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Customer-Driven
Initiative Yields Results

Symantec COO explains how the company’s
Customer-Driven initiative results in a better
experience for customers and partners.

By Alan Drummer

hat steps is Symantec taking to win and

deepen customer and partner loyalty? An

ongoing process is underway involving
regular communication and benchmarking. CIO Digest
recently talked with Enrique Salem, Symantec’s Chief
Operating Officer, about the concept and impact of
Symantec’s Customer-Driven initiative.

Q. Enrique, what is the Customer-Driven initiative,
and when and how did it come about?

A. Enrique Salem: The Customer-Driven initiative is
focused on what the 17,500 people at Symantec are
doing to ensure that we have loyal customers who
are thrilled to work with us. At Symantec, we pride
ourselves in building long-term customer relation-
ships. To measure customer loyalty, we use what’s
known as the Net Promoter Score, which tells us if
customers are willing to recommend Symantec to
others, and if they are going to continue purchasing
more products from Symantec. We track this metric
every quarter and report to our senior leadership
team on how we’re doing in areas such as improving
product quality, the ease of doing business with
Symantec, simplifying our licensing, and working
more closely with our channel partners.

the report found that the
maximum number of attacks

worrisome, identities exposed
in the government sector have

Q. How is Symantec focused on making the life of a
CIO easier?

A. Enrique: CIOs are dealing with cost issues. They
have to do more with less. The complexity in their
environment continues to increase, and they have a
whole range of regulatory compliance issues to deal
with. Symantec is bringing together the best portfo-
lio of software products in the industry in the areas
of security, availability, and compliance to drive a
more streamlined environment for CIOs. We're help-
ing them at the endpoint; we’re helping in the data
center. Through the range of products and services
that Symantec offers, we’re enabling them to reduce
complexity across their entire infrastructure and
drive costs out of their operations.

Q. How can Symantec’s Customer-Driven

initiative help ClOs?

A. Enrique: By making it easier to do business with
Symantec. ClOs want fewer “throats to choke.” When
they have a problem, they don’t want to have to deal
with five different vendors. With our broad portfolio
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page at go.symantec.com/
threatreport.

made up 71 percent of all
email traffic monitored at the

still originate in the USA,
accounting for 24 percent
of worldwide activity. The
education and government

sectors are the most
vulnerable. Although data
breaches in the education
sector have declined from 30
to 24 percent, this is still more
than any other sector. More

increased 12 percent from the
first half of 2007, accounting
for 60 percent of the total.

The number of malicious
code threats reported to
Symantec shot up 136 percent
in the second half of 2007
compared with the previous
six months. Between July 1
and December 31, 2007, spam

gateway, a 16 percent increase
over the last six months of
2006. Interestingly, 80 percent
of all spam detected during
this period was composed in
English, up from 60 percent

in the previous reporting
period. For the full report,
visit the Symantec Internet
Security Threat Report home

[Securing citizens’ data ]
Korea’s largest local district
government organization,
Songpa-District Office, serving
a population of over 610,000,
has developed a comprehensive
network access control solution
that covers more than 1,700
PCs, 32 departments, and
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we’re helping them consolidate vendors. And we're
simplifying and improving not just procurement, but
also the overall support experience.

Q. How is Symantec changing internally as a result
of this initiative? What'’s different about the way
Symantec employees are approaching their jobs?
A. Enrique: We’re making sure every Symantec
employee understands that what he or she does
has an impact on the customer experience. The
message is, if a customer issue comes in, own it
and drive it to closure. Every employee knows and
believes that making sure our customers are suc-
cessful in the use of our technology is part of their
job. That’s always been the case, of course, but
now we’re providing
visible metrics to

track our progress.
Our employees are
actively engaged,
not only in making
sure that we deliver
a great experience,
but in soliciting the
feedback directly.
Because ultimately,
getting that direct
contact with the cus-
tomer is the best way to really understand what’s
working and what’s not.

>> 66% of millennial-

generation workers (born after
1980) access social networking
sites from work, compared to
13% of other workers.

Applied Research study for Symantec, cited

in Samir Kapuria, “Millennial Workforce: IT
Risk or Benefit?” Symantec blog, March 2008.

Q. For business customers, what has already been
improved or enhanced as a result of this initiative?
And looking ahead, what kind of enhancements can
customers expect?

A. Enrique: Our focus on quality starts with a rigor-
ous “first 24-hour review.” It’s now institutionalized

here at Symantec to make that initial deployment
experience a positive one.

We’ve also made improvements to our licensing
process. Over the years, Symantec has acquired a
number of different companies that have all had
different buying programs. Now, we’ve started to
simplify things; instead of having 20 different buy-
ing programs, we’re offering just a few that are easy
to understand. Our customers intuitively know what
program they should use for a particular product
acquisition.

In addition, we’ve improved our licensing portal;
customers want to know when their licenses expire,
and when they need to renew their licenses.

