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c360 ITSM

~

Aln todayodés competitive environment, a di

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.

DILEMMA

Your processes geared for increasing customer satisfaction may be simple or complex, but one thing is for sure: in spit
of following best practice® 2 dzZNJ LINRP OS&daSa gAf f 0 SThRunFue F&Bolnbrganikdtioh | y &
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 optipanschase a turrkey solution that forces
you to change the way you do business, or buy a highly customizable solution that requires costly customizations anc
consulting.

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

Microsoft Dynamics XxRM platform, a highly configurable, industeading
platform. ¢360 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.

VALUE

The ¢360 ITSM suite encompasses all major areas of needriwalbto mediumsized business ¢ A (1 K2 dzii W2 @S
SYIAYSSNAYy3IQ (KS LINRPRdAzOGX YSFIyAy3d GKFEG @2dz gAftt y2i
inhibit user adoption and efficiency through ovesmplication.

OFFERING

€360 offers its complete ITSM solution agrauping of moduleseach 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 LJdZNO Kl &S 2yfé& (K2a$S GKFG FAG @2dzNJ 2LISNI A2y C
specifically to overcoming a particular challenge.

AA reliable, secure, extensible platf



INCIDENT MANAGEMENT

ADo you know what types of 1 ssues ar e

INCIDENT MANAGEMENT

¢360 ITSM encompasses ttemplete lifecycle of an incidenfrom 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 ITSMatively integratesincident 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.

Ve
@ Ticket: ITSM-9272010-88090 - Microsoft Internet Explorer provided by <360 Solutions View the complete picture of the
Q Dl i E}saveanddose i = | isendEmal | 0l | |7} FollowUp |[#Reports - | L Time this Task . Actions - customer at your flngertlps
Ticket: TTSM-9272010-99090 —
@ Information
Details: #| | Generel | Dewis | FilesandHistory | KnowiedgeBase | hide |
Elifometon
4 actuies TICKET IN TIME
L&y History
e T e
| Explarer - = —
@_ WorkFows Start Created Assigned Resolved Closed
ﬂ State Logs ” ‘
- MoveToClosure |
D ITSM-8272010-99090 Contact* @ John Smith
Created On 10f27/2010 v Account [5F Active Cycling
a [ sharePoint @] contractLine * [, remium support
G
L + - Category 1st Level |§ ‘SharePoint End User Setup ||ﬁ‘ 1st Level Support * § Administrator
Enter multiple tiers of -~ Category ndievel [ @ xeiecsppot  [§ ouamcel |
categorization skl [, etwork Specalist a
Time SLA [ [+]
TimeIn £ Time Out = SLA Relevant  Non SLA Relevant  Time Total
Time Past hD minutes |1|
Ticket Creation 10/27/2010 9:14 AM  10/27/2010 9:14 AM 0.0hrs 0.0hrs 0.0hrs
Time Worked | 0 minutes M N
Ticket Assignment 10/27/2010 8:14 AM  10/27/2010 9:14 AM 0.0hrs 0.0 hrs 0.0hrs
I il 1
L Il e | Ticket Resolution 10/27/2010 9:14 AM  10/27/2010 9:20 AM 0.0hrs 0.1hrs O.1hrs
Total 0.0 hrs 0.4 hrs 0.4 hrs

CATEGORIZATION

Fine tune incident managemenwith 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.

ROUTING

Improve productivity: increase efficiency oflevel and 2° 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 changeGive service representatives the ability to override prioritizations manually, ensuring that
operations effectively respond to changing conditions



INCIDENT MANAGEMENT

ESCALATION

Proactive approachbDecrease 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.

ACTIONABLE WORK QUEUES

Task ManagementTasks can be created and assigned to individuals, teams, or to queues that can be monitored by
the team lead through an eadg use dashboard.

Automate workflow: c360 ITSM is task driverautomatically creating tasks that direct representatives to action, up to
and including resolution.

Keeping TrackService 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.

