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    New! Game Center Group Support Portal ς Knowledgebase, Ticketing, Chat and more all here 
 

Bad GM  
 

GM: Uh, Mr. Supervisor, uh, 
you need to come here and 
see this. 
 
Supervisor: What the hell is 
that? 
 
DaΥ LǘΩǎ ŀ ǎǇŀŎŜ ǎǘŀǘƛƻƴΦ 
 
{ǳǇŜǊǾƛǎƻǊΥ ²ƘŀǘΩǎ ƛǘ ŘƻƛƴƎ ƻƴ 
the ground? 
 
GM: GM-Ted teleported it 
there. 
 
Supervisor: He what? Can you 
put it back? 
 
DaΥ L ǘǊƛŜŘΣ ōǳǘ L ǘƘƛƴƪ ƛǘΩǎ 
totally broke.  
 
Supervisor: *sigh* 
 
LΩƭƭ Ŏŀƭƭ ŘŜǾŜƭƻǇƳŜƴǘΦ 

 

Welcome 

 

To the January edition of mmoToday! 
 
This month, we continue our interview with our E-Support Director 
Merv Lee Kwai III. We also take a closer look at our E-Support Portal, 
anti-aging experiments, why templates are inefficient, and other 
wonderful things.  
 
In other news, San Diego continues to have beautiful, warm weather. 
 

Live Gamer Partners with Game Center Group 
 
Emerging virtual trader Live Gamer has turned to Game Center Group 
for CRM, consultation, telephone support and knowledge 
management specialization. Live Gamer, boasting the first enterprise 
virtual trading platform that provides player-to-player exchanges has 
chosen Game Center Group (GCG) as their preferred service provider 
to head their live support network.  
 
 

CRM Technology 
 
¢ƻŘŀȅ ǿŜΩǊŜ ƎƻƛƴƎ ǘƻ ǘŀƪŜ ŀ ŎƭƻǎŜǊ ƭƻƻƪ ŀǘ ƻǳǊ hosted CRM service, 
what it can do, and how it works. 
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 CRM Tech Piece 

  Off The Beaten Path 

   Interview with Merv 
Lee Kwai- Part II 

 Templates and You 

 Multiplicity 

 QUICK TIPS 

Looking for some extra 
cash to do fun things for 
your employees? Institute a 
swear jar! Knowing the 
customer service industry, 
you could take your guys 
out for mini-golf every other 
week! 

 

MMO FOCUS – Musings 

PST:  Please Send Tell. 
Normally used when 
requesting services in public 
chat. ñSelling Greatsword, 
50gold, PST.ò 
 
Important note: PST does 
NOT stand for pssst. Doing 
so will bring accusations of 
being a n00b. 

 
 

 

 
  

  

  

Our tool is a complete package ς it includes chat, ticketing, email 
routing, and several takes on a knowledgebase (including RSS feeds). 
Most of these are customizable; with the ability to modify their 
ŦǳƴŎǘƛƻƴŀƭƛǘȅ ƻǊ ǊŜƳƻǾŜ ǘƘŜƛǊ ŀŎŎŜǎǎ όƛŦ ŦƻǊ ǎƻƳŜ ǊŜŀǎƻƴ ȅƻǳ ŘƛŘƴΩǘ 
want chat, for ŜȄŀƳǇƭŜύΦ ²Ŝ Ŏŀƴ ŀƭǎƻ ŎǳǎǘƻƳƛȊŜ ǘƘŜ ǎƛǘŜΩǎ ŀǇǇŜŀǊŀƴŎŜΣ 
skinning it to evoke your company branding schema ƻǊ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ 
product.  
 
