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IT SERVICE MANAGEMENT 
HELP DESK 

c360 IT Service Management / Help Desk, based on the Information 
Technology Infrastructure Library (ITIL) framework, offers a value-centric 
solution, supporting the critical processes every service department runs. 



c360 ITSM 
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c360 offers its complete ITSM solution as a grouping of modules, each designed to streamline and automate 
operations, while working seamlessly with the platform and the rest of the ITSM stack.  These modules are the items 
in a grocery store ς ǇǳǊŎƘŀǎŜ ƻƴƭȅ ǘƘƻǎŜ ǘƘŀǘ Ŧƛǘ ȅƻǳǊ ƻǇŜǊŀǘƛƻƴΩǎ ƴŜŜŘǎΣ ǿƛǘƘ ǘƘŜ ŎƻƴŦƛŘŜƴŎŜ ǘƘŀǘ ŜŀŎƘ ƛǎ ǘŀƛƭƻǊŜŘ 
specifically to overcoming a particular challenge.   

c360 ITSM 

Customer service and support are vital to maintain and enhance a high level of customer satisfaction with your 
delivered products and services.  Each interaction with your customers is an opportunity to differentiate yourself 
from your competitors.  By continuing to exceed expectations and "delight" your customers, you develop a base of 
loyal customers that continue generating repeat business as well as help promote new opportunities.   

ñIn todayôs competitive environment, a disgruntled customer will not be a repeat customer.ò  

OFFERING 

VALUE 

The c360 ITSM suite encompasses all major areas of need for a small to medium-sized businessΣ ǿƛǘƘƻǳǘ ΨƻǾŜǊ-
ŜƴƎƛƴŜŜǊƛƴƎΩ ǘƘŜ ǇǊƻŘǳŎǘΣ ƳŜŀƴƛƴƎ ǘƘŀǘ ȅƻǳ ǿƛƭƭ ƴƻǘ ōŜ ǇŀȅƛƴƎ ŦƻǊ ŦǳƴŎǘƛƻƴŀƭƛǘȅ ǘƘŀǘ ǿƛƭƭ ƴŜǾŜǊ ōŜ ǳǎŜŘΣ ƻǊ ǿƻǊǎŜΣ 
inhibit user adoption and efficiency through over-complication. 

DILEMMA 

Your processes geared for increasing customer satisfaction may be simple or complex, but one thing is for sure: in spite 
of following best practices, ȅƻǳǊ ǇǊƻŎŜǎǎŜǎ ǿƛƭƭ ōŜ ŘƛŦŦŜǊŜƴǘ ǘƘŀƴ ŀƴȅƻƴŜ ŜƭǎŜΩǎ.  The unique way your organization 
effectively handles customer service will be a key differentiator customers will remember whenever they have future 
dealings with your organization. There have always been only two options ς purchase a turn-key solution that forces 
you to change the way you do business, or buy a highly customizable solution that requires costly customizations and 
consulting.   

ñA reliable, secure, extensible platform that grows with your needs.ò  

SOLUTION: 

c360 offers a solution that gives you the best of both: a value-centric solution, 
supporting the critical processes every service department runs, built on top of the 

Microsoft Dynamics xRM platform,  a highly configurable, industry-leading 
platform.  c360 IT Service Management, based on the Information Technology 
Infrastructure Library (ITIL) framework, enables IT to be more productive and 

improve customer service levels cost effectively. 



INCIDENT MANAGEMENT 

ñDo you know what types of issues are costing you the most money?ò  

c360 ITSM encompasses the complete lifecycle of an incident from initial creation through prioritization, 
categorization, assignment, escalation and resolution, created manually by the service representatives receiving 
reported issues or automatically via email, web submissions or through events monitored by third party systems 
management solutions. 

 
c360 ITSM natively integrates Incident Management with other capabilities of the system, including the Knowledge 

Base, Service Contacts, Service Level Agreements, assets, problems, changes and most importantly the customer 
information.  All pertinent customer information is not only available but immediately linked to incoming tickets, 
providing service representatives with vital information from the start. 

Fine tune incident management with a comprehensive catalog of incident categories tailored to your organization. 
Incidents can be assigned to these categories and automatically routed to the appropriate service representative 
through configurable business rules.  

CATEGORIZATION 

ROUTING 

Improve productivity: increase efficiency of 1st level and 2nd level agents by assigning tickets to the best available 
agents, using criteria including skills, availability and workload of your agents.  Create Business Rule criteria  to 
automatically route incidents  based on categorization, skill, urgency, impact and priority.  

