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Fused Solutions
Co-Sourced Customer Care

Provisioning customer care and end-user technical support ‘- outsource
or in-house? That’s a debate many organizations wrestle with on a regular
basis. Typically, two lines of thinking pervade today’s organizations with
regard to delivering cost-effective customer care for their end-users, and
Lower support costs help desk support for their employees. These opposing perspectives can be

summarized as follows:

Increased agent productivity

“Customer care is a costly, hassle-filled, necessary evil of doing business. As
such, organizations are better off subcontracting to an outsourcer that has the
Consolidated and consistent operational focus and scale economy to deliver high quality support at lower
costs.”

customer care knowledgebase

—and in contrast -
Improved customer
I,) ! . “Customer care is a critical differentiator and core competency of any
satisfaction and retention organization, and should remain an in-house function. It’s therefore important
to invest in the best people available, and provide them with cost-effective tools
Increased operational and technology to achieve a high level of service quality.
flexibility While these perspectives can be strongly argued for, the reality is that both
approaches have their challenges.
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The Co-Sourcing Alternative

Properly designed, and approached in a partnering manner, co-sourcing of customer
care functions can favorably address these challenges, while offering additional benefits
unavailable with either of the unilateral approaches of in-house and outsourced
deployment. Briefly stated, co-sourcing of customer care involves the deployment
of both in-house and outsourced resources in a manner that effectively leverages
organizational expertise and resources. The allocation of customer care responsibilities
can be configured in a variety of ways, including the following examples:

By time period

By account type and classification

By product or service

By contact channel

By degree of agent assistance

For an in-depth analysis of the co-sourcing option, please visit our web site to review
a white paper entitled, “Co-Sourcing the Customer Care Function: Benefits From
Leveraging Core Competencies.”

Thisandotherwhite papersoncustomercarecanbefoundathttp://www.fusedsolutions.
com/experiences/case.php.

FUSED SOLUTIONS, INC. = 51 MAIN STREET < SUITE 100 = POTSDAM <+ NEW YORK < 13676
EMAIL: INFO@FUSEDSOLUTIONS.COM <+ PHONE: 315.265.3400

COPYRIGHT 2005 FUSED SOLUTIONS, INC.




