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Whoami….
Austin, TX 

9 years playing with Macs

Musician

Aviation
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Why Are We Here?
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Customer Happiness
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Don’t take my word for it….

How we reach this level of CSAT supporting multi-faceted Enterprise 

environments:

99% Avg. Customer Satisfaction 

< 1hrs. Avg. Ticket Response Times
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Employee/Client 
Enablement

• Regular Check-In
• Employee Lifecycle Management
• End User Enablement

Photo by Chase Chappell on Unsplash
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Regular Check Ins

Photo by charlesdeluvio on Unsplash

• Relationship Building
•  Problem Solving
• Planning and Prioritization
• Make it Fun!
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End User 
Enablement

Photo by Oliur on Unsplash
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“You never get a second chance to make a first impression.” 
-Will Rogers
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Onboarding  
Experience

Seamless
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Automated 
Enrollment
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Enable FileVault 

Ready To Go!!
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🙌
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Keep 3rd Party Apps up to date 
(Patch)

2023
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Step 1 Step 2 Step 3
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Password Complexity Validation

EASY!
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Migrate User Data
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Migrate User Data

MacAdmins Migrator

nittany
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Highly Skilled  
Support

Photo by Annie Spratt on Unsplash

Customer Centric

Develop Expertise

Problem Solving
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Finding how to make a new capability a benefit: 
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Avoiding No
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So What Are Some of the Outcomes?
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Client Feedback
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“The service I have gotten thus far 

has been exceptional. Really the best 

IT support I have seen in my career."
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Client Feedback
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“Everyone on the team is so 

knowledgeable and responsive. I truly 

appreciate all of you and your dedication 

to excellent customer service! :)”
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Client Feedback
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“Super fast, saved my bacon!”
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Employee Experience
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Creating an environment where 
everyone can do their best work!
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Work to 
remove any 

and all 
roadblocks.
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Provide 
actionable 
feedback 

quickly and 
often
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Encourage 
experimentation, 

in the proper 
settings of 

course
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Celebrate 
the wins
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Challenge 
everything! 
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Employee NPS
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Thank You
We’d love to connect and discuss this topic more!

LinkedIN: @justinhenderson

Justin Henderson

Give us feedback on today’s talk: 

Visit alectrona.com/MacAdmins2023 

for this presentation and more info! 
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http://alectrona.com/MacAdmins2023
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