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Dear Clients and Partners,

of SPSI inside, our quarterly newsletter
what s happening in

shipping industry news and updates, and
product and service offerings.

our relationship model, we are focused on

customers.

you to some of those initiatives, as well as
other topics of interest.

We hope you enjoy SPSI inside and look
forward to your comments and feedback.

Regards,

M?W

Distribution Systems
Customer Service Administrator

We are pleased to present our premier edition

designed to keep you on the inside track of
Di st|ri

Because customer support is a key element of

providing excellent service to you. After all,
we know that the quality of any organization
is measured by the satisfaction of its engaged

Distribution Systems has implemented several
new initiatives to ensure that we are delivering
consistent and timely service excellence to you.
Our first edition of SPSI inside will introduce

is to your business.

NetWatch
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®  24x7 remote network monitoring
e  Proactive technical support

e  Telephone and email support

e  Remote troubleshooting

e  Real time alert escalation to SPSI

e  Monthly network assessment

One of SPSI&és premier
and support programs is NetWatch®, a
monitoring system designed to reduce
downtime through continuous remote
troubleshooting of all your network devices.
The NetWatch® program collects and analyzes
performance and event data in real time.

SPSI can conduct proactive analyses to ensure
the continued availability of your systems,
dramatically improving your service uptime by
monitoring potential IT failures and, thereby,

reducing the duration of unavoidable IT failures.

Included in the monitoring service is an
automated tool for patch-level detection. We
can then integrate with patch management and
deployment tools using pre-existing
administration tools.

Touch Points

Distribution Systems Implements
Enhanced Customer Service Model

Continuously building on its reputation as a service quality leader, SPSI’s
Distribution Systems team provides its customers with a service model of support

pexcellenge by igtgrfgcling l?.ﬁgv?en its customer base and its technical team, and
ensuring that support issues are resolved with care and commitment.

We believe that providing customer service excellence is embedded in the
customers experience and is integral to satisfying and exceeding a customer’s
operational needs. Why? Because we know how critical your systems operation

Our organizational structure is focused on service, customer communication,
process implementation, integration, and improvement, service and support
incident resolution, and industry-leading technology support, not only from SPSI
directly, but also through our managed strategic partnerships. This allows us to
deliver the best customer care experience to our customers.

We’ve invested in the technical expertise of our systems engineers, the customer
connection skills of our customer service administrator, and the competitive
acumen of our sales and project teams to offer you a relationship management
program that allows our team members to focus on your operational expectations
and needs, thereby protecting your brand. (continued on page 2)

Customer
Satisfaction

Customer

pir WWeadcvt @ vhea dn alNoagVgaovemtwo i n
years, o0 said Ed Weber |
at VJS Construction in Pewaukee, WI. il t s
ability to proactively monitor our system 24

hours a day gives us the ability to know about

a potential failure before it happens. We can

then troubleshoot the issue and resolve it
before our systHeadded,0e s
fiNet Wat chE has saved u:
downtime, which in the end means saving us
money and staff resour

The NetWatch® program also includes
stand-by and onsite services, emergency
support services, and annual network
assessments.

For additional information on NetWatch®,
contact Shelly Boss at 414-302-2929.



CUSTOMER

TOUCH POINTS

e Customer Service
Administrator role
focused on continuous
client communication

e Regularly scheduled
contact calls to touch base
with our customers

e Closethe-loop
communication on
resolved support issues

e Annual Customer
Satisfaction Surveys

e Product and service
training sessions

¢ SPSinsidenewsletter
e Customer Software and
Hardware Needs

Assessments

e Customer Appreciation
Visits

e Conference Calls

e Focus Groups

Distribution Systems
Support Contact Information

Email
www.distsupport@spsinet.com
Www.spsinet.com

Telephone:
1-414-302-2929
1-800-353-7774

Fax:
1-414-302-2930

DISTRIBUTION SYSTEMS
CUSTOMER CARE MISSION STATEMENT

The SPSI expectation for the Distribution Systems department is that we are committed
to supporting our customersd needs and exceedi
to be o0the best of the breedd in the support
objectives that will drive us to achieve that mission:
e We set realistic, attainable, and clearly defined expectations with our customers.
e We meet or exceed our customerso expectati
e We build customer loyalty by providing faster, responsive customer contact and
resolution.
e We have established communication workflows in place to ensure that support
calls are correctly identified and appropriately assigned.
e We continually communicate with our customers in a professional and timely
manner.

