Amana’s ani
service ;vstem
cacl her dov

“1 went hf%gh TIONSENSE
with Press i, Press 2, Press 4,7

éaid Millon, €9, of Hmeg‘ton,
I‘E,Y. ‘“1“?"’-“ 'g?i;mimr

n

rtam_y did‘: £

frust

]

ginall bt
- number of comnaniss
arg irving to quell the frusira-
rion by revivinrf g ORCe-CoTmmon
ot Fr b L

sption: the ability to dial § to
z.‘c-au} atl Duc““\’:&l"

crinnaign
ailed Citl Sin-
news ihat
rrass 0 to
presentative.”
we ofiferasd

2 e
o. ';I‘,

1=
o]
"U

o Car E, custom-
s cart and use
¥ gaid Antony

cretnmers Saifsé;% Scatt Tes
i ‘i@ sei-ione  Operating officer of

Lon ng Island City, N.Y. The ser-
ceisa xaz!,dble only for Hs Citd
city cards,

Alrlines doesn’t
menu system. Cus-
tomers ai ways reach a live oper-
stor. though sometimes after &
wait.

Mindbridge, an intranet soft-
ware company in Norristown,
recently reduced a
complicated menu
to four options, and
added the ability o
dial 0 for an cpera-
tor.
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via e-mnail, with one calling the
avtomated line “ridiculcus.”
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Mindbridge’s typical custom-
er pays $50,000 to $100,600 ini-
-1a£1y and pays three trmes that

figure during the life spanof a
contract. Testa said. “Literally,
we save gne customer _‘ud this
thing pays for itself.”

Un the other hand, Millon's
broken refrigerator did not {it
neatly into goyv of Amans's
meni options.
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Option Five on the seoo
menu allows eallers to reac
operator. Daggett szid s
can press U to reach an opsra-
tor. Bui when a reporis
pressed ¢ while cheokdng

touch-tone meny, the RE e -

recied the cailer to the comps-
ny’s Web site and then coni
ued with
Pressing ¢ again brought the on-
erator on the phone.
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Scott Broetzmanm, president |

of CCMC, 2 consulting praciic
in Alexandria, Va., specializi
in customer care, said
agenig are 15 to 20 times as
pensive as automated calls,

“So many companies havs
taken the approach that the
dowr’t really want to tatk to
customers,” he gaid, “The
want to cosi-eave by asking pes
ple o self-serve or they want «
redirect pesple to the Wab
site.”

Many companies even hids
the ability o find a live perso
o the phone ssrvice, Br@et -

mann sald. “Is like irying o
find Waldo,” he said. “You can't

finfi the agent,”
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live person is the No. 1 cause of !
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ers calling a company, accord- !

ing te a report CCMC will re-
fease soon.
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