Flow chart: Handling a typical user inquiry

Scenario: Support inquiry sent via e-mail

Case CLOSED

* User is sending an inquiry to your e-mail

* User found enough information at the
address (managed by MailingStar). g

FAQs to get the inquiry answered.

* The autoresponding service sends an e-
mail back containing possible solutions

* MessageSuite closes the case.
found at the FAQ or knowledgebase. <

* Your support staff is not bothered with

, answering standard inquiries.
* The operator becomes informed as well. g
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Person-to-person contact Case CLOSED

* Your support staff takes care now having
enough information at hand to answer
efficiently to user's inquiry.

* User closes the case (also operator can
close a case or wait till it expires).

* MessageSuite delivers the answer of
your operator to the user instantly.

* User can now close the case or contact
the operator again.

* MessageSuite archives the case and
makes it available to the user at any
time later for referencing purposes.
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* Operator adds a new FAQ entry, so
similar inquiries are answered
automatically in the future.

User has further questions,
operator is sending several replies.

Time saving comparison chart

MessageSuite vs. "just answering e-mails"

2/3 time savings for your support staff.

MessageSuite User/customer )
D operatl:,r ' 50 % faster case processing.
S
Old-fashioned way User/customer
Operator
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