HDI Support Center
Assessment Services

Move forward with to reach your support center’s goals.

Do you know how your support center compares to industry standards? Do you need validation that your support
center follows industry best practices? HDI offers different levels of assessments designed to fit every support
center’s needs. Engage HDI to discover the true strengths and weaknesses of your support center.

Benefits of assessment services:
e Establish a current state baseline to measure the impact of future changes.
e Gain proof of performance to use in marketing your support center to the organization.
e Obtain a neutral, third-party opinion to help overcome internal biases.
e Benchmark your maturity against an industry standard.
e |dentify critical shortcomings in resources and processes.
® Receive guidance to help you prioritize improvement initiatives.

All assessments are based on the HDI Support Center Standard, developed by the HDI International Certification
Standards Committee as a resource to help you identify best practices for your support center.

HDI Support Center Best Practices Assessment
Get a true picture of your support center’s performance compared to industry best practices. This service provides
a current state maturity baseline, gap analysis, and expert recommendations for improvement.

HDI Support Center Assisted Evaluation

An HDI expert will help you understand the HDI Support Center Standard and assist you in accurately evaluating
your support center’s maturity level. The result is a current state maturity baseline and gap analysis that highlights
area where improvements can be realized.

HDI Support Center Self-Evaluation

Use this online tool to evaluate the maturity of your support center and identify gaps so you can create a plan
to improve. Free to HDI members at the gold level and above.
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Gain the ultimate recognition for your support center’s commitment to excellence, efficiency, and service quality.
Based on the HDI Support Center Standard, HDI Support Center Certification is a milestone that acknowledges
the contributions of your team and can be used to promote the value of your services to stakeholders.

Support centers that provide services to internal customers often pursue certification to
drive process and service improvements as well as to enhance teamwork. Support centers
have reported using it to aid in evaluating existing operations in the development of
consolidation and outsourcing strategies.

Support centers and outsourcing providers that serve external customers often pursue
certification to demonstrate to their customers that they are following industry best

and good practices. HDI Support Center Certification can provide a valuable
competitive differentiator for these types of support centers.

All support centers can realize the following value from achieving certification:
e Verify that your support center is following industry best practices;

* Be recognized for your commitment to excellence, efficiency,
and service quality;

* Promote the accomplishments of your support center to
senior management, employees, and customers; and

e Be a leader in the support industry.

Join the ranks of those who have already achieved Victory:
* ActioNet FAA ATO National Service Center

e Aetna
e CareTech Solutions
e CDI IT Solutions

e Fujitsu Limited - Fujitsu Communication
Services Limited

* Intergraph Solutions Center
» LexisNexis Risk Solutions

* Lockheed Martin AFNCR Call Center
* NTT Communications

* Pomeroy

Saudi Basic Industries Corporation

Aetna transformed its support agents
from dispatchers to problem resolvers
and improved its first contact resolution
to 83% by applying the results of an

HDI Support Center Certification audit.
Learn how at www.ThinkHDl.com/Aetna
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