Case Study

Small Business Delivers on Service Commitment
and Plans Nationwide Growth Using BlackBerry

When your business model depends on providing clients with instant response and your
goal is to provide 100% customer satisfaction, real-time communication is essential.
Make It Work had been doing an admirable job of staying on top of its customer service
commitment, but took this promise a giant leap forward with BlackBerryC. In the
process, they discovered that their new wireless solution could drive plans for taking their
Southern California-based business, nationwide.

One month ago, the entrepreneurial company installed the BlackBerry Enterprise Server™
with the Mobile Data Service (MDS) feature. Their 11 Customer Service Technicians were
given a BlackBerry handheld, equipped with several applications developed in-house, tied
to their own homegrown CRM solution. Before they even received their first invoice for
the wireless service, they knew they were on to something.

Some of the initial benefits include:

< Improved customer service with technicians arriving onsite, on time, as promised

°  Speeding up the response time to work orders from 15 minutes to 30 seconds

©  On-the-spot calculations for faster billing cycles, which will allow an overview of
sales at any point in the day

° A method of building on the company-s own CRM solution

©  Streamlined administrative overhead that allows redeployment of dedicated
personnel to other functions

< Asolution that forms the basis of a nationwide and worldwide expansion plan

Make It Work is the definition of a truly mobile company. Serving a Southern California
marketplace of home users, really small businesses and the mobile workforce, their
Customer Service Technicians pull up in the company-s trademark red and white, logo
emblazoned, Mini Coopers to troubleshoot technical hurdles and computer needs. The
way they keep track of this moving technical brigade is BlackBerry.

Typical service calls might include upgrading a customer-s system or software, ridding
them of viruses, spyware or pop-ups, or selling and installing new equipment on-the-spot.
Make It Work also has agreements with area hotels that mean guests can call them on an
emergency basis to fix computer problems they experience while away from home.

MAKE
WERK

Industry
Consumer Technology Services

Situation

Make It Work-s Customer Service Technicians
were accessing service calls, work orders

and billing information via laptops + a
system that was slow and required them to
use a customer-s Internet connection. As a
company dedicated to customer service, Make
It Work wanted a better way.

Company Profile

Make It Work LLC is a fee-for-service computer
support business for home users, really small
businesses and the mobile workforce. At

a customer-s premises, they offer services
ranging from set up and configuration, to
upgrades, retailing accessories and training.

Solution

The BlackBerry Enterprise Server with

MDS was installed and 11 handhelds were
deployed to field technicians. Make It Work
developed applications themselves that tied
to features of their own CRM solution. They
built applications for BlackBerry that allowed
wireless access to service appointments, work
orders and on-the-spot billing.

Results

Customer service is more efficient, helping to
deliver on the company-s high levels of service
commitment. Administrative benefits include:
processing work orders faster, redeploying
personnel and more efficient billing systems.
BlackBerry has helped boost the effectiveness
of a remote workforce that will form the basis
of the company-s worldwide expansion.
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Before BlackBerry

Before BlackBerry, planning, scheduling and billing this service relied on remote access software via laptops. A system that the company-s founder
acknowledges had its challenges.

The issue was getting work orders and appointments to the Customer Service Technicians while they were on-the-road. Using remote access
software, they deployed applications from the company-s SQL server that could be accessed over small amounts of bandwidth. That meant a
technician would have to plug in their laptop to a connection every time they needed to find out their next appointment.

0lt was painful,” says Eric David Greenspan, the company-s CEO and co-founder. 80ur Customer Service Representatives would have to post a
work order on the technician-s calendar, using MicrosoftC Outlook. To see it, the technician would have to boot up their computer and access the
system, often using a client-s Internet connection + which you hoped wasn-t dial-up. The process was taking 10 to 15 minutes, was filled with
frustration and didn-t allow us to know if a technician had received the appointment.”

Leveraging an Existing CRM Solution for Improved Customer Service

Since Make It Work is a business of highly technical people, they had already built their own in-house CRM solution that tracks client data,
product sales, work flow and work orders. The real issue was finding a way to access these resources wirelessly. When they discovered BlackBerry,
they realized several customer service aspects of the solution could be accessed through the BlackBerry browser.

The most obvious target was scheduling and work order processing. In less than two days, the company wrote applications for BlackBerry
that changed everything. When a call comes in, a Customer Service Representative now posts it to the technician-s Outlook calendar, which is
automatically pushed out to the handheld through the BlackBerry Enterprise Server.

The message is sent using Outlook-s Meeting Request feature. For the first time, the company was able to receive an acknowledgement within 30
seconds from a Customer Service Technician that they had received and were acting on the job. In the calendar entry, a link is embedded which
contains the work order details. The technician opens and closes the link through the BlackBerry browser to indicate the status of the job.

Reducing acknowledgement time on work orders from 15 minutes to 30 seconds has had a dramatic impact.

8BlackBerry has allowed us to make sure we are always on time,” says Greenspan. 8We are now in constant communication with the back office. If
someone is going to be delayed, our customers know about it instantly. In a business that is about instant response and 100% satisfaction, you
can-t underestimate what a tool like this means to us.”

Streamlined Administration and Billing

The work order application also allows the Customer Service Technicians to calculate billing on-the spot. In some instances, they are only billing
for service. But since Make It Work also sells computer equipment and parts, they needed a way to bill for products.

In the work order, a technician can access a series of drop down menus that include pricing. They add up the work done and products sold
through the auto calculations and can immediately bill the clients for work completed. A copy of the billing is automatically sent to the back
office, which generates an invoice by email for the customer.

8We can now maintain a constant billing system, like any big box retailer would have, says Greenspan. 8We hope to soon be able to look any
time of the day and tell you what our sales are.”
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