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Contact center enquiries FAQ Question- Written Communities and
searches naires reports and bulletin boards
daily reports

Text information (VOC data, etc.)

Marketing/planning %232?5;&22? Quiality control Sales Service

* Product/service « Understanding of » Research into the * [dentification of » Assessment of trends in
development research investment cause of problems cases requiring enquiries

* Measurement of sales  spending and prevention follow up * Efficiency improvements
promotion « Support for setting * Risk management * Analysis of factors  in customer response
effectiveness research themes of successful * Responses to latent

« Customer satisfaction « pevelopment of sales claims
surveys applied research * Analysis of latent  + Analysis of market

« Brand image surveys  ideas needs requirements
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VOC

>  Front Line

>  Team Leader:

RANK
> VOC

VOC

'

’

Sales( Branch Office)

’

.

Marketing:

Products manager

Support:
Call Center (Showroom)

Repair (Service)

Products Quality:
Technical support/CS
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No.1 inquiry is “Cannaot
install’ and “Printer no
react (seem to be
caused by installation
failure)’

As for SFP, inquiry about
installation also accounts
for 20 to 40 %.

Data eouica: EHC Cal cants
Drartas inbaciisd Dot 17, 2000 46 Man 4,
2004

Tols i L0 93 ryoss
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VOC

VOC

VOC

5w2h

ilow to describe VOC at call center>

X

O

1. VOC

“Want to know how to
update

“Why did he/she want to update
and “What was not clear” were not
identified.

a8

"There was a guide of
updating EFSON Easy
Photo Print in a
package, but it was not
clear’

"From where did he/she know
update” and “what are their
problems” are clear

» Improve content of included
guide

2.VOC

Objective of recording VOC: "input info

connecting to product/service improvement’

Useful info for improvement is necessary

(1)

(2)

> Finding

RANK
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VOC

Procedure Implement Service Attitude & Sense

> Attitude

» 1S09001 > Re-occurrence avoid suggestion

Communication Skill ” ’Customer Info collect ~ N

» Oral skill; \
> Listening; \ > Record query info; ]
> No interrupt, no silence < VOC collection _ /
Salary \N~_____—’
> Bonus | <
Technical Skill Yearly Award; MBO Achievement [}

Contract Type
» Grasp the core of question; » Call Amount & talking time;

» Correct solution: » Customer’s evaluation;
» Guide step by step » Working time guarantee
» Document contribution
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1. Within the Call Center department
=> Reinforcement of direction to Web support

(Research into customer enquiry behaviour is necessary)
=> Enhancement of FAQ and download services
=> Enhancement of Knowledge database
=> |mprovement of response to enquiries
2. Within the sales company
=> Provision of information to the engineering department
=> Provision of information to the marketing department
=> Utilization as a marketing tool
3. Feedback to related division in company group
=> Classification of the VOC,and information sharing(visualization)
=> Making priority after analysis
=> Feedback
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Knowledge Management

Document Effectiveness
‘Document Release

" > Internal DB: Mr. Help
250/@ » External DB: EPSON Home Page

» Charged: Level-3 engineer
> Notes: Collect ECC internal
document
‘Document Quantity Improve
» Charged: Level-2 engineer Document Contribution
120 100%
100 879 'J_l 90%
60
. 0 . 4 70%
» Input: Customer Query . - | cons
» Condition: No solution in DB 0 50%
. Mar-04 Apr-04 May-04 Jun-04 Jul-04 Aug-04
» Charged: Level-1 engineer —
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2 E-order
2004/4.
2004/10:
2004/11. E-order E-order
2005/8: E-order
Sidm Option Purchase Request Trend
20
15 12 12
10
9
101 6 ° 6
5 L
0
Apr-04 May-04 Jun-04 Jul-04 Aug-04 Sep-04 Oct-04
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Observe tester's operation

For RX530 &GK
protectiveliape
is hiddefifunden
scandmt Soik
user do not read

“start here' firstly ,

they will be
difficult to find it.

Improvement
Suggestiond
Lengthening the
CR prof@ctive
tape length and
make user find
it easily.
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VOC
f “ﬁ - Extract h fF’mdu:::tfﬁ
Analyze improvement item c
+ Prioritize - _
- - + Estimate effective IFT‘I[:JI'D':"E
. / \_amount of money men

- .

Let's go forward to CS improvement
and Inquiry reduction

Feel free to share your idea/problems when
proceeding with activity worldwide
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800-810-9977



