Business Challenge

Today technology is changing at a dizzying pace, yet
organizations are strapped with the conventional
methods of relying on an array of customized and
disparate support systems to manage this change. This
creates dependencies on expensive IT support personnel
to maintain the integrity of data.

Solution

The Service Desk serves as the portal to many of PCR-360’s
most critical functions and will easily integrated with other
enterprise help desk applications.

The PCR-360 Service Desk functionality enables
organizations to manage the activities related to move,
add, change, and delete transactions (MACDs). PCR-360
provides the ability to:

B Provide a single point of control for requests and
incidents.

B Enforce standardization of requests and orders.

¥ Ensure data integrity.

¥ Automate the workflow and routing of tasks.

¥ Track service level agreements and automated
escalations.

¥ Gain comprehensive insight into organizational
performance.

Service Desk Capabilities

PCR-360 provides a single point of reference for all
requests, orders, incidents, projects, and estimates.

The Service Desk functionality is an integral component
of the PCR suite and leverages the capabilities of the
entire application. Service Desk alleviates manual
entry in other functional areas such as inventory, cable,
billing, etc. and reduces the cost and time required to
process service orders and resolve incidents.

® Quickly create orders and requests by utilizing
predefined catalogs that includes services,
inventory, workflow, cable, and billing.

B Automatically update other aspects of the
solution in real time to ensure data integrity.

# Continually monitor delivery of your SLAs and
automatically escalate based on defined KPls.

B Ensure tasks are completed in the appropriate
order by creating sequencing and dependencies.

B Utilize Quick Ticks to easily document first call
closure incidents.

# Ensure resource availability through technician
calendars.

# Automatically allocate one time and recurring
charges associated with the MACD.
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Visibility

PCR-360 was designed to provide a wealth of information at your fingertips. PCR-360’s user friendly
design provides comprehensive views and dashboards allowing users to quickly find the information
needed and organizations can make better business decisions.
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Other Benefits

History: When the work is done through an order process the organization will have a history of when a
change was made, who made the change, and why.

Order Initiation Flexibility: With PCR-360 orders and requests can be initiated in multiple ways
including creating directly from the Service Desk screen, through wizards, in the customer portal, from
emails, importing from comma delimited files, or integration with other help desk applications.

Order Actions: Multiple actions and types of actions can be added to a single order or request,
eliminating the need to create multiple orders.

Swaps: Swap the location of two services without having to disconnect each of the existing services and
add these services to the opposite location.

Projects: Large projects can require many orders over a long period of time. Associate these orders
with a project for consolidated reporting.

Urgency: Provide technicians with the information needed to prioritize requests by defining an urgency
status of low, medium, or high for each order and each individual action.

Technician Calendar: Assign tasks to workgroups or individual technicians and track resource
availability through an interactive calendar.
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