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The value of email 

In June 2006, the Financial Times ran an editorial discussing the effectiveness of 
communications within the enterprise. They looked primarily at the digital communication 
channels available (email, Intranets, Instant Messenger (IM), and SMS) and their conclusion 
was stark: “In the ‘attention economy’ the value of email is rapidly approaching zero”. If this 
is true what does it mean to the effectiveness of organisations that rely on email for 
communication? What value do the other channels provide and how can they be managed? 
How does an enterprise service desk offer the best possible service at low cost when 
important notifications cannot get through the communication fog? 

To understand these issues, we first have to appreciate how we came to rely on email and 
what the limitations of this channel are. The reliance on email, as the main communication 
mechanism within organisations, has steadily and stealthily increased over many years. Until 
relatively recently when the computer era truly came of age, businesses ran a very 
structured format: meeting minutes would be transcribed by secretaries, who would also 
manage diaries, write up notes, distribute memorandums and chase actions. Managers 
structured their day by dealing with correspondence at the start, with every letter opened and 
important ones given priority.  

When email first arrived it was used by academics and early technology adopters; 
businesses viewed email with suspicion and it is only recently that it has become 
acknowledged, by law, as a permissible form of correspondent evidence. Very rapidly email 
became the business communication tool of choice and the speed with which 
correspondence could be sent and received was almost instantaneous, compared to the 
multi-day turnaround that physical mail required. Advocates of email even coined the term 
“snail mail” to describe written and typed correspondence.  

The impact was dramatic; typing pools disappeared, secretaries became personal assistants 
to only the very top level managers and middle management came to rely on email. 

This all sounded encouraging; efficiencies were created within the enterprise through rapid 
communications; deals could be concluded in a much shorter timeframe; lengthy and 
protracted correspondence chains could be compressed into hours rather than days; and the 
flow of information within the enterprise continued to increase. So what happened to sour the 
picture? In one word, SPAM. 

SPAM 

Not the processed ham beloved of Monty Python of course but the unsolicited emails 
spuriously filling the Internet and offering all manner of life enhancing surgery and 
opportunities to improve our love lives. In October 2007 Postini (the world’s expert on 
SPAM) identified 10 in 11 emails as SPAM… over 90%. The traditional definition of this  
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type of SPAM referred to messages from outside of the enterprise.  Today we also have to 
contend with “Enterprise SPAM”; people sending all manner of emails internally that are  
neither relevant nor important. During the days of memos if someone found some keys on 
the floor they would not send a memo to all employees in the company! 

We have become ‘email junkies’ which is one of the main reasons that enterprises are 
finding it increasingly difficult to get important information through the communication fog of 
email to their employees.  

The ‘attention economy’ highlights the problem of information overload, we have become 
information-rich, but attention-poor; our days are filled with different types of information that 
may require action, some vital, some trivial and we are finding it increasing hard to sort the 
wheat from the chaff, to get to the actionable and important information. 

Enterprises today have tried many approaches to punch through the communication fog; 
satellite broadcast networks, newsletters, round table discussions, canteen briefings etc. and 
these do offer some value. Intranets today are akin to putting an important notice up in a 
cupboard; you would only see the notice if you open the door, and know where the cupboard 
is in the first place. 

A new approach 

What is needed is a new approach to business to employee (B2E) communications that 
harnesses and manages all of the best attributes of existing digital channels, but in addition 
delivers new high impact direct ‘push’ channels that can punch through to employees’ 
desktops and/or handheld devices when really critical information needs to be delivered. 

Skinkers has been working on this problem for nearly five years, firstly by developing a new 
high impact channel which delivers desktop alerts and secondly by incorporating this into a 
new ‘Enterprise Attention Engine’, the Live Notification Platform™ which manages email and 
SMS and can deliver to handheld devices such as the BlackBerry and cell phone. The Live 
Notification Platform also manages RSS within the enterprise, and can also deliver managed 
messages to widgets and desktop gadgets. 

The Live Notification Platform enables the enterprise to map communication requirements 
against the most appropriate channel and device, reserving the high impact desktop alert 
channel for critical communications. Messages can be delivered to an individual, or any 
group based on multiple criteria, delivered rapidly and, if necessary, routed from one device 
to another until the user acknowledges the communication. 

This is a vital component of the Live Notification Platform; the ability to audit and track vital 
communications and use the most appropriate channel. This central platform enables 
multiple digital channels to be managed centrally for the first time and ensures that 
information you ShouldKnow™ is delivered through communication you can’t miss! 
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The value to the enterprise is realised in many dimensions. Not only can proactive, targeted, 
timely and relevant information improve employee productivity, real cost savings can also be 
made through the reduction in support infrastructures. For example, a proactive system that 
keeps users informed of service outages and systems availability, can deliver a  
10% to 20% reduction in the calls coming into the service desk. For many organisations this 
represents millions of dollars a year and is just one example of the value this type of 
integrated communication solution can deliver. The cost of managing calls from the field can 
be very significant, ranging from £5 to £15 per call, and with calls running into the millions 
per annum for large corporations this represents a very significant cost to the business. If 
calls can be reduced by 10% through proactive notifications the enterprise can save 
significant costs, and also improve the quality of service that is delivered. 

Introducing the Proactive Service Desk 

Let’s look in more detail at the next generation of service desks, where proactive 
notifications are only sent to the people affected, and updates are delivered through a new 
communication channel, completely outside of email. 

