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HME Streamlines Systems and Processes for
Faster Customer Service with SharePoint 2013

HM Electronics, Inc. (HME) manufactures state-of-the-art wireless com-
munication, timer and software products for the quick service restaurant
(QSR) industry and communication equipment for high school and colle-
giate athletic programs. HME is set apart from the competition by their
passionate commitment to customer service. This has earned HME the
market share in the majority of industries they participate in around the
world. Customers seek out HME for high-tech communication solutions,
robust software and skilled, personable technical support.
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Project Training Manager, HME matter of accessibility; “What we

discovered was that the accuracy of
information needed improvement. Information was scattered through-
out the company, and internal knowledge was taking a long time to
access. Our help desk and our tech support were having issues.”

HME subcontracts with installers. When on-site doing an installation,
they had to call into HME tech support for wiring diagrams or manuals,
which tech support would search for and email back to them. This pro-
cess was time consuming and cumbersome on both sides.

If the installation subcontractors were having the same issues arise re-
peatedly, they would have to explain it anew with each different HME
tech support person. Campbell says it was like reinventing the wheel
every time.
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HM ELECTRONICS, INC.
Drive-thru Headsets & Timer Systems

HME CUSTOMER DRIVEN

* HM Electronics (HME) is a global company with seven
different locations including: San Diego and Alameda,
CA; Suwanee, GA; Bridgetown, MO; Quebec, Canada;
Beijing, P.R. China; and Cambridge, United Kingdom.

= HME was first to introduce the wireless headset for
the Quick Service Industry (QSR).

* HME clients include drive-through restaurants and
collegiate and high school athletics.

= Each day over 25 million drive-through restaurants
take orders using HME systems.

* HME is the only wireless communication provider in
the industry that provides total service from product,
to install, to support.

CHALLENGES

- Technical support data was scattered among
different databases.

« Relevant data was either redundant or indistin-
guishable from outdated data.

« Installer subcontractors couldn’t independently
access information.

« Clear taxonomy protocols within databases weren't
in place; information wasn’t easily searchable.

« The company lacked a shared portal for internal
communications.

SOLUTIONS

» SharePoint 2013 was implemented as a robust,
all-inclusive software solution to address all of
client’s needs.

» One Knowledge Base Portal for all data, divided
up into 4 Knowledge Bases for each division of
HME'’s business.

= Company Intranet and Extranet.
* Taxonomy system rigidly built into the software.
» Complete training on all new software systems

= Tech Support accuracy in accessing correct documents

improved from 80% to 100%

« Tech Support speed in accessing information de-
creased from 46 seconds to 13 seconds

= Customer satisfaction, based on pre and post survey
data, increased to exceed projected goals. Domestic
installer satisfaction, based on pre and post survey
data, increased to meet projected goals.
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THE CHALLENGE

The help desk would search for a document in order to help
the customer, but often they would retrieve something
out-of-date or irrelevant, as customers have different
versions of the same products. They would find themselves
spending precious time searching for the correct wiring
diagram or manual, while keeping the customer waiting.

International distribution was experiencing the same prob-
lems abroad. They needed a way to keep their information
up-to-date and in-sync with domestic operations.

THE PARTNERSHIP

HME reached out to FMT Consultants (“FMT"). FMT is known
for having a proven set of methodologies and protocols, with
clear goals set along the way. As Campbell attests, “FMT had
a kind of a holistic approach. They had some very set guide-
lines that they used. They had very specific markers...it was
like a science.”

FMT immediately began their analysis phase—the business
of listening.

They sat down with HME managers and asked questions about
how HME was organized and how they were currently accessing
information. FMT spent a lot of time determining HME’s needs as
part of coming up with a custom-tailored solution.

FMT established a success matrix by getting a baseline for
how much time either their IT or customer service depart-
ments were spending accessing the correct information and
delivering it to the customer or installer. The plan was to
return to the baseline after the project was completed in
order to quantify the results.
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“FMT had a kind of a
holistic approach. They
had some very set guide-
lines that they used. They
had very specific markers
...it was like a science.”

-BRADY CAMPBELL
Project Training Manager, HME

THE SOLUTION

In order to solve the document management side of things
FMT implemented Microsoft SharePoint 2013. They created
for HME a Knowledge Base portal—a cloud-based database
with everything anyone could need. Within that one portal
were four sub-portals, also called Knowledge Bases, for each
division of HME’s business: end user tech support; interna-
tional distributors; outside installation contactors; and
customer service.

The outside installation contractors will use the external
portal by logging in with their iPads or smartphones while
being outin the field. They can search for and find all of the
latest documents, including installation manuals, wiring
diagrams, videos and photos. Within that Knowledge Base a
message board calls their attention to a new piece of infor-
mation, FAQ’s, as well as highlight the most recently
searched documents.

The internal portals would operate the same way, with
robust searchability, message boards and FAQs.

Next FMT implemented their migration strategy.

This phase was all about spring cleaning. HME needed to
comb through all of the databases where their information
was stored, decide what needed to stay and what was out-
dated or redundant, and then migrate it all into the Share-
Point 2013 Knowledge Base—a huge task.

But they weren’t on their own. HME needed a strategy on
how to organize content and train the end users. FMT
worked with HME to define an information architecture and
taxonomy. Then FMT trained the managers on how to tag
each document, video, or photo with metadata according
to the newly established naming conventions.

The managers could then train the staff on how to navigate
the Knowledge Base—the “train the trainer approach” as
Campbell called it.
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“Having a searchable, internet-
based application at our finger-
tips does wonders for our tech
support and our customers.”

-BRADY CAMPBELL
Project Training Manager, HME

FMT placed this taxonomy into a rigid structure that required
each parameter be precisely entered before uploading new
documents into the Knowledge Base. Nothing would ever get
lost again.

Next HME invited subcontractors to the FMT training sessions
so they could learn how to log into the external Knowledge
Base and search for items tagged specifically for each cus-
tomer.

THE OUTCOME

HME finds Microsoft SharePoint 2013 to be a success among
its staff and subcontractors, Campbell says, “The program is
very user friendly.”

HME installers can immediately locate the technical support
documents they need by searching for it themselves. The
help desk and tech support has an ongoing, open dialogue
and a much faster way of navigating through the system in
order to help customers. The customer service process is
streamlined, efficient and much more accurate. Campbell
says, “Having a searchable, internet-based application at our
fingertips does wonders for our tech support and our cus-
tomers.”

And the project has paid off with staggering results. The goal
was to have a 20% improvement for tech support call times
from the baseline taken at the beginning of the project,
which was 46 seconds per call. A decrease in tech support call
time to 13 seconds resulted in an 70%+ improvement. Tech
support accuracy in obtaining the correct documents exceed-
ed goals as well: from a baseline of 80% accurate search re-
sults to now 100% accurate. Customer satisfaction and do-
mestic installer satisfaction surveys taken before the project
also met or exceeded goals. Finally, within the framework of
Microsoft SharePoint 2013, HME was able to consolidate in-
formation and reduce the number of documents.
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Why FMT Consultants?

Client satisfaction focused with over 1,000 suc-
cessful project implementations since 1995

A dedicated team of 50+ in-house IT experts
located in Southern California

Experience in a wide array of industries including
highly regulated sectors such as life sciences,
healthcare and public administration

In-house customer care desk to provide ongoing
support and user training

Extensive experience with system integration and
custom development

Certified provider of Microsoft SharePoint, Office
365, Microsoft Dynamics GP and Microsoft
Dynamics CRM.
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