Practical Exercise 1

Download and re-write the first one or two paragraphs of the press release below so that they score significantly higher on the Flesch readability scale.

Transversal E-Service Answers Nearly Half of Sony Playstation’s 
Customer Queries
Transversal (www.transversal.com), the eService software provider, today announced that its Metafaq™ product is answering nearly half (47 per cent) of all customer queries for Sony Computer Entertainment UK (SCEUK) through the company’s product website (www.playstation.co.uk).

Sony PlayStation® has seen a dramatic reduction in the number of calls and e-mails made to its helpdesks as more of its customers ask questions through its website. Transversal has both improved SCEUK’s speed of response and reduced service costs by handling a large volume of customer enquiries.

Metafaq’s unique ability to understand customer questions and provide precise and intelligent answers has enabled SCEUK to meet customer demand and improve service. Customers can ask the Sony PlayStation website any question relating to PlayStation products and Metafaq will automatically return an answer. For example ‘What are Sony’s return policies for the PlayStation 2?’ or ‘What games are compatible with my PlayStation 2?’

Having sold over seven million PSone® and five million PlayStation 2 units in the UK alone, SCEUK’s contact management resource and consumer care budget was increasing. Transversal’s system has enabled SCEE to control costs while maintaining service quality and allowing customers greater choice in the way they receive service.

In the process of answering customer questions, Transversal’s Metafaq system is building an up-to-date, self-learning knowledgebase that provides invaluable insight into the needs and concerns of PlayStation customers.

Andy Barker, director of customer services for Sony Computer Entertainment UK, said: “Quality of service is central to the PlayStation brand proposition. Our customers, who are fiercely loyal, expect and deserve a high level of service. Metafaq has been part of our service proposition for two years. It has also helped us to control the cost of answering a large volume of customer questions. It certainly demonstrates that with an effective and easy-to-use system in place more and more people will turn to the web for customer support.”

Gerard Buckley, CEO of Transversal, said: “The basis of good customer service is being able to answer customer questions correctly and efficiently. The scope and size of customer queries answered by Sony Computer Entertainment Europe’s website is a great example of how Metafaq can greatly improve an organisation’s customer service. We hope that Metafaq will continue to do this for Sony Computer Entertainment UK for years to come.”

