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Symbian Expo Preview: ResponseTek
Written by Richard Bloor

Friday, 01 October 2004

Smartphones create many revenue opportunities for
) TEE|operators, but they equally offer many opportunities for
operators to better respond to their customers.
ResponseTek will be previewing its Experience Based
Management (EBM) system at the Symbian Expo which addresses many
of these issues.

“We are very excited about the opportunity to present our system to a
group of our peers and the broader industry that will be present at
Symbian Expo,” says Syed Hasan, ResponseTek’s CEO. “The handset is
now a powerful tool for continually connecting with the customer. We will
be showing that it is no longer necessary for operators to plan their
business blindly, at an operational level, because our technology now
allows anyone to see into the customer experience.”

ResponseTek’s EBM system provides operators with real-time
connectivity with their customers. This continuous customer feedback
can then be used by operators to analyze customer trends, improve
existing services and plan future ones. The system can also do more
than provide information on the customer’s experience with the
operator. It could gather customer feedback on specific handsets
extending the information handset vendors can access beyond focus
groups and traditional market survey.

Another advantage of ResponseTek’s system is that it allows the
Operator to be pro-active about service and automate responses to
common or complex problems. It provides customer’s with the ability to
initiate an interaction with their operator without having to call a contact
center. It does this by harnessing the capabilities of advanced
smartphones to deliver a service menu to the customer through the
handset.

A practical example of this would be when the customer encounters a
service problem - or simply has a query - they can select an option and
push the issue or query to the support center. So if the customer is
experiencing a reception problem they can use EBM to notify the
operator. The operator can then do several things, such as look for
patterns of similar issues or initiate monitoring of specific regions or cell
sites to determine if the problem is a common one. While the operators
is doing this ResponseTek’s system allows them to feedback updates to
the customer and eventually inform them of the resolution. After an
issue or query has been resolved the system can also allow the customer
support center to follow up on customer satisfaction.

http://www.symbianone.com/index.php?option=content&task=view&i1d=874&Itemid=
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“The Symbian Expo will be our first public demonstration of our This 1
solution,” says Syed. “The ability to get continuous customer feedback is
relevant to all the attendees at the show, handset providers, retail i
networks and content providers. We believe the Symbian Expo is going ~>Y™PianOne
to be one of the few events which presents the opportunity for us to E All About

address all these audiences in one place.” E Symbian
B NewlLC
ResponseTek will be joining Intuwave on its stand. Find more E SymMobi
information about ResponseTek from its web site www.responsetek.com. B Java ver
A ngagewc
For more information on the Symbian Expo visit the Symbian Expo web A GISuser
site at www.symbianexpo.com. B wWinBC
E Siemens
See more Symbian Expo previews on our Symbian Expo Coverage page.
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FThe Siemens mobile Developer Program is designed to provide J2ME
(tm) and Series 60 application developers with the necessary tools and
support to develop, implement and market innovative and profitable apps.

SymbianOne - Symbian Expo Coverage

SymbianOne - Symbian Expo Coverage - See our
Crange Partner comprehensive coverage of the event. The live photo

blogging page for the show is now up. The live blog is

now up - catch a glimpse of life for the folks at Cognima
as they build up to the show! -
http://showcase.cognima.net/expoblog/allblogs
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