PRIORITIZATION 

Prioritize: Because incidents can affect the organization differently, configure ITSM to implement your business rules, 
while allowing service reps to override manually. Assign the priorities based on predefined or dynamic prioritization. 

 
Respond to change: Give service representatives the ability to override prioritizations manually, ensuring that 

operations effectively respond to changing conditions. 

INCIDENT MANAGEMENT 

View the complete picture of the 
customer at your fingertips 

Enter multiple tiers of 
categorization 



INCIDENT MANAGEMENT 

ACTIONABLE WORK QUEUES 

ESCALATION 

Proactive approach: Decrease the likelihood of breeching SLAs by modifying escalation rules when prioritizations or 
skill sets change, escalating incidents based on agreed service levels and appropriate support resources.  

Task Management:  Tasks can be created and assigned to individuals, teams, or to queues that can be monitored by 
the team lead through an easy-to use dashboard. 

 
Automate workflow: c360 ITSM is task driven ς automatically creating tasks that direct representatives to action, up to 

and including resolution. 
 
Keeping Track: Service representatives have more flexibility to respond appropriately to customers. Any activity can be 

created and linked to the ticket providing comprehensive historical information throughout the lifecycle. 

Monitor and assign activities, cases 
and tickets on the fly 

KB INTEGRATION 

Readily available: Integrated into the 
ticket, supplemented by the ability 
to access customer information, 
CMDB details and incident history 
centralized in the ticket.  

 
Self-sufficiency: Reduced load on 

service representatives and 
increased self-sufficiency for end 
users by providing searchable 
knowledge base information 
online. 

  

Search for information and attach 
knowledge base articles from the 

ticket 



PROBLEM MANAGEMENT 

ñTarget the root causes leading to customer service incidents.ò 

With effective problem management , the emphasis is shifted from the reactive creation of workarounds to the 
proactive elimination of known errors ς reducing business impact by preventing repeat incidents.  c360 ITSM 
provides an ITIL based implementation to effectively resolve  the root causes of problems. 

 
Problem Management: Improve overall  management, avoid the occurrence of future problems, and identify areas 

that require maintenance by using  ITSM trend analysis  and robust reporting.  We provide a proactive approach to 
problem detection and offer information on the real causes of incidents, aiding the identification of problem areas.   

 
Problem Logging: Capture all necessary information and conclusions while creating the problem. Avoid duplicates by 

searching for similar existing problems, and drive the closure and subsequent notification of all associated incidents 
through workflows. 

 
Problem Categorization:  Categorize, assign and manage problems via SLAs. Automatically categorize a problem when 

it is created, and easily locate incidents and problems with a powerful search component that explores all related 
information about the contact, account, CIs, previous tickets and more. 

 
Problem Solution: Problem solutions are documented directly within the problem itself, making incident closure more 

effective.  Combining c360 ITSM advanced searching capabilities with a listing of all solutions for each problem 
category, service representatives can easily find solutions and make individual or bulk updates to any fields. 

PROBLEM MANAGEMENT 

Create problems independently or 
directly from incidents 

Link multiple incidents from the 
problem 



SERVICE LEVEL MANAGEMENT 

SERVICE LEVEL/CONTRACT MANAGEMENT 

SOLUTION/PROBLEM LINKING 

Different customers have different service level agreement needs, and the entire team must be aware of the different 
SLAs applicable to each ticket.  c360 ITSM fills these needs with its service level management module.  Each ticket is 
tied to a specific customer contract line, bringing with it the correct SLA and service calendaring information. 

Increase customer satisfaction and decrease support costs by effectively managing solutions and known problems. 
Identify instances of recurring incidents and link them to problems in order to reduce the impact of incidents to your 
business and help prevent repeat incidents. 

 
Get organized: Link tickets to known problems to better classify the incident. Document the problem as well as any 

notes or activities associated with that problem. 
 
Easy to Understand: ITSM problems are linked to tickets and specific CIs, making them more specific and descriptive. 
 
Improve your problem management: Help your organization manage what needs to be raised as changes. 

ñDoes your team struggle with understanding the appropriate SLAs that apply for different 

customers and scenarios?ò 

Manage Services/Service Catalog: Develop and maintain documentation on the services you offer. Create a 
customizable service catalog that helps facilitate better communication between IT and customers.  

Service Level Management: Structure, manage and monitor relevant service information in a simple, cost effective 
way throughout the service lifecycle. Clearly and consistently document and enforce expectations internally and 
externally. c360 ITSM provides the ability to: 
¶ Create standard templates for Contracts and SLAs.  
¶ Track compliance with SLAs in real-time. 
¶ View overall metrics via easy to use dashboards. 
¶ Configure automatic notifications when a ticket is out of compliance. 