(more) 
 
 

Interview With Merv Lee Kwai, E-Support Director (Part 2) 
 
Iƻǿ ǿƻǳƭŘ ȅƻǳ ŘŜǎŎǊƛōŜ DŀƳŜ /ŜƴǘŜǊ DǊƻǳǇΩǎ ŎƻǊǇƻǊŀǘŜ ŎǳƭǘǳǊŜΚ 
²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ƛƴ ƛƴŦƭǳŜƴŎƛƴƎ ƛǘΚ 
 
²ŜƭƭΣ L ǊŜŀƭƭȅ ǘƘƛƴƪ ǘƘŀǘ DŀƳŜ /ŜƴǘŜǊ DǊƻǳǇΩǎ ŎƻǊǇƻǊŀǘŜ ŎǳƭǘǳǊŜ ƛǎ ŀ 
hybrid of sorts and can be broken into a couple main visible sections: 
positive approach or GCG attitude as we like to call it, the presentation 
of a unified front and our gaming backgrounds.   
 
One of the things we try to instill into all members of our organization 
ƛǎ ǘƘŜ άD/D !ǘǘƛǘǳŘŜΦέ ¢Ƙƛǎ ŎƻƴŎŜǇǘ ƛǎ ƘƛƎƘƭȅ ŎƻƳǇǊƛǎŜŘ ƻŦ ōŜƛƴƎ ŀ Ǌeal, 
tangible person to each and every customer.  In our age of technology, 
ǿŜ ōŜƭƛŜǾŜ ƛǘΩǎ ǊŜŦǊŜǎƘƛƴƎ ǘƻ ŀŎǘǳŀƭƭȅ ǎŜŜ ŀ ƎŜƴǳƛƴŜ ǎƳƛƭŜ ƻǊ ƘŜŀǊ 
friendly, intelligible conversation while our agents work to resolve your 
problems.  We try to convey that smile through all channels of support 
ŀƴŘ Řƻ ƻǳǊ ōŜǎǘ ǘƻ ǇƻǎƛǘƛǾŜƭȅ ƛƴŦƭǳŜƴŎŜ ŀ ŎǳǎǘƻƳŜǊΩǎ Řŀȅ Ǉŀǎǘ ǘƘŜ с 
ƳƛƴǳǘŜǎ ǘƘŜȅΩǊŜ ƛƴ ŎƻƴǘŀŎǘ ǿƛǘƘ ǳǎΦ  In that light, we like to present 
ƻǳǊǎŜƭǾŜǎ ǳƴƛŦƻǊƳƭȅ ǎƻ ǘƘŀǘ ǊŜƎŀǊŘƭŜǎǎ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŜƴǘǊȅ ǇƻƛƴǘΣ 
ǘƘŜȅΩƭƭ ǊŜŎŜƛǾŜ the same quality answer.   
 
¸ƻǳΩƭƭ ƘŜŀǊ ŀ ƭƻǘ ƻŦ ƎŀƳƛƴƎ ŎƻƳǇŀƴƛŜǎ ŎƭŀƛƳ ǘƻ ŎƻƳŜ ŦǊƻƳ ŀ άƎŀƳƛƴƎ 
ŎŜƴǘǊƛŎ ōŀŎƪƎǊƻǳƴŘΦέ  We say that as well, but we really mean it.  LǘΩǎ 
important for an agent to always understand the language of the 
gaming customer ς which, in this day and age, is somewhat cryptic to 
outsiders.  During our interview process we do our best to ensure that 
each employee of Game Center Group could pretty much tear you up 
in a game of Halo, or can two-box heal a 25-man encounter. 
 
²ƘŀǘΩǎ ȅƻǳǊ ǎǘŀnce on quality vs quantity? In the Customer Service 
industry we all make sacrifices to meet our SLAs, where do you draw 
the line? 

http://www.gamecentergroup.com/TechCRM.html


 
It seems as of late that quantity in general has tipped the scales when 
weighed against quality specifically for customer support in the gaming 
industry.   
 
(more) 
 
 

Off the Beaten Path 
 
IŜǊŜ ǿŜ ƘŀǾŜ ŀ ƴŜǿ ŀŘŘƛǘƛƻƴ ǘƻ ƻǳǊ ƴŜǿǎƭŜǘǘŜǊΣ άhŦŦ ǘƘŜ .ŜŀǘŜƴ tŀǘƘΣέ 
where we take a look at interesting or off the wall storƛŜǎ ǘƘŀǘ ǿŜΩǾŜ 
seen in the news recently. A little fun to break up our busy days. 
 