'd
My Workpiace Monitor and assign activities, cases
- | Title/Subject | Type = Description \
s ] heed assistance with SharePoint Integration Ticket | am still learning SharePaint and may nat have . 7/30/2010, 2:54PM CAS-01116-PSLLF2
My Work ﬂ Follow up Call Ticket | am having &n issug with my connactivity 3/18/2010, 5:20PM CAS-01042-1215FR.
o (59) Assigned ﬂ Issue with Wheel spokes Ticket Wheels are broken 3f22/2010, 12:59FPM CAS-01044-7863N7
() (13) In Progress ﬂ Contact information for AWC Ticket Reguest for phone number and mailing address f... 2/18/200%, Z:05PM Ticket20
é ﬂ Headset for Mountain bike? Ticket Can I replace the headset for my mountain bike,... 2/18/2009, 2:05PM Ticket23
ueuEs
Q ﬂ Item number for & new HL Mountain frame for w... Ticket Wants details and guidelines for the warranty pr... 2/18/2009, 2:05PM Ticket19
' (19) support Requests @ Follow UP on Widget Purchase. Phone Call Spoke to Laura to follow up on satisfaction with ... 6/21/2010, 8:47 AM
o (0) ProductQuestions. @ Call manufacturing for paint Task Call the paint work center for their recommendat... 2/18/2009, 2:05PM
=] (1) AskAQuestion @ Bike damaged in shipment Task Replace the damaged Road-550-W with a new o... 218f2009, 2:05PM
‘ schel @ Best grease for service. Task Inquiry about what brand of grease to use for g... 2/18/2009, 2:05PM
Laura Mitchel
@ Overnight shipment availability? Task Check whether we offer overnight shipment 2182009, 2:05PM
(58) Assigned @ Call shipping Task Call shipping to verify shipping method used and... 2/18/2009, 2:05PM
(=] (15) In Progress @ Frame dimensions for 2001 Task Send the new frame dimensions for the Road-65... 2/18/2009, 2:05FM
‘ Justin Lofguist
(=] (30) Assigned
[=] {32) In Progress

KB INTEGRATION

Readily availableintegrated into the o

B Information

ticket, supplemented by the ability | .. oo | im0

to access customer information, e fer s sone = = :
- - - . L ik i il
CMDB details and incident history P
. . . —
centralized in the ticket. Wheel R N (
eel emoval ns nstallation H H
Search for information and attach
- . Summary knowledge base articles from the
Seltsufficiency:Reduced load on acditonsi Comments ge ba
. . ticket
service representatives and -
. .. Typical Tools and Supplies Needed
increased selbufficiency for end « Scaoi st (option, makes the ok o co50)
P « Tire levers TL-1, TL-2, TL-5, or body of various take-a-long tools. For professional use, see TL-10. L
users by providing searchable e e 0oL compresso,
. . s Wrenches for non-quick-release type wheels that use outer axle nuts.
knOWIedg e base Inform atl On This article will discuss the removal and installation of wheels. See also Tire and Tube Removal, and Inner Tube Repair
on I | ne. The wheel must be removed to replace the tube and tire. If possible, begin by mounting bike in stand. If no stand is available, bike should be laid on its left, non-
derailleur, and side when the rear wheel is removed. Do not stand bike upright without the rear wheel in place, as this will damage the rear derailleur.
The bicycle may use a quick release lever at the hub. This is an 'over-center’ cam mechanism that pulls a skewer tight and holds the wheel in place.
1. Rear wheels, shift derailleur to outermost gear and innermost front chain ring.
2. Release brake quick-release, if any. Typical MTB brakes and road brake quick release mechanisms are shown below. 1




PROBLEM MANAGEMENT

ARnTarget the root causes | eading to

PROBLEM MANAGEMENT

With effective problem managementthe emphasis is shifted from the reactive creation of workarounds to the
proactive elimination of known errorsreducing business impact by preventing repeat incidents. ¢360 ITSM
provides an ITIL based implementation to effectively resolve the root causes of problems.