And we’re introducing a number of improve-
ments to our support services, because that repre-
sents the day-to-day interaction that many of our
customers have with Symantec. For example, users
can now access support and live agent chat directly
from our products. We’ve reduced the average wait
time to talk to an agent by nearly a third during
2007. And we’ve improved the likelihood the first
agent you contact will resolve your problem suc-
cessfully by 25 percent between March 2007 and
January 2008.

Q. For Symantec business partners, what has

already been improved or enhanced as a result of

the initiative?

A. Enrique: We’ve made a number of enhancements
to improve the overall partner experience. I've
talked to many partners who've told me that al-
though they love our products, they don’t have time
to wait on the phone lines for support. So we've
gone through a series of training efforts for our
support team, concentrating on faster escalation
from Tier 1 to Tier 2 support, as well as developing
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26 village offices. Based on
Symantec Network Access
Control, the solution has
helped the Songpa-District
Office maximize its existing

antivirus measures by helping
keep endpoints patched and
critical applications running.

In an interview with Korean
trade magazine Network Times,
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Dong-Hyuck Kang, Computer &
Information Division manager
at Songpa-District Office

said, “NAC is a must for every
enterprises/organizations

to step into the next-level of
security, and Symantec offered
us the best and the clearest
way to boost security and
efficiency.”

[Keeping kids out of

harm’s web]

Parents may be surprised at
what their kids are doing on
the Internet, according to a
Symantec survey. The Norton
Online Living Report reveals
that one in five responding
children admit to conducting
activities online to which they

know their parents would

not approve. The report
shows that children can be
perpetrators or targets of
online pranks, approached

by people they don’t know,
and asked for personal
information. In the sample
from the United Kingdom, one
quarter of parents reported
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better Web-based knowledge management tools to
allow customers and partners to get help directly.
And again, we’ve made a number of improvements
in the licensing area, simplifying the process for
our partners as they attempt to determine what
licenses a customer has. That’s information they
can get from our licensing portal.

Q. Have you learned anything from your work

with partners that will benefit Symantec business
customers?

A. Enrique: The improvements that we’re making
for our partners and our customers are absolutely
interrelated. The feedback that we get from our
partners about the licensing experience, the support
experience, and how customers feel about the initial
deployment helps us improve the customer experi-
ence. And many of the improvements that we’re
making on the partner side have a direct benefit to
our customers.

Q. It sounds like collaboration is increasing between
business partners and customers and Symantec. How
can business customers or partners give feedback
and suggestions to Symantec?

A. Enrique: Customers and partners can provide
feedback through our web site at www.symantec.com/
feedback. We conduct regular surveys with key con-
stituents. Also, many of our customers and partners
have direct contact with Symantec employees. We'’re
committed to taking action on that feedback to cre-
ate a fantastic experience for both our partners and
our customers. m

Alan Drummer is Creative Director for Content at NAVAJO
Company. His work has appeared in the Los Angeles Times,
San Francisco Examiner, Create Magazine, and on The History
Channel.

their child on safe Internet
practices. To read the report,
visit go.symantec.com/
kidsonline.

having no idea what their
children do online. Only 37
percent set parental controls
on their family computers.
About 70 percent of parents
were concerned about their
children being approached
with inappropriate content
or solicitations, but only

40 percent had spoken to

[2008 Government VAR
Award for Symantec]
Solution providers and
vendors met at this year’s
XChange Government

Root Cause of IT Incidents

ymantec’s IT Risk Management Report 2: Myths and

Realities, examines several misconceptions about IT

Risk Management, including the notion that technolo-
gy alone can mitigate IT risk. This is demonstrated in a study
conducted by Symantec and researchers from MIT’s Center
for Information Research in 2007, which examined the root
causes of 85 severity-one security and availability incidents.
Process issues were cited most often in the survey, and in
63 percent of these cases, no pre-defined process existed to
manage the incident. Check out the report at go.symantec.

com/itrm_2.
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Source: “IT Risk Management Report 2: Myths and Realities: Trends through
2007,” January 2008 (n: 85). (61% indicated multiple incidents, and thus the
reason the aggregate exceeds 100%.)

>> 530/0 of security incidents are caused

by a process failure, not a technology failure,
according to the MIT Center for Information
research, cited in Symantec’s IT Risk Management
Report 2: Myths and Realities (December 2007).

Integrator ‘08 conference in
Washington, D.C. to honor
companies that prove they
understand the IT requirements
of the public sector. More

than 130 solution providers
attended the event, where five
solution providers and five
vendors were recognized for
their exceptional work with the

public sector. Symantec was
awarded the Top SLED Program
of the Year for its infrastructure
security software that has
been helping public sector
organizations meet compliance
regulations.

To view photos from the
event, visit go.symantec.com/
govtawards.

symantec.com/ciodigest




