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Making the Hard 
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Prologue:  
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Mea s u r e  
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STAFFING STRATEGY  

 
 



The Results 



"THE CALL" 
Ben Haines 

CIO, SVP of IT 
Yahoo! 
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Gi vi ng Your  
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EASY TO FIX: 
 

-  COMPLETELY IGNORED AT 
THE WALKUP  
 
-  MORE COMMS IN NYC 
 
-  WALK THROUGH SOLUTIONS 
 
-  GRUMPY AND SKETCHY 
LOOKING TECHS 
 
-  WALKUP WINDOWS ARE A 
MESS 

LARGER PROJ ECTS: 
 
-  BRING EMAIL BACK  
 
-  PHONE AND CHAT WAIT 
TIMES ARE 30- 40 MIN!! 
 

"ENTITLED" EMPLOYEES:  
 
-  PUT ONSITE SUPPORT IN 
EVERY BUILDING, I 
SHOULDN'T HAVE TO WALK 
ALL OVER CAMPUS TO GET 
HELP  
 



ANGELO BREWING  

GLOBA L S ERV IC E DES K 



Chapter 
One: 

 
Giving Your 
Customers a 
Clear Voice 

Caveat #1  
 World class 

Support does 
NOT mean 

giving people 
everything they 

ask for 







Chapter 
One: 

 
Giving Your 
Customers a 
Clear Voice 

Caveat #2  
 Garbage In, 
Garbage Out. 
Not All Data Is  

Transformational 







G O O D DATA IS . . .  
AC TIO N ABLE -  TELLS  YO U C LEARLY W HAT TO  DO  
 
RELIABLE -  YO U C AN  TRUS T IT,  C O N S IS TEN TLY.  IF YO U G IVE IT TO  A G REAT C O MP AN Y 
 
AC C URATE -  MEAS URES  W HAT YO U THIN K IT' S  MEAS URIN G .   
 
MEAN IN G FUL -  IN S TAN TLY C O MMUN IC ATIN G  S O METHIN G  THAT IS  N O T DIREC TLY EX P RES S ED.  
 
Q UAN TIFIABLE -  IF IT' S  N O T A N UMBER,  HO W  DO  YO U TRAC K P RO G RES S ?   
 
P RES C RIP TIVE -  TELLS  YO U W HAT TO  DO .  S P ELLS  O UT W HAT AC TIO N  TO  TAKE.  
 
DES C RIP TIVE -  DEFIN ES  S UC C ES S  AN D S HO W S  HO W  C LO S E TO  O R FAR FRO M IT YO U ARE.  
 
TRAN S FO RMATIO N AL -  THE DATA ITS ELF TRAN S FO RMS  P EO P LE AN D O RG AN IZ ATIO N S .  
 





G O O D DATA C HEC K LIS T 
AC TIO N ABLE -  TELLS  YO U C LEARLY W HAT TO  DO  
 
RELIABLE -  YO U C AN  TRUS T IT,  C O N S IS TEN TLY.  IF YO U G IVE IT TO  A G REAT 
C O MP AN Y 
 
AC C URATE -  MEAS URES  W HAT YO U THIN K  IT' S  MEAS URIN G .   
 
MEAN IN G FUL -  IN S TAN TLY C O MMUN IC ATIN G  S O METHIN G  THAT IS  N O T DIREC TLY 
EX P RES S ED.  
 
Q UAN TIFIABLE -  IF IT' S  N O T A N UMBER,  HO W  DO  YO U TRAC K  P RO G RES S ?   
 
P RES C RIP TIVE -  TELLS  YO U W HAT TO  DO .  S P ELLS  O UT W HAT AC TIO N  TO  TAK E.  
 
DES C RIP TIVE -  DEFIN ES  S UC C ES S  AN D S HO W S  HO W  C LO S E TO  O R FAR FRO M IT 
YO U ARE.  
 
TRAN S FO RMATIO N AL -  THE DATA ITS ELF TRAN S FO RMS  P EO P LE AN D 
O RG AN IZ ATIO N S .  
 



Chapter Two:  
Raising  
The Bar  











Chapter Three:  
Ha r d De c i s i ons  & 

Mome nt um  







RECAP AND TAKEAWAYS 
TAKEAWAY 1:  

GIVE YOUR CUSTOMER A VOICE 
 

TAKEAWAY 2: 
  
 

RAISE YOUR OWN BAR 
 

TAKEAWAY 3:   
 DECISIONS           MOMENTUM           VICTORY 



Three Lessons  

•GIVE YOUR 
CUSTOMERS A 
CLEAR VOICE 

Caveat: Don't just give them 
what they ask for.  

•NOT ALL DATA WILL 
TRANSFORM YOUR 

SERVICE 
Caveat: Data Driven Strategies 
are only as good as the data 

driving them.  

MOMENTUM 
REQUIRES HARD 

DECISIONS 
Caveat: You will face 

resistance.  Courage Required.  
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be n.b re nna n@qs ta c. com 
 
 

linke d in. com/ in/be nbre nna n 
 
 

twit te r. com/why 
 
 

QSTAC.com 
 
 

Book on Ama zon: Ba da s s  IT Support  
 
 

Cons ult ing a nd  Spe a king: be n@be nbre nna n.com 

Keep in Touch! 




	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Slide Number 32
	Slide Number 33
	Slide Number 34
	Slide Number 35
	Slide Number 36
	Slide Number 37
	Slide Number 38
	Slide Number 39
	Slide Number 40
	Slide Number 41
	Slide Number 42
	Slide Number 43
	Slide Number 44
	Slide Number 45
	Slide Number 46
	Slide Number 47
	Slide Number 48
	Slide Number 49
	Slide Number 50
	Slide Number 51
	Slide Number 52
	Slide Number 53

