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INTRODUCTION

HDI’s annual Practices survey was conducted in July, August, and September of this
year. The majority of participants in the survey were HDI members (79% up from
76% last year), and 40% of you indicated you were active in an HDI chapter. 795
companies completed the survey. We have compared many of the responses with the
2003 survey plus we have added additional analysis based on sub groups (industry,
size, type) for some of the more interesting differences we found.

Based on your feedback, it is our intention this year to make these sub group statistics
available to members on the member’s only section of the Web site. If you have the need to look closer at the data
used in the survey, you will be able to make additional comparisons that we have not included here.

We would like to thank each of you who completed the survey. We all learn from the survey results and your input
is most appreciated. While the practices and metrics results will differ by the type of support you provide, your
industry, and the unique needs of your industry, we hope that the overall practice survey results will provide you
with high level guidance. Support managers who want to compare their practices, tools, and metrics to other
organizations will hopefully find this report provides, at a high level, some reasonable comparisons. For vendors
of technology products or services there are trends that have been identified to assist you with product planning.
The usage of technology products and the underlying trends may help support managers justify the acquisition of
emerging technologies.

The sectors that have been broken out are the following: Healthcare, Public Sector (government), Financial,
Education, and those that describe themselves as Outsourcers. We have also broken out the data by Size: small
(1-10), medium (11-50), and large (51 or greater) support centers. In addition, we have broken out the data into
Internal and External/Blended support centers.

The data in the sub groups are based on a smaller number of participants, so your analysis of the data should
consider the size of the sample groups. Our intention is to give you access to the segmented data, so you can
further analyze and make your own determinations regarding the data.

We hope you find this segmentation helpful in your analysis, and look forward to your feedback. We are
continually striving to provide information that helps you stay current and ahead of industry trends. A keyword
cross reference index is included to help you find the survey items that are of interest to you.

This is just one of the ways in which we serve our members. If you are not a member, please visit
www.ThinkHDI.com and join today! If you would like to buy extra copies of this year’s practices survey, please
visit our Web site. As a member you will benefit from our member discounts.



executive summary

Help Desk Institute’s 2004 Practices Survey sponsored by Remedy

Remedy delivers Service Management software solutions that enable
ﬁ Remedy® organizations to align internal and external service and support processes
to business goals. More than 10,000 customers worldwide, from small and
mid-sized businesses to global enterprises, have chosen Remedy’s IT Service Management and Customer Service and
Support software to automate their support processes, improve service levels, manage assets, and lower costs. As

part of BMC Software, Remedy’s highly flexible, best-practice applications enable enterprise-wide Business Service
Management, and allow customers to easily adapt to unique and changing requirements.

EXECUTIVE SUMMARY

After analyzing the survey results, we noted that several trends were consistent with prior years and some indicated
change. We have summarized those that we feel are significant and the more important findings for you to
consider. Our analysis of sub group data has allowed us to gain valuable insight into some of the trends by
highlighting the impact of one or more of the industry sectors, the size of the support center, or the type of service
and support provided. Be sure to review the entire report for the best understanding of the practice trends in our
industry! If you wish to ask questions or to provide a different perspective on the survey results visit
www.thinkhdi.com/community and click on the Discussion Forum for the “HDI 2004 Practices Survey.”

A Little About You

We noticed a continuing evolution in the name used by organizations completing the survey. The term Help Desk
was used 39.4% of the time which continues to remain under 40% but is 2.7% greater than in 2003. Help Desk has
been the most common term for the last decade. Internal support organizations refer to themselves as Help Desk
46% of the time. No term is larger in use than Help Desk; however, a variety of terms with the words “support”
and/or “service” represent over 57% of responses. A relatively new title, “Service Desk,” is used by 8.4% up from
6.8% in 2003 of participating organizations.

While the majority of you (52.6%) have one support center, there are 19% of you that have five or more support
centers. Support organizations totally focused on supporting employees represented 63.4% of participant
organizations, while 16% provide support for only external customers. The remaining 20.5% support a mix of
internal and external customers.

As to the number of employees/customers that you support, roughly 40% of you support 5,000 or more, 28% of
you support 1,500 to 5,000, and 32% of you support less than 1,500. This shows that participants in the HDI
community and specifically this survey represent a broad spectrum of support organizations.

This year we asked how many applications you had the responsibility to support. The average number of
applications supported by the participants was 55.

There appears to be an increase in the number of you that provide 24x7 support. The number increased from 22%
to 35.5%. We had a greater number of respondents from large support organizations, as well as industry sectors that
tend to support 24/7 type operations, particularly outsourcers. The median number of FTES increased from 10 to 12.
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Outsourcing

Those of you that indicated you would consider doing more outsourcing exceed those who said they would be
doing less by 9.5%. This compares to a margin of 10.3% in last year’s survey. While we continue to find a lot of
churn (companies going outside, then back inside), overall more of you are outsourcing some or all of your
support centers. Our question did not differentiate as to the nature of the outsourcing utilized. Also, while there
has been a lot of talk about outsourcing to other countries (offshore or nearshore), we did not ask questions as to
such possible plans or the nature of outsourcing utilized. We have analyzed responses received from outsourcers
as one of our sub groups so as to continue to monitor the impact outsourcers will have on our industry practices.

Tools to Do the Job

There is a significant increase in the number of organizations allowing direct customer input and reporting and
allowing customers to directly review the status of their requests. Self-diagnostic tool usage is also increasing at a
significant rate. The industry trend seems to be to empower the customer.

The top five most used vendor problem tracking systems are Remedy ARS, FrontRange Solutions’ HEAT, Peregrine,
Remedy Magic and homegrown systems.

Service Levels and Costing

As with prior surveys, close to half (49.3%) of you have service level agreements with all of your customers. Many
of you (22%) have formalized service level commitments with your 2nd or 3rd level support groups. The percent
of you maintaining formal SLAs with vendors is approximately 35%.

When it comes to charging for services, the majority of support organizations that support internal customers,
charge for support on a fixed base, with most of you burying the cost in an overall IT allocation (27%) which is
down significantly from the prior year (38%). Other internal organizations allocate costs with a fixed support
charge (23%). 19.9% of those supporting internal customers charge based upon usage. For those of you supporting
external customers the most common response was a fixed fee service contract (47.3% compared to 37.2% in
2003), followed by fixed fee per support event (25% compared to 22% in 2003).

The median cost per incidents reported via the phone, e-mail, and self-service was $20, $16, and $5 respectively.
This compares to last years reported cost of $23, $15, and $5 for phone, e-mail, and self-service. These cost
differentials continue to drive many support organizations towards the implementation of self-help technologies
and customers reporting incidents via electronic means. However, while phone support continues to be the highest
cost alternative (other than walk up support), it also continues to be the most common channel for customers to
seek assistance (63%).

Response Levels

One-fourth of you answer the phone within 10 seconds and another 28% of you answer the phone within 20 seconds.
On the other end of the spectrum, 42% of you indicated that your response time to incidents reported via e-mail
exceeds one hour. The median call abandoned rate remains at 4%. Your level one staff handles calls that typically last
for 4 minutes and refer the call to more technical personnel (level 2) if the call length is over 6 minutes. The resolution
rate for level O (self-help), level 1, level 2 (more technical personnel), and level 3 (developers or vendors responsible
for the product, and deskside support) are 5.6%, 58.7% 21.8%, and 7.3%, indicating a slight improvement in level
0 and level 1 resolution rates over the prior year.
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Incidents are on the Rise

The average number of incidents/problems for 2004 was 7,561 compared to 5,925 incidents in 2003, an increase of
27%. The three most reported reasons for the increases in volume of incidents are changes (upgrades, conversions,
and installations), growth in the number of customers, and more responsibilities for the support organization
indicating that the role of the support professional continues to expand. On the other hand, the reasons for the
decreases seem to be driven by systems being more stable, increased product quality, and proactive resolution and
troubleshooting initiatives.

