Strategy Documents

| —— .
Q.GLE BT CERTIEICATE:
GL(DGLEI EIBER SCEN

k

J ’
A": y

'm

CL@IT)ng* LE EIBERS,

DataWarner

David Warner



Stakeholder Requirements Document: Google Fiber

El Prof=cclonal: Candd Warnar

Clisnt Bponcar: Emma Santiago., Hiring Managar

Eusinas s probdrm: The Eam's ulimats goal & o communicsie wih ihe cusbomers io necuons
e ozl voliims ard increase cuslomar sabistacion amnd impeove operefonal optimizabdan. The
dashioand you creabs should demorsbrads an understznding of this goal and provida your
skakohoddors with insights abouk repeall caller volumes in diferend markels and the bypoes o
problams thay represent. Priany quashon: Hos ofen ane cusiamerns repealedly contactng tha

cuslomer senvice leam?™

Emkahaobdere:

v Emima Sanilisgo, Hifng Manage
» Eaith Porlang, Project Manager
» Blinna Rah, Lead Bl Analysl

» lan Criega. Bl Analyst

v Dylvia Esm, B Ancd sl

Hmkahobdsr usage datallc: To undersiand how e®echvely tha beam s able 1o anseer
cuslomer quiasiions and resoka probbesrs, tee slakehokders soild e b expdons Fao ofban

cuslomers are caling repesiedly in dfanent markeis wih difarent problams.
Frimary requirsmante

» A char ar able measuring repeat calis by their Tirst comlack dalo

v A char ar lable axplaring repeal cals by markel and probbem by

» Chams showcasing repaat cals by waak, month, and quarter

»  Frovide insighés inlo e Bypes of customer issues that seam bo gererabe mom nepeal
calks

w Explone mepaeat calkes irands in tha thees difemnt marked cibes

» Dosign chars so thaf slakeholders can visw tremnds by wioak, month, quartar, and year.




Project Requirements Document: Google Fiber

El Analyet: David Wamas
Client' 8poneor: Emma Santage. Hiring Managar

Purpoce: A5 part of ihe ivianies process, e Fiber oasbomer senvics boam hias asked Tor a
dashioarnd usieg fcbanal call certar daka based on e dala they usa regularky on the job b gain
Insigihis siboul repeat callers. The =am's uiimeiz goal s b communiciz with the customers 1o
rediaca the cal volume and incmease cusiormar salisfactan and improve opssratianal
oplimizaton. Tha deshboard you creabe should domonsbraie an understamding of Bhis goal and
proics ol Shakaaders Wil insikhls sboul epeat caller wobiames in differesi makeks and e

By of prabbems By represant

Koy depandenolec: The datesats ans fcionaized versons of e achial dafa this iam works
with. Berawsae of this, the data is afeady anonymized and approved. Howoeer, pou sill nesd o
makr sure that stakeolders have dala access fo all datasets o thay can explons B stops
you've imk=n. The primary conisc= ar= Emma Sanbsgo and Eetth Pofane.

Hakeholder reguirements: In ander io continuously improve cushomar satisfaction, the
dashioand must halp Google Fiber decision-makars undersiznd how often cuslomers aro
Raving bo repeabedly call and what peoblem types or other fackars mighl be induescing thosa

calk.

# chart ar table messuring repaat calls by thai first cordact dade R

& chart or table explaring repoat cals by market and probbem iype R

Charts showcasing ropaat calls by woak, manth, 2md guars O

Frovide insights imfo e bypes of cusiomar issuwes thal e bo gererale mons repaal calks
o

Explone repaat calks ingmds in thie thees difemnt marked cibes K

» Dasign chams s hal stakeloldars can viaw Fands by weak, manth, quanss, and year. R

Supoact crisris;
3peoifie: Bl irsighls must cleardy ideniiy e specfic cramcloristics of a repeal calls, incloding
R oflon oushmers are repeafing colls. Eeacwmabla: Cals should B evalualod using

mRakTabe metrics, ncluding fregueancy and volume. For aeamphs, 9o ouskhmers oall with &
spacific probdam mane oflen than others? Which market ity expanancas S most call? How marry

cuslomers ara caling morn tham anoa™ Aoton-criended: These cuiomes mosk guaniPy e
rumber of repeal callers under dfferent cicumsiances b provice the Soogle Fiber beam with



inskghis inlo customer satisfaction. Ralevamt All medrics must support tha pimary gueston: How
ofien ane cusiomaers repeaiedly conlacting e cuslomer service ieam? Tima-bound: Arabra
cala thaf spard 2l kast ane year 10 undersiand how repeal calars chamnge ovar ime. Exploring
data that spans muliple months will capture poaks and valkeys inousde.

Ugar journaye: The ieam's uibmaie gonl b o commanicale with the oesiomess b red uces e call
woluma and increass wsinmar saisiaction and improva oparalional cedmizaton. The dashboand
wiodd cresin okl dermansirala am undsrstandirg of this gosd and provids your stk ekl with
inskahls about repeat caler volimes in diffaran markels and the types of probkems thay nepresant

AcsmmpHone: W order b amonymize and fictioraine the data, e datasels the colomns
markel_1, markal 2, and maked 3 do indicado three differest oby sordioe areas e data
RpErSaris.

