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Business Overview
Company Name: 
SpiceCSM (Customer Service Management) 

Contacts: 

Durk Stelter, CEO, dstelter@spicecsm.com
Mark Cornett, COO, mcornett@spicecsm.com 

Product: 
SpiceCSM Guided Assistance SaaS Software for agent assisted services through call centers, and self-service over the web. 

Founded: 
September, 2008 - Spun out from Fused Solutions a Technical Support and IT Services contact center 

Employees: 
7 - includes full time, part time employees and contractors 

Customers: 
8 direct customers with agents deployed on customer premises or guided self help deployed on their website.  67 channel customers (83 different brands) through Fused Solutions, a 65 agent contact center who uses SpiceCSM software to manage technical support and customer service contacts for its clients. 

Stage: 
Stable, existing product. Current release Version 7. Deployed for the past three years in co-sourcing arrangements through Fused Solutions contact center. Signing up customers / generating revenue. 

Funding History: 
$1million seed funding, September 2008, Seaway Private Equity Corporation (SPEC); post money valuation $3 million 

Funding Request: 
$1,000,000 to be used over a six to eight month period (~$100K per month burn plus $200K reserve) to prove out the repeatable sales and marketing model, ramp channel partners, and build an effective direct inside sales channel 

Exit Opportunity: 
Acquisition by CRM, Knowledge Management, Business Process, Call Center Solutions market leader 

Business Proposal

SpiceCSM solutions will transform the way that millions of customer problems are resolved on a daily basis through web self-service applications and agent-assisted interactions in contact centers. The SpiceCSM solution effectively lowers the cost of service delivery by shifting the burden of problem resolution from expensive subject matter experts and highly trained support technicians, to customers via self service on the web or to lower-skilled contact center service agents. By improving the success rates of self service over the web, the company’s solution will create a step function increase in deployment of the technology by corporations, non-profits, and government organizations. 
Referred to as Guided Assistance Applications, the solution is incremental to those available to customers over the web and through service agents today. Deployed today at customer sites, it is a content-rich, easily implemented SaaS solution that produces a predictable customer experience. It combines problem-specific information embedded within structured, process-specific workflows to quickly and efficiently resolve customer issues. Workflows, in the form of decisions trees, are posted to a web site as self-service applications, or launched at a service agent desktop for agent assisted phone calls.  
Industry Trends

The company believes there are several market drivers that point to an emerging market opportunity for Guided Assistance Applications. 

1. Companies will continue to manage the cost of service delivery by… 

a. 
shifting customer interactions to self-service applications over the phone and the web. 

b. 
shifting customer interactions to lower cost labor resources. The trend has been to shift service centers to lower cost labor regions. This expensive practice has been more effective for large corporations, less effective for medium and small companies. 

c. 
utilizing Web self service for internal corporate services. 

d. 
deploying solutions at the service agent desktop that improve agent productivity but also allow lower skilled talents to handle higher skilled tasks.


2. 
A gap exists between the information available over the internet through search engine technologies and problem resolution. Current internet search technologies lack the process or workflow component required for effective problem resolution. The industry focus is more on logic or inference algorithms to optimize relevance of search results. 


3.   A gap exists between current knowledge base information and problem resolution. Knowledge base solutions are effective at identifying useful ‘article based’ content but 
less effective at presenting content in a workflow process that supports problem resolution. 

Revenue Potential and Revenue Models 
SpiceCSM sells two Guided Assistance Application products: Guided Self-Service applications and Guided Agent Assisted applications. The SpiceCSM revenue model consists of a combination of monthly recurring revenues from SaaS platform user access fees (agent seat licenses or session fees), and secondly, one-time application configuration and one-time packaged application resale fees. 
The SpiceCSM Product 
The SpiceCSM solution is a SaaS application deployed by service and support organizations to improve the customer experience and reduce the time required to resolve customer issues. Its solution is part of a category of products within Customer Service Management that the company identifies as Guided Assistance Applications. The solution combines a customer service knowledge base and a guided workflow application, or problem resolution engine, which can be configured by the customer. The SpiceCSM problem resolution engine is an incremental service application that integrates with any CRM and enterprise process application to exchange customer information relevant to quick resolution of customer issues. 

A third important component of the product is a user friendly application configuration tool, called the Spice Editor. This tool allows non-technical users to develop workflows and embed content using simple, object-oriented build steps. It is designed for use by customer support staff or subject matter experts or the professional services staff of value added vertical market resellers. 

A single SpiceCSM guided-service application can be simultaneously deployed as a self-service web application and an agent-assisted application used by service agents on the phone. This single guided-service application blends the self-service and agent-assisted models by presenting the customer’s self-service history to the agent at the point a customer escalates from self-service to live assistance. 

Lastly, the solution integrates easily with synergistic enterprise and on-demand applications already deployed within service operations and contact centers such as CRM, Helpdesk software, Business Process software, virtually any corporate database source. 

Execution Plan 
Decision Maker. Initially, the company will target department level decision makers within customer service organizations in medium and large corporations. The low deployment requirements and SaaS-based delivery model will support a purchase decision by a single functional head. For these same reasons, the company believes it can quickly move downstream to the SMB market. 

Market Segment. In the first two years, the company will focus on B2B and B2C opportunities that involve more complex problem resolution requirements such as technical / consumer electronics products and services. The SpiceCSM solution is also applicable to transaction based customer service requests such as purchases or service changes that require sophisticated decision trees to conclude a transaction. Beyond year two, the company will expand into these market areas. 

Channel / Distribution. By end of year three, the company believes that 65% of revenue will be channeled through a set of value-added resellers who focus on industry vertical customer service solutions and contact center solution providers. The company will partner with resellers of similar customer service technologies – system integrators, CRM implementation providers, call center solution providers. As an example, interactive voice response resellers who already have a professional services organization trained to deliver similar applications on the voice side and would view the Spice application as aligned with their business and customer base. 

Initially, the company is building a direct inside sales team and customer onboarding team to grow a customer base and prove out the sales and onboarding processes. The company expects to build a reseller channel beginning mid 2010 with channel revenue by end of 2010. 
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