Call volumes, as in prior surveys, have continued to have a double peak, with the first between around 9:00 A.M.
and 10 A.M. in the morning and the second peak after lunch between 1:30 pM. and 2:30 pM.

More of you are producing performance statistics. Only 8% of small support centers indicated they do not produce
performance statistics; 100% of large support centers produce performance statistics. This is indicative of the
maturation of our industry.

Taking Care of Personnel Professional Development!

As with prior surveys you rated Help Desk/Customer Support “soft” skills as more important than technical skills.
You continue to rank listening skills, problem-solving skills, interpersonal skills, telephone customer service skills,
and the ability to work under pressure as the most important skills for support analysts. It is evident that the general
area of soft skills is considered vital. We believe this is why our HDI Certification Training Programs are so popular.

The largest change in industry certification was related to ITIL® (IT Infrastructure Library) training where the
percentage of you (or staff) that hold or plan to become ITIL® certified jumped from 17.8% to 27.4%.

Closing

Thanks to all who took the time to complete the survey. The HDI Members are the best and brightest in the
IT Service & Support Industry! Working together we improve the quality of service and efficiency of support
centers for all.

I wish you the very best in the years ahead,

J e e

Ron Muns, CEO and Founder, HDI
Peggy Libbey, CFO and Executive Director of Membership, HDI

ITIL® is a Registered Trade Mark and a Registered Community Trade Mark of the Office of Government Commerce, and is Registered in the US Patent
and Trademark Office.

i
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demographics

What industry best describes your company?

Advertising Agencies
Aerospace

Automotive
Chemical/Biotechnical
Computers - Hardware
Computers - Software
Consulting

Consumer Products
Distribution

Education

Entertainment

Financial Services - Banking
Financial Services - Insurance
Financial Services - Securities
Food and Beverage
Government - Federal
Government - Other
Government - State
Healthcare/Pharmaceutical
Legal

Manufacturing (non-computer)
New Media/Publishing
Nonprofit/Association
Outsourced Services Provider
Retail

Telecom

Travel

Utilities/Energy

Other

I ——
2004 2003
2 0

3%
1%
3%
T%
5%
6%
9%
1.9%
2%
1.9%
6.7%
9.4%
4.9%
41%
1.3%
T%
1.1%
1%
8.1%
6.8%
1.5%
6%
4.6%
4.3%
4.5%
5.4%
1.6%
1.4%
6%
1.5%
5.5%
3.9%
5.8%
4.1%
2.9%
92.8%
10.6%
10.6%
9%
21%
6.7%
9.8%
1.6%
1%
3%
2.1%
6.8%
55%
3.6%
3.5%
1.9%
2.3%
5%
1.9%
3.8%
41%
6.9%
7.7%
9% 4% 6% 8% 10% 19%
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Which of the following most closely matches the name of your support organization?

2.6%
Call Center 1.9%

4%

Customer Service Center 5%

10.3%
Customer Support Center 11.6%

2.5%
End-user Computer Support 41%

39.4%
He|p Desk 36.7%

12.7%
[T/IS Support 10.2%

8.4%
Service Desk 6.8%

6%
Service Support Center 4.1%

5.3%
Support Services 5.5%

8.7%
Technical Support 7%

15% 35%

2) Although we saw a decrease in companies using the term Help Desk from 2002 to 2003, this year there was a reversal
of that trend. Further analysis of the data shows some interesting differences between the size, type, and industry
sector of support organizations.

Size of your support organization: Industry sector:
¢ Small centers (1-10 staff) 46% - refer to themselves ¢ Healthcare = 50% refer to themselves as Help Desk.
as Help Desk. ¢ Public sector = 39% refer to themselves as Help Desk.
* Medium centers (11-50) 37% - refer to themselves ¢ Financial = 44% refer to themselves as Help Desk.
as Help Desk. ¢ Education = 52% refer to themselves as Help Desk.
¢ large centers (51 and more) 22% - refer to themselves e Computer industry = 20% refer to themselves as
as Help Desk. Help Desk.

e Qutsourcers = 28% refer to themselves as Help Desk.
Type of support organization:
¢ Those that described themselves as internal support The computer industry, (computers hardware/software)
refer to themselves as Help Desk 46% of the time as  most often describe their organization as Technical Support
compared to those describing themselves as External/  (26%). Outsourcers preferred the term Service Desk 14.8%
Blended, which saw this number drop to 26%. of the time.
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demographics

What is the total number of support centers in your organization?

60%

52.6%

51.9%

50%

40%

30%

20%

10.4%

9.7%
10%

4.7% 5.9%

45%  4.7%

0%

10 or More

2004 2003



Which type of support does your support organization provide?

Internal — The Majority of

63.4%
Support Provided is Internal.

External — The Majority of

Support Provided is External. 161%

Blended — The Support Provided is

20.5%
Split 50-50 Between Internal & External.

40% 50% 60% 70% 80%

2004

4) We defined the responses in more detail in 2004 so we cannot compare to 2003.
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demographics

Does your support center provide support to:

Onsite Users/Customers Only

Regional Users/Customers

Users/Customers Throughout
the United States Only

Users/Customers Throughout the US,
Canada, and Mexico Only

Users/Customers Worldwide/Global
30.3%

0% 5% 10% 15% 20% 25% 30% 35%

2004



How many customers/employees does your support organization serve?

19454.60

Mean

19004.60

3500

Median

10000 15000 20000

I ——
2004 2003



demographics

How many customers/employees does your support organization serve?

6.9%
6.5%

Over 50,000

10,000-49,999 20.3%

13.7%

13.8%
13.4%

5,000-9,999

2,000-4,999 21.8%

924.9%

5.4%
5.9%

1,500-1,999

8.9%
9.3%

1,000-1,499

10.8%
10.8%

500-999

100-499 o[6%

12.8%

2.5%
3.5%

Less than 100

0% 5% 10% 15% 20% 25%

2004 2003

6) Industry sector:

¢ Healthcare = 10,318 is the mean number of customers served.

e Public sector = 9,396 is the mean number of customers served.

¢ Financial = 23,418 is the mean number of customers served.

e Education = 11,903 is the mean number of customers served.

e Computer industry = 14,411 is the mean number of customers served.
e QOutsourcers = 87,884 is the mean number of customers served.



How many user applications are supported by your support center?

Mean

Median

I ——
2004 2003

7) Industry sector:

¢ Healthcare = 49% said they supported 100 applications.

¢ Public sector = 37% said they supported 100 applications.

¢ Financial = 47% said they supported 100 applications.

¢ Education = 17% said they supported 100 applications.

e Computer industry = 20% said they supported 100 applications.
e QOutsourcers = 44% said they supported 100 applications.



demographics

To whom does your support organization primarily report?

Administrative Services

CIO/IT/IS or 56.4%

MIS Senior Executive 55%

Computer Operations

Computer Services (non-IT)

Infrastructure Management

Senior Executive Outside

[T/IS/MIS

Technical Services

Other

8) The CIO/IT/IS or MIS Senior Executive continues to be the position most supjport organizations report to, but there are
interesting differences between industries.

Industry sector:

¢ Healthcare = 74% said they reported to the CIO.

e Public sector = 56% said they reported to the CIO.

e Financial = 50% said they reported to the ClO.

e Education = 72% said they reported to the CIO.

e Computer industry = 36% said they reported to the CIO.
e QOutsourcers = 35% said they reported to the CIO.



Which answer most closely represents the hours of operation in your support center(s)?

35.5%
94 hours per day 7 days per week. °

Monday - Sunday 9-12 hrs per day.

Monday - Sunday 8 or |€SS hrs per day.

Monday - Saturday 13-24 hrs per day.

Monday - Saturday 9-12 hrs per day.

Monday - Saturday 8 or less hrs per day.

Monday - Friday 13-24 hrs per day.

Monday - Friday 9-12 hrs per day.

