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Duties and Management of the Five Divisions of

Certified Data Processing Contractors, Inc.

Support Division

Support Duties:

The size of this division will continue increase because of the very nature of computer support that goes beyond support of the Sales Division and support of the banking systems.  This division support the Sales Division as part of their duties, support the banks and their customer and any other computer problem that does not require physical trip.

There is a shortest of technical people that can support any system and it is the opportunity to provide this support.   For physical trips we will use the Geek Squad or other entities that will support our customer by a physical trip.

.

The Support Division will start in Chicago servicing the Central Time zone; the Support Division will have to expand to other time zones.  To go to a new city or time zone it will required 177 persons, one director, eleven managers and 165 works.  These we have a high threshold to a different city or time zone.

The Support Division must provide support through an Internet Site that is set by the locations they support.  But, the Support name must be a part of the Internet name.  For example, Central.Support.com may be the Central Time zone and OKC.Support.com may be the Oklahoma City Support name.  The Office Division registers the names in Oklahoma City.

Also, the Support Division supports the Sales Staff in the field.  The Support Personnel can resolve any problem that occurs even by a call to the Office Personnel to get an answer.  Their job is to support the Sales Personnel when they need help.  The Support Personnel provide the Sales Staff with airline and hotel appointments.  However, for non-emergencies the India’s will set up the Sales Staff.  This information is produced the Friday for the week that follows and is communicated to the Sales Personnel through an e-mail letter on the Internet.  There are, however, times that airline and hotel appointment must be produced at an early time for emergencies.  The Support Division handles all emergencies of the Sales Staff.

The Support Personnel provide help to our banks and the bank’s customer.  The first call is actually answer in India and for simple problems they can handle the problem.  If the problem is not simple or they can not handle the call, it is the duty of the Support Personnel to address the problem of the customers.  This may require a call to the Technical Personnel for an answer to the problem.

The Support Personnel will provide advertisement to the customers by providing a method for the banks to advertise to their computer.  The banks are required to use this group because they are unable to obtain any information from their computer.  We will create the advertisement from $150.00 to $350.00 and put the advertisement on their computer for $35.00.  It is their duty to notify the Office Personnel about the charge incurred by the bank.  These items are not included in the proposal because I do not know if the bank will advertise to their customers using this method.

The customer is not billed for the first call.  Any calls by the customer that is the second call will be billed at $50 an hour and it added to the bank’s bill by the Office Personnel.  Any person that calls on another problem that is not associated with our banking product will be billed at $50 an hour.  If the bank does not have their account or the client is not with a the banking, that is not part of our banking system will be billed independently through the Office Personnel.

We will not make any house calls to the customer’s home.  If a house call is required than it is the responsibility of the support group to find an entity that will make house calls like Geek Squad or Cox Communications.  It is easy to find house call organizations in the area that our Support Division is supporting.

I have not included the phone calls that are answer by the Indians because I do not know the reactions of our customers.  I did all my calculation as if the Support Division is in the United States. However, using the Indians to answer the phones will give us 24 hour coverage of the phone lines with hard problems being answered during normal business hours in the United States.  However, any bank problem will be answer as quickly as possible and outside normal business hours and many problems could be done in the United States.  I am think of paying a bonus to anyone that provides help outside of normal hours is appropriate and could my cost.

The Support Personnel are responsible for answering any questions that are asked by the Sales Personnel.  It is the Support Person duty to request the Commission Report from the Office Division that the Sales Person has a problem or question.

Some of the jobs will be overseas for cost savings.  The overseas jobs will answer the initial phone calls and get the customer information, get the financial information and resolve simple problems.  However, I do not know when these jobs will be overseas.

It is the responsibility to made reservations that are required by the Sales Divisions employees on a non-emergency basis.  The personnel of India will make most of the reservations oversea, but it is the responsibility of the Support Division to make sure that the Sales Division has the reservation.
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