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How to Turn an Overhead Expense into the Most Important 

Tool in Your Business Arsenal



Discontent Defined

ÅñRestless aspiration for improvement.ò

ÅñHaving a feeling that one has been wronged or 

thwarted in one's ambitions.ò
(Merriam-Webster)

ÅñThe nagging feeling that your Customer Service efforts 

are costing more than they should, unnecessarily 

absorbing management time, and letting opportunity 

slip by.ò
(The entire IT community)
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Tim Uzzanti, Biography

Tim Uzzanti is the President and Chief Executive Officer of 
SmarterTools Inc, a multi-million dollar Software Development 
Company and SaaS provider serving 15,000,000 end-users 
worldwide in over 100 countries. 

Tim Uzzanti founded CrystalTech Web Hosting Inc.ðat the 
time one of the worldôs largest Windows Hosting Companiesð
serving as its Chief Executive Officer until it was acquired by a 
public company. 

Tim Uzzanti has operated on boards for various Technology 
companies, offering his experience in Business Development 
and Internet-Technology to other organizations.
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ñThe Quality of the customer experience makes and 

breaks companies.  Customers are becoming increasingly 

demanding and sophisticated, and theyôll take their 

business elsewhere if you do not deliver the superior 

service they feel they deserve.ò

(ñEight CRM Essentials: An Executive Guide to the Eight Must-Have Elements of Every Successful CRM 

Initiative,ò SalesForce White Paper, 2007)
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Benefit from the Effort

Because Customer Service IS necessary; make it as easy, efficient, 
and profitable as possibleðtransforming it from an overhead 
expense into your most valuable business tool. 

Å Increase employee performance

Å Decrease expenses

Å Influence business decisions for future products and 
services from both development and marketing perspectives

Å Discover marketing opportunities

Å Increase customers satisfaction and customer retention

Å Create a proactive vs. reactive sales approach

Efficient, cost-effective, and value-generating Customer Service is 
the path to increase revenues and profit.
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ñEight out of ten dollars you spend on IT is dead because, 

while it is keeping the lights on, it isnôt directly contributing 

to your business growth or enhancing your competitive 

advantage.ò

(Gartner Research: ñIT Must Think Differently, Act Differently, and Be Different to Drive Business Growthò)
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Presentation Objectives

ÅRecognize the importance of ñorderò and ñflowòðapplying 
the concepts of ñprocess engineeringò to the Customer 
Service cycle.

ÅUnderstand the importance of a structural framework to 
channel that flow into a logical, unified way to save costs 
and generate efficiency.

ÅDiscover ways to leverage this structure to maximize the 
value of every agent, Ticket, KB, Live Chat, and incident ð
data capture.

ÅFind out how to leverage that data capture into a business 
decision-making and marketing powerhouseðData Mining 
is for everyone.

ÅLearn how this can all be accomplished with a single tool or 
through the implementation and integration of multiple tools.
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Agenda

ÅIntroduction

ÅPart 1: The Customer Service Channels

ÅPart 2: Aligning the Channels

ÅPart 3: Leveraging the Channels

ÅPart 4: Summary, Conclusion, and Q&A
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Part One
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The Customer Service Channels



Value Stakeholders

Customers

Employees/Agents

Management

The Business
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Unstructured Service Channels

Å Social Service 
(forums, blogs, wiki)

Å Self Service 
(KB, help, white papers, news items)

Å Phone
(long distance, toll-free, VoIP)

Å Professional Ticketing 

System/Email

Å Live Chat 
(requests and invites)
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The Challenges

ÅCompanies use some or all of these channels

ÅSeparate applications

ÅMultiple and unique databases

ÅSeparate, unique, and counter-intuitive interfaces

ÅInformation not shared efficiently across channels

ÅConsistency 
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The Linear Environment
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The Optimal Path ïLow Complexity



Multi-channel & Multi-product 

Environments
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125 Possible Paths



As Business ScalesðComplexity Grows 

Exponentially 
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3125 Possible Paths



Part Two
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Aligning the Channels