Problem Managementimprove 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 LoggingCapture 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 CategorizationCategorize, assigh 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 SolutionProblem 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: Connectivity Card for Email Router - Microsoft Intemet Explorer provided by <360 Solutions
@ Nk yteemanc tousml i Yoo Scntel i m{fickom Vo pachonecs ( Create problems independently or
Problem: Connectivity Cand for Emadl Reater L directly from incidents
I% & Information
Details: % | | General | notes |
| &y Information
5} activities
L&y History Name * Status Reason Resolved
| Audit _ .
| Explorer a Laﬂﬁml.m Igl Priority 1High
g workflows Assignments
ez istLevel Support * [ § Patrick Odonnel @] ndieveiswpport  [§ HenrySettie
Description
Problem Card became overheated and stopped working
Solution Replaced memory card and installed new cooling fan for router
Problem: Connectivity Card for Email Router
B Tickets
Details: A | | Bl vewTicket ] Add Tickey |-
@Inﬁ?rrrfation r |-
% ::t':rtfs [ msM-9262010-87757 Link multiple incidents from the
| pudt b [ ITsM-9272010-34835 problem
' Explarer 3 ﬂ ITSM-9272010-80547
(i Workflows b [ rTsm-9272010-99090
|2 Tickets |




SERVICE LEVEL MANAGEMENT

SOLUTION/PROBLEM LINKING

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 organizedLink 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 UnderstandTSM problems are linked to tickets and specific Cls, making them more specific and descriptive.

Improve your problem managementielp your organization manage what needs to be raised as changes.

ADoes your team struggle with understandi
customers and scenari os?o

SERVICE LEVEL/CONTRACT MANAGEMENT

Different customers have different service level agreement needs, and the entire team must be aware of the different
SLAs applicable to each ticket. ¢360 ITSM fills these needs with its service level management module. Each ticket i
tied to a specific customer contract line, bringing with it the correct SLA and service calendaring information.

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

Service Level Managementructure, 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:

f Create standard templates for Contracts and SLAs.

1 Track compliance with SLAs in reaie.

1 View overall metrics viaasy to use dashboards.

1 Configure automatic notifications when a ticket is out of compliance.

@ Contract Line: Premium Support - Micrasoft Intemet Explorer provided by 360 Solutions

@ 3 osermid) Colendar ity actions ( Easily apply SLAs and Contracts to

= Contract Line: Premium Support tickets
[2®) [ Information

Details: 2| | General | Administration | motes |
E Information
(& Workflows Titke * Premium Support

[0 Tickets Product q  wi

r]
Service: 2| | Quantity Location a3
-_ﬂCases N
Start Date * 2/15/2010 S| EndDate® 2/15/2015 =00
SLA Times and Allotment Details
1 High Priority (h) ™
2Medium Priority () 12 hours [+]  Alotments Used
[ae]

3 Low Priority (h) 24 hours




KNOWLEDGE AND ClI MANAGEMENT

"Does your team waste time and effort addressing similar or recurring customer issues that
ot hers have resolved in the p.

KNOWLEDGE MANAGEMENT

Awell developedknowledge base improves performance, consistent customer responses and ticketing resolution
GAYSao / ocnQa NROdzald 1y2¢6ftSR3IS o6l asS aztdziazy YI1Sa
knowledge throughout the organization.

Increase customer satisfactiobny publishing this information in the sedérvice portal. Users can find their solution
before raising a request, reducing their reliance on direct customer support and decreasing Haedund time for
the request resolution.

SUPPORT | CONTACT US

-
Sl l ‘ Use templates to differentiate

articles used by internal support

| sBarides | Momaocrrofic | smuacase | omer [ Tt users and the customer base

@ Browse | f§ Search KB | @ Ask a Question

KB Articles

|7 Bicycle General » Most Popular Articles... Last Modified

i

1;} :ik: a0 + Cycling Basics 2/25/2009

i + Shimano M122 MTE Shoes - Men's 2/25/2009

£ Companents + Wheel Removal And Installation 2/25/2009

7 Contact Infarmation + Inspecting the Inner Tube 2/25/2009

V7 Dealer Inquiries + Bike Jacket 2/25/2009

7 Default Subject + Inspecting the Tire 2/25/2009

" General Company » Pearl [zumi Quest Mountain Bike Shoes - Women's 2/25/2009

% Marketing and Sales + Pearl Izumi Symphony Bike Jacket - Women's 25/2009

7 Mountain Bikes adr . .

) Mountain-100 piatest A Search against the knowledge base directly from
" Mountain-200 + Shimano M122 MTB Shoes - Men's . B . . .
o » Cycling Basics ticket. Email articles to others, or tie them directl
£ MAurtain-200

