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•  Improved support responses via email and web 
https://brtt.zendesk.com 

•  Always get an automated reply with a ticket number 
•  Provides BRTT staff with coordinated support response 

tools 
•  You can go to the web site to see current and old support 

requests 
•  You can access your support requests from any web 

browser 
•  Our web site (www.brtt.com) describes this in more detail 
•  Tickets are private 

New support system based on zendesk.com 
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http://www.brtt.com/news/
ticketed_support.html!
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•  YOU ABSOLUTELY MUST USE support@brtt.com 
WE WILL NO LONGER RESPOND TO SUPPORT 
REQUESTS TO OUR INDIVIDUAL ADDRESSES 

Need to use support@brtt.com 
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Email-based support requests 
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One-time authentication 
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Associated web account 
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Status View of each ticket 
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Web-based ticket submission and overview 
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Standard email interactions!
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Coupled forums, tips 
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Internal Performance Stats!
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Internal: Overview of tickets!
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First Response Time!
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Summary!
•  About 390 tickets since inception 
•  151 registered users 
•  48 participating organizations 
•  Last 90 days: 

–  79% email, 18% web submission 
–  Average 106.6 hours to first response 
–  89 new tickets 
–  8 tickets on hold 
–  24 current unsolved active tickets  

–  87 solved tickets 
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BRTT Support System!

•  Certainly successful from BRTT Perspective  
•  Seems successful from Customer Perspective 
•  Thank you 
•  Feedback welcome 


