management
Out of 17 surveys, 1 rated 
overall Satisfaction wit.h a 
3

Lists the 17 
surveyed customers 
with their 
associated overall 
customer 
satisfaction rating
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About Financials Dashboard

• Monitored on a monthly basis…

• Helps us manage the financial 
side of support revenue and 
segments our customer base.

• Slices and Dices:
– Customers by year, product, 

revenue, calls, supporting entity 
etc. 

– Segments our customers by 
revenue categories to help us 
tailor programs accordingly etc.

– Segments revenue by type of 
transaction.

– And, much more…

Make every measurement count

• Some SCP areas it affects; 
– R&D Interface: Understanding of 

product distribution in base.
– Which products generate most 

money and/or more calls?
– Performance Metrics: Revenue 

per call…
– Financial Management
– Corporate Commitment: Monitor 

revenue trend, attrition, growth 
and understand why.
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Financial Management Examples

Segmentation by $

Segmented by 
support revenue

Distributors

Revenue per customer 
analysis
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Financial Management

Breakdown of DT
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Financial Management

Set the context 
for analysis

Support Revenue Analysis

Monitor the trends for forecasting…
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Financial Management

Question: How much support revenue is tied to customers 
that placed no calls?
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Financial Management 

BI

DT

ALL
How do you 
add value 
when 
customers 
don’t use 
your 
services?
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Pass it on to the Customer…

Speedware  “Premium”

Customer 
Sold 
education
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About Timesheet Management

• Monitored on a monthly basis…

• Helps us manage the off call 
activities of our agents.

• Slices and Dices:
– Time spent on activities by 

month, year, agent, activity type, 
team.

– Helps other departments identify 
staffing needs.

– Helps manage / understand cost 
/ margins.

– Helps monitor education reqs.
– Helps drive processes.
– And, much more…

Make every measurement count

• Some SCP areas it affects; 
– R&D /Sales Interfaces: 

Relationship building. Help with 
Margins.

– Employee Development/People 
Programs: Diversity of tasks 
helps with retention / career 
development. 

– Financial Management:Margins
– Corporate Commitment: Monitors 

/ identifies staffing need etc.
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Timesheet Management

In 2006, what did agents do when they 
weren’t working on calls?

Keeps 
track of 
education 
per rep
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Drill down to July 2006

Timesheet Management
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Timesheet Management

Tasks that could be charged 
back to the other departments
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Timesheet Management
Agent specific… Helps with 
margins, staffing, performance 
reviews, career management…
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About SWS Dashboard

• Monitored on a monthly basis…

• Helps us manage the use of our 
Support Web Site (SWS) and 
understand how it adds value…

• Slices and Dices:
– Activities by customers by year, 

product, revenue, calls etc. 
– Identifies who downloads 

software, accesses 
Knowledgebase etc.

– Helps understand call deflection.
– And, much more…

Make every measurement count

• Some SCP areas it affects; 
– Electronic Services.
– Productivity Tools.
– Which products generate most 

interest/activity?
– People Programs/ Employee 

Development: Affects job 
descriptions – profit sharing plan 
– performance etc.

– Financial Management: 
Customer retention / Renewals / 
Collections etc.

– Customer Feedback: Surveys.
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About SWS Dashboard

Co
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SWS Management
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SWS Management

Identify which 
companies, callers 
used your 
knowledge base etc.

Monitor 
performance 
of your 
electronic 
service

Used by Sales, Collection, 
Renewals etc.

Monitor 
behaviors
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Activity in Real Time…
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The Pulse of Support…
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The Pulse of Support…

How many calls are 
deflected because of 
our knowledgebase?

Who used 
our SWS?
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The Pulse of Support…

Login session analysis per customer
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The Pulse of Support…

Track/survey usage and 
effectiveness of 
Knowledgebase per 
USER
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What’s On Your Dashboard? …

• Manage by the numbers
• Make IT your friend (Access to data is crucial)

• Get into the issues 
• You represent the voice of the customer… Make your 

opinion count
• Don’t wait for the perfect solution – just start, start small…
• Be prepared to act (Question process / Improve)
• Expose your support / service “business”
• Raise strategic value
• Manage expectations
• Realize that your dashboard is never finished…
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Questions?

Thank YOU!

Maria Anzini@activant.com
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Underlying Structure

Briefing 
Board/Dashboards

HOLAP Server (Relational and Matrix –
Hybrid)

Logical

Physical

Developer Stuff that 
determines what you 
will want to slice and 

dice

• indicators
• dimensions

Media Multi-Matrix
Cubes (Historical data)

Detailed
Data

RDBMS
Server

DICTIONARY:

orDW RDBMS

Meta data

Loader file

Great 
Plains(financials), 
Onyx(CRM), SQL 
Server 
(timesheets/Sat), 
Flat Files (SWS)

Operations: From Image, 
use SQL Server to transfer 
into a datamart 

Live data