Monday - Friday 8 or less hrs per day.

0% 5% 10% 15% 20% 25% 30% 35% 40%

2004

9) We compared 24/7 operations by industry.
Industry sector:

¢ Healthcare = 44% said their hours of operation were 24/7.

e Public sector = 23% said their hours of operation were 24/7.

e Financial = 27% said their hours of operation were 24/7.

e Education = 8% said their hours of operation were 24/7.

e Computer industry = 32% said their hours of operation were 24/7.
e Outsourcers = 61% said their hours of operation were 24/7.

32% of Internal support centers responded that they operated 24/7 compared to 41% of those that describe themselves
as External/Blended.

24 W W W . T HINJIKU HTU DI . CO M



demographics

Please estimate the number of full-time equivalent personnel presently in your support organization.

Median

I
2004 2003

10) We received a number of Large support centers that skewed the mean number of FTE’s. We have included the
averasges for each industry below.

Industry sector:

¢ Healthcare = 39 average number of full time equivalent employees.

¢ Public sector = 32 average number of full time equivalent employees.

¢ Financial = 36 average number of full time equivalent employees.

¢ Education = 16 average number of full time equivalent employees.

e Computer industry = 43 average number of full time equivalent employees.
¢ QOutsourcers = 612 average number of full time equivalent employees.
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Does your organization contract with outsourcers for any IT functions?

YQ S

No

57.3%

2004 2003

11) Most industry sectors were similar in responses. The Computer hardware/software industry was the least likely to
outsource any IT functions. 71% said they they do not contract any IT functions.



Which of the following functions are currently outsourced?

Hardware Support and Repair
Software/ Applications Support
Proprietary Applications
Desktop Support
Network/LAN Support
Alter-hours Service

Internet Support

Asset Management

All Support Organization Services

Peak Call Loads

Employees/Customers
in Other Countries

Support Management

Other

2004 2003

s

21.8%
93.5%
11.9%
10.9%
10.1%
9.3%
9.7%
9.1%
8.8%
7.9%
6.5%
83%
48%
6.9%
2.5%
3%
2.4%
4.7%
2.4%
23%
1.9%
51%
1.9%
33%
14.1%
7.1%
5% 10% 15% 20% 25%
w W T H I N K H D c O M



outsourcing

Which of the following functions are being considered but not currently being outsourced?

None Being Considered 61.5%
Hardware Support and Repair
SofMare/App|ications Support
Proprietary Applications
Desl(top Support
Network/LAN Support
Alter-hours Service

Internet Support

Asset Management

All Support Organization Services

Peak Call Loads

Employees/Customers
in Other Countries

Support Management

Other

0% 10% 20% 30% 40% 50% 60% 70% 80%

2004



Which one of the following reasons most closely reflects your reason for not outsourcing?
Cost 33.5%
Customer Backlash

Security Issues

Employee Morale

Other

30% 35%

2004

14) Only respondents that do not outsource are included in the analysis.

When we analyzed the responses included in the response “Other,” most industry sectors had a couple of common
themes. They were quality, complexity, and security. A sample of some of the actual responses included: complexity
of environment, quality control and cost, quality of service, expertise, cost and security Issues, industry specific
applications, legislative requirements, cost, security and moral, and no compelling reason to switch.



outsourcing

Which statement most reflects your expectations for outsourcing as it relates to your support organization?

46.9%
We Do Not Outsource or Plan To

45.3%

33.7%
We Will Not Change Our

Current Level of Outsourcing
31.2%

14.8%
We Will Outsource More

16.9%

5.3%
We Will Reduce Our

Level of Outsourcing
6.6%

I ——
2004 2003



Does your support organization have full, partial, or no responsibility for each of the following situations?

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

I
2004 2003

52

34.3%
34.5%
36.7%
36.9%
03.6% Asset Management
99.8%
5.3%
5.9%
30.3%
30.5%
47.9%
46.3%
Change Management
5.9%
33%
433%
13.5% Client/Server Support
11.7%
3%
2.3%
96.3%
98%
58.5%
56.9%
13.7% -
14% Customer Training/
1.5% Documentation Management
1%
44.9%
45.3%
8.6%
6 7o 9:3% Customer Self-help Tools
5.7%
99.4%
99.7%
31.6%
31.1% .
35.7% Database Maintenance
35.9%
3.3%
2.6%
46%
46.1%
95.9%
97.3% Data Center
21.6% Service Level Reporting
90.3%
7.9%
4.6%
10% 20% 30% 40% 50% 60%

16) We included the ITIL roles of Incident Management and Problem Management this year.
It is apparent that support centers are playing a key role in these ITIL processes.



tools and technologies

= Continued

Does your support organization have full, partial, or no responsibility for each of the following situations?

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

Full Responsibility
Partial Responsibility
No Responsibility
Not Applicable

24.3%
4%

4%

48.3%

33.7%
38%

4.9%
7.2%
3.5%
5%

28.9%
97.9%
34.1%
38.3%
33%
27.3%

4.8%
4.3%

31.1%
35.6%
45.3%
43.5%
20.4%
18%

3.3%
2.1%

37.9%
3.5%

2.1%

35.2%
30.5%
45%
46.7%
14.8%
17.8%

4.9%
2.5%

42.1%
42.8%

41.4%
40.7%
8.9%
7.5%
8.3%
6.6%

69.3%

Incident Management

57.9%

Knowledge Maintenance

Maintenance Contracts

Network Support

55.7%

Problem Management

Quality Control and Assurance

Service Level Agreements

2004 2003

10%

60% 80%



Do you provide self-service tools for users/customers to solve their own problems?

Yes

No

17) The industry breakdown for self-help tools availability by industry.

Industry sector:

¢ Healthcare = 44% provide self-help tools to their users/customers.

¢ Public sector = 50% provide self-help tools to their users/customers.

¢ Financial = 48% provide self-help tools to their users/customers.

¢ Education = 67% provide self-help tools to their users/customers.

e Computer industry = 74% provide self-help tools to their users/customers.
¢ QOutsourcers = 57% provide self-help tools to their users/customers.



tools and technologies

Q Which self-service tools are provided to customers so they may solve their own problems?

FAQs 80.9%

72.3%

54.8%
Documentation Library

43.5%

592.9%
Access to Downloads ?

45.9%

51.3%
Access to Incident/Problem Status

41.7%

45.4%
Knowledge Management/Search Tools

36.5%

26.4%
28.9%

Message Boards

13.8%
Self-Diagnostic
8.3%
8.6%

6.8%

Self-Healing

8.9%

Other
12.3%

0% 20% 40% 60% 80% 100%

2004 2003



What call tracking/problem management system do you use?

19.1%
Remedy - ARS ’
20.8%
| 14.5%
FrontRange Solutions' HEAT ’
15.1%
12.3%
Peregrine ’
10%
10.6%
Remedy - Magic :
9.7%
9.1%
Homegrown i
6.7%
5.5%
Intuit - Track-It ?
3.4%
4.8%
Computer Associates :
3.1%
3.3%
PeopleSoft Vantive °
2.9%
3.3%
Tivoli Service Desk
4.7%
2.9%
Clarify 8
4.4%
0% 5% 10% 15% 20%

2004 2003
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tools and technologies

Which of these technologies does your support organization use now,
plan to add in the next 12 months, or plan to replace in the next 12 months?

