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Remote Customer Support Action ltems

Help Desk Services Setup
Action Items:
o Define Service Scope: Outline the specific types of support and issues the help desk will handle.

e Set Up Support Channels: Implement and configure support channels (e.g., email, chat, phone).
e Train Support Team: Provide training on processes, tools, and customer service best practices.
e Develop Support Documentation: Create knowledge base articles and troubleshooting guides.

Deliverables:
e Detailed service scope document

e Configured support channels
e Training completion reports

e Comprehensive support documentation

Ticketing Systems Implementation
Action Items:
¢ Select Ticketing Platform: Choose and configure a ticketing system that fits business needs.

e Customize Ticket Workflows: Set up ticketing workflows and automation rules.
e Integrate with Existing Systems: Ensure seamless integration with other customer management tools.
e Test Ticketing System: Conduct testing to ensure system functionality and reliability.

Deliverables:
e Ticketing system configuration

e Custom ticketing workflows and automation rules
e Integration report with existing systems

e Testing and quality assurance report

Feedback Collection and Analysis
Action Items:
e Design Feedback Surveys: Create and design online surveys to collect customer feedback.

e Implement Survey Distribution: Distribute surveys through appropriate channels (e.g., email, website).
e Collect Feedback Data: Gather and compile feedback data from respondents.

e Analyze Feedback: Perform data analysis to identify trends and insights.
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Deliverables:

Survey design and distribution plan
Collected feedback data
Feedback analysis report

Actionable recommendations based on analysis

Performance Reporting
Action Items:

Define Metrics: Determine key performance indicators (KPIs) for customer support.
Set Up Reporting Tools: Configure tools to track and report on support performance metrics.

Generate Reports: Produce regular reports on support performance, including ticket volume, resolution
times, and customer satisfaction.

Review and Optimize: Analyze performance reports and recommend improvements.

Deliverables:

KPI definition document
Configured reporting tools
Regular performance reports

Optimization recommendations

Ongoing Support and Improvement
Action Items:

Monitor Support Operations: Continuously monitor help desk and ticketing system performance.
Conduct Regular Training: Schedule and conduct refresher training sessions for support staff.

Implement Feedback Improvements: Apply changes based on customer feedback and performance
reports.

Review Service Levels: Regularly review and adjust service levels to meet business needs.

Deliverables:
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Performance monitoring reports
Training schedules and records
Improvement implementation reports

Service level review documents

To avail of our professional services kindly contact hello@consultareinc.com or call 1-202-982-3002.



