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The Basics

In this section
V MemberServices Window Ticket Categories
V Current Member Services Window Stats

V Things to look out fofrom the Member Services
Window




Member Services Window
Ticket Categories

NOTEz That the four categories originally designed for tracking Membership
input have now been changed to two categories, Suggestions & Praise and
Complaints. Also, Miscellaneous has also been changed to General.

Matabase Accesg Tickets from
members having issues or questions
concerning the database. This area
does not include Renewal issues.
Avembership ProcessingTickets
from members having trouble or
iIssues or questions directly
concerning the processing of their
memberships.

Academyz Tickets from members
with issues or questions concerning
the SFA.

Aperations- Tickets from

members with issues or questions
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ACQ- Tickets from members with
issues or questions concerning the
CQ.

ASEMG Tickets from members with
issues or questions concerning the
SFMC.

ACFO- Tickets from members with
iIssues or questions concerning the
office of CFO.

ACompOps Tickets from members
with issues or questions concerning
CompOps

ASHoC Tickets from members with
Issues or questions concerning
SHoC

AComms- Tickets from members
with issues or questions concerning
Comms

ARenewals/Joirg Tickets from
members, or would be members,
having issues or questions
concerning renewing, or joining,
STARFLEET. This area does include
those who have been locked out of
the database due to expired
membership.

O Oiadneraly Dickéts inttiBisTateyory

do not fit into the others and will be
explained in this report.

ASuggestions & Praise Tickets
from members making
suggestions, or praising.
AComplaintsz Tickets from
members withcomplaints

SPAM- SPAM
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Outstanding ltems New ltems

There are several outstanding tickets A Issues with the layout of the new
of this time; SFI site is causing some issues

A Two of them deal with getting with members finding items.

help with how to ReJoin.

A One deals with issues with
database access.

A One deals with how to Renew

A One is checking on the progress
of a renewal

A One is a general question about
understanding some areas of
SFI.




Upcoming things,
from Member Services
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Member Services and Computer Operations are working on the new
software package (Perl Desk). This new software will allow the Member
Services department to more completely service the Membership with not
only assisting members via tickets but also through self help tools. A
Knowledge base, Articles, and a step by step troubleshooter.

Phone office hours. An extension on the &flIfree number will be
dedicated to the Helpdesk. Hours will be set when members will be able to
call and get direct assistance from the Helpdesk

Live Chat hours. A feature of the new Helpdesk software is a Live Chat
feature. This will allow members to directly communicate with Staff
members .

Creation of a series of articles to be published within the Helpdesk and the
CQ based on the trends seen within the tickets designed to help the
membership.




The Numbers March 08

In this section

V Followup February08 Report

V Member Services Window Ticket Categories Stats
V Member Services Window Ticket Status

V Member Services Window Tickets by Region

V Member Services Window Ticket Feedback
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Ticket Items Other Items
A No outstanding tickets from Completed
February. A Helpdesk Feedback email

created and up and running.

A One Ticket remains open from
January. This ticket deals with
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months. Awaiting information A Helpdesk staff manual
from Communications. A Staff EMails
A
A

Helpdesk Office Hours

Transition to new software

Outstanding

A Current software spamming staff
A Large amount of SPAM tickets




Member Services Window
Ticket Categories
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