Easily apply SLAs and Contracts to 
tickets 



KNOWLEDGE AND CI MANAGEMENT 

A well developed knowledge base improves performance, consistent customer responses and ticketing resolution 
ǘƛƳŜǎΦ  /ослΩǎ Ǌƻōǳǎǘ ƪƴƻǿƭŜŘƎŜ ōŀǎŜ ǎƻƭǳǘƛƻƴ ƳŀƪŜǎ ƛǘ  ǎƛƳǇƭŜ ǘƻ ƛŘŜƴǘƛŦȅΣ ŎǊŜŀǘŜΣ ǊŜǇǊŜǎŜƴǘ ŀƴŘ ŘƛǎǘǊƛōǳǘŜ 
knowledge throughout the organization.  

  

Increase customer satisfaction by publishing this information in the self-service portal.  Users can find their solution 
before raising a request, reducing their reliance on direct customer support and decreasing the turn-around time for 
the request resolution.  

"Does your team waste time and effort addressing similar or recurring customer issues that 

others have resolved in the past?ò  

KNOWLEDGE MANAGEMENT 

c360 ITSM provides a centralized data 
model that sustains the full IT service 
lifecycle.  Capture and visualize all 
ȅƻǳǊ ƛƴŦǊŀǎǘǊǳŎǘǳǊŜΩǎ ŀǘǘǊƛōǳǘŜǎΣ ŀƴŘ 
add any custom attribute to physical 
and logical CIs to reflect the assets 
within your organization. 

 

The CMDB contains all other entities 
related to the ITIL standards, 
including incidents, services, 
problems, contracts, SLAs and 
solutions.  Integrated modeling 
enhances orchestration of CIs across 
all ITIL processes. 

CONFIGURATION MANAGEMENT 

Search against the knowledge base directly from a 
ticket.  Email articles to others, or tie them directly 

to the ticket to expedite ticket resolution  

Simple, hierarchical view makes 
relationship viewing and modification 

easy and intuitive 

Define multiple, ad-hoc relationships 
between CIs 

Use templates to differentiate 
articles used by internal support 

users and the customer base 



PROCESS MANAGEMENT 

ALERTS AND NOTIFICATIONS 

Respond in a timely manner 
with integrated reminders 

Companies look for their software systems to drive processes in order to increase productivity and customer 
satisfaction.  c360 embraces this, with a highly configurable and robust alerting and notification system. 

 
 Create Custom Alerts: Alerts can be created for any threshold on every characteristic of all entities in the system, 
ƛƴŎƭǳŘƛƴƎ ƛƴŎƛŘŜƴǘǎΣ ǇǊƻōƭŜƳǎ ŀƴŘ ŀŎǘƛǾƛǘƛŜǎΦ  aƻǊŜ ƛƳǇƻǊǘŀƴǘƭȅΣ ǘƘŜǎŜ ŀƭŜǊǘǎ Ŏŀƴ ōŜ ƳƻŘƛŦƛŜŘ Ψƻƴ ǘƘŜ ŦƭȅΩΣ ƛƴ 
immediate response to changing business requirements.   

 
Immediate Notifications: Alerts can be attached to the incident itself and shown whenever that incident is accessed;  

they can be delivered as notifications to a group of users through emails;  they can even be delivered directly to a 
ǳǎŜǊΩǎ ŘŜǎƪǘƻǇΣ ŀǎ ŀ ƴƻǘƛŦƛŎŀǘƛƻƴ ǘƘŀǘ ǇƻǇǎ ǳǇ ƛƴ ǘƘŜ ǎŀƳŜ ǾŜƛƴ ŀǎ ŀƴ hǳǘƭƻƻƪ ǊŜƳƛƴŘŜǊΦ    

Sample of Key Features Include: 
¶ Send a notification email to the customer letting 

them know that a ticket has been opened on their 
behalf. 

 

¶ Update Priority Level based on incident urgency and 
impact categorization. 

 

¶ Create notification tasks to the 2nd level service 
representative when they are assigned a new ticket. 

 

¶ Send an email notification to the ticket contact letting 
them know that their case has been resolved. 

 
Approval: Implement role based or user dependent 

processes to initiate and enforce the correct approval 
processes.   

Schedule workflows to enforce actions 
on time sensitive events 

WORKFLOW AND APPROVAL 

Enable Automation: Workflows automate business processes during which documents, information, or tasks are 
passed from one party to another and actions are performed according to sets of rules.   