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

Use Now

Plan to Add Within 12 Months
Plan to Replace Within 12 Months
No Plans

Not Applicable

2004 2003

12.1%
9.7%
1.6%
1.1%
3

7.9%

9.3%

9%
2.9%
3%

92.1%
231%

95.9%
18.8%
27.4%
95.7%
2.1%
3%

7.3%
59%

30.9%
18.4%
17.3%

34%

32.5%

95.9%
95.8%

23%
21.5%

31.1%
30.9%

33.7%

3%
29%
93.5%
95.1%
3.1%
1.9%

31.9%
29.3%
3.3%
3.7%

4%
99.8%

31%
11%

32.3%

32.9%

2.3%
33.4%

46%
43.8%

Alert/Prompter/
Display Systems

57.9%

Automatic
Call Distributors

Automation of

38% Password Resets
39%

36.5%

Change Control Software

45.4%
43.9%

Customer Survey Software

40.1%

Direct Customer Input
Reporting of Incidents

40.3%

36.3%

Direct Customer Review
of Their Requests

37.6%

Distribution of Online

36.9% Training Programs

10% 20% 30%

40% 50% 60% 70% 80%

57



Continued

Which of these technologies does your support organization use now,
plan to add in the next 12 months, or plan to replace in the next 12 months?

Use Now = 399%
Plan to Add Within 12 Months FT%
Plan to Replace Within 12 Months 2w . Extranet
NQ Plans X
Not Applicable — 12.7%
Use Now 60.8%
57.3%
Plan to Add Within 12 Months 91%92 -
Plan to Replace Within 12 Months 2% Frequently Asked
No Plans . -13% Questions (FAQs)
Not Applicable 19.1%
Use Now 718%
Plan to Add Within 12 Months 8.6%
Plan to Replace Within 12 Months 39% Incident
No Plans 11% Management Software
Not Applicable 3.9%
Use Now 54.1%
51.9%
Plan to Add Within 12 Months REI
Plan to Replace Within 12 Months - 45% Inventory/Asset
No Plans . 15.5% Management Tools
13.3%
Not Applicable —7.45%
Use Now 445%
Plan to Add Within 12 Months 97.4%
Plan to Replace Within 12 Months 69% Knowledge
No Plans 18% Management Software
Not Applicable 34%
Use Now S I
Plan to Add Within 12 Months 133{715
Plan to Replace Within 12 Months gg; Message Boards
No Plans 414%
34.7%
Not Applicable — 7%
Use Now 35%
37.3%
Plan to Add Within 12 Months 9.4%
Plan to Replace Within 12 Months 2] Multimedia Applications
No Plans 43%
. 34.8%
Not Applicable — 10.4%
Use Now s
Plan to Add W?th?n 12 Months g4 Network
Plan to Replace Within 12 Months 2 Performance Tools
No Plans — 7%
Not Applicable = 101%
10% 20% 30% 40% 50% 60% 70% 80%
I
2004 2003
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tools and technologies

Continued

Which of these technologies does your support organization use now,
plan to add in the next 12 months, or plan to replace in the next 12 months?

Use Now —-c
Plan to Add Within 12 Months o 75
Plan to Replace Within 12 Months 331;03% Online Chat/
No Plans a7% Instant Messaging

34.1%
Not Applicable 3.5% B

Use Now 6o8%
Plan to Add Within 12 Months
Plan to Replace Within 12 Months Sk Problem/Service
No Pl 7% Management Software

o Plans 4%

Not Applicable S 4%

Use Now Gy
Plan to Add Within 12 Months SZ; )
Plan to Replace Within 12 Months B Project
No Plans — 191% Management Software
16.3%

Not Applicable 3% Bk

USE NOW 748%

Plan to Add Within 12 Months 182;,0%

Plan to Replace Within 12 Months 24% Remote Monitoring/
No Pl 5.4% Support Tools
o Plans (2

Not Applicable 1 4%3 3%

Use Now 19.5% 7794
Plan to Add Within 12 Months MWZ%%
Plan to Replace Within 12 Months L Self-Diagnostic Tools
No Plans m438%

Not Applicable 4.4% 7%

Use Now 8.6% 18.7%
Plan to Add Within 12 Months 5ok
Plan to Replace Within 12 Months 3.6% 6.3% Self—HeaIing Tools

o
No Plans — 7%

Not Applicable 5.9% 8%

Use Now B
Plan to Add Within 12 Months 1% 13.9%
Plan to Replace Within 12 Months Y St,:-!ff Modeling/
No Pl 54% Scheduling Software
© Flans 49.7%

Not Applicable 4.3% 8p%

Use Now — 325%
Plan to Add Within 12 Months —5.4%
Plan to Replace Within 12 Months 9937/04% Voice Response Units
No Plans — 59.5%

Not Applicable 4.3% 1%*

Use Now 18.1% i
Plan to Add Within 12 Months o
Plan to Replace Within 12 Months 1% VOIP

No Plans T
Not Applicable 3.7% iRz

Use Now 113.9%
Plan to Add Within 12 Months 2
Plan to Replace Within 12 Months o Web-Based Knowledge
920! Base/Search Tools
NO P|ans 16.9%

Not Applicable 1 702 4%

0% 10% 920% 30% 40% 50% 60% 70% 80%

I ——
2004 2003
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Does your support organization maintain Service Level Agreements?

Yes

No

21) Both Internal (68%) and External/Blended (72%) use SLAs. There are slight differences between industries in level
of use.

Industry sector:

¢ Healthcare = 67% use Service Level Agreements.

¢ Public sector = 74% use Service Level Agreements.

¢ Financial = 72% use Service Level Agreements.

¢ Education = 56% use Service Level Agreements.

e Computer industry = 65% use Service Level Agreements.
¢ QOutsourcers = 83% use Service Level Agreements.



service level agreements

With whom does your support organization maintain Service Level Agreements (SLAs)?

All customers
54.6%

Some Customers

All Internal
(2nd/3rd Level Support)

Some Internal

(2nd/3rd Level Support)

All Vendors

Some Vendors

30% 40% 50% 60%

I ——
2004 2003

22) These results only include respondents that use Service Level Agreements (SLAS).



Does your support organization charge for support services?

Yes

66.7%
No

60% 70% 80%

I
2004 2003

23) There was a substantial difference between Internal (21%) and External/Blended centers (52%) that charge for

services. Also Large centers (51 or more agents) were more likely to charge for services than Small centers (1-10) by
a margin of 38%. By industry, the breakdown goes like this:

Industry sector:

® Healthcare = 24% charge for support services.

® Public sector = 27% charge for support services.

e Financial = 25% charge for support services.

¢ Education = 19% charge for support services.

e Computer industry = 68% charge for support services.
e QOutsourcers = 80% charge for support services.



electronic support

Which support services does your support organization charge for?

Internal Customers, Included in 26.6%

Overall Technology Cost Allocation 38%

Internal Customers, Charge to 99.9%

Departments at Fixed Allocation

Internal Customers, Charge to
Departments Based on Usage

External Customers, 47.3%

Fixed Fee Service Contract

External Customers, Fixed Fee
Per Support Service

External Customers,

Based on Length of Call

Other

20% 30% 40% 50%

I ——
2004 2003

24) The responses only include respondents that indicated they charge for support services.



Do you provide support through e-mail?

88.3%

90.5%

No

9.5%

0% 20% 40% 60% 80% 100%

I
2004 2003



electronic support

How long does it take your support organization to respond to an incident or problem reported through e-mail?

3 Hours or More

2 Hours to Less Than 3 Hours

1 Hour to Less Than 2 Hours

40 Minutes to Less Than 1 Hour

30 Minutes to Less Than 40 Minutes

90 Minutes to Less Than 30 Minutes

15 Minutes to Less Than 20 Minutes

10 Minutes to Less Than 15 Minutes

5 Minutes to Less Than 10 Minutes

5 Minutes or Less

2004 2003

19.4%
17.9%
7.3%
7.9%
15.3%
12.1%
9.9%
9.8%
71%
8.9%
12.1%
11.6%
6.5%
8.5%
8.7%
9.3%
7%
8.5%
6.7%
6.3%
10% 15% 20%



What is your target average speed to response to an incident or problem reported through e-mail?

