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SMARTi C/S 

COLD/ERM for Better Customer Service 
 

For companies pursuing best-practice customer service, the ability to retrieve and view invoices, 
bills or statements while the customer is actually on the phone is a major goal.  

The reason is simple: if a customer service representative has the document (or at least an 
electronic image of it) in front of them when responding to an enquiry, then the time it takes to 
complete that transaction is shortened. Customers can point out problems with the document to 
the employee and he or she will be able to see exactly what they're talking about. The customer 
is happier, retention rates improve, and ultimately, costs can be minimized.  

Unfortunately, few organizations have that kind of document access in place. As a result, 
customer queries cannot be answered easily, leading to longer call times with customers and 
expensive call-backs. In many cases, the employee does not have permission to access the data 
that the customer is enquiring about and must request it from the IT department - a process that 
can take days.  

COLD/ERM (computer output to low-cost disk/enterprise report management) technology can 
overcome that problem enabling organizations to provide faster and format-accurate access to 
historic legacy data for customer support or redistribution. It works by intercepting the print stream 
of a document as it is printed, capturing, indexing and storing the output for access by internal 
users and customers. So as organizations print invoices, statements, bills and so on, they are 
able to store the output digitally for instant access later on.  

By using COLD/ERM systems in a customer service call center software, users can obtain exact 
replicas of computer print output and an electronic history that is essentially unlimited.  

Customer problems can be solved more easily because the customer service representative has 
access to the right documents at the right time and can even send them directly to customers by 
fax or email.  

 

 

 

 

 

 

 

 

    