CUSTOMER CALL MANAGEMENT

(continued from page 1)

The key feature of our call management process is the ownership of customer support from
request to resolution . This involves a Support Call environment that is staffed and maintains
the accurate logging of calls, call activity documentation, elevation to appropriate skill teams, and
continuous feedback to customers.
Service Desk: The Distribution Systems Support is the first point of contact where issue
summaries are documented and assigned as appropriate to our systems engineers based on the
priority level of the call.
Customer Care Triage: | denti fying the severity of custom
capture the details of the call in order to appropriately determine the level of priority. First
contact determinations are based on the following:

¢ Identification of what was happening in the process when the problem occurred

e Noting if this is a first instance or an ongoing occurrence

e Symptoms of the problem and an overview of onscreen error messages

e What és already been done to try and resol ve
¢ Identifying the critical nature of the issue

Support Call Flow Model: The model below illustrates how we diagnose a support call and
how the call is processed internally.

Support Call Resolution Flow Model

*Reviews issue parameters
with Engineer.

+ Contacts customer with status
and timeline updates

+Customer provides info
regarding supportissue.
+Upon closure, customer

provides feedback to CSA on
service satisfaction levels.

Customer Service
Administrator

Customer

Contacts SPSIwith
Support Issue

CSAinitiates Issue Call
Ticket, and assigns call to a
Service Engineer

Customer Service
Administrator

Service Engineer

CSA documents issue
activities and resolution,
and closes the call
directly with
+CSA follows up with customer the customer
and service engineers with
status updates, seeks
additional resource assistance
when needed

Diagnoses and resolves
issue, updates CSA on
status and call closure

+Works with customer on
issue symptoms, dials in
to customer site, updates,
and resolves.

*Works with technology

resource Partners for

additional assistance as

needed




SPSI COMMUNITY

SPSI is a proud sponsor of the 10th annualChip For CHIP FOR CHARITY
Charity event, one of the largest golf outings in
Wisconsin and played on the championship holes of
Kettle Hills. Proceeds of the event benefit the Pediatric
Neurotransmitter Disease Association (PND), which
works to identify and treat PNDO6s thro

This yeards event h oyearDdafieRldoy whbodhdstheaa n ,
diagnosed with succinic semialdehyde dehydrogenase deficiency.

0This yeards event GhipFdr Chargouting,endv® t h ann
look forward once again to participating as a sponsor and golfing with
customers and partners of SPSJdWed csaan ddt J
thank the event sponsors enough, who not only give their time and effort in

making this event a huge success, but also offer financial contributions as

wel. |tds fun, itds rewarding, and itdés a

The 2008 Chip for Charity will be held on Thursday, September 11, 2008. To
request additional information about this event, please visit
www.spsinet.com or contact Shelly Boss at 4143022929.

SPSI President Jim Keck and
other SPSI executives help kick
off the 2007 Chip For Charity
event.

DISTRIBUTION SYSTEMS
ENGINEER PROFILE

John Mackay
Distribution Systems
Support Engineer

John Mackay, one of Distribution $yst
engineers, has been with SPSI for five years and is certified with
Kewill, ConnectShip, ProShip, and FedEx. Prior to SPSI, John worked
at Evcor for seven years, overseeing tech support and projects, at
SHRH, Catholic Health, in Milwaukee for 10 years as their IT
manager, and at MITEL as a PBX programmer.

Johnds technical e x pvedeshippirg systemeand g r p
solutions spans over 20 years, and his knowledge in these areas

provides our customers with a more-than-savvy resource in support

Distribution Systems
www.spsinet.com
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SPSI INFO SOURCE LINKS

Check out the following links for
current information on:

ual

ntym// Vv goknet.cog/Psgdrrierpryclgng ji

Fuel Charges:

-fuel.cfm
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Export Information (AES):

http://www.census.gov/foreign-trade/

www/
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The US Department of Commerce offers
ongoing compliance seminars and

conferences that include:

e Export Administration Regulations

e Licensing requirements and

applications

e International documentation

compliance

For information on 2008-2009 seminars

and conferences including scheduled

events in your area, visit the

U.S Department of Commerce

seminar link at:
http://www.bis.doc.gov/
seminarsandtraining/index.htm
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October 6-8

Chicago, IL

For Conference information, visit:

http://www.parcelforum.com/2008/

program.html

and service.

In his spare time, John enjoys restoring European cars and

mot orcycles, a hobby heds participgated in f
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http://www.pndchipforcharity.com/