93.9%

3 Hours or More 18.3%

6.4%

2 Hours to Less Than 3 Hours 5.8%

16.1%

1 Hour to Less Than 2 Hours 16.1%

10.5%

40 Minutes to Less Than 1 Hour 11.7%

5.6%

30 Minutes to Less Than 40 Minutes 6.8%

10%

90 Minutes to Less Than 30 Minutes 0.9%

51%

15 Minutes to Less Than 20 Minutes 57%

8.5%

10 Minutes to Less Than 15 Minutes 9.5%

6.8%

5 Minutes to Less Than 10 Minutes 8.5%

7.6%

5 Minutes or Less 8.4%

10% 15% 20% 25%

2004 2003

27) A majority of all industry sectors, size of centers, and Internal and External/Blended had target response time for
e-mail support of greater than 3 hours or more.



electronic support

Does your support organization allow users/customers to log problems/incidents directly into the system?

Yes

64.4%
No

60% 70% 80%

I ——
2004 2003

28) Larger support centers were more likely to allow customers to log incidents directly into the system.

e large = 51%
* Small=31%

The Government sector was the least likely to allow customers to log incidents directly into the system. (20%)
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service requests and incidents

How long does it take your support organization to respond to

3 Hours or More

2 Hours to Less Than 3 Hours

1 Hour to Less Than 2 Hours

40 Minutes to Less Than 1 Hour

30 Minutes to Less Than 40 Minutes

90 Minutes to Less Than 30 Minutes

15 Minutes to Less Than 20 Minutes

10 Minutes to Less Than 15 Minutes

5 Minutes to Less Than 10 Minutes

5 Minutes or Less

2004 2003

an incident or problem logged directly into the system by the customer?

12.4%
9.7%
7.5%
12.4%
13.4%
13.2%
9.4%
7.3%
5.9%
12.6%
10.2%
5.6%
9.1%
11.8%
8.6%
9.3%
1%
12.4%
15.3%
5% 10% 15% 20%



What is your target average speed to respond to an
incident or problem logged directly into the system by a customer?

12.4%

3 Hours or More 9.7%

2 Hours to Less Than 3 Hours 7.5%

12.4%

1 Hour to Less Than 2 Hours 13.4%

13.2%

40 Minutes to Less Than 1 Hour 9.4%

30 Minutes to Less Than 40 Minutes 5.9%

12.6%

20 Minutes to Less Than 30 Minutes 10.9%

5.6%

15 Minutes to Less Than 20 Minutes 9.1%

11.8%

10 Minutes to Less Than 15 Minutes 8.6%

9.3%

5 Minutes to Less Than 10 Minutes 1%

12.4%

5 Minutes or Less 15.3%

5% 10% 15% 20%

I ——
2004 2003
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service requests and incidents

What is the average number of incidents (inquiries, problems,
service requests, etc.) your support organization receives each month?

7561.3

Mean

2500

Median

4000 5000 6000 7000 8000

I
2004 2003

31) In both 2003 and 2004, responses over 100,000 were omitted for statistical purposes. External/Blended support
centers average a substantially higher number of incidents per month than Internal centers.

e External/Blended = 100,175 incidents on average per month.
¢ Internal = 7181 incidents on average per month.



What percent of these requests are communicated via the following methods?

Phone

E-mail

Customer Incident Logging
Voicemail

Walk-ups

Fax

Voice Response Unit
Self-help

Chat

FAQ's/Forums

Self Diagnostic/

Self Healing Technologies
Other

62.9%
65.1%

52



service requests and incidents

What percent of all incidents are resolved at the following points?

58.7%

Level 1 Support

56.6%

Level 2 Support

Deskside Support

Level 3 Support

Level O (self help)

Other




What percent of incidents taken over the phone are resolved at the following points?

Level 1 Support

61.7%

Level 2 Support

Deskside Support

Level 3 Support

Other

2004

o4 W W W . T HINZIKTHTDI.CO M



service requests and incidents

Approximately what percentage of all incidents are resolved on the first contact?

91—100% 5.7%

81—90%

16.2%

71— 80% 21.1%

61—70% 15.8%

51— 60% 13.1%

41—-50% 8.8%

31-40% 6.5%

21— 30% 5.8%

11—20% 33%

1-10% 2.6%

0% § 1%

0% 5% 10% 15% 20% PEY)

2004

35) Although 80% is considered a target for first call resolution rate, our respondents broke out this way:

Industries that exceeded the industry benchmark of 80% Together with the above percentages, we can see how

resolution rate break out this way: the industries faired if you consider this category 71 —
80%, as falling within the targeted goal of 80% first call
Industry sector: resolution rates.

® Healthcare = 16% fell in the categories of 81 — 100%.  Industry sector:
e Public sector = 24% fell in the categories of 81 — 100%.

e financial = 24% fell in the categories of 81 — 100%. ¢ Healthcare =13% fell in the category 71 — 80%.
e Education = 17% fell in the categories of 81 — 100%. e Public sector = 16% fell in the category 71 — 80%.
e Computer industry = 22% fell in the categories of e Financial = 27% fell in the category 71 — 80%.

81 -100%. e Education = 31% fell in the category 71 — 80%.

e QOutsourcers = 11% fell in the categories of 81 — 100%. e Computer industry = 23% fell in the category 71 — 80%.
e Qutsourcers = 33% fell in the category 71 — 80%.

9 0 0 4 P R A CT I CE S S U R V E VY 55



Approximately what percentage of incidents taken over the phone are resolved on the first contact?

91 —100% 5.9%

81 — 90% 16%

71— 80% 21.6%
61 —70% 15.8%

51— 60% 11.4%

41— 50% 9.6%

31— 40% 6.7%

21 —30% 5.7%

11— 20% 2.5%

1-10% 3.8%
0% § 1%
0% 5% 10% 15% 20% 25%
|

2004
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service requests and incidents

Approximately what percentage of incidents taken by electronic means are resolved on the first contact?

91 — 100% 73%
5.9%
81— 90% 13.1%
10.6%
71 80% 14.5%
16.6%
61— 70% 8.2%
9.9%
51— 60% 6.9%
11.3%
41— 50% 79%
51%
31— 40% 08%
7.6%
oo 8.3%
91— 30% v
11— 20% 5%
4%
1-10% 11.6%
5.9%
. 44%
0% 1.4%
. 7%
Not Applicable 163%
0% 5% 10% 15% 20%

2004 2003



What is the distribution percentage of your support organization's
average daily incoming call volume by hour of day?

Midnight - 1 AM 6%
58%

1AM -2 AM 5%
4%

2 AM -3 AM 8%
3%

3AM- 4 AM 6%
3%

4AM-5AM 8%
4%

5AM -6 AM 15%
1%

6 AM -7 AM 3%
2.%

7 AM -8 AM 7%
5.8%

8 AM -9 AM 7%
11.65%

9 AM - 10 AM 12.6%
12.9%

T0AM-11 AM 11.3%
10.5%

171 AM - Noon 9.9%
8.4%

Noon - 1 PM 7.7%
7.5%

1PM -2 PM 94%
9.3%

2PM-3PM 9.4%
9%

3PM-4PM 8.9%
7.5%

4PM -5 PM 6.4%
5.8%

5PM - 6 PM 3.8%
2.9%

6 PM -7 PM 23%
1.5%

7PM - 8 PM 1.6%
1%

8 PM - 9 PM 1.3%
6%

9 PM-10 PM 1.1%
5%

T0PM-11 PM 8%
5%

11 PM - Midnight I%
5%

0% 3%

R
o
19
Ne
R
%)
R

15%

70
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2004 2003
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service requests and incidents

What is the average speed to answer time (by phone) at your organization?

More Than 90 Seconds

60 — 90 Seconds

31— 59 Seconds

91 — 30 Seconds

10 — 20 Seconds

Less Than 10 Seconds

30.7%

39) The breakdown by industry for the responses that equaled 20 seconds or less:

Industry sector:

¢ Healthcare = 50% average speed to answer of 20 seconds or less.

¢ Public sector = 65% average speed to answer of 20 seconds or less.