 
Configure workflows for most rules that support your business, automatically triggering them throughout the ticketing 
ǇǊƻŎŜǎǎŜǎ ǿƛǘƘƻǳǘ ǘƘŜ ƴŜŜŘ ŦƻǊ άŎǳǎǘƻƳ ŎƻŘŜŘέ ǎƻƭǳǘƛƻƴǎΦ 

"Take action before a situation gets out of hand.ò 



MULTI-CHANNEL ACCESS 

The self service arena in c360 ITSM is a full-service portal that hosts on any website, internal or external to the 
organization.   

 
Create, monitor and modify all incidents, including those that were submitted by colleagues. Role-based security  

enables administrators to restrict security to individuals or entire roles. The ITSM portal is also completely 
configurable;  minimize  the number of fields a requester must fill out by exposing or setting defaults on any field, 
increasing  accuracy of requests and user adoption.   

 
Increase user self-reliance, including KB article presentation with search, user-enabled profile modification, and an 
ά!ǎƪ ŀ vǳŜǎǘƛƻƴέ ǎŜŎǘƛƻƴ ǘƘŀǘ ŀƭƭƻǿǎ ƳŀƴŀƎŜƳŜƴǘ ƻŦ ŀŘ-hoc requests. 

ñManage customer requests for help however they choose to reach out to you." 

SELF SERVICE PORTAL 

Customers may request help by calling you directly, sending an email request, or utilize a customer portal to submit 
incidents.   

 
Expose multiple access points to the end user, providing choice and facilitating ease of use in reporting incidents.  
 
Empower customers to find answers and log their own service issues 24/7 by supporting multi-channel user access. 

Providing customers anywhere, anytime access cuts down on volume, reduces costs and allows service 
representatives to focus on incident resolution. 

MULTI-CHANNEL ACCESS 

Customers submit new tickets, manage and 
update existing tickets and search the 

knowledge base to troubleshoot on their own 



MULTI-CHANNEL ACCESS 

Save valuable time by reducing the effort 
spent gathering information about users 
and their incidents. Simplify the process 
with a system that integrates your phone 
system and CRM system, connecting the 
caller with related information such as 
contact information, contracts, SLAs, CIs 
for the contact and activity history. 

 
CTI integration uses a TAPI interface to 

provide the service representative with 
ŦƛǊǎǘ ƭŜǾŜƭ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴΣ ΨǎŎǊŜŜƴ-
ǇƻǇǇƛƴƎΩ ŎƻƴǘŀŎǘ ƛƴŦƻǊƳŀǘƛƻƴΦ  

 
Facilitate documentation by assuring that 

activities are created for all incoming and 
outgoing calls, improving visibility into 
SLA management. 

Relieve representatives of the cost-prohibitive process of handling incoming emails by converting emails to any e-mail 
address automatically into tickets, with user information attached. 

  
Pre-configure the incident creation process while improving communication and setting customer expectations with 

internal and external notifications attached, allowing service representatives to focus on incident resolution.  

EMAIL TO INCIDENT 

COMPUTER TELEPHONY INTEGRATION 

Phone calls are linked to contacts with 
an activity logged for easy 

documentation 

User emails automatically convert into 
incidents 



ADMINISTRATORS 

Prevent duplication of requests by 
searching on location and skill set 
with a single, at-a-glance view, 
indicating the availability of 
physical and human resources on a 
given date and time.  

 
Schedule activities for groups or 

teams from the same view, 
assuring the right resources are 
assigned to the right tasks. 

SCHEDULING 

Allocating the right resources at the right time gives organizations the power to influence the cost of the work, its 
quality and timeliness of delivery. Missed SLAs are due to wasted looking for the right resources to assign to an 
incident. Combining  functions in a central location provides administrators and service representatives with the tools 
to manage their workload more efficiently. 

A consolidated homepage shows 
ŀƴ ǳǇŘŀǘŜŘ ǾƛŜǿ ƻŦ ǘƘŜ ŘŀȅΩǎ 
activities in a single place.  View 
requests, tasks, changes and 
problem counts for each day 
and work through all activities 
assigned to them, making it 
easier to keep track of their 
daily schedule. 

Active notification when 
activities are due helps  
representatives track their 
work. 

SCHEDULING 

Create daily to-do lists, mark availability, 
and enter new tasks 

Avoid costly mishaps by supplying a dynamic, role-based scheduling matrix, consisting of service engineers, schedules 
and location details. Flexible calendaring functionality scales from single site scheduling to complex multi-national 
location scenarios.  

