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WHAT BEST-IN-CLASS CUSTOMER SERVICE LOOKS LIKE

In today's fast-paced and highly competitive business landscape, a company’s
experience with a vendor hinges on more than just the quality of the product itself. A
critical factor that can make or break a business’s ability to deliver on its promises is
how it supports its customers beyond the sale.

Customers have more choices than ever before, and their expectations have risen
accordingly. They now seek not only top-notch products, but also demand a seamless
and satisfying experience when interacting with a company.

Conversely, when a vendor falls short in delivering quality support, customers can
grow frustrated, dissatisfied, and ultimately lose trust.

This can manifest in various forms, such as:

O Not validating customer concerns

O Priority based on customer spending

O Transferring calls to other departments/lack of organization

O Not utilizing the best channels for communication
Here at Dimensional Insight, we've built our success entirely on the success of our
customers. Everyone at Dimensional Insight—from our developers, to our support

staff, to our consultants, to our executive team—is solely focused on driving results
for our customers. That's why we have an average customer retention rate of 14 years.

‘ ‘ OUR CENTRAL PHILOSOPHY IS THAT BY SUPPORTING OUR CUSTOMERS AND
EMPLOYEES, THEY, IN TURN, WILL SUPPORT DIMENSIONAL INSIGHT.”

I FRED POWERS, CO-FOUNDER & CEO
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QUICK FACTS WHAT BEST-IN-CLASS CUSTOMER SERVICE LOOKS LIKE

WHAT WE DO DIFFERENTLY
FAST RESPONSE TIME

At Dimensional Insight, we know that time is a business’s most valuable resource.
That's why we make our customers’ time a priority by combining multiple
communication channels with expert product knowledge to deliver fast and
meaningful responses. In 2022, we responded to 85% of issues in less than 4 hours
and resolved or escalated 80% of issues within just 2 days!
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Customers were asked to rate vendors out of five possible points on each of the above
categories. Each bar represents how many points that Dimensional Insight scored above
the overall sample. Source: Vendor Insights/Bl: Dimensional Insight 2022 Edition

Take, for example, Petalfast, the first-of-its-kind full-spectrum sales and marketing
agency for the cannabis sector.

“We're a startup business operating at startup speed,” says Sam Carey, VP of Digital
at Petalfast. "So we need solutions that can keep up. When we email Dimensional
Insight, we get a fast response. They quickly diagnose whatever is wrong and
implement a long-term fix so it doesn't happen again.”

Likewise, in a healthcare setting, IT problems can be just as urgent.

“Nearly all of our tickets are handled by the same support rep,” says Colby Lutz,
Senior Business Intelligence Analyst at UPMC Western Maryland. "I normally get
a phone call from him within 5 or 10 minutes of whenever a ticket goes in. He knows
the right questions to ask to figure out exactly what we're doing and what we're
trying to achieve, so that we can get the quickest turnaround possible.”
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Julie Syracuse, Business Intelligence Systems Manager at Winebow, a beverage
alcohol importer and distributor, also states that having local support plays a big role
in her satisfaction. "I deal with a couple of other software vendors and there’s always a
delay in getting a response. With Dimensional Insight, I hear back almost immediately
that they either have a solution or are working on finding one. Support is local so
responses are delivered within a much quicker time frame.”

@ PERSONALIZATION
“ One hallmark of Dimensional Insight's customer support is our focus on personalized
RESPOND TO 85% attention. We understand that every customer is unique, with specific requirements
’ and challenges. Consequently, our support team takes the time to listen attentively,
OF ISSUES IN LESS THAN empathize with customer concerns, and tailor solutions that address their
4 HOURS specific needs.

“The customer support folks understand who they're talking to—they get to know
you and understand your capabilities,” says Syracuse. "I'm a long-term user so when
I come with a question, they just point me to where I can find the information
because I prefer to learn it myself. But we've had other people contact them whose
understanding isn't quite as in-depth.”