¢ Financial = 48% average speed to answer of 20 seconds or less.

¢ Education = 53% average speed to answer of 20 seconds or less.

¢ Computer industry = 45% average speed to answer of 20 seconds or less.
¢ QOutsourcers = 44% average speed to answer of 20 seconds or less.

59



What is your target speed to answer time by phone?

More Than 90 Seconds

60 — 90 Seconds

31— 59 Seconds

91 — 30 Seconds

29.8%

10 — 20 Seconds

Less Than 10 Seconds
29.8%

I ——
2004 2003
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service requests and incidents

Does your telephone system provide reporting on any of the following statistics?

Number of Incoming Calls

Incoming Call Duration

Percentage of
Calls Abandoned

Number of Outgoing Calls

Time Available

Outgoing Call Duration

Time On Hold

Numer of Calls
Terminated Before/After
Initial Prompt or Message

Call Wrap-up Time

Number of Rings
Before Answering

None of the Above

2004 2003

72.7%
792%
72%
68.4%
67.3%
70%
65.9%
65.9%
65%
60.5%
62.9%
64%
57.1%
59.4%
59%
55.7%
57.6%
60%
54.6%
56.8%
59%
50.3%
50.7%
44 9%
43.6%
41%
26.3%
25.1%
30%
24.9%
95.4%
21%
% 10% 0% 30% 40% 50% 60% 70% 80%
2002
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What is the average length of time for your support center's first level calls?

7 Minutes
Mean

6.5 Minutes

4 Minutes
Median

4 Minutes

0 Minutes 1 Minutes 2 Minutes 3 Minutes 4 Minutes 5 Minutes 6 Minutes 7 Minutes 8 Minutes

I
2004 2003

492) Industry sector:

¢ Healthcare = 3.5 minutes - average lensth of time for first level calls.

¢ Public sector = 4 minutes - average lensth of time for first level calls.

¢ Financial = 17 minutes - average length of time for first level calls.

¢ Education = 4 minutes - average length of time for first level calls.

e Computer industry = 5.5 minutes - average length of time for first level calls.
¢ QOutsourcers = 6 minutes - average length of time for first level calls.



service requests and incidents

What is the average length of time that a call is at level 1, prior to being escalated?

12 Minutes
Mean

12.4 Minutes

6 Minutes
Median

5 Minutes

0 Minutes 3 Minutes 9 Minutes 12 Minutes 15 Minutes




Approximately what percentage of phone calls are abandoned?

5.03%
Mean

Median

9% 3% 4% 5% 6%

I ——
2004 2003

44) Industry sector:

¢ Healthcare = 7% averasge calls abandoned.

¢ Public sector = 4% average calls abandoned.

¢ Financial = 5% averasge calls abandoned.

¢ Education = 4% average calls abandoned.

e Computer industry = 6% average calls abandoned.
¢ QOutsourcers = 4% average calls abandoned.



service requests and incidents

What is your target for call abandon rate?

3.4%

Mean

3.5%

2%

Median
2%

2.5% 3.0% 3.5%

2004 2003

45) Industry sector:

¢ Healthcare = 5% average target abandonment rate.

¢ Public sector = 2% average target abandonment rate.

¢ Financial = 3% average target abandonment rate.

¢ Education = 2% average target abandonment rate.

e Computer industry = 3% average target abandonment rate.
e Outsourcers = 4% averase target abandonment rate.



Do you provide tools for your customers to resolve incidents on their own?

44.5%

29%

0% 10% 20% 30% 40% 50%

I
2004 2003 2002

46) There are a number of differences between size, type and industry sector, regarding who provides self-help tools.

e Small support centers = 40%
e Large support centers = 63%

¢ |nternal support centers = 39%
¢ External/Blended support centers = 54%

Industry sector:

¢ Healthcare = 39% provide self-help tools to their customers/users.

e Public sector = 35% provide self-help tools to their customers/users.

e Financial = 46% provide self-help tools to their customers/users.

e Education = 48% provide self-help tools to their customers/users.

e Computer industry = 58% provide self-help tools to their customers/users.
e QOutsourcers = 52% provide self-help tools to their customers/users.



service requests and incidents

The monthly number of incidents (calls, fax, e-mail, etc.) at your support organization is...

57.9%

ncreasing
56%
Decreasing
16.5%
30.9%
Remaining 31.4%
the Same
97%
0% 10% 20% 30% 40% 50% 60%

I
2004 2003 2002

47) The number of incidents are increasing across all of the industry sectors we have analyzed, with the most stable
environment being the Public (Government) sector where 38% of the respondents stated incidents were remaining
the same.

Industry sector:

¢ Healthcare = 64% of incidents are on the increase.

® Public sector = 49% of incidents are on the increase.

¢ Financial = 57% of incidents are on the increase.

e Education = 69% of incidents are on the increase.

e Computer industry = 59% of incidents are on the increase.
e Qutsourcers = 59% of incidents are on the increase.



Changes: Upgrades,
Conversions, Installations

More Customers

More Responsibilities for
the Support Organization

New Business/Company Growth

Customers Demanding More Service,
Increasing Computer Usage

Increased Awareness of
the Support Organization

Reduced Customer Training or
Increased Employee Turnover

Decreased Product Quality

Other

51%

2%
2.6%

6.9%

What are the THREE most likely reasons for increases in incidents?

50.1%
47.5%
45.5%
41.3%
40.9%
37%
38.7%
43.9%
18.9%
96.4%
12.3%
14.5%

78.9%
75.7%

10%

20% 40% 60%

70%

48) The Computer hardware/software and Outsource industries responded “More Customers” are causing the increase in
incidents, at a 10-15% difference amongst the other sectors.

68



service requests and incidents

What are the THREE most likely reasons for decreases in incidents?

59.6%
Systems Are More Stable °
62.7%

49.6%
Increased Product Quality :

30.9%

40.4%
Proactive Resolution/Troubleshooting 34 501 °
N {e]

39.4%
40%

Customers Are More Experienced

Root Cause Problem Elimination 38.3%
(Quality Initiatives) 40.9%

34%
Better Customer Training 06 4% °

992.3%
Customer Use of Self-help Tools 3%
12.7%

11.7%
Business/Workforce Reduction .
30.9%

11%
Business Functions Outsourced .
7.3%

Less Responsibility/Narrower SLAs
4.5%

Other 106%
9.1%

20% 30% 40% 70%




Who prioritizes incidents?

44 5%
Support Organization

43.5%

Support Organization
and Customer (Jointly)

Support Organization
and Assignee (Jointly)

In Order Received

Customer

Requests are Not Prioritized

20% 30% 40% 50%

2004 2003

70 W W W . THTINJEKTHTIDTI.CO M



service requests and incidents

When your support organization is not staffed, how do you handle customer requests for service?

50.3%
Voice Mail, Answering Machine,

or Answering Service
52.3%

E-mail

Forward Requests to Support Staff
Via Cell Phones, Pagers, etc.

Forward Requests to
Computer Operations

No Procedure
Specified for Off-hours

30% 40% 50% 60%

2004 2003

51) Of the respondents that do not provide 24/7 service, there were substantial differences in the percentages of the use
of Voice Mail per industry sector.

Industry sector:

¢ Healthcare = 43% use voice mail when the support center is not staffed.

¢ Public sector = 61% use voice mail when the support center is not staffed.

¢ Financial = 45% use voice mail when the support center is not staffed.

¢ Education = 65% use voice mail when the support center is not staffed.

e Computer industry = 54% use voice mail when the support center is not staffed.
¢ Qutsourcers = 68% use voice mail when the support center is not staffed.



What percent of your service requests falls into each of the following categories:

21.5%
Proprietary Applications ?

