
Developing Performance Support for
Computer Systems: The Key to Unlocking
Peak Performance
In the fast-paced digital landscape, computer systems are the backbone of
modern businesses. However, even the most sophisticated systems can
become roadblocks to productivity if users encounter performance issues.
To address this challenge, performance support is essential. This
comprehensive guide empowers you with the knowledge and expertise to
develop effective performance support solutions that enhance user
experience, minimize downtime, and maximize return on investment (ROI)
for your computer systems.

Defining Performance Support

Performance support refers to a wide range of strategies, tools, and
resources designed to assist users in performing their tasks efficiently and
effectively. It goes beyond traditional user manuals and help desks,
providing proactive and personalized support that anticipates and
addresses user difficulties. By implementing performance support,
organizations can empower users to resolve issues independently, reduce
downtime, and contribute to overall system performance and productivity.
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Key Benefits of Performance Support

1. Improved User Experience: Performance support simplifies complex
tasks, provides clear instructions, and guides users through unfamiliar
functionalities. This enhances user satisfaction, promotes self-reliance, and
fosters a positive user experience with computer systems.

2. Reduced Downtime: When users can quickly access performance
support resources, they can resolve issues on their own, minimizing the
need for external support. Reduced downtime translates into increased
productivity and cost savings.

3. Enhanced Knowledge Transfer: Performance support platforms serve
as a central repository of knowledge and best practices. This facilitates
effective knowledge transfer across the organization, reducing the reliance
on tribal knowledge and preventing critical information from being lost.

Developing Effective Performance Support Solutions

1. Analyze User Needs: Conduct thorough user research to identify their
specific support needs. This includes understanding their skill levels, typical
use cases, and common challenges they encounter when using computer
systems.

2. Design for Usability: Performance support materials should be easy to
use, navigate, and follow. Use clear language, concise instructions, and
intuitive user interfaces. Consider incorporating multimedia elements such
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as videos and interactive tutorials to enhance engagement and
understanding.

3. Leverage Technology: Utilize modern performance support tools and
platforms that provide real-time assistance, knowledge management, and
personalized learning experiences. These tools can automate support
processes, deliver content based on user context, and track user progress.

4. Provide Personalized Support: Tailor performance support solutions to
the specific needs of different user groups. Consider providing
customizable resources, role-based training, and targeted support for
specific tasks and functionalities.

Case Studies and Best Practices

Case Study: Global Technology Company

A multinational technology company implemented a comprehensive
performance support platform for its customer service representatives. The
platform provided personalized learning paths, self-service knowledge
articles, and real-time chat support. The results were remarkable: a 45%
reduction in support call volume, a 60% increase in customer satisfaction
scores, and an estimated ROI of over $1 million per year.

Best Practice: Just-in-Time Support

Just-in-time support provides assistance when users need it most. Embed
performance support resources directly within the computer system's user
interface. This ensures that users can access support materials in the



context of their current task, without having to navigate external resources
or request assistance from external sources.

Developing effective performance support for computer systems is crucial
for optimizing user experience, minimizing downtime, and maximizing ROI.
By understanding the key benefits and following the principles outlined in
this guide, organizations can create comprehensive performance support
solutions that empower users, increase productivity, and drive business
success. Embrace the power of performance support and unlock the peak
performance of your computer systems today!
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