This month we bring you advances in science that promise to extend 
our lives. Both the medical community and the scientific community 
are beginning to look at ageing in a different way ς not as something 
irrevocable and inevitable, but as a disease, something that can be 
cured. New research by Harvard Medical suggests that compounds 
derived from red wine may hold the secret to significantly extending 
life and the quality of life. 
 
So read on, and enjoy the exciting times ahead: 
 
Reservatrol Article 
Reservatrol Videos 
 

Templates and You 
 
Customer Relationship Management (CRM) is a hub of sorts that is 
used to manage all servicing interactions and feedback between you 
and your clients. As such, your support team is an extremely vital gear 
in the machine that makes up your overall productivity, and in effect, 
they determine the success of it. In that light, how your company 
thrives in this arena largely depends on the effectiveness of the 
methods used in your approach of support. A large part of this 
approach has to do with how your agents are trained to handle your 
clients. Thus, we come to standard responses and their general 
inefficiency.  
 
ά/ŀƴƴŜŘ ǊŜǎǇƻƴǎŜǎέΣ ŀǎ ǘƘŜȅ ŀǊŜ ƳƻǊŜ ŎƻƳƳƻƴƭȅ ǊŜŦŜǊǊŜŘ ǘƻΣ ŀǊŜ 
predetermined responses to the most common questions. A canned 
ǊŜǎǇƻƴǎŜΩǎ ǇǊƛmary function is to reduce a ticket response time, but in 

http://www.gamecentergroup.com/InterviewPart2.html
http://www.cbsnews.com/stories/2007/11/08/sunday/main3475140.shtml
http://www.resveratrol.com/Resveratrol%20Videos.html


ŦŀŎǘ ōȅ ǳǎƛƴƎ ƛǘΣ ƛǘΩǎ ŦŀǊ ǘƻƻ Ŝŀǎȅ ǘƻ ǇǊƻŘǳŎŜ ŀ ƭŀŎƪ ƻŦ ŜƳǇŀǘƘȅ ǘƘŀǘ 
translates into disrespect and disregard to the customer. 
Many managers encourage or require their employees to utilize 
canned responses in order to speed up output of workflow. The sole 
positive outcome of this practice entails time-efficient responses, 
ǿƘƛŎƘ ŀǊŜ ŀƭǿŀȅǎ ƴƛŎŜ ŀƴŘ Ŏƻƴǎǘŀƴǘƭȅ ƻƴ ǘƘŜ ōƻǎǎΩǎ ƳƛƴŘΦ ¢Ƙƛǎ ƪŜŜǇǎ 
the tickets rolling out near as quickly as they come in. However, these 
quick response times come at a steep price, as countless frustrated 
customers will attest to. 
 
¢ƘƻǳƎƘ ǊŜǎǇƻƴǎŜ ǘƛƳŜ ƛǎ ŀ ōƛƎ ǇŀǊǘ ƻŦ ǘƘŜ ǎǳǇǇƻǊǘ ǎŎƻǇŜΣ ƛǘΩǎ ŘŜŦƛƴƛǘŜƭȅ 
not the whole picture and a mistake to focus on this one aspect.  
 
(more) 
 

Multiplicity 
 
Game Center Group believes in multiplicity and a synergistic work 
environment. While these are fairly cliché business terms, we actually 
do live them - in fact, our business model depends on it.  
 
One of the primary reasons Game Center Group is able to offer such 
competitive pricing is the way we leverage our resources. Our GSRs are 
trained across all the products we support, so that we can best 
optimize their time, reducing management costs and overhead.  
Because each person is knowledgeable about each processΧ 
 
(more) 
  
 
 
 
 
  

   

ñWe Donôt Make The Games, We Make The Games Betterò 
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