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To
SMART Suite, to enhance guality of products and services
you deliver.

SMART SUITE for IT Service Management, Help Desk &
Customer Service Software solution reduces complexity and
makes customer support, change management, and asset
management integrated and efficient. We provide the most

effi

of every customer.

SMART Suite can be implemented by business
organizations across many diverse business sectors & can

be

managed services providers.

You can install SMART Suite of software on your own servers
or use hosted services option as well to get started quickly.
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SMART Suite Integrated Modules :

Incident Management - Simple and easy to use incident logging & resolution process.

Request Fulfillment - Allow employees & customers to request & receive services, with approvals.
Problem Management - Quickly identify, monitor, resolve problems pro-actively.

Event & Availability Management - Automatically record & capture infrastructure events using
Integration with Microsoft Operation Manager or use built-in SMART Suite Availability tracking tool,
which can generate Automatic Alert Notifications, Upon unavailability of Servers/Databases or any
IP Devices.

Service Asset & Configuration Management (CMDB) - Standard asset, inventory and computer
equipment tracking.

Service Level Agreements - Measure & report adherence to agreed customer service levels.

Change Management - proposal, acceptance, scheduling, review, & co-ordination for approved
changes.

Release Management - Ensure approved hardware & business applications are fully tested before
being released into the live environment.

Business Benefits
SMART Suite offers you the following benefits :
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Reduce costs through faster resolution times.

Transform your Helpdesk into a consolidated Service Desk.

Measure and improve staff efficiency based on optimal utilization.

Improve first contact closure rate using context driven knowledge base.

Use ITIL and ISO/IEC 20000 enabled software to ensure a reliable IT and business services infrastructure.
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Business Challenge

Every day Incidents happen within IT & Business systems as a challenge, along with stress and anxiety
they cause. Weak Incident handling process will have negative impact on your business. To have efficient
and effective service desk to handle all your incidents, you should have supporting software tools for
Incident Management that facilitates restoration of normal operation of an IT Service, as early as possible.

How Smart Suite Incident Management can help you?

SMART Suite Incident Management would improve the quality of your IT Service, productivity and
customer satisfaction; reduce costs and achieve operational excellence using an single out of the box
Interpreted software solution.

SMART Suite Incident Management enables :

-
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Key Features :

-

Quick Incident logging mechanism using multiple channels (Web, email, telephone & event alerts).
Automatic classification & prioritizing

Auto Rule based assignment to Associates

Auto Escalation if SLA is breached

Integrated surveys for customer feedback

Closing the Incident with reason code

Linkage to Knowledge base
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Business Benefits

SMART Suite Incident Management will offer you the following benefits :

Reduced cost of operation.

Minimize service disruptions.

Improved quality of service.

Unified call logging and resolution mechanism for geographically diversified locations.
Use ITIL best practices for IT Service improvements.

Reduce repeat Incidents using a pro-aciive approach,

Develop Knowledge base, based upon problem solving experience.

Enhance the Business unit's confidence and perception of IT Systems.
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Business Challenge

Improving the satisfaction level of Internal & External
customers and reducing operating costs are critical for
Organizations to succeed in the new world economy.

Service Request Management

SMART Suite Service Request Management (SRM) system
stops paper at the source, helping companies increase
accountability and boost productivity. SRM is used by service
desk professional from IT, HR, Finance and Administration
Departments to support service requests. Service Support
Associates can view the requested services, access
customer data, check the required approvals and resolve the
service requests.

Implementing SMART SRM will achieve the following :

* Provide all standard services using SEM (such as
getting new hardware, new software media and other
HR, Payroll & Facilities services).

* Provide a uniform mechanism for processing service
requests, by giving reliable information on availability of
service requests and implement an approved process of
how to obtain them.

» Assistin General Information's, queries and complaints
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| Business Benefits
SMART Suite SRM will offer you the following business

= Streamline and automate all Service Request across the organization.

* Reduce business service resolution time and service costs using web-based tool.

Develop Knowledge base for online help, guidelines and checklists.

Reduce phone call volumes by providing web-based self-service to your employees or customers.
Enhance the Business unit's confidence and perception of IT Systems.

Improve Customer Satisfaction & Service Staff efficiency levels.

