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Agenda

• TrakCare support team

• TrakCare support technology 

e.g., TRC 

• TrakCare support - working with 

you



TrakCare support team

• Asia Pacific region
• 20 support staff 
• Operating in Australia and abroad 
• 24 hours / 7 days per week 

TrakCare Support Responsibilities

• Application and technical 

assistance

• General advice

• Help with upgrades

• Performance analysis



TrakCare Support Structure

First Response 
Centre

First Response 
Centre

Email Email Web (TRC)Web (TRC)PhonePhone

Asia / Pacific 
Support Centre
Asia / Pacific 

Support Centre
European 

Support Centre
European 

Support Centre
Latin America

Support Centre 
Latin America

Support Centre 

App SpecialistApp Specialist

Tech SpecialistTech Specialist Tech SpecialistTech Specialist

App SpecialistApp Specialist

BacklineBackline

Product 
Management
Product 

Management
Product 

Development
Product 

Development

Our Corporate Culture

• We exist to serve our clients

– Staff retention is high (6+ years 
average)

– Everyone gets their hands dirty

– Client loyalty

– Client satisfaction



TrakCare Support
- Principles are the difference

• Immediate access to Product and Technical 

Specialists 
• Each problem has a responsible Owner
• You set the Priority
• Only you can Close the problem

TrakCare Reporting Tools



TrakCare Reporting Tools

TrakCare Client Support Web Site



TrakCare Support Tools

Internal 
monitoring, 

analysis, and 
alarm systems

Internal 
monitoring, 

analysis, and 
alarm systems

TrakCare Support Follow-up 
Surveys

1. Is the problem closed?

2. Were you satisfied with the level of service?

3. Could you rate us on a scale between 1 and 

10?
Overall satisfaction with InterSystems
Courtesy/professionalism of the support advisor of 
this problem
Knowledge of the support advisor



TRC Support Report Card 2009

• 7/24 Standard

• 90% are Engineers

• Cambridge Nerve Center

•• AustraliaAustralia
•• BelgiumBelgium
•• BrazilBrazil
•• CanadaCanada
•• ChinaChina
•• Czech RepublicCzech Republic
•• EnglandEngland
•• GermanyGermany
•• ItalyItaly
•• KoreaKorea
•• JapanJapan
•• RussiaRussia
•• SpainSpain
•• United StatesUnited States

Support Centers (WRC & TRC)

••Core TechnologyCore Technology
••(WRC)(WRC)

••ApplicationsApplications
••(TRC)(TRC)

• 7/24 Crisis

• 50% are Functional

• Sydney Nerve Center

•• ((Clients in more than 60 countries)



Questions?

Thank youThank you


