The Smart Way to Manage Tickets

CynergySoftware is the choice of software by many sales and support-center organizations. Many optional features also are offered to
accommodate a wide variety of customer needs, such as telephony integration for inbound screen pops, first-level-support knowledge
bases, and links to many popular databases and systems-management tools including scanning and asset management.

CYNERGYSOFTWARE FEATURES

Tickets (Issues/ Requests)

Ticket Management (trouble, service, calls, and DUGS).........ccviiiiiiiiiiii e Standard feature, included
Web FOrm TIiCKEt GENETALION .........eeiiiiieee e e e e e enees Standard feature, included
EMAIL Ticketing System....... ... Standard feature, included

PrIOMLY TICKET LISTING 1.ttt ettt ettt ettt ettt e et e e ettt e e ab bt e ek e e e et e e et e e e e e mb e e e e abe e e e enbeeeeenreee s Standard feature, included
Service Level Agreement ASSIGNMENT ........uiiiiuiieieieeesiieeestteeeseeeeesteeeesrteeeessaeeeasseeeeassaeeessseeeaasseeessneeasseeessenes Standard feature, included
Unlimited Permission Levels Standard feature, included
File AttaChmMeNtS Cap@ability...........eeeiiiieiiiie ettt e st e et e e e e e be e e e nbeeesanreeean Standard feature, included
Unlimited Quick Ticket Templates (html COMPALIDIE) .........cccuieiiiiie e Standard feature, included
Unlimited User Defined FIelas...........cooiiiiiiiii e Standard feature, included
Relational fields, drop down pick lists, check boxes, text area, text box, or radio button fields.... Standard feature, included
Parent child relationship user defined fieldS .........ccccoiieiiiii i Standard feature, included
VIEW SUPPOIt FEOUESE NISTOIY .......tiiiiiiie ettt ettt e sttt e ekt e e e s bb e e e sabe e e e abe e e e ebeeesasbeeesaneeeaabneaeanes Standard feature, included
Unlimited end users/Customers Can 10g tICKELS .........uii it Standard feature, included
Searchable KnowledgeCenter ............cccccu.... Standard feature, included
Private staff notes for help desk requests.... Standard feature, included
Staff Assignment Tracking ..........cccevvveeene Standard feature, included
Group ASSIGNMENT TTACKING . ... ..eeiiteireeiiieeitiee sttt eeteee e teeesteeeasteeeaasteeesseeeeasssteaasaeeessseeessseneassseessnseeessseeensses Standard feature, included
Staff members can create and assign scheduled tasks and eVents ............oooueieiiiiiiiiei e Standard feature, included
Dashboard display, showing scheduled events, tasks, new and open reqUESLS ...........ccveeerieeeiiiieesiiee s s Standard feature, included

Log Tickets/launch new customer from Web form SUbMISSION..........cooiiieiiiiie e Standard feature, included
CUSLOMIZADIE PFIOMILY LEVEIS ..ottt ettt e et e e e et e e s e it e e e e ebbe e sbe e e ennbeeesnnreeesnnnas Standard feature, included
CUSLOMIZADIE STATUS LEVEIS ..otttk e e et e e st e e e he e e e e be e e s b e e e sasbe e e snnreeesnneas Standard feature, included
L0223 8o | (01U o 13T Standard feature, included
Ticket Merging Standard feature, included
LI A4 o Vo TR PP . Standard feature, included
Department Category MaSKING. .. ....ouiie ettt et et e et e e e e e ea e e e et e et e e Standard feature, included

Standard feature, included
Standard feature, included

Forced valid entry on user defined fields
Ticket Integration with Knowledge Center

UDEF Masking .......ccccouveiivveeiiieesiieeesiieeenes Standard feature, included
Department UDEF & Category MaSKING ........c.ueieiueiiiiieeeiiiieeeieeeasieee st e stee e sibe e e ssbeeesssseessssseeanbseensseeesnnneeeas Standard feature, included
UDEF Field ReqUIrEMENT @IlILY .......ccoiiiieiiiii ettt ettt e e e b e e e e snr e e e snnn e e e nnnees Standard feature, included
**Ticket Scheduling, puts ticket in a queue until create date Standard feature, included
**\/iew of ticket subject and comments without clicking into ticket....... ..o e Standard feature, included
Saved ticket Search fOr QUICK VIBW ......... . e e e e e e s Standard feature, included
Last viewed items stored for QUICK refEIENCE. ... i it e e e e e e e Standard feature, included
Wildcard searches for subject and comments for containing KeYWOrdS............ccoviviiiiiniiiiin i e e Standard feature, included
Create Ticket Wizard fOr SIMPICILY .......oe et et et et et e et et et e e et e e e e et e e aennees Standard feature, included