“For example, my boss didn’t have the admin privileges he needed to get into the
system,” continues Syracuse. “I was in the hospital at the time and unable to fix it
myself. So customer support worked with him directly and provided him with step-by-
step instructions to help get him in and avoid a crisis.”

At Dimensional Insight, we understand that different end users have different needs
and expectations. There is no one-size-fits-all solution, and our customer success

RESOLVE/ESCALATE 80% team takes pride in providing personalized support.
OF ISSUES WITHIN 2 DAYS
GROW WITH THE CUSTOMER

The impact of Dimensional Insight's exceptional customer support extends far beyond
issue resolution. By consistently going above and beyond to ensure customer success,
we work to cultivate strong, long-term relationships with our clients. This commitment
to customer satisfaction has resulted in a high rate of customer retention and advocacy.
Satisfied customers not only continue to benefit from Dimensional Insight’s solutions,
but also have a voice in the development of future applications as well.

Q.Q.o Carolyn Rogers, Systems Analyst at Watson Clinic, says that Dimensional Insight's
support team is one of the driving factors behind her team’s success. "We couldn't

do it without support. They are always there to help and guide us through any issues.
They'll provide an example of what we need, almost like they're holding our hand,” says
RESOLVE/ESCALATE 80% Rogers. “They've just been really, really good to me. Them being behind us is why we're

OF ISSUES IN LESS THAN 2 successful”

TOUCHES Petalfast also meets with the Dimensional Insight customer support team once a week
to ensure that everything is operating smoothly and as intended.

“Customer support is our primary driver for success with Diver,” says Carey. "A dashboard
is a dashboard, I can build it on whatever. But having senior developers on standby to
help and assist is invaluable.”
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Service & Support

Overall Rating
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ABOUT DIMENSIONAL INSIGHT

Dimensional Insight® is a leading provider
of analytics, data management, and
performance management solutions,
offering a complete portfolio of capabilities
ranging from data integration and
modeling to sophisticated reporting,
analytics, and dashboards. Founded in
1989, Dimensional Insight has thousands

of customer organizations worldwide.
Dimensional Insight consistently ranks as

a top performing analytics organization

by customers and industry analysts in its
core market segments including healthcare,
manufacturing, and beverage alcohol.

For more information, please visit

https://www.dimins.com/.

©2023 Dimensional Insight Inc. All
Rights Reserved. Dimensional Insight,
and Diver are registered trademarks

of Dimensional Insight Inc. All other
trademarks cited herein are the property
of their respective owners.
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https.//www.gartner.com/reviews/market/analytics-business-intelligence-platforms/
vendor/dimensional-insight-incorporated/product/diver-platform

WHY IT WORKS

In an era where technology solutions are continuously evolving and data-driven
decision-making is paramount, organizations rely heavily on reliable and efficient
software platforms. However, even the most advanced and powerful solution is

only as valuable as the support system behind it. Recognizing this fundamental
truth, Dimensional Insight has invested substantial resources and expertise to craft a
customer support experience that sets the gold standard in the industry.

Dimensional Insight's support staff comprises knowledgeable industry experts who
not only possess an in-depth understanding of the technology, but also a genuine
desire to help customers succeed. These staff members are equipped with the
expertise to address a broad range of challenges, from troubleshooting technical
issues to providing guidance on best practices for leveraging our technology’s
capabilities.

Dimensional Insight's commitment to exceptional customer support is further
reflected in our comprehensive support infrastructure. We employ a multi-channel
approach, ensuring that customers have various avenues to seek assistance, including
phone support, email, live chat, and an extensive knowledge base. This diverse range
of communication options allows customers to choose the method that best suits
their needs, empowering them to quickly access the support they require, whenever
and wherever they need it.

And to top it all off, you're always talking to another human on the other end. “The
human touch is awesome,” says Amy Grollman, Sr. Director of Data Architecture
and Software Engineering at NABCA. “The fact that I'm always able to get a human
on the other end is huge. There’s no robo-call or generic automated email response. I
know that there is actually a pair of human eyes looking at our ticket.”
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