
IS SMART

keeping your 
CCUUSSTTOOMMEERRSS  FFIIRRSSTT

really smart

w w w . c y n e r g y s o f t w a r e . c o m

According to META

Group Inc. “By end of this

year over 70% of IT help

desks will evolve into

Customer Service

Centers responsible for

consolidated problem,

service and information

support”.  



According to a recent study, the primary reason that most customers leave and go to
the competition is due to inadequate customer service, not price, not supply and
demand, not lack of sales attention…But now there is Cynergy Software, the smart

solution for ALL of your Customer Relationship Needs.  Internal support, external customer
service, Asset Management, Knowledge Base with Document Center, and Opportunity
Management make up the Cynergy Suite of software.  And soon to come in mid-2006 is
Simple Cynergy, a scaled down version of Cynergy with focus on ticket management.  The
development of Cynergy was a result of our 10 year History in the CRM business reselling
and supporting various different leading systems such as HEAT, Remedy, Magic, Goldmine,
Saleslogix and Microsoft CRM.  

Cynergy was born from a marketplace void because no one company seemed to
offer both customer support and sales management in one web based solution.  And
as Cynergy began to grow and obtain more customers, the requests for it to perform
more tasks did as well.  In order to accommodate different cross sections of clients, it
was built on a modular construction that allows you to connect or disconnect each dif-
ferent piece of Cynergy to best run your business.  

Cynergy can be easily modeled after your business to make you more effective at
what you do best, take care of business.  Written on the .NET platform, Cynergy can
connect or integrate into unlimited other software systems and is TAPI compliant for
Screen Pops with our call center PC/PBX or can run on countless other TAPI compliant
phone systems such as Avaya, Toshiba, Nortel and others.  
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t h e  c y n e r g y  s t o r y

ITS THE SMART THING TO DO

See why so many Fortune 1000
companies and companies like yours
choose Cynergy.

IP based telephone system that offers a full complement of rich
features that help your employees work more efficiently:

Enhance customer loyalty If your customers can't get through quick-
ly when they call, they might go elsewhere. Our Call Center System
makes full use of the latest in IP technology and its sophisticated call
routing not only ensures that every inbound call is answered promptly
and routed appropriately, but also gives you the power and flexibility
to implement special features - such as priority handling for VIP
callers, or IVR Systems that automatically respond to customers needs
- features that increase customer satisfaction and loyalty.

The Cynergy Call Center System offers such features as:

Complete PBX functionality on PC architecture •  IVR (Interactive Voice response)
VoIP (Voice over IP)  •   Voicemail  •  ACD (Automated Call Distribution)

SIP  (Session Internet Protocol)  •   Agent Routing  •  Call Recording  •  and more

Request a complete brochure from your Cynergy Salesperson



Cynergy Active Ticket by Cynergy Software Corporation is a browser-based
software solution for any size business.  The easy-to-use, highly reliable
solution leverages proven technology to make this the most effective help

desk software and ticketing system on the market today. 

c o n s t r u c t i o n  & a r c h i t e c t u r e
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tthhee  ccyynneerrggyy  ssooffttwwaarree  ssuuiittee
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CAT. DashBoard  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Assignment Alert via email  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
(When a new ticket is \created by end user, all staff members are notified via email, and the ticket shows up in
the dashboard as unassigned ticket)

problem management

customer management
Call Logging  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Customer Profiles . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Additional phone numbers for clients  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Track additional  addresses per contact  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Secure attached files by user/user group . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Add unlimited contact records  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Day/time planning  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
View Calendar in Day/Week/Month format . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Schedule unlinked activities  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Manage sortable to-dos and prioritized activities  . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Set up Multi-day events . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Relational management/organizational charts . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Create HTML links for internet/intranet access  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included

alerting

installation
By Cynergy Personnel or Download from web  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Online Install included