SOLUTION DATA SHEET
SERVICE REQUEST
MANAGEMENT

Authorizations, Assignments &
Escalations Alerts

SMART Suite automatically routes the
service requests for any number of
required approvals and then assigns the
request to appropriate support
associate based upon the rules defined
in the workflow. If the SLA is breached
an escalation alert can be sent to the
concerned manager for further action.

Oinlina Approvals
for Barvice Request
Processing

Integrated & Robust Architecture

SMART Suite shares a common
architectural platform with other
modules of SMART Suite, offering a
wide range of functional and technical
features along with flexibility. All
modules of SMART Suite IT Service
Management solution communicate
with each other and offer key features
such as role based security, business
rules definition, administrator tools,
dashboards, graphical reporis and
many more features.
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Business Challenge

The challenge of effective IT Service management is to analyze to causes of incidents and permanently
remove them by providing solution for recurring incidents. Lack of effective problem management
techniques will cause high costs and low motivation for both users & Support staff, since similar incidents
have to be resolved repeatedly without anyone able to provide permanent solution.

How Smart Suite Problem Management can help you?

SMART Suite Problem Management extends Incident Management by providing workarounds and
temporary fixes, until it has found the root cause of Incidents. Problem Management depends on
reviewing all the accurate information of Incidents to enable reactive and pro-active analysis of the
underlying root cause. SMART Problem Management allows IT Staff to become pro-active & helps them to
get solely out of the fire-fighting mode, by identifying Problems & Known Errors before the Incidents occur.

SMART Suite Problem Management enables :

* |dentify, register and classify the problem. Incident
= Perform investigation & diagnosis. el
* Provide workaround.

* |dentify known errors.

* Resolve and close the problem.

Information
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Key Features :

* Escalates Problems after pre-defined thresholds of
SLA’s have been breached.

Tracking & Monitaring
Of Problems
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* Facilitates the generation of customizable NS —
management reports for trend analysis.

* Facilitates the association and maintenance of the
relationships between Incidents, Known Error records
and RFCs.
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Change
« Allows links with the Computers/Config ltems in CMDB o
to enable the updating of Problem records with P e
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= Closure of problem automates the closing of all
incidents related to a problem.

'Business Benefits
SMART Suite Problem Management will offer you the following benefits :

* Reduction in the volume of Incidents.

* Provide Permanent Solutions to resolve known errors.

» Improve first-time fix rate by service desk, by using knowledge of previously resolved incidents and
problems.

Detect and fix issues before the users notice report an Incident.

Improve quality, productivity and morale of technical support staff.

Analyze the pain points that are taking up staff resources.
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Business Challenge

In our technology driven age, often changes occur so rapidly
that it becomes difficult to Manage. Proper tools and best
practices are necessary for managing change. SMART
Suite Change Management module assists IT Organizations
to deploy changes in a controlled way.

Change Management

SMART Suite Change Management (CM) will achieve the
following :

* Provides a repeatable standardized methods and
procedures for making changes.

* Helps in making Changes quickly and accurately as per
the business needs.

* Protect Services while making changes - minimize the
business risk.

SMART Change Management Supports following
activities for managing a successful change :

* Create Request for Change (RFC)

* Assess and evaluate change

* Get Authorizations

Record Change Advisory Board (CAB) NMotes
Schedule Changes

= Co-ordinate and Implement changes

Maintain Change Schedules

'SOLUTION DATA SHEET
CHANGE & RELEASE
MANAGEMENT

Release Management

The goal of Release Management is o
ensure that integrity of the live
environment is protected and that
correct Hardware or Software
components are released.

SMART Suite Release Management
will provide following benefits :

* Achieve a higher success rate of
releases.

* Reduced service interruptions by
avoiding non-compatible
components.

* Ensure that Live Software is of high
quality.

* Minimize use of illegal software.

Maintan Multiple
Rolloul Plans

Business Benefits

Access impact of changes, before approving the change.

Stop un-authorized changes to your IT Infra-structure.
Enhance visibility of changes to both IT and the business.
Reduce cycle time to implement change.

Increase confidence of business in IT Systems.

Increase overall customer satisfaction.

SMART Suite Change Management will offer you the following benefits :
= Build your own approval process for managing change requests, using SMART workflow tools.

Develop controlled change mechanism and improve accuracy of changes.
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