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Technology Gone Wrong - Issue discovery, analysis, resolution
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Good to know...

» Zendesk used to manage incoming
emails

* Hootsuite used for social media
analysis

* All monitoring is manual (human
analysis), no automation

» CES staffed 9-5 M-F and 7-11pm Sun.

Good to know...

« Staffed 9-5 M-F

» 20+ QA staff members during coverage

hours
* Ongoing QA tasks result in near

continuous viewing of production

environment

1 Good to know...

i« Legacy organization, reports
: to MTIS

| = 6am-10pm M-F coverage

i Off-hours coverage handled
1 by Digital Media team,

1 Hauppauge NY
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