CUSTOMERS ARE IMPORTANT!

It's vitally important to look after customers and
stakeholders!

Our expectations of what constitutes good service are
constantly increasing—we live in a service—oriented
economy, and expect superior service.

The Quantum service desk from ac3 ensures
consistent delivery of quality customer service.

YOUR SERVICE DESK IS A VITAL ASSET

Operating an efficient and courteous Service Desk is one
way you can keep customers happy — and retain them.

But you can't operate a service desk simply by employing
someone with a warm and engaging voice!

All the reassurance in the world will come to naught if a
request goes unanswered, or a solution to a problem takes
longer than initially promised.

WE EXPECT TO BE KEPT INFORMED!

We have grown accustomed to being kept informed of
progress. Tickers on railway stations tell us when the trains
will arrive.

Our patience soon wears thin if we do not know the
progress of a Support Desk request.

THE QUANTUM SERVICE DESK

The Quantum Service Desk from ac3 provides you with best

practice service desk environment. It is:

 web-based: can be
accessed from anywhere; %QUElntum

« hosted at ac3: no need to INIEISERIES
buy hardware;

e secure: only you can access your information;

e available 24x7 : and

e |TIL-based.

WHAT IS ITIL?

The ITIL framework is widely regarded as best practice for IT
operations management, that is focussed on the customer.
See http://www.itil.org.uk/.

Adopting the Quantum service desk is the logical first step
that an organisation can take to become aligned with ITIL.

WHAT QUANTUM PROVIDES

e Quick call logging;

* Feedback on the progress of a request;

¢ Integrated asset and resource management;

* Automated response and escalation of requests;

¢ Proactive management of Service Level Agreements;
e Service analytics and reporting;

A knowledge base to speed up 1st level resolutions.

FLEXIBLE PRICING

Pay only for the functionality you need:

Entry Level
* Incident Management,
* Problem Management

Monthly cost for 5
concurrent users

*  Work requests $800
Change/Release Management Extra $100
Knowledge base Extra $100
Asset Management Extra $100

Set up consultation $1500 per day

AUSTRALIAN CENTRE FOR ADVANCED COMPUTING AND COMMUN ICATIONS

ABN 27 095 046 923
Suite G16, Bay 7, Locomotive Workshop, Australian Technology Park, Eveleigh NSW 1430
Tel (02) 9209 4600 Fax: (02) 9209 4611 www.ac3.com.au Email: info@ ac3.com.au

Released for general distribution 22 November 2006