to the ticket to expedite ticket resolution

A
CONFIGURATION MANAGEMENT
Ve
c360 ITSM prowdes_@ntrallzed data _ Console Define multiple, adhoc relationships
model that sustains the f_uII IT_ service (3 tew | [¢] Preerences (1] pelete [T] Add Colimn 7] R between Cls
lifecycle. Capture and visualize all
€ 2dzNJ A y F NJ a 0 NHzO U dzNI cep O@kk: S Q |2tstusredion Y | IR Level support | 2nd Level Support | Prior
add any CUStom attrlbute to physlcal % ITSM-9262010-68671 i:;@mg ’Kie:{;::::ell Iz::(:raahcn :::Administrabor - 2'#
and |Oglca| CIS tO reﬂeCt the aSSEtS ﬂ ITSM-9262010-87757  Perfect Productions Alan Brewer Ticket Assignment  c360 Administrator Prajwal Badhe 2Mg
Wlthln your Org anlzatlon . ﬂ ITSM-9262010-28418  Active Cyding Kailee O'Donnell Ticket Closure €360 Administrator Sharon Harvey 1Hig
ﬂ ITSM-9262010-50650 Active Cyding Kailee O'Donnell Ticket Closure 360 Administrator Prajwal Badhe 1Hig
H 11 ITSM-9262010-85399  Active Cyding Kalee O'Donnell  Ticket On Hold 360 Administrator Henry Settle 2Meg
The CMDB contains all other entities a
related to the ITIL standards e
H H H H H Column Options: Add Content | Delete Calumn
InCIUdIng InCIdentS’ Sewlces’ €360 Relationship E:<Iarer - ITSM-9262010-44284
prOblemS, COntraCtS, SLAS a.nd @WPIEfEﬂEﬂOESl Mare Actions = General | Details I Knowledge Base | Hide |
solutions. Integrated modeling ]
enhances orchestration of Cls across EE;??M““”‘“ = T s262010-+4284
all ITIL processes. gl Serve 00 - GcPICB P O LAV G0ty | || OO [0/ ED
. :
[ 5| Email Router - {AE42B385-4E17-DF 11-5E08-005056E St izt _
Simple, hierarchical view makes Egiac uraency
relationship viewing and modification (5 g Memory Card for Emai router - {325ED300-4 —— 2 edum [
easy and intuitive [¥] 155]| Server 089 - {25CF3C38-9F28-DF 11-A018-00 Friarity 2 Medium
IJ [=1/&5 Contact (1) SLA
=l S T il AL E- VORI Tirne €A P — |




PROCESS MANAGEMENT

"Take action before a situation g

ALERTS AND NOTIFICATIONS

Companies look for their software systems to drive processes in order to increase productivity and customer
satisfaction. ¢360 embraces this, with a highly configurable and robust alerting and notification system.

Create Custom AlertAlerts can bg cAreated for any threshold on every chargcteristjc of all entities jn the system, A
AyOft dzZRAYy3I AYyOARSyGaz LINRBotSYa IyR OGAGAGASEAD a2 NB
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
dZaSNDa RSaj1G2LE +Fa | y208AFAOFGA2Y (KIFG LI2LA dzJ Ay (K

P
Schedule workflows to enforce action
on time sensitive events

Respond in a timely manner
M 4 Reminders with integrated reminders CIEI [ ecord Monitor 3ok Ticket —Tickets wit]

% Router Installation & Information _
Start Time Saturday, March 08, 2010 08:00 AM General | Values
Type Service Adtivity

Subject Source 0 Record Monitor Paused
w Router Installation 1 hour Administrator

RE: Confersnce Agenda 1 hour John.Frankin Shalis He Job Stopped
@“ﬁ Invaice for PO #25253 32 minutes  Jane.Johnson Scope
|&# Send Information to Josh regarding Sales contract 2 minutes Services Entity * [Ticket =
i Type of Views * | User views =
A | _IE 2:'; | Tickets within 30 Minutes of SLA Time 1]
Dismiss All | Open Ttem I Disriss I Timing

Check Frequency RunUpon Creation 5 g € Yes
Click Snooze to be reminded again in:
Batch Job

I 5 minutes j Snogze | Warkflow

WORKFLOW AND APPROVAL

Enable AutomationWorkflows 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.