15.5%

Password Resets 17.2%

14.8%

Standard Desktop Software 13.9%

12%

12.5%
Hardware (Except Printers) 10.8% )
o (o]

10.9%
Service Requests
8.7%

10.1%
9.9%

Data Communications/Network

9.9%
Operati S stems
8.6%
7.7%

Printers

Databases 6%

5%

4.6%
Voice Communications
3.3%

11.8%
Other -
5.7%

0% 5% 10% 15% 20% PEY)

2004 2003



service requests and incidents

What percent of incidents/service requests are generated from mobile (offsite, traveling) employees?

Mean

9.8%

6%

Median
6%

8% 10%

2004 2003
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support costs

PHONE

What is the average fully-burdened cost per incident, for your support organization?

$31.7

Mean

Median

$o $30 $35

I
2004 2003 2002

E-MAIL

What is the average fully-burdened cost per incident, for your support organization?

$25.2

Mean

Median

$o $5 $10 $15 $20 $95 $30

I
2004 2003 2002



SELF-SERVICE

What is the average fully-burdened cost per incident, for your support organization?

$12.1
Mean
Median

$15

I
2004 2003 2002

CHAT/INSTANT MESSAGING

What is the average fully-burdened cost per incident, for your support organization?

Median

$0 $3 $6 $9 $12 $15

2004
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support costs
FAX

What is the average fully-burdened cost per incident, for your support organization?

$929.1
Mean

Median

$o $5 $10 $15 30) $95

|
2004

5 4 What is the average fully-burdened cost per incident, for your support organization?

Mean

Median

0] $5 $10 $15 $20 $25 $30 $35

I
2004 2003 2002



How often does your support organization produce performance statistics?

Daily

Weekly

68.7%
Monthly

74.4%

Quarterly

11.9%
Semi-annually
11.4%

32.6%
Annually

36.5%

38.6%
Upon Request

39.7%

We Do Not

Produce Statistics

20% 30% 40% 50% 60% 70% 80%

2004 2003

55) We looked at industries and size of support centers that do not produce performance statistics. The findings are:

e Small support centers = 8% did not produce statistics

e large support centers = All large support centers indicated they produce statistics.

e Most industries responded in very small percentages that they do not produce performance statistics. The exception
was the Education sector which had 11% of the respondents say they do not produce performance statistics.
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statistics and measurements

Who sees your performance statistics?

AllIT/IS Data 30%

Processing Departments 39.7%

95.7%
Customers

Everyone (Stats
Posted or Published)

75.9%
[T/IS Management
75%

Other Management,
Executives

Vendors

5.9%

5.8%
Other

0% 10% 20% 30% 40% 50% 60% 70% 80%

2004 2003

56) We looked at what industry executives were more likely to see support center statistics.
Industry sector:

¢ Healthcare = 37% of non IT Executives were interested in seeing performance statistics.

e Public sector = 37% of non IT Executives were interested in seeing performance statistics.

e Financial = 52% of non IT Executives were interested in seeing performance statistics.

¢ Education = 31% of non IT Executives were interested in seeing performance statistics.

e Computer industry = 65% of non IT Executives were interested in seeing performance statistics.
e QOutsourcers = 61% of non IT Executives were interested in seeing performance statistics.



Does your support organization promote and encourage Visits from customers to your support center?

23.3%

Yes, Strong|y 992.7%

28%

31.4%

Yes, Somewhat 32.3%

35%

926.9%

Not Often 95.4%

25%

19.1%

19.6%

No, Not At All

12%

10% 15% 20% 25% 30% 35%

I
2004 2003 2002

57) It is not surprising to find Outsource organizations were more likely to encourage visits than all of the other sectors.

e QOutsourcers — 53.7% encourage Visits to their support center.
¢ Healthcare — 17% encourase Visits to their support center.
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customer relations

Continued

Does your support organization promote and encourage visits from the support organization to customer sites?

30.2%

Yes, Strongly 30%

30%

35.5%

Yes, Somewhat

41%

19.6%

Not Often 94.9%

23%

14.7%

No, Not At All

30% 40% 50%

I ——
2004 2003 2002

57) Both Government and Qutsourcers were much more likely to visit customer sites.



Which of the following best describes the role of your support organization in implementation
related to your company's CRM or e-CRM efforts (Customer Relationship Management)?

The Support Organization
Leads New CRM |nitiatives

The Support Organization Takes an
Important Role in New CRM Initiatives

The Support Organization P|ays a
Supporting Role in New CRM Initiatives

The Support Organization Plays a
Small Role in New CRM |nitiatives

Does Not Apply 33%

20% 25% 30% 35%

2004

58) It was interesting that there was no real difference between Small and Large support centers.
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customer relations

Which of the following customer satisfaction survey techniques do you use?

100% of Closed Calls

44%
Sampling Closed Calls
58%

Special Purpose Surveying
47.8%

Quarterly

Monthly

We Do Not Conduct

Satisfaction Surveys

30% 40% 50% 60%

2004 2003

59) Small support centers were more likely not to conduct sampling surveys (35%), compared to Large centers responding
that way (6%) of the time.
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Phone

E-mail

Call Wrap-up

Projects

Research

Administrative/ Meetings

Walk-ups

Voicemai

Chat/Instant Messaging

Fax

2004 2003

personnel and staff training

During a typical shift, what percentage of hours does your
support staff spend on each of the frontline duties listed below?

51.5%
50.9%

20% 30% 40% 50% 60%



How important is each of the following qualities for a support person?

86.9%

Very Important 88.3%

Somewhat Important
Ability to Handle Change

Minimally Important IgZ‘g

Very Important 92.3%
87.4%
Somewhat Important 7.5%
199% Ability to Learn Quickly

ini 1%
Minimally Important e

85.9%
Very Important F S0
Somewhat Important 13.8%
P 13.4% Ability to Work Logicqlly

. P
Minimally Important s

Very Important 90.7%
ry Imp 91.6%
9%
Somewhat Important 8?% Ability to Work

Minimally Important 1% Under Pressure
Very Important 23.3%
v imp 94.5%
Somewhat Important 63_8%67'5% Administrative Skills
Minimally Important 9.9%
Y imp 11.7%
Very Important 80.9%
ry Imp: 82.6%
Somewhat Important 1 6.16&2/55% Analytical Skills
Minimally Important -%‘{;’
Very Important 10.6%
11.3%
Somewhat Important 3 ;9.8% Certifications
Minimally Important 36.6%
v ime 37.7%
Very Important 92.1%
ry Imp 93%
Somewhat Important 6.17 (;/g % Interpersonal Skills
Minimally Important -QZ’
(0573 20% 40% 60% 80% 100%

2004 2003
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personnel and staff training

Continued

How important is each of the following qualities for a support person?

Very Important

62%

Somewhat Important
R Keyboard/Typing Speed

Minimally Important

93.1%
Somewhat Important 6.9%
5.1% Listening Skills

Minimally Important

Very Important 70.9%
ry Imp 66.6%
Somewhat Important 928.4%
P 29.1% Multi-Tasking
Minimally Important [l 1.4%
Y imp 4.3%
Very Important 53.1%
v imp 51.5%
49.4%
Somewhat Important 45.4% Organizational Skills
Minimally Important 3;5%
Very | rtant 50.1%
ery Importan o
Somewhat Important 427‘;2-3% Persistence
Minimally Important 4.7%
Y imp 4.4%
Very Important 99.7%
vime 93.8%
Somewhat Important 5;32 Problem-Solving Skills
Minimally Important -33;%
Very Important 85.7%
ime 85.1%
Somewhat Important 113462/; Questioning Skills
Minimally Important -2;5
Very Important 63.6%
v imp 63.1%
Somewhat Important 34.1% Self-Starter,
35.1% Independent Worker
ini 2.3%
Minimally Important Ton
0% 20% 40% 60% 80% 100%

2004 2003



Continued

How important is each of the following qualities for a support person?