s o f t w a r e  f e a t u r e s

CYNERGY ACTIVE TICKET

Call Logging  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Remote Ticket Generation . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Priority Ticket Listing  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Service Level Agreement Assignment  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Activity Log  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
File Attachments Capability  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Quick Ticket Templates  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Unlimited User Default Fields  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Relational fields, drop down pick lists, text entry, or radio button fields  . . . . . . . . . .Standard feature, included
View support request history  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Unlimited end users/customers can log tickets  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Searchable Knowledgebase . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Private staff notes for help desk requests  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Assign requests to other departments or staff members  . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Staff members can view/attach files when responding to others requests  . . . . . . . .Standard feature, included
Easy call display, showing emergency, new and open requests  . . . . . . . . . . . . . . . .Standard feature, included
Log Tickets/launch new customer from Web form submission  . . . . . . . . . . . . . . . . .Standard feature, included
Escalation and Rules based engine . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
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network & systems management integration
System runs under Linux or Windows  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
100% web based with most popular browsers  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included

databases
MSDE and MS SQL  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included

The following features also describe in greater detail some of the capabilities of
Cynergy Software:

IImmpprroovvee  EEffffiicciieennccyy  

Manage an increase in service requests without increasing staff count. Cynergy Active
Ticket automates help desk and service processes making your staff more efficient.

LLoowweerr  EExxppeennsseess

Simple implementation and training, coupled with easy customization, lower your
costs immediately. Cynergy Active Ticket requires minimal administration and maxi-
mizes help desk resource productivity.  

QQuuiicckk  TTiicckkeettiinngg

Reduce call and resolution times for increased customer satisfaction and improved pro-
ductivity. Cynergy Active Ticket's pre-defined templates automate the logging, routing, and
closing of tickets, reducing the time required for technicians to deal with routine tasks. 

SSeellff  SSeerrvviiccee

Reduce the overall cost of service by allowing users to submit requests and find solu-
tions via the Web, 24 hours a day.

BBrroowwsseerr  BBaasseedd

Available from anywhere. Customers, help desk agents, and technicians can access
Cynergy Active Ticket easily through an internet browser, when and where they need to.

EEaassyy  ttoo  LLeeaarrnn  aanndd  UUssee

Cynergy Active Ticket is totally browser-based, and all call tracking and knowledge
base features are accessible from a browser. An intuitive interface allows staff to learn
Cynergy Active Ticket quickly, with minimal training.

s o f t w a r e  b e n e f i t s

manager tools
Supervisor's Console for Administrators  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
Reports integrated into Crystal Report Writer  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .Standard feature, included
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telcom solutions

c y n e r g y  s u c c e s s  s t o r i e s

Telcom Solutions, Inc. is a certified Business Partner of AVAYA. For over a
decade, they have been providing the best in class products and services
available in the communications industry. It is their daily commitment to take

care of the customers who entrust them with the most critical part of their busi-
ness, their communications systems.

During 2002 our business was going through a huge growth curve, we were
acquiring other reseller dealerships, as well as new customers that had large
needs. Before Cynergy we used to have our engineers travel from their residences
located all over Los Angeles, and arrive at our offices by 7:30 am. This meant that
some would have to get up 1 1/2 hours early to beat the busy LA traffic and be on
time. We would also have the employees gather round a large white board so we
could dispatch the engineers to their respective jobs and have them organized for
the day.  We had tried several electronic ways to organize this information, but it
seemed to always break down at one juncture or the other. Cynergy gives us an
organized way to keep the information together so that the technicians simply
check Cynergy the night before and then go straight to the jobsite, generally arriv-
ing around the save time they used to get to the office before. Cynergy has saved
us countless hours and thousands of dollars each month. 

