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Advancing your Business with our ICT Solutions

Being in this competitive ICT business, we deemed customer service
as a critical success factor to gain and maintain customer's long-term
trust and loyalty. We believe in doing our utmost to build and maintain
a strong customer relationship throughout and well past our business
dealings with our customers. That is the main aim of our SAINS Call
Centre.

Our Call Centre acts as a one-stop information and service line where
calls are handled by well-trained and multi-skilled personnel. Our Call
Centre is accessible 24 hours by either telephone, fax, voicemail,
email, or Internet. Using our Call Tracking System (CATS) we are able
to process, track and monitor progress of calls logged thus ensuring
customers get the best of our attention at all times.
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Advancing your Business with our ICT Solutions

e 24 x 7 operation centre with Icaloint contact
» Centralized Voice Telephony Infrastructure
» Call Flow Tracking System - CALLTRACKS




SAINS Call Centre —To ensure end to end service level measurement with
customer is in place and updated in line with the Service Level Agreement
(SLA)

Customer Account Management

To manage user registration and account management for SAINS external and internal
Customer. This includes new creation, update and deletion of various accounts.

Customer Service Management

To ensure both SAINS external and internal Customer receiving optimum and
satisfactory services.

Call Centre Outsourcing Management
Call Centre facility management and call centre infrastructure service.







Service Level Agreement (SLA) Management

— manage comprehensive service-level definitions and metrics,
covering hardware, software, application, service & performance
Example:

—Standard package : 8 x 5 coverage, 8 hrs response
—Express package : 12 x 7 coverage, 4 hrs response + parts
—Premium package: 24 x 7 coverage, 2 hrs response + parts

IT HELP Desk/Call Centre — 24 X 7 Local Point Contact
- Servicing over 16,000 users

- for Desktop, Email Services, Networks, Business Applications,

Database and Server Support




*Technical Support — on-site first level support
service on hardware & software related products

Network & System Support — provide 24 x 7 Data
Centre operation & support on network, servers &
third party software

*Application Support — to train, response on-site
and support SAINS in house developed application
systems




Client Infrastructure

Application Infrastructure

Middleware Infrastructure

Database Infrastructure
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SAINS Call Centre

o 24 x 7 operation centre with local point contact

Centralized Voice Telephony Infrastructure (VOIP)
Call Tracking Software System - CALLTRACKS

Network Monitoring Information System — NMIS

SLA Management Database System

System monitor service provider performance against SLA
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Technical Expertise and Specialists

- In hardware & software

- Certified SUN Engineer

- Microsoft Certified System Engineer
- Certified CISCO Engineer

- APC, HP

- Veritas, Trend Micro

- Oracle, Lotus, ESRI
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SAINS Customers ----»

The call managing
process consists of
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vii. Call Closing



1st Level

Call Center
Personnel

=)

Case Logging
15t Level diagnostic

Prioritizing SLA
Case Escalation
Case Tracking
Case Closing

Generation of reports &
Statistics

2nd | evel

Localised
Support
Representative

=)

* Provide assistance to
users on site

* Escalate unresolved
problems to the next
level support

* Update resolved and
unresolved calls to Call
Centre

3d Level

Specialist
(Hardware,
Software,
Network,
Systems App.)

* Provide resolution to
problem reported

* Provide on-site
support if problem
cannot be resolved
remotely

=)

Ath | evel

External parties —
Vendor/Partner

* Trigger vendor to analyse
and resolve the problem
according to SLA
arrangement

» Partners/Vendor contract
database updates
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Customer

be

END their requirement. If there is no reply
after 2 working days since the close call
satisfactory email is sent, the call shall
be closed in the system.

Call Centre

«— <+ <+ <
>

Handling customer feedback (refer diagram)
In the event where customer is not

o I

o " S satisfied with the service given, an
g &**) E * A acknowledgement email will be sent out
¢ &) " —» " # A to the customer.
¢ At the same time, Service Providers
and the management level will be
* informed on this matter to rectify the
Provider 2 % situation with utmost urgency.
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Talian Perkhidmatan Awam (TALIKHIDMAT) : 555999

Services Provided to client :
Call Centre Management — 24 X 7 Local Point Contact
- Servicing the entire State of Sarawak — population of 2.5 million

- Received and managed public calls, request for service, public
complaints, reports of public Incidents, etc

Effective routing to relevant government agency for fast response

Close monitor of action and progress by respective agencies

System escalation to next level of management for overdue cases

Call back to verify customer is satisfied with service provided
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Capturing of request details

Routing to relevant group/officers

Effective escalation structure

Close monitoring of progress of each request
Automatic eMail reminders or notification
Closing of cases with user’s feedback

Details of requests, status & actions taken can be
extended to users

Comprehensive Real Time Reports Analysis
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Sample Report:

1. Age Analysis
2. Distribution of cases by Action Officer or Agencies
3. Action Status report

Summary of problem reported

Action taken

Time taken

Action Agency
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POST PROJECT CUSTOMERCARE SECTION PERFORMANCE 2006

PPC Group Total Service | Total Total Solved Online
(Total All SAINS Service | Call Exceed Within (Non Onsite Support)
Feguissl 4009 SANBRRN | il SLA Turn SLA Turn Around out of All SAINS service
Around Time Time request 2006.
(TAT) (TAT): (%)
Call Centre Unit 5032 48 4982 ( 99%) 5032 (28%)
Network Support 1810 96 1714 ( 95%) 516 (2.5%)
Specialist
Technical Support Unit 8602 860 7742 (90%) 283 (1.4%)
Application Support 2854 138 2716 ( 95%) 1055 (5.1%)
Unit
TOTAL PPC Group 18,298 1242 17,056 ( 93%) 6886 (33.3%)

Performance