Very Important 81.7%
87.8%
Somewhat Important H:Z;i Team Player

Minimally Important AZZO

Very Important 24.7%
26.7%
59.1%
Somewhat Important i Technical Skills for
inirally Important ook Specific Hardware
15.1%
Very Important 32.6%
ry Imp 36.9%
hat | rtant 56.4%
Somewhat Importan 53.7% Technical Skills for
Minimally Important 11.1% Specific Software
10.1%

Very Important 92.6%
ry Imp 99.1%
Somewhat Important 77°/§(7 Telephone Customer Service
o e (Voice, Empathy, Courtesy,
Minimally Important Ié‘;? Friendliness, etc.)
Very Important 85.2%
v ime 85.5%
14.1%
Somewhat Important o Temperament
Minimally Important 3-f—;%
Very Important 88.2%
ry Imp 83.3%
11.6%
Somewhat Important 05 Verbal Skills
Minimally Important | 3%
8%
Very Important 48.9%
¥y ime 41.9%
47.9%
Somewhat Important s35% Writing Skills
Minimally Important 3.9%
v Ime 47%
0% 20% 40% 60% 80% 100%

2004 2003
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personnel and staff training

In which areas does your support organization staff receive formal training?

71.4%
Technologies and Systems T4
Used by Customers °

74%
68.8%
TQChnOIOSIeS and SYStemS =75%

Used to Provide Support
69%
65.5%
Customer Service - Communication, 61.6%
What to Ask, How to Ask, etc. s ‘
56%

43.3%
Troubleshooting/Problem-solving 45.9%

48%
41.1%
Personal Management - Stress, Time, 39.1%
. )

Assertiveness, Interpersonal Skills
40%

12.7%
No Formal Training 13.8%

1%

I 3%
Other

10% 20% 30% 40% 50% 60%

I
2004 2003 2002

62) Althousgh customer service skills in question 671 are ranked as the most important qualities for support personnel (93%),
the industry responses to the amount of formal training available to employees for customer service vary by sector.

Industry sector:

¢ Healthcare = 71% provide formal training in customer service.

® Public sector = 64% provide formal training in customer service.

¢ Financial = 58% provide formal training in customer service.

¢ Education = 72% provide formal training in customer service.

e Computer industry = 59% provide formal training in customer service.
¢ QOutsourcers = 76% provide formal training in customer service.



On average, how many dollars per person, per year are budgeted for training support staff?

6%
$5,000 and Over

6.5%

39%

$1,000 to Less Than $5,000 37.7%

20.8%
$500 to Less Than $1,000

24.9%

$100 to Less Than $500

Less Than $100

None

Do Not Know

20% 25% 30% 35% 40%

2004 2003

63) Our findings found no significant differences between Small and Large support centers when budgeting for staff training.

g0 W W W . T HI1NJI KT HTUDTI. CO M



personnel and staff training

= Continued

On average, how many dollars per person, per year are budgeted for training management?

10.2%

$5,000 and Over 10.9%

46.8%

$1,000 to Less Than $5,000 43.9%

13.7%

$500 to Less Than $1,000 18.8%

$100 to Less Than $500

Less Than $100

None

14.6%
Do Not Know

30% 40% 50%

2004 2003

63) Our findings found no significant differences between Small and Large support centers when budgeting for staff training.



What type of training delivery method(s) does your company
provide for the support organization (staff and management)?

74%

Off-site Classroom 75.6%

Computer-based Training

Web-based Training

CD-ROM

Audiotape/Videotape 96.1%

17.6%
Other

6%

N/A 9.4%

I ——
2004 2003

64) Off site classroom was the method most preferred for training delivery. There was a difference between Small (71%)
and Large support centers (80%) in preference for offsite training delivery.

The majority of the “Other” response, was on-site classroom training.
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personnel and staff training

Which of the following career development plans are in place?

Informal Training Plans 47%

Formal Job Recognition

40.5%
and Appreciation °

Formal Written Training Plans 29.3%

Defined Career Paths 98.2%

Formal Certification Programs 24.3%

Job Enrichment Programs 20.9%

N/A 19.9%

Other 1.8%

0% 10% 20% 30% 40% 50%

2004

65) Large support centers are more likely to have formal career development plans in place compared to Small centers.



On average, how many days of training does a new support professional
receive before functioning alone at your organization?

Over 20 Days

11— 20 Days

34.3%
5 —10 Days
31.8%

9 — 4 Days

1 Day

None

0% 5% 10% 15% 20% 25% 30% 35%

2004 2003
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personnel and staff training

What is the target number of training days per year for support staff?

Over 20 Days

11— 20 Days

45.5%
5 —10 Days

47.7%

9 — 4 Days

1 Day

None

20% 30% 40% 50%

2004 2003



MANAGERS

Continued

What is the target number of training days per year for support managers?

Over 20 Days

11 — 20 Days

45.9%
5 —10 Days
49.9%

9 — 4 Days

1 Day

None

20% 30% 40% 50%

2004 2003
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personnel and staff training

What formal industry certifications do your staff and management
hold and/or are planned for the next 12 months?

66.7%

Microsoft 64.0%

He|p Desk Institute 49.4%
50.1%

ImIL 2747
17.8%

Cisco 26.5%
97.9%

20.5%
Novell 91.8%

19.9%
CompTIA 19.8%

12.9%
Oracle 117%

_ 10.7%

Citrix 1.7%
6.4%

5.5%

5.5%
6.8%

Linux
Sun

2.3%
Sybase 33%

BEA 0%
1%

99.6%
Other 40.3%

68) The size, type, and industry sector break down for companies that hold formal certifications from HDI or plan to pursue
in the next 12 months.

e Small support centers = 44% ¢ Internal support centers = 53%
e Medium support centers = 56% e External/Blended support centers = 44%
e Large support centers = 48%

Industry sector:

¢ Healthcare = 60% hold HDI certifications or plan to pursue.

e Public sector = 50% hold HDI certifications or plan to pursue.

¢ Financial = 51% hold HDI certifications or plan to pursue.

¢ Education = 44% hold HDI certifications or plan to pursue.

e Computer industry = 44% hold HDI certifications or plan to pursue.
e QOutsourcers = 43% hold HDI certifications or plan to pursue.
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On average, how long does a staff member remain in your support organization?

Qver 5 Years

3 -5 Years

1 -2 Years

Less Than 1 Year

Qver 5 Years

3 -5 Years

1 -2 Years

Less Than 1 Year

Qver 5 Years

3 -5 Years

1 -2 Years

Less Than 1 Year

Qver 5 Years

3 -5 Years

1 -2 Years

Less Than 1 Year

Qver 5 Years

3 -5 Years

1 -2 Years

Less Than 1 Year

6.9%
6.1%

1.1%
1.3%

11.8%

3%
1.1%

9.6%
11.2%

1%

1.4%

6.3%
10.3%

4%
1.5%

93.6%
15.5%

29.5%
33.2%

40%
45.9%

24%
19%

45.4%
40.7%

99.6%
38.9%

35.6%
29.5%

52.3%
53.2%

16.2%

50.7%
41%

39.3%
46.4%

52.6%

33.1%
35.6%

Call Screening/Dispatch

Level 1 Support

Level 2 Support

Supervisor

60.3%

Manager

|
2004

|
2003

98

10%

20% 30% 40%

60%



personnel and staff training

69) Managers that have been there over 5 years by industry:
Industry sector:

¢ Healthcare = 54% stay in management for over 5 years.

¢ Public sector = 58% stay in management for over 5 years.

¢ Financial = 55% stay in management for over 5 years.

¢ Education = 70% stay in management for over 5 years.

¢ Computer industry = 54% stay in management for over 5 years.
¢ QOutsourcer’s = 54% stay in management for over 5 years.

Small centers had a higher percentage of managers staying for more than 5 years (58%) compared to Large centers (51%).

Is employee turnover an issue for your support organization?

Serious Issue

Moderate lssue

77.9%

Minor Issue 78%

I ——
2004 2003 2002

70) Turnover remains a non issue in 2004.



