SARCOM Case Studies

Help Desk, Desktop and Server Support

for a National Automotive Services Organization

The Challenge: Dissatis ed with their current vendor, a national automotive services
organization was looking for a business partner to provide help desk,
desktop and le server support for its national o  ce.

The Solution:

SARCOM provided a transition project plan to migrate from

the previous vendor, followed by ongoing support.

The Result:

national automotive services
Aorganization partnered with

another vendor for outsourced
help desk, desktop and le server sup-

port. They were not getting satisfactory
results and looked to nd another

business partner for these services.

Improvements in every aspect of its national o  ce support.

SARCOM was able to provide them with
a transition project plan to migrate over
from the existing vendor in a period

of two months. This plan included the
review and modi cation of all current
processes and procedures for support-
ing the environment, custom report

Your SARCOM Account Executive will help you discover
the abundance of services that we provide to offset
workloads and lower the cost of doing business.

creation, the SLA de nition and training
for SARCOM's sta .

The support team consists of a project
manager, four desktop engineers
(including a MAC engineer) and two
server administrators, along with use of
the SARCOM Service Desk for help desk

Industries with complex
business models choose
SARCOM support
services so they can stay
focused on their core
competencies.



services. The SARCOM team manages
the entire trouble call process from
startto nish.

By partnering with SARCOM, this client
has enjoyed a vast improvement in
every aspect involved in supporting

its national o ce. Help desk ticket
incidents have been reduced by 37%
from an average of 540 per month to
340 per month.

At the same time, customer satisfaction
has risen from 4.0 to 4.7 on a 5-point
scale. Annual customer satisfaction
results show that out of 32 internal
departments, SARCOM ranked second.
In the most recent 2008 annual survey,
SARCOM achieved a 97% satisfaction
rating, its highest since the inception of
the partnership.

Not only is day to day operational
support provided, but additional
projects—such as Exchange 2007
Migration, MAC standardization of

the OS and software applications, and
Blackberry Enterprise Server and device
support—have been managed through
the relationship, which has helped to
reduce the call volume even further.

A healthcare network corporation was looking for a business partner
to provide help desk services to their corporate 0 ce and subsidiary
practices throughout the country.

SARCOM provided a project plan to implement the help desk system
over a period of 90 days, followed by ongoing support.

An on-site support group that exceeded expectations.

leading healthcare network
corporation needed a customer
service oriented help desk with
excellent technical skills to support
a wide variety of systems, including
in-depth support for their medical
and proprietary applications. With an
expected ticket volume of over 3,000 per
month, they required assistance for their
corporate 0 ces in Texas and medical
practices throughout the country.

Asa rststep, SARCOM assigned

a Supervisor of Implementation to
oversee the transition of help desk ser-
vices to our Service Desk over a period
of 90 days. This included the review
and modi cation of all current support
processes and procedures, custom
report creation, the SLA de nition and
training for the SARCOM sta .

The transition was completed in 1999,
and the Service Desk has been provid-
ing help desk services for the client

since that time. Since the inception of
this project, the client has experienced
substantial growth, and SARCOM’s
Service Desk has evolved with them.

They have brought on numerous clients,
going from a few thousand users to well
over 10,000. As a result, the monthly
tickets have grown from roughly 1,500
to around 7,000, more than doubling
their initial expectations. SARCOM’s
Service Desk responds to about

2,500 calls and 4,500 e-mails monthly.

Today the support consists of a team
leader, six full-time analysts and one
part-time analyst. The Service Desk
answers 80% of calls within 20 seconds,
with an average speed to answer of

26 seconds based on a 35-second SLA.

By partnering with SARCOM, the
client has enjoyed increased customer
satisfaction, higher service levels, and
a team that continues to grow and
change with them.






