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PSFEI ïCustomer Support

Q: Whatôs the deal then?

Å We have been developing, releasing and managing online 
games for over 7 years and have dealt with various companies 
who have provided Customer Support. 
However, over time we have been underwhelmed by those 
services which we believe is due to lack of competition in the 
marketplace. 
PSFEI Customer Support is that competition, and if we do 
nothing else but ensure that our entry into the online gaming 
support marketplace increases the level of service to business 
and customers by our competitiors then we will consider 
ourselves a success.

Å PSFEI Customer Support provides superb quality, experience 
and value for money for existing and new online games. It is 
run by award winning industry veterans who are also gamers 
and have high expectations of what gaming customer support 
should mean.
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PSFEI ïCustomer Support

Q: What services do you provide?

PSFEI Customer Support offers (all services are 24/7/365 and SLA bound);

Å In game support
ï via chat messaging or general chat channels.

ï visible, approachable CSR staff in game.

Å Out of game support
Å Use of our Enterprise scale, web based ticket management system.

Å Technical support options available if needed.

Å Community Management
Å Forum monitoring and responses.

Å Tool creation and advice
Å We can provide advice and experience whilst tools are being created to allow better focus of 

development time and ultimately more responsive support.

Å Events
Å In game events specific to your game.

Å Multi-language
Å We are able to provide all of our services in English, French and German and hope to include 

Spanish and Italian languages shortly.
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PSFEI ïCustomer Support

Tier 0 ςAutomated Support

Tier 1 ςCommunity Support

Tier 2 ςGame Masters

Tier 3 ςAdvanced Support
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PSFEI ïCustomer Support

Tier 0: Automated Support.

Å Knowledge Base.

ï Standard queries.

ï Searchable.

ï Always available.

ïWhere possible, available in-game.

Å FAQôs.

ïUpdated 10 top lists.

Å Resolves 90%+ of queries.
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PSFEI ïCustomer Support

Tier 1: Community Support

Å Forums.

ï Common interface, easy to use and known to most 

gamers.

ï Allows game play questions to be answered by other 

players.

ï Fosters a strong community and draws people into the 

game.

Å In game.

ïChat channels etc.
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PSFEI ïCustomer Support

Tier 2: Game Masters (GMs)

Å Paid employees.

Å Mostly based from home.
ï Allows greater access to knowledgeable people.

ï Allows people to work hours that suit them

ï Cheaper resource.

Å Specialised teams
ï We employ specialist staff in areas such as technical support and account 

management, we believe in having the right people for the job.

Å Central core team to co-ordinate between the home workers, 
players and the developers.
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PSFEI ïCustomer Support

Tier 3: Advanced Support

Å In depth technical knowledge used to resolve errors or low 

level user problems.

Å Working directly with the developer/publisher to ensure quality 

retrieval of information essential in resolving problems on a 

code/DB level.

Å Available to assist Tier 2 members in tracking down data from 

log files etc.

Å Knowledge on up and coming patches or other problems found 

in developer builds or in testing.
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PSFEI ïCustomer Support

Q: Where are your staff based?

Å Our teams are made up of home based workers from 
across North America and Europe. 

Q: Hold on, how does that work then?

Å Using home based workers allows us to tap into 
experienced gaming talent who would not normally be 
available because of location or other constraints. These 
staff have all worked remotely before and are vetted 
prior to joining PSFEI for their manner and gaming 
knowledge. All staff have at least 1 years customer 
support experience.

Å All staff are contactable via Skype technology at all times 
during their shifts, with our shift leaders co-ordinating 
support óhot spotsô or sickness cover as needed.
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PSFEI ïCustomer Support

Q: Cost and contracts?

We wondered when you were going to ask!

Å Costs
ï Charges are based on the service required and the number of staff needed.
ï All projects come with an experienced project manager to ensure smooth 

integration of our teams and understanding of your game and your 
processes.

ï We guarantee we will never be more expensive than our competitors
ï We provide a detailed breakdown of the staff, hours worked and areas 

covered during their shifts with each invoice so you know what you have 
paid, no one line invoices here thank you!

Å Contract
ï Our contract details payment terms and team scaling, thatôs about it. We will 

not tie you into long contracts.
ï Our aim is to provide the level of staff needed to support your players and 

business and as such we can scale up and down the teams based on the 
success of your title. This can normally be done at very short notice.
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Support Enhances The Value 
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PSFEI ïCustomer Support

Q: What next?

Å Like what you see and want to know more? Email us at 

phil@psfei.co.uk and we can discuss your specific needs.

© Copyright PSFEI 2007

mailto:phil@psfei.co.uk
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Thanks for your time!
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