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DELIVER EXCEPTIONAL EXPERIENCES
WITH SUMMITAI SERVICE MANAGEMENT

a & B z %

Benefits

Faster go-live
using codeless
configurations

Higher Self-service Single service Omnichannel Insights through

productivity experience portal experience dashboards/reports

Features
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Service
automation

Gamification

Operational Intelligence
Enabling Higher FCR
Contextual Information
Knowledge Harvesting
Event Co-relation

Gamification
Driving Desired Work Culture
Performance Metrics, Rewards &
Recognition

Healthy and Transparent

Competitive Workforce

Service Assist
Reduce L2/L3 Work Load
Rapid Response
Enabling Higher FCR
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Service Automation
Auto-Remediation
Resource Fulfilment
Human Error Elimination
Preventive Maintenance

Service Skill Management
Skill Assignment
Analyst Load Analysis
Automatic Ticket Routing

Service Availability
Proactive Service Status
Service Based SLA ‘s
Event Management
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PLATFORM BUILDING BLOCKS 2N

®

SELF SERVICE FORM BUILDER BUSINESS CONTROL WORKFLOW
PORTAL WORKFLOW DESIGNER

® ®

JAVASCRIPT ORCHESTRATION NOTIFICATION REPORT BUILDER
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@ — Log Incident Analyst notified

END USER about the incident

Assesses the
incident and

SYMPHONY

SUMMITAI

System automatically sets up the bridge

qualifies it as

Major Incident

-

MIM decides on the next best
course of action for quicker
resolution of incident

<+«—— MIM Team discusses about
the issue over the bridge

Automated notifications to the MIM Team via various mediums such as:
* Voice

*SMS

* Email with a link to join the audio bridge

* Mobile App Notifications

CONFERENCE BRIDGE
(WebEx Or Twilio)

A 4 A

MIM Team joins the bridge

MAJOR INCIDENT TEAM MEMBERS

Accelerate the resolution process of major incidents by leveraging on° SUMMITAI's Major Incident Management
process with automatic virtual war room setup and notifications to the relevant stakeholders
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EXTERNAL WEBSERVICES N

e — 20N | SUMMITAL | o

Incident Table P E 3 ! Incident Table e
h | Create : |
! Incident ID | Status Other Info

Third Party Application J ,,,,,,,

v

Incident ID Status Other Info
> ) Get incident
Create ﬁz :e‘” incident 123 New
ew
456 New

Get Updated

incident

A

v

Incident Table (Updated)

O i 6 Update or ‘
gim ¥ : ncdent nddent
Analyst Update e (p— Incident ID | Status Other Info Analyst
' Incident 123 [Pending e o 123 |pending
i 456 In-Progress|ABC P 1 > 456 In-Progress|ABC
Get Updated 3 Post : .
3 Updates 3 /

\ / Incident

Minimal Development effort from third party, just publish the API

* Field mapping
* Periodic push and pull from SummitAl tables and third- party tables + Ability to debug and retry failed transitions
Notifications to users in case of failures of transactions

 Ability to view the queue

1
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MULTITENANCY - DOMAIN AND TENANT 20

Domain

Tenants

Location t#:‘ m E

“! vl?? o
2 i@

End User Facilities Marketing

Domain
* Domain is the container where Tenants, User data , Location, Vendor

information are created and managed.
* Multiple domains can be created in a single instance of SummitAl

which is useful for shared services support model
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Tenant

& & i

Process Configuration Groups

Sy e e i o P ﬁi&? Jﬂf'

Access Control Orchestration Integration

Tenant
* Tenants consume the data from Domain.
* Tenants can represent and model Business Units, departments
which provide their services to consumers within the domain
* Independent process, configuration etc. can be configured in a Tenant
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Incident Summary By Workgroup Monthly Incidents Trend Chart Incidents By Workgroup And Priority

150+ Metrics across different modules! j = E
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20000 -

Metwork Support - .

Pune-Local-IT 13..

Tab based Dashboards with an option to define custom
tabs and metrics from SUMMITAI Dashboard Designer!

Bangalore-Campus-Lo
" Helpdesk Support 43265

SR Classification Summary Service Request Summary By Status

Different types of reports in a single pane of glass to
enable informed decision making!
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Range of Reports including SLA Reports, Trend Reports,
Compliance Reports, CSAT Analysis, Performance
Analysis, Volumetric Analysis, Aging Reports, Top — e S e

in
X

Service Request Trend Chart

Drivers & many more!
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EXECUTIVE DASHBOARD - OVERVIEW

Incident Management
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450 CSAT Rating
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Service Request
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2 1 Open P1 Incidents
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MOBILE APP
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o Symphony SummitAl Symphony SummitAl
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My Incidents

My Service
Requests

My Assets

Incident Feedback

0 & M 1:40 SummitAl Service Management

Log New Incident m
Caller

Select

Location

Select

Approve Service Workgroup*

Requests

HR-Bangalore

Symptom

Need HR Portal acc

Asset Physical
Verification

Description

Not able to access HR Portal

Attachment1

o Symphony Summit

200 SUMMITAI

SummitAl Service Management B m] X

OK
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USA

SUMMIT Software Inc.,
4 Main St Suite 100, Los Altos, CA 94022

+1 (866) 209-2066

INDIA

SUMMIT IT Solutions Pvt. Ltd.

Tower 3, 5th floor, SJR | Park, Whitefield,
KR Puram Hobli, Bengaluru, Karnataka
560066 - India

+91 9590786648 (SUMMIT)

www.symphonysummit.com
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Log Finance Case Request Finance Service Solve It Yourself

Finance Queries New Request Knowledge Records

B

Recent Issues Recent Requests Bulletin Board Your Feedback
My salary is not credited New Form 16A New No Data We want to hear from you to help you better
PF Amount not reflecting in th... New Reimbursement Payment New
Payroll portal is not working New Provident Fund New '] 5 6 6
Not able to download IT Form New Payroll New
Reimbursement Issues New Income Tax Returns New
Pending Inciden

See All Issues See All Requests



