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Customer Case Study

Dataram Corporation, founded in 1967, is a

np nﬂ_z!:&_'?_d__..'_! manufacturer of high-quality computer

ad O izing Value and Performance

memory and software products. Dataram

supplies 70 of the Fortune 100 companies and its products are sold worldwide to

OEMs, distributors, value-added resellers and end users.

Results

When compared with BMC® Track-It'™ by BMC Software, the Giva Service Management
Suite, including Giva® eCustomerService ™, eKnowledgeManager™ and Giva eHelpDesk
™ was deployed in the cloud as their customer service solution and resulted in a:

/" 70% increase in productivity of
customer service department

/" 60% increase in teamwork between
development and customer service
departments

/ 60% increase in productivity using
Giva reports

/" Spend only 5 hours/month on
reporting and get superior results

/. 70% decrease in total cost of
ownership

/ 70% more intuitive, functional and
easier to use

/" 50% increase in meeting service level
agreements

/" 40% increase in development
department effectiveness

/" 40% increase in productivity by using
the Giva knowledge base

/" 70% better technical support than any
other technology vendor

The Challenge

By Sam Maze
IT Director, Dataram

We were using BMC TrackIT! for many years.

We were preparing to launch RAMDisk, a
new high volume software product, and
begin a new partnership with Advanced
Micro Devices (NYSE: AMD) for branded
memory. We wanted to provide a self-help
portal so that both sets of new customers
could first go to the Web to do some trouble
shooting and then open a service request, if

they could not find a solution to their

problem on our web site.

We had demanding requirements and a very
detailed return material authorization (RMA)
workflow so that we could cost effectively
execute RMAs. We wanted the first customer
touch point to begin using our web site so that
customers could complete an RMA form at
their convenience 24x7. We also wanted to
minimize the amount of time customers would
need to spend calling us to generate the

highest level of customer satisfaction. We
;
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“We have had a 70%
increase in customer
service productivity
using Giva. ”

“We have had a 60%
increase in teamwork
between customer
service, level 2 and the
development
department.”

know that when customers have problems they
want to rapidly get their product replaced with
very little effort and hassle.

We wanted to be assured that RAMDisk would
be very successful and that we would be
prepared to support this new product and
group of customers. Providing exceptional
technical support is a foundation of our
company and we wanted to make sure that we
could maintain this reputation with both the
new memory and RAMDisk products. We also
thought that using Web self-service for both of
these products would make the initial trouble
shooting an easy and intuitive experience for

our customers.

We also wanted a customer service tool that
could be used for our internal IT help desk as
well. We did not want to maintain two different
tools. The IT department is involved in
supporting some aspects of both products so it
made sense for us to find a product that could
be used for our internal IT help desk and

external customer service.

The Solution

Deploy in days / Train in 1 hour

Highly customizable without
programming or consultants

Although we used BMC TrackIT! for many
years, it could not meet our new requirements.
We were referred to Giva from a peer IT
Director using Giva at another nearby
company. We compared the capability and

cost of Giva to BMC TrackiTI®, BMC
FootPrints®, ZenDesk®, SysAid®, Manage
Engine Service Desk Plus® and FrontRange
HEAT®. Giva was the best and most cost

effective solution that met our requirements.

We have had a 70% increase in customer
service productivity using Giva. The RMA web
form is completed by the customer and then
submitted from the Web. This form is highly
detailed and requires that the customer
complete specific information so the RMA can
be efficiently processed without a customer
service agent needing to have a phone call.
Our research indicates that customers do not
like to spend time speaking with agents on the
phone for transactional activities, if they can be
more quickly executed on the Web. Also, any
agent involvement on the phone increases the
cost of processing the RMA. After customers
complete the form, a case is automatically
created and routed to the correct people and
the approval workflow process begins. If we
have a follow-up question, we can quickly email
the customer right from the case so all the

details are in one place.

We have another separate web site where
RAMDisk support is provided. We wanted to
provide trouble shooting tips in a self-help
portal for the new software product that we
recently launched so customers could attempt
to solve their problem. If they cannot solve their
problem, another Giva web submission form is
available for them to open a new case with
Dataram.
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“We have also been
able to increase
meeting our
customer service
level agreements
(SLASs) by 50%.”

“We have had a 40%
increase in the
effectiveness and
productivity of the
development
department.”

The web forms for memory RMAs and
RAMDisk support are on two different web
sites and they populate two different service
desks in Giva as different departments handle
the respective products. This really helps us
create additional efficiencies and handle the
cases rapidly.

We have had a 60% increase in teamwork
between customer service, level 2 and the
development department. We can now better
document, track, escalate and resolve any
customer issue in a timely manner. We have
established a better workflow process with Giva.
If a level 1 agent cannot solve the issue, then it is
promptly escalated to level 2 for further
diagnosis and possible assignment back to level
1. The level 2 team determines if more customer
information is needed or assigns the case to
development for further trouble shooting.