Communication effectiveness is a bottom line issue, especially in the hectic environment of 
the service desk. Agent productivity, customer satisfaction and revenues can all be 
increased through effective delivery of important or time critical information. Email is 
overburdened, ineffective and non-prioritised, while internal face to face meetings for 
updates and training are expensive and time consuming. The Skinkers Live Notification 
Platform ensures that both planned and unplanned outage notifications can be delivered 
effectively, to the right people, at the right time, through the right device. This reduces 

incoming calls, improves user satisfaction and supports Service Level Agreements. 

 
What are the benefits of this new approach? 

Call reduction 

·  Reduced call volumes as users are proactively informed. 

·  Reduced call volumes being pushed to the more expensive tiers.  

·  Reduced chasers. 

 

Increased end user satisfaction 

·  Proactive communications generating end user satisfaction. 

·  Reduced call queues and Interactive Voice Response “rage”. 

·  Reduced abandoned calls. 

·  Improved end user productivity due to reduced time spent on service desk calls. 

·  Service desk staff training leading to increased end user satisfaction. 
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Operational efficiency 

·  Reduced bottlenecks on outages through high impact communication. 

·  Increased first fix from agents. 

·  Notifications targeted at specific groups and individuals. 

·  Reduced email storage cost as notifications are not sent via email. 

·  Critical and key personnel have rapid access to Tier 1 support, reducing costly down 
time. 

 

The Live Notification Platform leverages existing service desk software and infrastructure 
investments. Functionally rich, it delivers ShouldKnow information to the right user and 
device at the right time in the appropriate display format. The Live Notification Platform’s  
flexibility allows it to be configured to map to existing communication processes and to 
handle completely new communication flows 

So, for the next generation service desk, a dramatic improvement in quality of service and 
the potential to reduce infrastructure costs delivers significant value to the business. 
Additionally if we consider compliance and legal requirements then the business case is also 
clear. In a recent Gartner report on effective electronic communications (August 2007), it 
was shown that an organisation of 10,000 employees could be losing as much as £20M per 
annum from ineffective communication within the enterprise. The Gartner report looked at 
several categories of information usually delivered through email, and concluded that the 
very small percentage of emails that contained business critical or emergency information 
where at great risk of not being seen because email cannot be used to prioritise 
communications. The business impact of these communications not getting through to the 
intended recipients can be extremely costly to the enterprise. 

In conclusion, enterprises have a new opportunity to leverage the best attributes of their 
existing digital communication channels, while adding new powerful ones that can punch 
through the communication flog. However, as Spiderman was told by his Uncle; “With great 
power, comes great responsibility”. Enterprises should deploy these new technologies, but 
ensure that the priority channels do not become another email and get used for everything. If 
a desktop alert takes over my screen and tells me there is fish in the staff canteen today I 
wouldn’t be impressed! 
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Skinkers Live Notification Platform 

Skinkers Live Notification Platform supports the complexity of managing multiple 
communication inputs to multiple users, through multiple channels. Messages can be 
automatically or manually created, audiences selected and routing rules established through 
central administration functions. Users may self select many attributes for receiving 
messages, e.g. preferred device or message channel. 

Technology Modules  

The Live Notification Platform comprises the following base functional modules: 

1. Message Routing Engine : This provides the core functionality of the system through 
the processing of rules based routing to target users/devices with incoming 
messages. 

2. User Interface : A web based administrator access to the system for all 
administration and maintenance, manual message creation, reporting.  For registered 
users, a simple and intuitive interface to view and change their preferences. 

3. System Management Engine:  This manages the secure access to the Live 
Notification Platform through domain, role and security management coupled with 
providing license management. 

4. Database & Storage:  Central data store for all system data including user data, 
message data, statistics and configuration data. 

5. Logging & Reporting : This provides per-user/device based correlated statistics on 
user message reception and system usage. 
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Figure 1: The Live Notification Platform  
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Figure 2: Example of a message sent through the Liv e Notification Platform to the 
desktop 
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Figure 2: Example of a message sent through the Liv e Notification Platform to a cell 
phone and BlackBerry. 
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Alistair Ball, Head of Development, Skinkers  
 

An experienced IT service management practitioner, Alistair has been successfully building 
and managing ITIL accredited service desks since 1994. Valued for his vision and ability to 
establish sound methodologies, Alistair built one of the world’s first online service catalogues 
for Alcatel. The service was a great success and was rolled out in Europe. Hired by 
Steilmann Group in 2001, Alistair was made CIO with responsibility for restructuring their first 
service desk. After a successful implementation, he established SLA’s and ITIL alignment 
and outsourced the service desk and the IT operation. In 2004, as Global IT Manager of 
Espirt, he was responsible for both the IT operations and the service desk. Joining Skinkers 
in 2006 as Head of Development, Alistair’s experience and vision have been instrumental in 
the creation of Skinkers solutions. Alistair was recently a speaker at the Help Desk Institutes’ 
Annual Conference in Dallas where he held a very successful session on proactive 
communications for the service desk. His work on improving team efficiencies by 200% has 
also been cased studied by a development company. 
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The customers  

A small sample of customers who trust Skinkers to get ShouldKnow information to the 
proper constituents quickly, efficiently and securely! 

 

 

 

 

 

 

Find out how Skinkers can benefit your business 

For further information about our products and services, visit our website – 
www.skinkers.com 
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