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Our customer base is unique. 

Astronauts from  
around the world…        



Rocket Scientists 
(literally!)… 



Flight Surgeons and 
Medical Personnel… 



… and a lot of 
Engineers.      



Lyndon B. Johnson 
Space Center (JSC) 

Houston, TX   

Our customers are widespread. 



White Sands Test Facility 
Las Cruces, NM 



Ellington Airport 
Houston, TX 



Sonny Carter Training Facility 
Houston, TX 



International Space 
Station (ISS) 

In Orbit 







…but what about us?  
 
 
 
 
 
 
 
 
 

What innovations 
could improve our 
customer service 

processes? 
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Relevant news 

Searchable knowledge base 

Timely responses 

Expertise 

Simple tools 

Familiar choices 

Live Support 

Options 
Shared information 

Understandable answers 

Self-service 

Convenience 







In keeping with industry trends, IRDLive is a new and exciting 

customer support model that introduces the concept of 
‘partnered service.’ IRDLive provides the JSC 

community with new ways to reach out to IRD and new 

opportunities for IRD to respond.   



Partnered Service: 
A customer support model that allows you to choose 

how you receive service. 



IRDLive is… 



IRDLive is… 



Choices 

Self-Service 

Google Search 
Web Site 

Wiki 

Discussion Lists 
Blogs 

Help Desks 
Ask the Expert 

Training 
Webinars 





Webinar: 
a live online educational presentation during which 

participating viewers can submit questions and comments 
(Merriam-Webster Dictionary) 



LiveWebinars 

… customers provide the questions. 
Training 

Windows 7 SmartCards 

Meeting 
Support 
Tools 

VPN 

Graphics 

IT Security 

We provide the experts and the WebEx… 





What did our customers think? 
 

― “I learned so much about where to look for different items and where to go 
to get answers to my questions.” 

― “I learn a lot from other people's questions.” 

― “I have already used the knowledge I gained to find information on the IRD 
website!” 

― “This is the best thing I have ever heard about how to find services.” 

― “Overall I found the session to be very helpful in learning how to navigate 
and find my own solutions.” 

― “Presenters were articulate, clear and professional. Appreciated the way 
each presenter took turns answering questions or answered questions in 
their field of experience. Well done.” 

3/23/2012 29 Information Resources 
Directorate, ITAMS 



Discussion List: 
a website where people can discuss a particular subject 

(Macmillan Dictionary) 



LiveCommunities 





Failure is not an option! 



Failure is just one part of a process.  



What else can we do 
with Partnered 

Service? 



IRDLive Ask the Expert 



Live Panel 
Events 



Innovation Day Exhibit 



“The devil is in the details.” 
The details needed attention to ensure the success of 

the new Partnered Service model. 

To  provide Partnered Service, we also had to: 
 
• Develop new knowledge sharing processes 
• Increase findability with Google KeyMatches 
• Train our SMEs to use the  IRDLive Partnered 

Service model to better support customers 
• Implement surveys and use metrics to gauge 

customer engagement 
 



What’s next? 



Chat 

Blogs 

SMS Mobile Apps 

Podcasts 



Your idea here. 





Step 1: Identify your pain points! 



• Outreach is too technical 
• Information and outreach focused 

on technical groups, not general 
customer base 

• Hard to find information – sometimes 
have to call multiple support groups 

Brainstorming… 

Brainstorming helped us identify pain points for our 
customers, our organization and ourselves.  

• Customers use complex tools already – uninterested in 
learning new tools 

• Information is pushed to the customer with little 
opportunity for them to respond – limited interaction 

 

• Responses to customers are slow when support 
groups need to get information from experts 
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Step 2: Identify the value of fixing it 



… and more 
Brainstorming. 

What do our customers consider value? What are they 
willing to buy? What did they need that we could provide? 

• Options 
• Information 
• Self-Service 
• Relevant updates & news 
• Understandable answers 
• Searchable knowledge base 
• Simplicity 
• Convenience 
• Timely Responses 
• Expertise 
• Shared Information 

 

Sound familiar? 
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Relevant news 

Searchable knowledge base 

Timely responses 

Expertise 

Simple tools 

Familiar choices 

Live Support 

Options 
Shared information 

Understandable answers 

Self-service 

Convenience 



Step 3: Check your toolbox 
W

eb
Ex

 

Customer Service Toolbox 



Step 4: Check your neighbors tools 

Departments 

Companies 

Organizations Others who do what you do 



Step 5: Make a plan 



Step 5: Make a plan 



Plans come in all shapes & sizes. 
Tailor yours to meet your needs. 
Use resources you already have. 



Step 6: Sell it! 



Step 6: Sell it! 



You’ll need buy-in to be successful. Focus on finding a 
champion and be prepared to sell your idea. 

• Plan for risks and mitigation strategies 
• Anticipate questions and be prepared 

to respond 
• Highlight benefits to customers and 

your organization 
• Estimate cost impacts if appropriate 
• Create and demonstrate a prototype 
• Prepare for a pilot study 
• Establish success criteria 
• Develop an implementation strategy 

 



Step 7: Stand it up 

Be prepared to implement your idea when 
you receive the “GO for Launch.” 
 
Consider your implementation options: 
• Conduct an internal pilot 
• Go live in phases 
• Look for easy successes 
• Gather customer input – don’t forget 

your internal customers 
• Focus on your first adopters 



Step 8: Pawn it off if you can 



Step 8: Pawn it off if you can 



Be prepared to transition your idea from a project 
state to operations.  

 

• Document, document, document!! 
• Training 
• Monitoring 
• Check-Ups 
• Include transition in initial planning 

 



Step 8: Rinse & Repeat 



“The man with a new idea is a crank, until the idea succeeds.”  
- Mark Twain 



Thank you for attending this session.  
Don’t forget to complete the evaluation!  
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