Customer Management

COMPANY PrOfIIES ...ttt b et nh ettt e e ht et b et sae et e nbe e et e nbeesaneas Standard feature, included
LG (] 1= PP TP Standard feature, included
Contact Profiles Standard feature, included
Unlimited user defined fields and sections for information gathering ............c.cccoeeiiiiniiiien Standard feature, included
**Region assignments (Ability to view only your region information) ...........ccccceeiiiiiniiieiiie e Standard feature, included
**Addition of different currencies for out of U.S. REQIONS ........eieiiiuiiiiiiie e e eieeesee e ste e seeeesaee e snee e eneeeeennes Standard feature, included
**Customizable email, phone, and addresses for €aCh CRM TIer ..........cooiviiiiiiiieiiiie et Standard feature, included
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Track additional addreSSES PEF CONTACE .........ciuiiiiiiiieii ettt ettt Standard feature, included

SECUIE ALEACHEA FIlES......c ittt ettt e e ab et e e bb e e e e abb e e e eat e e e e be e e e enbeeesaneeenneas Standard feature, included
Add unlimited CONtACE FECOTTS ........couuiiiiiriiieieere e Standard feature, included
**Schedule activities and tasks directly tied to a contact, site, or company... Standard feature, included
View iCalendar in Agenda/Day/Week/Month format............cccccceeeiiieiniinennnns Standard feature, included
Schedule unlinked activitieS @nNd TASKS .........couiiiiiiiiii et Standard feature, included
Create items for Customer KNOWIEAGE CONLET ......c.uuiiiiiiie ettt et e et e e e st e e aaeesnneeeenneeas Standard feature, included
St UP MUIIFAAY BVENTS.... .ottt ettt e e ekt e e st bt e e shb e e e e kb e e e eabe e e e aaee e e anbeeeeanbeeesneeensneas Standard feature, included
Relational management/organizational ChartS............ccuiiiiiii i e e e naee s Standard feature, included
Create HTML links for internet/intranet access..................... Standard feature, included
**Create CRM record for all three levels on a single page ... Standard feature, included
**Create campaigns for grouped contacts ..........cccceevveevvnrennnen. Standard feature, included
**Ability to see which campaign associated with contact in reCOord.............cocviiieiiiiiiii e Standard feature, included
**Add products to any CRM tier fOr reCord KEEPING ........cuurieiueeeiiiee ittt ettt e e s e see e e ebeeeeaaes Standard feature, included
**Quick create CRM Record (Create all three tiers 0n 0Ne PAGE) .....ccveeiiiiieiiieeiiie e eiieeeste e e see e ssvee e saaea e Standard feature, included
**xxCustomizable Dashboard fOr @aCh USEN...........oirii i e e e e Standard feature, included
***Dashboard and Log-in Page ANNOUNCEMENTS ... .. ... ittt aee et re et et e e et e et e eeeaen e aeeaes Standard feature, included
*xxAddress book that also works with OQutlook Integration t00l..........coeeiieiiiie e e e Standard feature, included

Asset Management

Create tICKELS frOM @SSELS .....uviiii ittt e et e e e et e e e e e et e e e e e e s eeaae s e e e eesaabaeeeeeeseabaaeeeeeseannreeeeas Standard feature, included
View associated asset t0 tiCKEt frOM QUEUE .........ooi ittt e e e e baeeeaaes Standard feature, included
Search assets by CRM RECOId/ UDEFS, €IC. ......ccciieiiiieeiiiieeiiiteesiieeesieeeeseeeessseeeesnseessssseessnsseeesnssessssssesssnnes Standard feature, included

