SKINNERS®

communication you can’t miss!

Need to reduce call volumes and improve the perform  ance of your

service desk?

Global service desks of large enterprises are challenged with communicating
important system outage alerts and critical knowledge to employees.
Information overload and lack of proactive and targeted notification technology
means mission critical information is often missed. The result is overburdened
service desks, customer satisfaction issues, reduced operational efficiency and
lost user productivity.

The Skinkers Live Notification Platform™ ensures that both planned and
unplanned outage notifications are pushed effectively and immediately, to the
right people, at the right time, through the right channel on the right device. This
reduces incoming calls, helping to meet service desk targets and improve
service.

The Live Notification Platform displays ShouldKnow™ service notifications
through the most appropriate device (computer, handheld, mobile) with visibility
and impact, even when email isn’t working.
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Skinkers Live Notification Platform supports the complexity of managing
multiple communication inputs to multiple users, through multiple channels.
Notifications can be created, audiences selected and routing rules established
through central administration functions. Users can self select many attributes
for receiving messages.

Skinkers meets the
following service
desk drivers:

Call reduction.

Increased end
user satisfaction.

Operational
efficiency.

“An organisation of
10,000 employees
could be losing as
much as £20M per
annum from
ineffective
communication
within the
enterprise.”

Gartner



ShouldKnow information

ShouldKnow information is priority information that is time or event dependant,
for example breaking news, offers and promotions, corporate communications,
service outages, etc.

Key benefits

Call reduction RO N .
Reduced call volumes as users are proactively informed. « "In the "attention
Reduced call volumes being pushed to the more expensive tiers. economy' the value
Reduced chasers. of e-mails is rapidly

Increased end user satisfaction approaching zero."”
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.

Operational efficiency

- Reduced bottlenecks on outages through high impact communication.
Increased 1° fix from agents.
Notifications targeted at specific groups and individuals.
Reduced email storage as notifications are not sent via email.
Critical and key personnel have rapid access to Tier 1 support, reducing
costly down time.

Financial Times

Example of a message sent through the Live Notifica  tion Platform

“Skinkers
technology has
enabled us to send
priority messages
in a much more
engaging way. As a
result, staff are
better informed
when talking to
external
stakeholders about
our business.”

London Stock
Exchange.
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