UUNET RFP – Executive Summary

executive Summary

RGII has assembled a superior team of industry leading call center capabilities to provide UUNET an innovative, cost effective, growth-oriented, End-User Support Center—the RGII Call Management Center (CMC).  The RGII CMC is a unique integration of technology and live agent capabilities which will:

· Reduce call duration, and live agent time requirements by continuously identifying support requests that can be resolved by less expensive automated customer self-help solutions resulting in significant process improvement.

· Unburden UUNET Technical Support staff by escalating less than one percent of problem calls and by employing a proven management system that will maintain ownership of the trouble ticket until a resolution has been achieved.

· Allow unlimited expansion while driving UUNET support costs to an absolute minimum.

The RGII solution proposes an integrated CMC, which includes leading corporate providers and strong, aggressive program management.  Each member of the team will contribute their respective industry-leading capabilities in Interactive Voice Response (IVR), Tier I live agents, and higher tier live technical services.  Each member of the RGII CMC team has the in-house resources, locations, and facilities for immediate growth and expansion, thus providing a very short start-up and delivery time.  The integrated capabilities of this CMC team will deliver a professional service that meets UUNET’s needs now and in the future.  The combination of these capabilities with an aggressive improvement program offers UUNET an unsurpassed total solution package.

I. Technical Summary

The RGII CMC will be responsible for answering all inbound calls, emails, and faxes, resolving end-user inquires; and developing detailed management information about those inquires.  Because the cost differential between providing customer service with live agents and more automated solutions is significant, RGII created a technically advanced support process that will result in higher end-user satisfaction and lower long-term costs when compared to any conventional end-user support system.  The recent advances in Internet, IVR, and call center management technologies make this support process possible.  Each step of the process uses technologies designed to operate automatically, reliably, and efficiently in handling customer calls.  In essence, our CMC technological solution provides an integrated call-processing platform that encourages process improvement and drives cost savings.

The CMC will provide service for all end-user inquires through a four-stage process: Interactive Voice Response (IVR), Tier I, Tier II, and finally UUNET, if necessary.  A dynamic feature of the RGII proposal is that by working with UUNET Technical Support Center, the team is able to apply its unique flexibility to use inquiry-type analyses and quickly develop automated responses that provide more efficient service to a larger group of end-users.  Whether automated or live agent scripts are used, the capabilities of the CMC team will ensure that less than one percent of all incoming calls are forwarded to UUNET’s Technical Support Center.  To meet this objective, RGII has incorporated into the CMC methodology a Tier II live agent recourse.  These technically skilled Internet Service Provider (ISP)-level operators will be the buffer between our Tier I live agents and UUNET’s Technical Support Center.  The only limitations on the technical performance of these live agents are the tools and technical information shared by UUNET’s Technical Support Center.

The Quality Assurance (QA) process designed into the CMC will record all relevant information throughout the inquiry resolution process and supply these data to UUNET as desired.  RGII and UUNET will establish the appropriate interfaces for information sharing, monitoring, and overseeing network management.  Based on this on-going analysis, new scripts will be proposed and written for both the IVR and live agents.  This continuous process is critical to the realization of an effective program that will both improve service and reduce the total cost of support.  RGII has recently won competitively three Quality Assurance contracts awarded for computerized systems using mainframe, telecommunications, and the World Wide Web.

II. Management Summary

RGII is a rising company in the information technology industry with growing practice areas in information technology management and program management support.  The UUNET End-User Support contract will be a principal program in our Information Technology Management Division.  Mr. Donald McCarthy, Vice President and Division Director, will be responsible for the UUNET contract and has full authority to commit corporate resources to the program.

Mr. Clifford Plummer, currently the Program Director for our Department of Defense major system acquisition programs, has been assigned as the Program Manager for the UUNET End-User Support program.  Mr. Plummer has over 20 years of operational experience in telecommunications and has designed the CMC specifically to meet the unique customer service and technical support needs of UUNET.  As the single point-of-contact with UUNET, Mr. Plummer will manage the CMC from a facility convenient to the UUNET End-User Support Program Office, thereby allowing a more effective and responsive interface with UUNET management.

III. Cost Summary

RGII has provided a competitive per minute cost breakdown for the services proposed in this solicitation response.  However, a per minute breakdown of costs tells only part of the story.  Vendor failure to close out end-user inquires quickly can be significant and is an important measure of success.  Obviously, for every call not resolved by Tier I, UUNET incurs the additional time and resource costs at a much higher rate.

RGII’s CMC will resolve more than 99% of all end-user calls.  In addition to minimizing the cost incurred by UUNET Technical Support, our pricing structure accounts for the increased use of automation throughout the calling process, which will result in significantly less overall cost to UUNET.
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