Configureworkflows for most rules that support your business, automatically triggering them throughout the ticketing
LINPOSaasSa gAGK2dzl GKS ySSR F2NJ aOdzad2yY O2RSRé az2f dzia

Sample of Key Features Include: Workflow: Recurring Actvity - Create new "Phone Gl - statuschange
. . . . © Information
T Send a notification email to the customer letting ot | pdmemznen [ |
them know that a ticket has been opened on their || . .. oo propertes

behalf. Wiorkfiow Name *  [2=0ns Aoty - Create e Shone | options for Automatic Workflows
. . . . Ent [Phone ca | = Jrgenastin
1 Update Priority Level based on incident urgency and _ Sertuhen: [ Recrdis read
impact categorization. vt to [
P . . I Gh g I Record attributes change
1 Create notification tasks to the 2nd level service (7 Tp— ,-pm,j.sd:i.mch

representative when they are assigned a new ticket
< TIs this "Phone Call” part of a recurring activity?

1 Send an email notification to the ticket contact letting e caacasng sronecl 1o cocs ot contan e, e

& IS no recurring activity!

them know that their case has been resolved. g, S vl it st St
= ISII:he "recurring activty” ACTIVE?
If Recurring Phonecall ID (Recurring Activity):Status equals [Inactive], then:
Approval:Implement role based or user dependent -

processes to initiate and enforce the correct approval | - sstetus ofthe Phonecal = Completed or Canceled

If Phone Call:Activity Status equals [Completed, Canceled], then:

processes. Lo




MULTICHANNEL ACCESS

AManage customer requests for help howe

MULTICHANNEL ACCESS

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

Expose multiple access points the end user, providing choice and facilitating ease of use in reporting incidents.

Empower customerso find answers and log their own service issues 24/7 by supporting-oinatinel user access.
Providing customers anywhere, anytime access cuts down on volume, reduces costs and allows service
representatives to focus on incident resolution.

SELF SERVICE PORTAL

The self service arena in c360 ITSH figll-service portalthat hosts on any website, internal or external to the
organization.

Create, monitor and modify all incidentsncluding those that were submitted by colleagues. Ralsed 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 selfeliance including KB article presentation with search, useabled profile modification, and an
G! a1l | vdzSadAazyé aSOUA2Focreduésis. £ f26a YIFEyFr3asSySyd 27 |

SUPPORT | CONTAC

SUPPORT

KB Articles Manage Profile

Senice Case Order H Ticket | Welcome Mitchell, Laura |L9gout|
1 View Tickets | [ Create New Ticket

| tookfor, | |[Fnd view: [AzeToen =]

Inactive Tickets

I Account Contact Status Reason SLA Priority
[ ITSM-5172010-90237 We use ITSM, Inc. Caral Client Ticket Creation 1 hour 1 High 6112010
ﬁ ITSI-5172010-92434 We use ITSH, Inc Caral Client Ticket Creation 1 hour 1 Hiagh 6/1/2010
A ke A Link RI2TI2010
El ITSM-5172010-23434 Weuse TSI ate Ticket
B msw-s172010-23487 We use TS Subject *
El msm-s172010-34578 We use TSN Description 4
[ Tsm-5172010-48590 We uge TSN
T
=
s) size (max 2 MB 9I|mvud}_|
Customers submit new tickets, manage and
update existing tickets and search the =
knowledge base to troubleshoot on their own X
: : l
SUPPORTING DOCS
Created on 05/13/2010 - 1:31 PM by Administrator, CRM
Ticket Assignment ITSM - 517201023484
This case is now assigned to Gossmann, Gunther as of 5/13/2010 1:31 PM,
Created on 05/13/2010 - 1:31 PM by Administrator, CRM




MULTICHANNEL ACCESS

EMAIL TO INCIDENT

Relieve representatives of the cogirohibitive processof handling incoming emails by converting emails to amnyad!
address automatically into tickets, with user information attached.

