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Tele-Working Facts and Figures

v

40% of US employees hold jobs
that could be done at home

» 2% of US workers consider their
home a full time location of work

» 61% of Federal workers are
eligible to work from home, only
5.2% do so today

» 75% of the US workforce will work
outside the office by 2013




Day One Skills: Foundation For At-Home
Success

y ‘Mutual Responsibility”

» Taking ownership of the
work environment

» Privacy

» Expectation Management

» Set a routine for your
employees




Performance Expectations: Setting The
Bar for Remote Agents

» Service level management of the
remote service team

» Comparative analysis
» Continuous improvement

» "Asset Velocity”
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Your Best Team: Remote Agent
Skills Profile

» Why create one?

» Essential skills and criteria
for hiring a remote agent
- Working habits
- Communication skills
- Career potential

» Expand your candidate pool




The Remote Agent Office: The
Importance of Surroundings

» Place of work
criteria

» Workstation design
& layout

» Ergonomics

» Voice/Privacy
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Remote Agent Morale: Remaining
Connected

» ‘Remote agent morale
program”

» Touch points for at-
home agents

» Increasing customer
satisfaction




Stress Management: Eliminating Remote
Agent Distractions

» ‘Remote Venting”

» Communication
channels

» Virtual outings

» Remote agent
appreciation



http://www.youtube.com/watch?v=cL9Wu2kWwSY

Communication: Providing Options For a
Remote Employee

» Remote
Communication

% Chat With Support | Bomgar - Mozilla Firefox

Channels (Forced) . o

o) P h O n e [15:01:28) Your suppor representative will be with you shaorly. This session may
he recorded far gquality assurance. i

o VO ICeé CON fe Frence {15:01:29) By cantinuing to use this applicatian (which includes but not limited ta, |

granting access to andfor viewing of your computer) you are agreeing to the

o Vldeo following: Full Terms & Conditions

(15:01:33) ¥ou are now chatting with Jenmy C..

15:01:42) Jenny . is requesting elevation to a native client which wauld allow
more features like screen sharing and file transfer. You will be required ta rin an

} Remote execUtable thatwill he sentto you. Dovyouwish to continue? Yes Mo et
Communication B -
Channels (Passive)

> Email

> Chat

> Social Networking

Hawing trouble wviewing the chatwindow above™ Download the Bomgar Support Customer Clisnt




The Results: Remote Agent Success

Long term cost effective model of service
- Expect productivity gains of 10-15%
« Turnover should be reduced by 50%
- Replacement costs can be hired at 17-20% less
« Leverage existing remote technology to increase ROI

Skilled labor pool now expanded
- Recruiting requirements have no geographic limit

- Take advantage of the most qualified full and part time resources
worldwide

5. Improved work-life balance enhances

&

overall performance
s «  Well qualified and high performing
> & employees enjoying a positive work-life
N . balance

Happier service team = Higher customer
satisfaction!



The future of customer support...
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How can we help?

Our courses are specifically designed to improve the performance of
you and your remote team

- Certified Remote Management ILV- $999
- Utilize the remote team for higher performance
- Skill requirements
- Technology
- Human Resources

- Certified Remote Agent Online - $199
- Understanding the remote agent role
- Developing skills and at-home responsibilities
- Increasing performance
- At-home communication essentials

Contact us today at for
more information
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http://www.bvirtualinc.com/

The B Wyze Group of Companies’

Leading IT Service and Support through
Innovation and Partnerships

@B°Virtual Inc. hought
Rock

Bringing Your IT Help Desk
Home

> MindMuze

eLearning
Innovations



F:/Lexar (F)/B Virtual Video/TimDeweyFLV.flv
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Phone: 1.877.581.3942
Email:  Info@ThoughtRock.net (ke
Twitter: @ThoughtRockers

www.ThoughtRock.net




