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For your considerationé

¹ Do you believe internal technical customer 
support is JUST AS IMPORTANT as external 
technical customer support?

¹ Are you concerned about losing your position to 
ñsomeone elseò?

¹ Do you want to know how to present a business 
case of your organizationôs value to the key 
decision makers in your company?

¹ Do you know how to change the customer service 
culture in your IT organization?



Todayôs agenda

¹ Talk about the environment today and get some 
perspective

¹ Put our own organization into perspective

¹ Prepare a business plan

¹ Discuss opportunities to make cultural changes in 
IT and why you should consider that NOW?



Why is internal support as 
important as external support?

¸ Keeps the organization running well

¸Well running organization interacts 
successfully with clients/customers

¸Could be leveraged as a strategic 
advantage



What challenges do you regularly 
face?

¹ Always seen as cost center

¹ Necessary evil

¹ High expectations low budget



Budgetary pressures

¹ Budget cuts come when the value is 
not seen or expressed 

¹ Can result in Senior Management 
pursuit of options

¹ Always looking for ways to save 
money



Time to focus on VALUE

¸What does YOUR team uniquely offer?

¸What do YOU bring to the table that 
canôt be found anywhere else?

¸What cost benefit can you offer?

¸What speed - to -market benefit can you 
offer?

HOW CAN YOU COMPETE???



Internal support means 
external customer value

¸ Show how supporting internal 
customers keep external revenues 
flowing

¸ Show how the lack of support 
results in loss of revenue
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