InterSystems Client Support

Ben Rhodes

Client Support Manager, TrakCare

ERSTSTES ST INTERSYSTEMS

» TrakCare support team

» TrakCare support technology
e.g., TRC

 TrakCare support - working with
you
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TrakCare support team

* Asia Pacific region

* 20 support staff

» Operating in Australia and abroad
* 24 hours / 7 days per week
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 Application and technical

assistance
» General advice
 Help with upgrades

» Performance analysis
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| Backline |
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Our Corporate C

ulture

* We exist to serve our clients

— Staff retention is high (6+ years
average)

— Everyone gets their hands dirty
— Client loyalty

— Client satisfaction
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TrakCare Support
- Principles are the difference

access to Product and Technical
Specialists

» Each problem has a responsible
* You set the
* Only you can the problem
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TrakCare Reporting Tools

[ ester days Department of Human Services Victoria:
OPENED 12 TRCs
Iy meclasadsestts for Department of Human Services Victoria:
\Drgamﬁal\on \ |Duen CR \LogTrak Pending
Banyule Cemmunity Health Centre —
Bendigo Community Health Services
Central Bayside Community Health Service
DHS All Orgs
DHS SW Footprint
Darebin Community Health Senvices
Department of Human Services Victoria
Doutta Galla Community Health Service 2
Eastern Access Community Health 1 1
1818 Primary Care
Inner East Community Health Service
Inner South Community Health
Knox Community Health Service
Ci ity Health Service:
Monash Link Cemmunity Health Service
Nillumbik Community Health Centre
Morth Richmeond Community Health Service 1
Merth Yarra Cemmunity Health
Sunbury Community Health Service
Western Region Health Centre
Whitehorse Community Health Service 1 1
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15 tha Problom O
Click on the Problem Humber ta oet the full details online in the WRC

IR Description: S0 ¢-1EM 0L T3 DECS
Hi Folks,

pigh E instances.
The issue about yesterday af

rollve
TS0 NS 250MB 5 purge Suml fles aner 3 days).

Our filgd 83 100% a1
0150 as twas inthis siuation.

This moming | got e system back onling by moving older joumal fles to
anciner filesystim & forcing the system 1o restart | have te sutstanding
concemE:

1. g indicates ge as s
ooking for $omeing dabed 11 Feb. The jcumal il in question is ane which
WIS MOV OUt10 G SEICE. VN IS §r1ce ety ISeIN over Sme becduse
OF T Pt 3 3 days Settng?

2 How Ca0 Wi SEAMIING Whatl was GIIND 0N 1 CAUSS SUE 3 Larpe volume of
Joumnal acnity pestarday®

Regards,
Chiis.
H

Last Action 57 Advisor: Ben Rhodes Action Date: 24 Mar 2009
i Mk

How did the running of the fix go over the weekend?

15 Were any furthes tor this TRG? | have
o tddback of 6 HrabIem 5 Rot rsohed

Thanks
Ben

Action Tme: 10:36P1
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Caché Suppoit
* Ensemble Support

TrikCam Support
b Lisaering Services

* Developers Cormer
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Products 1In Your Industry Case Studhes Porners Support & Education About Us

Education TrakCare Support

» Vioridwice Response Center TrakCare Resolution Center — 7 x 24 Assistance

Our world class support arganization ks ready to help you with your TrakCare needs. We have
experts around the world who can provide vou with technical supporl as well &5 comprehensive

functianality suppert and advice.

Technical Assistance
(Exclusively for Subscribers)

= TRLDirerl - Onfine access to TrakCare Resolution Center
Enowledgabase - Training, product & technical documentation
= Qnline-training < Interactive online TrakCare training sessions

= Downiosds - For releases, patches, sample code snd implementstion toals

= Patching Schedyle - Patching schedule for the current quarter

= Segurelink - The most secure and effective remote support technology

® LogTiak - TR Direct shouid be used to ieg all issuos,
= Email s - Contact us at (rakcaresupport@intersystems.com
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Work with InterSystems. Not separate systems.
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Internal
monitoring, ulﬁt
analysis, and | g P
alasim systems: |

Tor s = ¥ Lot e mt

urveys

1. Isthe problem closed?
2. Were you satisfied with the level of service?
3. Could you rate us on a scale between 1 and

107
v" Overall satisfaction with InterSystems

v" Courtesy/professionalism of the support advisor of
this problem

v" Knowledge of the support advisor INTERSYSTEMS




TRC Support Report Card 2009

GRADE SCORE
Last Last 15C Last  Last

o S0Days 4Wks STD 2008 ¥TD 90Days 4Wks
Customer Satisfaction
Overall Satisfaction 9.2 8.4 8.6 87 87
Courtesy/Professionalism 9.6 9.2 9.5 95 94
Product Knowledge 9.7 9.0 9.4 93 93
Total A A A 28.5 266 275 274 273
SURVEY COUNT 98 60 12
Grading Standards Weight A B D F
Total Customer Satisfaction 40% 27.3+ 26.3-27.3  25-26.3 24-25 <24
Avg Days to Closure 40% <12 12-14 14-18 18-25 25+
Closure Rate 20% 100%+ 97-100%  93-97% 90-93% «<90%
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Support Centers (WRC & TRC)

*Core Technology -Applications « Australia
«(WRC) «(TRC) + Belgium

* Brazil
* Canada

» 7/24 Standard « 7/24 Crisis * China

+ Czech Republid
* 90% are Engineers e« 50% are Functional * England
* Germany
« Cambridge Nerve Cent8ydney Nerve Center italy
» Korea
* Japan
* Russia
 Spain
. Unifed States

NTERSYSTEMS

’ * (Clients in more than 60 countries) ‘




Questions?
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Not separate systems.
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