Th dafa a0 ISIs Ten probikm Typas:

Typa 1 & acocount mansgeman
Type 2 B echnician roubleshooding

Type 3 & scheduling
Type 4 & consinechan

Typa b & inlemet and wili
AccdBonalky, the datasal ako retords repeat cals over seven day pariods. The inlial corisct dabs

iz lsbad as conkaclks n. The ather cal polumrs ane then condacks n nomber of days sinca firs)
call. For axamphs, contacls n_B indicabes S days sines Tirsl oortaot.

Compliznos and privaoy: Tha dalasels are Acloneized versions of e aclual data this @am
warks with. Bacause of this, e defa is acady aromymized ond approved. Howewar, ol will

ried B0 make sure el slakeholders Fave dala access bo ol dalasals =0 ey can axplone tha
sheps. yvouve Baken.

Aposscillity: Tha dachboards shoukd ofar texl alemafives inclodicg arge print and Geat-lo-
Spaach.

Fol-put plan: Tha stakahaldars hava nelpiesiad O oormpbebeed Bl ool in Sbhi wassks,



Strategy Document: Google Fiber

Hign-odT makrx:

Dot W amar Bl Analysi

2025

Fropocer: Emima S2nilage Hinng Manages

Habue: Draft = Under myvies = Implamanbed | Mol mmpbemsanled

Frimary daisceat marked 1, makat I, market 3

Sanomdary detacet:

Ucar Profll=c

Emma Eanlizga, Hirng Manager
Kaith Porfane, Projact Manages
Klinna Rah, Lead B Analyst

=n Criega, BI Analyst
Sylvia Essa, BY fnabest

Dashboard Functionality

Dwghiboand Featum Your Resguesct

Relerenca dashboard

(Ehoubkd This dashboard ba modalad on an
ilsfing dashboard? I &0, provwide a ink and
diescribo the simndariby.

Build a new deshboaird 1o explore b rienbar

of repRat calkers and thair probbes tipes in
o diifemest market cbos.

A neEs
[How shaoidkd actess 1o the dashboard b

I bad 7 W0 needs 1o have aocess?)

Build a now dashbioard 1o explors e rasmbor
of repaat calkers and thair probikes typses in
thirea diftenerk markel chies.

Scopa
(Whal dala should bo includad o axoludad in
this dashiboand7]

Fiadds includa: dake, markel, probhem_ by,
contact_mand contacl n_#

Daide Tiers amd granularby
(Ehnubd the dashboand incheds dals fibkers? B
&0, wihad lims frama should ba displayed by
defaulk? Shoidd thee dashiboand inclids o
"grangerty” drop=doan ? IF so, el
granularty shodwld ba sokected by Seluulk?)

Dwia Tilers can b appliod for the Tollowing:
Wik, Mordn, Ouarar

3 sy i iy
Ay chart with dedailied mafrics shoiild hava
thee abil®y b click an that medric b viks

spaciic infomabion.

Metrics and Charts

Creals & bl for ssch chart that you'd IKe 0 indude Inthe deshbossd. Hyou'd ke 10 bressk the dieshboerd oeder

cifferant hesders, Teel freas b B thaoss Fane 25wl



Chart 1

Charf Featurs Your Requsct
Chiart bl Renaat cals by frst dabs
Chiart bypa Repeal cals by frst daks

Wl hvow ol chark nadds b b craalad? ]

Cimarsianis]
(Whial dimansions doas this chan necd 1o

[ T =]

Dy of indtial call, subsequant repeat cals

Plaafricis
(Whal melrics am rehavant b s chat™)

Oy of indlial call subsequant repeal cals

Chart 2
Charf Faafumns YWour Resqusct
Chiart bithe Pkt and Probdam Tyviess ol First Rsoead
Calls
Chiart bypie Bar

Wl hvow ol chark nadds b b craalad? ]

Cimarsianis]
(Whal dimansions doas this chan nead 1o

[ T =]

Call type, markat, contaclt m 1

Plaafricis Conlack
iWWhal malnes amn relevant o s chat™)
Chart 3
Chart Featurs Your Resqusct
Chart bithe Calls by Markel and Ty
Chiart bypis Takbihe

Wil typ ol chiarnt meeads bo b crealed T

O e ban 5]
ivhal dimensions doas this chan need 1o
incincheT )

Fdarboet, ool tyips, day

Fdafricia)
(Whal melrics am rehavant b s chat™)

Conlack




Chart 4
Charf Feafurs

Chiart btk

Chiart bypi

[k Bypaa of Chairl neads 10 bE Cresbed T This codild
incisde amy char typa, includiceg a ing chart
(limesaras], bar chart, or labdi.)

Your Requsct
Repaals by Wesk, Morih, and O e

Bar

Cimarsianis]
MWhat dmaraions doRs s chat mnesd 1o includa?)

Dwle, oorlact

Flairicis )
Mfihal matrics are relavant 1o this char?)

Ol
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