






TRACSS
Total RISC’s Advanced Customer Service System

• A secured area (www.trt.com.au) for ALL TRT Maintenance and

Managed Service Customers to obtain current status

• TRACSS Rollout

– Service Calls (Feb 2008)

– Equipment Listing (July 2008)

– Billing Information (Oct 2008)

– Sales Orders (Jan 2009)

• TRACSS - A First in Australia for Enterprise IT Users



Feedback

• TRACSS Creation

• TRACSS Future Growth



Cameron Huysmans

Technical Services Manager



Service Delivery at TRT



All service requests are actioned by the SE Team

Log a call either:

• Via the web: www.trt.com.au

• Via the phone: 1800 998 988

TRT – Logging a Service Request
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• TRT’s integrated customer portal

• All service requests can be tracked through TRACSS

• www.trt.com.au and click on “Login to TRACSS”



TRACSS – Username

1800 998 988: For your username and password



Robbie Cannings

Operations Manager



Quality Assurance Systems
ISO Accreditation for 6 Years

ISO9001:2000 Standard primarily covers

• Service Delivery Procedures
• Customer Documentation
• TRT Performance Review

• ITIL Framework

• Built on ISO9001:2000 Foundations
• Incident Response
• Problem Management

ISO9001 Lic QEC14229

SAI Global



Quality Assurance Systems
Customer Benefits

• Faster Response Times

• Continuity of Service

• Consistent Delivery Approach

- Locally (eg Melbourne, Sydney)

- Regionally (eg Kalgoorlie, Bendigo,
Newcastle)

- Internationally (eg Malaysia,
Singapore, Russia)

ISO9001 Lic QEC14229

SAI Global



Incident Escalation



Account Management
Consulting Engineers

• Thorough knowledge of customer

environment

Service Delivery Administrators

• Focus on Customers’ business

needs

• Non-technical Problem

Management



Account Management
Periodic Reviews facilitated by

• Consulting Engineers

• Service Delivery Administrators

TRACSS

• All details and statistics recorded
in TRACSS

• Used to generate SLA reports



Empowering TRT’s Customers

TRACSS Empowerment

• Greater Transparency

• More effective communication

• Customers empowered to escalate

• Customers empowered to take control

Responsibility always remains with TRT