 
Encourage collaboration by providing users consolidated calendars containing the schedules for other users and 

teams . Calendars are driven by individual activities that can be entered by service representatives and administra-
tors. Administrators use one centralized calendar to schedule activities and view resource availability.  

Use one centralized calendar to view 
schedules and allocate work 

SERVICE REPRESENTATIVES 

ñUtilize consolidated "group" calendars to effectively view and schedule resources.ò 



TIME TRACKING 

Every minute wasted on non-value adding tasks impacts your ability to service your customers and meet your service 
level commitments.  However, many support managers can only provide vague details regarding how their support 
teams actually spend their time each day.   

TIME TRACKING 

Apply service calendar functionality to each 
customer contract, designating different service 
level availability commitments to different 
customers.    

 
Leverage contract commitments to track SLA 

relevant vs. non-SLA relevant time.  For example, 
if you committed to Monday - Friday, 8:00 AM to 
5:00 PM availability, and they open a ticket at 
4:59 on a Friday, c360 will only count that single 
minute as SLA relevant time and count the time 
over the weekend as non-SLA relevant time.   

 
Provide key metrics to track and take action when 

tickets get "hung" in a particular phase: c360 
ITSM breaks the main stages of each ticket's 
lifecycle into distinct phases, enabling managers 
to track when tickets are being worked and how 
time is being spent.   

 
Automatically analyze current ticket phases and 

response commitments with workflow triggering 
escalations and notifications to management 
when times approach service commitment levels. 
 

Better coordinate staff and assign work to teams 
and individuals by analyzing the time in and out of 
each milestone event.  Delivered ITSM Milestones 
include:  
¶ Ticket Creation 
¶ Ticket Assignment  
¶ Ticket Resolution 
¶ Ticket On Hold 
¶ Ticket Closure 

"Where did the time go?ò 

Quickly identify bottlenecks or areas that incur time in the ticketing process with automated notifications and 
escalations when milestones are delayed, alerting others to action before service level commitments are missed.   

 
Apply the data to continue making refinements to ticketing processes and procedures to better service customers with 

their limited resources. 
 
Support actual time worked by leveraging stopwatch functionality, the option to manually enter time onto the ticket 

and also individual activities.  

Simple visual cues make 
tracking ticket phases easy 

Find the right resource to meet 
your contractual obligations 

Monitor milestone events and their 
ǎǘŀǘǳǎ ǘƘǊƻǳƎƘƻǳǘ ǘƘŜ ǘƛŎƪŜǘΩǎ ƭƛŦŜŎȅŎƭŜ 



Increase visibility: Add value with tightly integrated Microsoft SQL Server Reporting Services (SSRS) that enable ad hoc 
ǊŜǇƻǊǘƛƴƎΦ {{w{ ǿƻǊƪǎ ƛƴ ŎƻƴƧǳƴŎǘƛƻƴ ǿƛǘƘ ǘƘŜ ǇƭŀǘŦƻǊƳΩǎ Řŀǘŀ ƳƻŘŜƭ ǘƻ ŜƴŀōƭŜ ǳǎŜǊǎ ǘƻ ŎǊŜŀǘŜ ǾŜǊȅ ǇƻǿŜǊŦǳƭΣ ƘƛƎƘƭȅ-
filterable reports with little effort. These accurate, timely reports can be created, dispersed, and automated quickly 
and efficiently. SSRS reports can be set to refresh at the user's discretion, and provide instant visibility when accessed 
via the Dashboard or from the tickets themselves. 

 
Standard Reports include:   
¶ ITSM Closed Ticket Account Summary 
¶ ITSM Closed Tickets Productivity Analysis  
¶ ITSM Closed Tickets Timeframe Analysis 

REPORTING 

Gain visibility ǘƘǊƻǳƎƘ Ŏосл L¢{aΩǎ 
standard views, enabling users to 
quickly see information that meets 
basic sets of criteria.  

Tailor what users see: Customized 
views are easily accommodated 
through Advanced View 
functionality, enabling users to 
filter, sort and order selections to 
meet the user's individual needs.  
Once the view is to their 
satisfaction, users can save it for 
later viewing, with the view 
displaying the most current 
information. 

"What gets measured gets done." 

REPORTS 

Identify problem areas and monitor the effectiveness of changes to those processes.  c360 offers two powerful ways to 
gain visibility into the system - Views and Reports - both having permissions wrapped around each component. 

VIEWS 

Pinpoint data by building custom 
views to use throughout c360 ITSM 

¶ ITSM Open Tickets Pipeline 
¶ ITSM Tickets by Agents 

¶ ITSM Tickets by Categories 
¶ ITSM Workload by Agents 


