The Bel | Sout h Busi ness
Sol utions Process
For
Custoner | nteraction Services

bj ecti ve

1. Define the process for BCS teans and custoners.

2. Differentiate from conpetition.

3. Set up quality inplenmentation and support in the sal es process.
4. Maxim ze Custoner Loyalty!

The Process

Step 1. Discovering Your Needs
o Prelimnary Needs Analysis (sales tean
o CS Consulting Services
v Call Center Analysis
v' Custonmer Experience Assessnent
v’ Custoner Interaction Strategy Devel opnent
v’ Custoner Interaction Process Anal ysis/ Design
v Call Center Managenent Services Assessnent
o Application D scovery Form Conpl et ed

Step 2: Devel opi ng Your Sol ution
o Solution Architecture

o Statement of Work/ Detail ed Design

o Hardware/ Software/ Services Selection

a Prelimnary Inplenentation/ Training/ Support/ Managenent Pl an
devel oped

o Measurable Results/ RO

o Formal presentation of solution

o Decision

o Contracts signed/ financing arrangenents conpl eted

Step 3: Inplenmenting Your Solution
o Hardware/ Software ordered
Prelimnary resource allocation (Bell South, custoner)
o Bell South internal sales/ operations transition neeting
o Custoner kick-off neeting
Confirmestimated tineline/ mlestones
Confirm comruni cati ons pl an
Confirm change managenent process
Confirmtesting plan/ acceptance criteria
Confirm project team
0 Bell South Sal es Team

[0 S/ BCS Core Project Manager(s)
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Cl'S Operational Consultant(s)

CIS I npl enentati on Consul tant (Design)
CI'S Application Devel oper(s)

Cl S Integrati on Manager

Cl' S Stagi ng Manager

Installation Tech/ SC

Par t ners

Cust oner contacts

* Project |eader

e IT Staff

 Tel econmuni cations staff

e Call Center staff

 Executive sponsor

Conpl ete Detail ed Design

Approve changes, finalize resources per detail ed design
Finalize training/ support/ ngnt plan
Updat e/ confirm project tineline

Perform application devel opnent

Perform hardware/ software staging

Conpl ete installation at custoner |ocation
Trai ni ng Conpl et ed

Fi nal testing

Cut -over to Production System

Early Production Support

Fi nal Custoner Acceptance

Turn-over to Support/ Mm teans
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Step 4: Using Your Solution

o Agent Tools Training

o Supervisor Tools Training
o Techni cal Support Training
o Managenent Trai ning

o Operational Consulting Tune-up

Step 5. Supporting Your Solution

Support Pl an docunent ed/ conmuni cat ed
Probl em reporting procedures

Moni tori ng procedures

Break/ fix procedures

Spares availability

Prevent ati ve Mai ntenance/ Backup Pl an
Access/ security procedures

Escal ati on procedures
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Step 6: Managi ng Your Sol ution

o Mnagenent Reports

o Regular Status Meetings (review of service |evel targets/
actual performance)



o Change Managenent Process

v Moves, adds, upgrades, other changes

v Effects on entire application
o CS Consulting Services
Call Center Analysis (recommended every six nonths)
Trai ning Services (new hires, updates)
Cust omer Experience Re-Assessnent
Custonmer Interaction Process |nprovenent
New Applications Design
Call Center Managenent Services
o Business Continuity Plan/ Disaster Recovery

DN N NI NI NN



	The BellSouth Business
	Solutions Process
	For
	Customer Interaction Services
	
	
	
	Objective
	The Process



	Step 1: Discovering Your Needs
	Step 2: Developing Your Solution
	Step 3: Implementing Your Solution
	Step 4: Using Your Solution
	Step 5: Supporting Your Solution
	Step 6: Managing Your Solution