Pre-configure the incident creation processhile improving communication and setting customer expectations with
internal and external notifications attached, allowing service representatives to focus on incident resolution.

[_ To... ] |ﬂdcet5ugmrt@0.com ||

[ e || User emails automatically convert into
incidents

Subject: | Meed assistance with SharePoint Integration

Hello,

I am still learning SharePoint, and may have not set up my permissions properly to allow integration with
CRM? Would it be possible to look at my setup and help me identify what | may have done wrong?

i J»

Sincerely,
Ticket: ITSM-9272010-99090
John Smith - IT Sup| & Information
General | Detals | Fies and History | Base | ride_|

TICKET IN TIME

D ITSM-9272010-99090 Contact 8 John Smith

Created On 0 FEv| Account (=) Active Cycling

a [ 8] SharePoint |3 contractiine [ eremium Support

G

o— - compuytiewt [ S g T stedsom [§ i |
o © cwmvmied [ R T —
Priority - sl ) jre1]

COMPUTER TELEPHONY INTEGRATION
Save valuable timdy reducing the effort -
spent gathering information about users | (k) # Fssmec i 2
and their incidents. Simplify the process e
with a system that integrates your phone e e

system and CRM system, connecting the i @ it [ reenmbs  [GemsemiT
caller with related information such as Recpient [\ ertin Evers [T ovecton LI
contact information, contracts, SLAs, Cls Subject ™ ol T

for the contact and activity history.

CTl integration usesBAPI interfacdo Telephone Integration (2 A
provide the service representative with 3 8- Martin Elverik 0z.01 &3
FTANBGO f SOSTt 2F AYyTFT2N Begin: 09:57:22 End: 09:57:36 D
LR LILAYIQ O2yil Ol AYTF o }.M—ZT Martin Elverik, |

Duration ‘ 30 minutes

Facilitate documentatiorby assuring that 2 e

activities are created for all incoming and || | b y

outgoing calls, improving visibility into
SLA management.

Phone calls are linked to contacts with x| |067E84525073
an activity logged for easy ) e EdRE

documentation




SCHEDULING

AUtilize consolidated "group" calendars

Allocating the right resources at the right time gives organizations the power to influence the cost of the work, its
guality 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.

SCHEDULING

Avoid costly mishap®y supplying a dynamic, released scheduling matrix, consisting of service engineers, schedules
and location details. Flexible calendaring functionality scales from single site scheduling to complesatoull
location scenarios.

Encourage collaboratioty 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.

ADMINISTRATORS
Prevent duplicationof requests by

. . . GroupcCalendal
searching on location and skill set |~ '
. . . 30 Morth view Tl week view Eﬁ Tlpay
with a single, at-glance view, — ,
. B . 3 . New ~ | B List-View | @J | s [w
indicating the availability of * 1200 pm 111212010, 0400 pm 11/2/2010, 08100 pm
physical and human resourcesona "™ - | el el sl el el el el e e Sl

given date and time.

£  chuckDunehew

I‘I‘I

Schedule activitiegor groups or
teams from the same view, § ohnsenca

| B ohn Kenned 4]
assuring the right resources are . g
g g Use one centralized calendar to vie

assigned to the right tasks. schedules and allocate work J

SERVICE REPRESENTATIVES

Aconsolidated homepagshows

GroupCalendar . A = z A,
(30 month view [T week view | Bropoamnven | T ey view 2 I }/ . dZL\]R I ) u S R Q 7\ S ﬂ 2 -'\
. | T activities in a single place. View

5 9 Trairing on new bike models for Major Sport Suppliers I a _ r:n TZ” W: TA“ Z’ S: 57u requests’ tasks’ Changes and

468 | s 10|11 12[13[14

TN P rr— 8 i D Tt i A problem counts for each day

4323 |30

for Majar Sport Suppliers

P
[OUINER : Patr ick O'Donnell

and work through all activities
assigned to them, making it
easier to keep track of their
daily schedule.

