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e Science
— Analysts becoming managers
— Manager training
— New Manager training resources (HDI)

* Art
— Soft skills and soft skill development
— Justifying training
— 215t century technical support center




Great exposure to a company’s products/services
— Experience on a wide basis and/or very in-depth

 Must be technically savvy and able to adapt
« Work with both technical/non-technical constituents
e Customer service, problem-solving skills ingrained

 Front-line, direct contact with customers — most
knowledge with what is working or isn’t

o Successful analysts must be able to think on their
feet



Tech support analysts receive little
management training

Start in an entry-level position right out
of school

Have limited knowledge about tech
support’s role in the organization

Promotion process Is gradual



Analyst training might include...

Technical training
Listening skills
Customer service skills
Problem solving

Internal company policies/procedures
— (hold times, escalation, scripts, etc.)



Training for managing direct reports, not
resolving end user issues

 Listening skills
« Communication & Public speaking
e Diversity training
— Age, cultures, gender
« Governance/compliance



Call/tech support center optimization
— Staffing models

Team motivation

Retention

Reducing turnover

Optimizing team performance

Head count justification/Budgeting
Writing/delivering effective performance reviews



Where can | find these resources?
www.thinkhdi.com

 HDI Member Tool Boxes (NEW)
 Focus Books

 HDI White Papers

* Vendor White Papers

e SPIN Seminars

 Conference Presentations

e Metrics Guides (Volumes 1-3)




Contents Include

e Technical support center staffing and
scheduling

 Handling scope creep
e Support center assessment tools
* Purchasing support center software



Metrics (Calculation & Reporting)
Service Level Management

ITIL

Knowledge Centers

Staffing

Training



o Soft skills identification
« Soft skills development
 Justification for this training



What are soft skills?



Have new managers:

Take internal training (experiential)

Roll out a new application

Participate in user’s groups

Perform as project leads

Be involved in the interview process

Participate in your company’s mentoring program
Join Toastmasters

Assume leadership roles in professional associations,
neighborhood groups, external interests



ClOs who said they are taking steps to identify
and prepare IT staff members for managerial
roles are taking these development steps*:

e Mentoring programs 43%
 Management training 42%
o Soft-skills training 35%
e Succession-planning programs 19%
e Other 1%

*Multiple responses were allowed



 Unemployment rates April 2007 (Stats Can) Monthly,
Seasonally Adjusted

National 6.1% (Mar 6.1%)
Provincial 6.6% (Mar 6.5%)
Local (3-month moving avg) 5.4% (Mar 5.5%)

e Overall Employment in Ottawa-Gatineau (Stats Can)

April 2007 640,500
 High Tech Workers in Ottawa-Gatineau (OCRI)
January 2007 Disclosed 79,466

January 2006 Disclosed 76,126



e Tech support centers will be comprised
of a multi-generational workforce

 Many IT executives/managers will
return to work as consultants

e Older workers will be reporting to
younger managers and vice versa

...Your staff development needs to
account for this




Thank you for attending this session.



