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¢ August: Debut of our
next white paper.

¢ August 13:
Newsletter
Distribution.

¢ August 21: The CCNG
Local Networking
Meeting at DHL in
Atlanta, GA has
been cancelled.

¢ August 27:
September Issue
Editorial Content
Due.

SULLIVAN

Bay Bridge Decision
Technologies is pleased to
announce its participation
in the 4th Annual
Customer Contact 2008,
West: A Frost & Sullivan
Executive MindXchange
October 19-22, 2008 at
the Laguna Cliffs Marriott
Resort & Spa in Dana
Point, CA.

Customer Contact West
2008 is THE foremost
industry event. It is where
you need to be to network
with other executives
involved in shaping their
organization's increasingly
complex customer contact
strategy. It delivers some
of the industry's best take-
aways, innovative ideas,
and success stories. It
delivers networking like no
other event, nonstop
interaction enabling you to
benefit from the collective
experience and expertise
of all participants. And it
delivers an opportunity to
step away from your day-
to-day responsibilities and
recharge your thinking:
You will return with fresh
perspectives on your
challenges and
opportunities, along with
the motivation to act on
them.

Four tracks focus on the
top concerns of customer
contact executives:

Track 1: Achieving
Customer Experience
Excellence

Track 2: Driving Operational
Efficiency in the Contact
Center

Track 3: Customer Contact
Processes and Technology

Track 4: Strategic Contact
Center Outsourcing and
Partnerships

Plus an intensive interactive
workshop, Benchmarking
Your Competitive Customer
Experience, delivers key
information on the kind of
customer contact that can
deliver a true competitive
advantage. This event is a
powerhouse, delivering
originality and building
momentum each year. Join
us to stay ahead of the
curve.l

Attend Bay Bridge's
Interactive Session entitled
“Strategically Driving
Contact Center Efficiencies
in an Uncertain
Environment” on Tuesday,
October 21st presented by
Dean Papadopoulos, CEO,
and Ric Kosiba, President.
Learn best practice

technologies and
processes for contact
center planning in an
uncertain economic
environment, contact
center operating strategies
that can create efficiencies
and reduce risk, and the
benefits that can be
realized from an improved
planning process.

Join us during the Power
Lunch to discuss “Industry
Best Practices: Contact
Center Strategic Analysis,
Planning, and Budgeting”.

Stop by our exhibit during
any of the exhibit breaks to
learn more about Bay
Bridge and our flagship
product CenterBridge™.

Don't forget to be a part of
the Solutions Wheel taking
place on Monday, October
20th and Tuesday, October
21st to hear about our
solutions for contact center
strategic planning and
enterprise analytics.

To learn more about this
and other Bay Bridge
events, please visit our

itrade events.htm

1*4th Annual Customer Contact 2008, West:
A Frost & Sullivan Executive MindXchange”.

etails.pag?______ 11T .
eventid=111140874&as=attend>.


http://www.baybridgetech.com/
trade_events.htm
http://www.frost.com/prod/servlet/summits-
details.pag?
eventid=111140874&as=attend>

[ VOLUME 1 ISSUE 7

| experienced my worst
three days ever at a call
center during my stint as a
Call Center Supervisor for
a large package delivery
company.

At the time, our current
system for overnight
package handling required
all overnight packages
within the US to be flown
into Louisville, KY. The
packages were then
distributed to their
appropriate regions for
delivery.

One day, there was a
horrible snowstorm and
for the first time in the
airport’s history, it was
completely shutdown.
Planes could neither arrive
nor depart. This meant
that entirety of our
overnight packages were
stranded in Louisville
indefinitely.

MEET BAY BRIDGE!

Meet Brian Robinson—
Manager of Development !

Q: What do you do here at
Bay Bridge?

A: | am Manager of
Development which means
that | make sure that
everyone gets their updates
on time and their problems
solved quickly.

INPUT: SNOW HAZARD

Since our reputation was
staked against our
reliability, we did not want
to leak out that we had a
big mistake on our hands.
This meant that we did not
tell the press anything
about the mishap. We
began informing customers
who called in looking for
their packages that there
was a slight hiccup but that
they should receive them
either later that day or the
next day. Everyone was fine
with this and we thought
the problem had been
solved. Little did we know
what was in store for us
that day!

The planes were stuck in
Louisville for THREE days!
The previously
understanding customers
were now angry customers
calling in looking for their
packages. We're not just
talking about packages
containing business papers.
We're talking about

Q: Tell us a little bit about
yourself.

A: 1 grew up in New York City
and spent my entire life in the
tri state area until we decided
that we didn’t like it anymore
and we wanted to be able to
sail more. We packed up and
moved to Annapolis 3 months
after making the decision. |
continued to commute to NYC
Monday thru Wednesday for 9
months. At that point | saw the
Bay Bridge job posting and it fit
my resume to a tee.

Q: What are some things you
like to do outside of work?

A: Sail and Run. My wife and |
spend most of our free time

packages whose content
had an extremely large
effect on people’s personal
lives as well. What could
we tell the woman who was
getting married but didn’t
have her wedding dress?
What about the person
undergoing limb
replacement that didn’t
have the artificial limb?
Meanwhile, we were
running a negative service
level percentage because
we were abandoning more
calls than we actually
handled. As you can
imagine, tensions were
high and agents and
supervisors alike were
feeling the effects of this
chain of bad decisions.
There was nothing we could
do but wait for the airport
to release the planes.

As a result of this major
faux pas, we gleaned a few
valuable lessons. First, we
learned that no matter how
large the disaster, it is

travelling around the country
racing our sailboat.

Q: Tell us a little bit about your
family.

A: It's the four of us: My wife
Kristen and our two dogs
Maggey and Duke.

Q: Tell us something about you
that most people don’t know.

A: | get up everyday at 5:15 to
run or ride my bike.

Q: What is your favorite part of
being the Manager of
Development at Bay Bridge?

A: | get to deal with the day to
day problems that show up. |
am definitely never bored. |
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always better to be
completely open and
honest with the customer.
We should have just told
everyone from the
beginning that there was a
problem and that we had
no idea when it would be
fixed. We should have
released the information to
the press so those who did
not call in would
understand the situation.
Secondly, we learned not to
put all our eggs in one
basket. Although Louisville
remained the major port for
our overnight packages, we
opened up regional centers
as well so any problems
with one airport did not halt
package delivery for the
entire United States.
Hopefully this kind of
disaster will never take
place again!

-Tommy Templin, now
Regional Sales Manager for
Bay Bridge

like to have different
challenges on a daily
basis. For me it is better than
one big long project.

Q: What is your favorite thing
about CenterBridge?

A: The people. Itis the
smartest group of people that |
have ever worked with. It's a
great feeling to go into a team
design discussion and have
every last person contribute
quality ideas and info.



operation. And better plans
mean a better operation.

However, do not even think
that this analogy translates to
slot machines!! | don’t think |
can ever plan to win in slots!

Smart New Customers

We're continuing to be very
busy at Bay Bridge. We've
several impressive new
customers and are rolling out
CenterBridge across the
country. One fun trend is
continuing: our new
customers, like our veteran
customers, are all very
analytically focused.
CenterBridge seems to attract
companies and people who
thrive on the call center
complexities, have real
analytic fortitude, and have a
drive to improve their
companies.

Like we often say, we feel very
fortunate to have such terrific
customers.