Carol Spowart, President
http://www.telcomsolutions.com/

The challenge to Telcom was to quickly organize the workload without
sacrificing contact quality with the client or losing precious hours throughout
the day of valuable engineers’ time.  Also, the engineers would be frustrated
being routed to the same project twice by accident.  They have been using
Cynergy for 4 years.  

st lukes hospital

We were looking for a solution that we could get up and running on in
short order for our dietary division needs.  I had used several of the large
help desk applications which worked well, but took too long to imple-

ment and were out of our budget for this application.  Cynergy fit the bill.  

Jean Sawyer, Call Center Manager
St. Luke’s Episcopal Hospital
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secure integrations

Since its founding in 1975, Jasco has become a leader in the marketing and
distribution of GE brand Consumer Electronic accessories and Home Electric
products for the United States, Mexico, South and Central America, and the

Caribbean and Canada.  

Jasco customer service specialists enter consumer information into hundreds of
tickets every day for GE product warranty and customer information into Cynergy.
Cynergy gives them the ability to track needed customer information in a safe
and secure environment that allows them to recall the information when need-
ed.   They can then spin out needed reports to management to keep them on
top of customer service, the Jasco Way.  

jasco products

Secure Integrations was founded on nearly ten years of digital voice, data, and
video recording experience for police, fire and emergency management, cor-
porate call centers and the banking industry. They are dedicated to providing

and supporting the best digital surveillance equipment and software for clients
large and small. 

The founder and president of Secure Integrations, Eugene Szatkowski had used
Cynergy in another company so he realized the benefits of a web based ticketing
and tracking system.  Launching a new business has enough challenges, and you
don’t get many second chances in my industry, said Szatkowski, thus we knew
one of the most important components in our new company would be Cynergy
Active Ticket.  And with the addition of the Opportunity Manager, I can keep track
of our salespeople, upgrades, maintenance contracts, as well as service tickets
and incidents.  We simply could not operate our business without Cynergy.    

Eugene Szatkowski, President   
www.secure-integrations.com

allegiance credit union

We were using a help desk application for internal IT support  that was not
web based and was weak on reporting capabilities.  We also needed
knowledge center capabilities for new hires and historic data.  Cynergy

had both and much more.  We have never regretted the move to Cynergy. 

Shauna Smith, IT Manager
Allegiance Credit Union
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b e s t  p r a c t i c e  c h e c k l i s t

Support organizations should identify, monitor, and manage to appropriate service
levels for their customer base

Support organizations should implement proactive measures to reduce problems
and improve customer service

Support organizations should provide and monitor broad management reporting of
both activity and performance

Support organizations should aggressively pursue root cause analysis and problem
elimination programs

Support organizations should require clear “value on their investment” from the
short term

operations management

Support organizations should log 100% of all customer requests and related activity

Support organizations should enable customers to submit requests in multiple meth-
ods, and in multiple forms

Support organizations should provide prompt (defined by the specific customers
served) response to customer requests

Customers should be able to access self-help options prior to engaging help desk
and call center resources

Support technology should be available to, and used by, all stakeholders in the sup-
port process (Level I, Level II, Level III) to insure continuity of service processes and
service performance

Customers should be kept informed as to the status of their requests

Support organizations should automate the process of handling customer requests,
including call handling, call tracking, problem management, and problem resolution

call handling

best practice checklist for smart help desks

Most companies today are attempting to automate their help desk and sales
department to some degree, hoping that it will improve the efficiencies of run-
ning a strong service and sales organization.  Using little more than a Rolodex as

a service or sales tool is highly inefficient and can be very costly to the corporation.  

Simple and efficient processes are designed to provide fast, accurate data to the help
desk technician, marketing analyst, or sales professional.  And Smart tools designed by
Cynergy allow your people to reach out and touch the customer in a way that assures the
customer that they are important to you, while giving management tools to provide a
measurable impact on productivity and performance. A well designed Help Desk and
CRM system is Simply Smart.

Cynergy Software
5770 NW Expressway, Suite 206

Oklahoma City, OK  73132

tel: (405) 516-2420
fax: (866) 340-5601

www.cynergysoftware.com


