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We Help Services Organizations
Get Better At What They Do

The Challenge

Organizations are tasked with delivering
increasingly complex and more advanced
solutions to market, with faster
turnaround than ever before. As a result,
effectively developing and delivering
quality Solutions/Services has become a
critical component for success.

Support services leaders are constantly
challenged to reduce cost and effort,
increase productivity, and deliver service
excellence. In a challenging environment
like this, effective Resource Management
strategies, variability management, and
effective employee strategies are critical
to success.

The Solution

RTM Consulting (RTM) has developed its
Field and Support Services offerings to
help Customer Support operations
leaders more clearly focus on the key
elements required for market success.

By partnering with RTMC, you can rapidly
improve resource management, enhance
employee morale and reduce turnover,
improve productivity and achieve more
consistent performance results, to enable
improvement of the capability and
capacity you need to maintain a
competitive edge.

Contact Us:

www.RTMConsulting.net

855.786.2555 (855.RTMC555)
info@RTMConsulting.net

Texas811 Operation Case Study

Texas811 leverages RTM Consulting to help improve efficiencies
through increased client utilization of automated ticket creation
tools; reduction of contact handle time on live client contacts;
and improved Resource Management practices.

Who We Are

RTM Consulting provides strategic and operational advisory services to
technology companies and other industries to assist them in
increasing revenues and growing margins by leveraging consulting,
professional and support services more effectively.

Client Situation

Texas811 utilizes a world class technology to support its clients in the critical
arena of ensuring safety when providing utility line location services. The
company is highly recognized as a quality employer. Texas811 wanted to
improve the quality of services delivery and increase their customers’
utilization of their self-service and online capabilities. They engaged RTM
Consulting to help better understand what solutions could be initiated to
accomplish these desired improvements.

The Solution

RTM Consulting developed its Support/Field Services offerings to help

companies assess, develop, and deliver the value-added support services

capabilities required for market success. Working with Texas811’s

customer service leadership, RTM Consulting:

» Provided a rapid assessment and analysis of current contact handling
capabilities utilizing its unique Support Services Framework

> I|dentified opportunities, and recommended solutions, that would
increase customer utilization of the online self-service options offered

P Identified related opportunities, and recommended solutions, in areas
of Resource Management and employee turnover

The Result

RTM Consulting collaborated and consulted with the leadership team at
Texas811 to:
» Re-define and document approaches to effectively managing contact
handle times with focus on variability management, enabling
opportunity to gain more consistency

> Re-define the services charter that recognizes importance of contact
center impact to brand

> Define a process to improve workload-to-staff planning through more
accurate inclusion of non-voice workloads

> Re-define the approach to staffing toward a more Resource
Management centric approach and model

> Identify importance of employee turnover on the ability to provide
desired service levels and employee satisfaction

» Complete the above in an accelerated fashion so the customer service
team can focus on rapid implementation of recommendations

“RTM Consulting gave very insightful information and impactful recommendations to our organization. They did a great

job and made sure they explained things in great detail so we could implement their recommended improvements.”
--Keidre Adams, Operations Manager, Texas811
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