11

12

3 send final paperwork to prospect

100 W whesl lignment

2o |

(91 Complete paperwork needed for order

300 W% Complets ovethaul and reconditioring [ Letter

Active notificationwhen
activities are due helps
representatives track their
work.
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Create daily tedo lists, mark availability,
and enter new tasks




TIME TRACKING

"Where did the time go?0

Every minute wasted on nevalue 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

. 3 . Service Calendar
Apply service calendar functionalitio each Focwen o e Lol s ey 9] e e seawres
customer contract, designating different service |u | msmeie mrenee Eslhﬂmm (omesmorigi) —
level availability commitments to different ECI o
¥ Replacng the mai puley
CUStomerS % Servidng the Deraileur Pulleys b il I
9  Tighten hubs and replace headlam [ Tighten hubs and replace ...|
#  DiskBrake Rotor Repair | Disk Brake Reotor Repa
. % speedometer Installation [
Leverage contract commitment® track SLA g oy e e [
relevant vs. nofSLA relevant time. For example, Bt e —
. . . ¥ Install missing top brackets fu
if you committed to Monday Friday, 8:00 AM to y
5:00 PM availability, and they open a ticket at

Find the right resource to meet
your contractual obligations

4:59 on a Friday, ¢360 will only count that sing|
minute as SLA relevant time and count the time
over the weekend as ne8LA relevant time.

_/

Provide key metrics to tracland 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 T Gt |
to track when tickets are being worked and how SL |
time is being spent.

Assignment | Resolution

Created Assigned Resolved Closed

Simple visual cues make
Automatically analyze current ticket phasesd tracking ticket phases easy
response commitments with workflow triggering
escalations and notifications to management
when times approach service commitment levels.

Better CoordlnateStaﬁ and aSS|gn Work to teams Ticket Creation I11:51 ,f 1:56 - Rla = SLARE 0.08 hrs
and individuals by analyzing the time in and out of ket nssment s s s 00 o o
each milestone event. Delivered ITSM Milestones _,_ o 106 apos i 202 . o o
inC| Ude: Ticket On Hold :.:.lzsfzom 12:02 i:,rze;zom 12:03 0.0 hrs 0.02hrs 0.02hrs
TI TICket Creatlon Ticket Resolution :.:I‘IZGIZOJ.O 12:03 ::,"261'201012:03 0.0 hrs 0.0 hrs 0.0hrs
TI T|Cket ASSignment Ticket Closure :.:.lzs.lzom 12:08 :.:,"261'201012:10 0.17hrs 0.0hrs 0,17 hrs
I Ticket Resolution e m : :

1 Ticket On Hold VM’onthr mlvlesto,ne events and their ) o

9 Ticket Closure \a Ul 0dza OKNRdAzZAK 2 dzu| UK

Quickly identify bottlenecksor 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 datato continue making refinements to ticketing processes and procedures to better service customers with
their limited resources.

Support actual time workedy leveraging stopwatch functionality, the option to manually enter time onto the ticket
and also individual activities.



REPORTING

"What gets measured gets done."

Identify problem areas and monitor the effectiveness of changes to those processes. ¢360 offers two powerful ways to
gain visibility into the systemViews and Reportsboth having permissions wrapped around each component.

REPORTS

Increase visibility’Add value with tightly integrated Microsoft SQL Server Reporting Services (SSRS) that enable ad hoc
NELR2NIAYyId {{w{ 662N} a Ay O2yedzyOilAiAzy @AGK GKS LXIGF2
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 accesse
via the Dashboard or from the tickets themselves.

Standard Reports include:
1 ITSM Closed Ticket Account Summary T ITSM Open Tickets Pipeline T ITSM Tickets by Categories
1 ITSM Closed Tickets Productivity AnalysisT ITSM Tickets by Agents 1 ITSM Workload by Agents
1 ITSM Closed Tickets Timeframe Analysis

VIEWS

Gain visibilityd K N2 dzZ3K Oocn L¢{aQa
standard views, enabling users to
quickly see information that meets
basic sets of criteria.

Tailor what users segCustomized
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.

Pinpoint data by building custom
views to use throughout c360 ITSM




