


Visual IP InSight’s Customer Care
allows service provider and enter-
prise customer support organiza-
tions to proactively manage the
quality of IP services.

Benefits include:

« Reduces maintenance dispatches
with real-time, remote trou-
bleshooting

» Reduces call volumes and prob-
lem resolution time

» Improves customer satisfaction
and reduces customer churn

* Reduces MTTR by identifying the
source of network problems
automatically
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When an end user is experiencing problems connecting to the network or accessing network services,
they call a customer care center for help. That end user expects what you, the customer care organi-
zation, strives for—quick, efficient, accurate problem resolution. To do that, customer care represen-
tatives must have first-hand knowledge of the end user’s connection experience, system configura-
tion, and current network status. Given the array of information customer care staff must review
with each incoming call and the time it takes to walk the end user through an endless series of
screens and mouse-clicks, efficient, accurate problem resolution is virtually impossible without vital
information from the end user’s PC.

Visual IP InSight™ Customer Care provides unparalleled visibility into end users’ experiences by gath-
ering information straight from the source—the end user’s PC. This gives customer care representa-
tives the ability to more accurately identify the problem, effectively diagnose the cause, and rapidly
resolve the issue. Visual IP InSight Customer Care transforms an overburdened help desk into an effi-
cient customer care organization that is customer-focused rather than technology-focused, thereby
increasing customer satisfaction, reducing customer churn, and lowering overall support costs.

Visual IP InSight Customer Care has an easy-to-use, secure Web interface that allows customer care
representatives to query the Customer Care repository for detailed end-user information. The infor-
mation presented in Customer Care includes end-user connection experiences such as connection
type—dial, dedicated, VPN, or broadband; access point (POP, Access Concentrator, VPN, Gateway, IP
address); call patterns and connection history; total call attempts; average connection duration; peak
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send and receive throughput; and call fail-
ures experienced. It also includes hard-
ware and software configuration data such
as modem name and type, modem initial-
ization string, port settings, flow control
settings, and compression; Domain Name
System (DNS); Internet Protocol (IP); and
Windows Internet Naming Service (WINS)
settings. Furthermore, as software and
hardware settings change, Customer Care
highlights them and archives the previous
configuration, enabling customer care
representatives to determine whether the
change contributed to the source of an
end-user problem.