Giva has helped make our RMA approval
workflow process rigorous, yet easy for our
teams to follow. There is now a great deal of
accountability and visibility to outstanding
customer issues including the character and
status of the issues. Issues are much more
effectively handled with Giva; no issues are
overlooked or go unaddressed. We have been
able to generate a much higher level of
satisfaction with Giva. We have also been able
to increase meeting our customer service level
agreements (SLAs) by 50%.

We have had a 40% increase in the
effectiveness and productivity of the
development department. The level 3 technical

support is our development team. This team is
our most expensive resource so we want to
utilize their time judiciously. Giva has allowed us
to implement a new workflow process to better
utilize development and keep them well
focused on the right priorities thereby incurring
lower technical support costs and higher
customer satisfaction.

Giva is 70% more intuitive and easier to use
than BMC TrackIT! For example, Giva is more
intuitive in the navigation and the opening of
cases. There is much less clicking and fewer
screens and it is easier to use all the features in
Giva with a minimum of customization. The Giva
look and feel is simple, yet it has more power
and capability than BMC TrackIT! Giva has a
clean Apple® like interface with color and
simplicity and thoughtful design. BMC’s TrackIT
and FootPrints look very technical, intimidating
and are indeed much harder to use.

It was very easy to get up and running on Giva.
We did not have to worry about building,
configuring and deploying servers, etc. We
have realized a decrease in annual total cost of
ownership of approximately 70%.

We anticipate generating a 40% increase in
productivity using the Giva knowledge base.
For frequently recurring problems, we can
quickly convert resolutions into knowledge
articles with just one click. Eventually, we will
expose a subset of these knowledge articles to
our customers. We can have an unlimited
number of article security levels so there is a lot

of permission granularity for each article. There
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“Giva is 70% more
intuitive and easier to
use than BMC TrackIT!
For example, Giva is
more intuitive in the
navigation and the
opening of cases. ”

“We have realized a
decrease in annual
total cost of
ownership of
approximately 70%.”

is full rich text formatting with the capability to
drag and drop images into articles.

Robust, fast & painless reporting
for higher quality decision-making

Our organization is 50% more productive using
the Giva dashboards. We get well summarized
information that helps us better manage our
customer relationships. The dashboards are
customizable so each person using Giva can
set up their favorite views. The information is
well summarized and also available for drill
down with a great deal of granularity and detail.
The dashboards in Giva are better than
anything offered in competitive products that

we reviewed.

My productivity has increase 60% using Giva
reports. | can very easily provide our senior
leadership with exactly the metrics and KPIs
that they want and also some additional
metrics that we never measured in the past
until using Giva. The reports provide an
exceptional monitoring tool for us to know
exactly the workload of each department.
We can also measure department, service
group and individual service level agreement
respond and resolve performance. | spend
only 5 hours month running reports and | can
easily obtain outstanding and actionable
information from Giva. The breath of reports
allows me to understand both the internal IT
help desk and customer service
organizations. | can easily create my own
versions of reports with just two clicks and
instantly share them with my colleagues.

Outstanding Technical Support

Giva’s technical support is 70% better than we
what we experience with any other technology
vendor. Whenever we have questions, Giva’s
response is in less than ten minutes on a
consistent basis and any issues are promptly
closed after our approval. In one instance, we
needed a significant amount of professional
services work performed with less than 12
hours of prior notice. Giva quickly turned
around this project and met our extremely tight
deadline. Giva very rapidly addresses any of
our concerns. Our Account Manager also plays
a very important role in making sure that our
needs are being met on an ongoing basis.

We have had 100% uptime using Giva. The
application is extraordinarily fast and responsive
all of the time. That is very important for a cloud
application as we rely on it 24x7.

Giva launches a new release of code
approximately every month. With this "agile"
development cycle, Giva can rapidly meet our
evolving needs for new innovative features and
functions. We get a great deal of value with

more than twelve new product releases a year.

In summary, Giva is a very cost effective
solution and we do not have to worry about
managing and maintaining servers and
application software. Giva is an exceptional
cloud service that works great for us. We are
very happy with Giva.

By Sam Maze
IT Director, Dataram
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About Giva, Inc.

Founded in 1999, Giva was among the first to
provide a suite of help desk and customer
service/call center applications architected for
the cloud. Now, with hundreds of customer
driven releases, the Giva Service Management
™ Suite delivers an intuitive, easy-to-use
design that can be deployed in just days and
requires only one hour of training. Giva's
robust, fast and painless
reporting/analytics/KPls quickly measure team
productivity, responsiveness and customer
satisfaction resulting in faster and higher
quality decision-making. Customization and
configuration are all point and click with no
programming or consultants required to deliver
a substantially lower total cost of ownership.

Giva is a private company headquartered in
Sunnyvale, California serving delighted
customers worldwide.

For more information about Giva, contact our
worldwide headquarters:

Telephone:

+1.408.260.9000

Web:

www. Givainc.com for North America

www. Giva.uk.com for Europe

www.Giva.com.au for Asia Pacific

www.Giva.ae for Middle East & Africa
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