Opportunity Management

Lead Tracking ........ccccveevveenne Standard feature, included
Web Form Lead Generation... Standard feature, included
(e (o] g1V =T To I IS 1] o T PSP UURTOPPPRPPIN Standard feature, included
Unlimited PermiSSION LEVEIS .........ooiiiiiiiiiiii ittt et b e bt nb e sb e e b e s etee e Standard feature, included
File Attachments Capability............couioiiiiii ettt er e sr ettt Standard feature, included
(O] o] Lo a0 1A =T 0] o = L= S PPV PP OUPRTOUPRRNt Standard feature, included
Unlimited USer DefiNed FIEIUS. .......c..uiiiiiiii ittt b et sb e bbb e e Standard feature, included
Relational fields, drop down pick lists, text entry, *check boxes, or radio button fields .............cccoceeiiiiiiiinens Standard feature, included
A ST 41153 (o] VO PP UPPTOUPRTORUPTOt Standard feature, included
**Staff ASSIGNMENT TIACKING 1...vvvie i ettt et e st e st e e et e e e e teeeassteeesnseeeeaseeeesseeesssaeeessneaeansnneeanes Standard feature, included
Dashboard display, showing scheduled events, tasks, new and open leads ............c.cceecveriviinicniicnicnieeiees Standard feature, included
Log Leads/launch new customer from Web form lead SUDMISSION...........cooiiiiiiiiiiiiiiieie e Standard feature, included
[P YT @ o] oo ) (1 1) Y=< USSR Standard feature, included
**Campaign creation (email, append NOLES 10 GrOUP) ......eerieriiiiiieiiiiriert ettt Standard feature, included
**\/iew all notes on one screen for Company/Site/CONLACE ..........ccuuiiiiiiiiiiie e e e Standard feature, included
kel d (0 To (U1 B 1 - Vo (1 Vo [P Standard feature, included
**Apply and keep payment history and notes in Opportunity .. Standard feature, included
**Assign an Opportunity to multiple CONtaCtS OF SItES ........ooiiuiiiiiiiee e Standard feature, included
**Qpportunity Rules Engine (send alert when fields change or sales person hasn't logged in) .......ccccccccveennes Standard feature, included

Time Tracking

Stopwatch time tracking from the tICKET ...t Standard feature, included
Manual time entry PEr tICKEL FESPONSE .......cii ittt e et e bt e et e e et e e s enbeeesnreeeas Standard feature, included
Record time per Staff tECNNMICIAN. ..........oi e et s e e st e e e b e e e nbeeeanneeeean Standard feature, included
EIt NOUIS TTACKEM ...ttt et et e e s bt e e e s b bt et b e e e eabe e e e abbeeaanbeeeaanteeean Standard feature, included
TIME SUMIMATY FEPOIS ...eeeiteeeeiieeesttee ettt e ettt e e ettt e e sabe e e e ste et e aabe e e e aats e e e aae e e e e be e e e an ke e e e ambe e e aabe e e et seeeanbneeesanneeabnneeanes Standard feature, included
Export Time statements to Accounting system (.CSV, MS EXCEI) ........cccviriiiiiiiiiiiiiiiesic e Standard feature, included
Alerting
Dashboard NOtification............ccoveeieriiieeiiiiee e Standard feature, included
TAPI Integration (using the CTI Link from U.S. INfOtel COMP.) .....cueoiiiiiiiiiiiiieieeiiecr e Add on feature, additional
(= gL T o]0 Tor= 1o ) IO TP PU P OPPPTPPR 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)
Ticket Rules for escalation and email @lerting ..........c.cooouiieiiiiieiieie e e e e eeee s Standard feature, additional
Installation

Application INStAllAtion ............oeeiiiieii cee e e et e e e e e e e eeneeeen e eeeeeeee.. ONINE INstall or ship CD, included
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Manager Tools

Configuration Console fOr AAMINISIFALOIS ..........uiiiiiii et et e e bt e st e e e sabe e e s anbeeeeneneas .Standard feature, included
**Notification of session timeout (alert t0 109 DaCK iN) ........ooiiiiiiiii e Standard feature, included
e O1 4V r= I R =T o Lo g 53 L1 (=T |-V o o 1 SRS Standard feature, included
Navigation audit (administration to can view which pages staff users have navigated to within the system).... Standard feature, included
Export ticket SEarch reSUILS 10 EXCEI ...... . it e e e et e e et e e et et e e et nee e . Standard feature, included
Databases
MICrOSOft SQL SEIVEE 2005 .....coiieiieiiiiieiteie ettt ettt et e e e tb e e e sttt e e atbe e e satse e e ahbe e e aabseeeaabeeeabaeeaabseeabbeeeaabbeeesabseeaabnneaane Additional Fees Apply
Microsoft SQL SEIVETr 2005 EXPIESS ....cciiuuuieiiiiiteiiieieeiieeesstteesssaeeesteeeasteeesssseeeassaeeaasseeeansseeessseensesesnsseessnsseees Standard feature, included

Cynergy Development Platform
2.0 .NET FrameWOrK WIth CH .....ccoiiiiiiie ettt s et e e e s et e e e e e s s e e e e e e e st baaaeeeesntaaeaaeesannsnaneaaeeanns Standard feature, included

Other Modules (Ask salesman for pricing)
Integration with Outlook (icalendar & Address book)
CYNEIGY TP+ttt e e e et et et e

Add on feature, additional
Add on feature, additional

Knowledge Center (customizable categories, file attachments, etc.)...........cocoeieiiii i, Add on feature, additional
Email Ticket SUBMISSION ......o.vviiii i e e Add on feature, additional
Webform Ticket Submission ......... Add on feature, additional
Webform Lead Submission ................ Add on feature, additional

Integration with Active Directory Add on feature, additional
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