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Customer Service System Flexibility
The Customer Service System's flexibility is not limited to the tracking of asset related requests. In fact,
CSS has been successfully used to manage both internal and external requests for organisations that have ustomer Service yStem

the following departments:
Administration and Finance

Information Technology (Help Desk) .
Emergency / Risk Management Loftus HMS Integration Model

Project Management Responding to customers needs, providing accurate information and wwms I ams
After Sales Service minimising complaints are the core tasks of the Customer Service Manager. I I
. . . . . ) . . . ClearView
The unigue flexibility of the system and its many customisable features enables it to effectively model just The Customer Service System is a customer request management tool that
about any business culture. What can CSS do for your organisation? captures all contacts to your organisation that require further action or the provision of information.

Designed with a methodology that enables full flexibility in system configuration, CSS is well suited to
_ o government and private industry in capacities ranging from 1 to 100 users. In fact, we use the CSS to track
Technical Specifications our own customer interactions!

Hardware  Celeron 333MHz or higher CPU, 64MB RAM (minimum), 100 Mbit network card desirable Putting people first has been the phrase most associated with high levels of customer service. The

Customer Service System enables your organisation to meet your customers individual needs in an

Software Windows 95/ 98/ NT / 2000/ XP / Vista efficient and timely manner by putting them first.

Outlook 97 / 98 / 2000 / XP / 2003 on Exchange Server 5.5/ 2000 / 2003 or Post Office
Office 97/ 2000/ XP / 2003 / 2007

Database  SQL Server 7.0 / 2000/ 2005 or MSDE (Note: MSDE is included with product) Customer Service System Key Features
Licenses Based on concurrent users, not per PC. Runs on standalone PC, Windows network, Terminal CSS is a colourful and friendly system that has many exceptional
Server, Citrix Metaframe or VMware features that will help you maintain a strong customer focus. Why

look elsewhere when CSS:

Refer to the Loftus HMS FAQ for further details

Captures all customer contacts from internal or external
sources that are asset-specific or entirely general in
nature a

Utilises user-definable Keywords to gather statistical
information about the type of contact being made

Loftus HMS solutions help you meet the requirements of your Service Charter

Contains a Keyword Questions Wizard that
prompts staff to obtain or provide information that is
relevant to the type of contact they are processing :

thereby enabling any staff member to properly | "~ it Cha
handle a contact

“What are your assets doing tomorrow?” : . .
Uses e-mail to issue electronic Work Request documents to

internal or external resources using a fully customisable MS Word
document template

Automatically re-issues non-actioned Requests to other staff ==
members based on a user definable Escalation Tree and Priority settings

Features an in-built Information Library that facilitates rapid access to general and Keyword

Your contact in : specific documentation, procedures, images or Web sites
Australia (Head Office) ‘ Contains an embedded GIS+Viewer that displays geographic locations for organisations that have
Loftus IT GIS maps
,':Z;me :gi g 2223 gg%’ f;guﬁjlgrl?;r: Road Is dynamically linked to the Work Management System (WMS) enabling automatic Work Order
E-mail hms@Ioftusit.com.au Dulwich SA 5065 generation, to Asset Management Systems (AMS) and to external Document Management Systems
web www. loftusit.com.au ‘ Can be readily interfaced with property and finance packages
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Benefits to Your Organisation — .
Customer service staff are often in an unenviable position -- on an
hourly basis they can field complaints and requests that can be
daunting. Yet the same staff are the interface between your
organisation and the outside world and this requires them to conduct
themselves in a courteous and proficient way. Performing this role
can be difficult and result in negative impacts on staff. N — —r
m: : Hug # KEYWORD STATISTICS
What if there was a way to help your staff feel secure and protected =
by providing them with a means to do their job better? CSS shields
your staff by arming them with a tool to manage customer contact in a
consistent, efficient and professional manner -- even the difficult ones.

CSS offers your organisation many benefits, providing you with: ’

A corporate customer request management system that effortlessly
captures contacts of any type

Protection for your organisation and staff with auditable records

A system to empower staff to do their jobs more efficiently with less stress and hassle

A means of improving service levels by identifying problem areas and monitoring performance
A tool that enables management to generate their own reports including KPI's for all levels
Comprehensive PDF-based documentation describing end-user and administrator functions

A system that has been designed to process large volumes of data and cope with the rigours of real-
time, 24 hour x 7 day operation

Reporting

CSS is equipped with a series of management reports that enable
information to be analysed and performance monitored. The system is
supplied with over 20 standard reports and graphs in Performance ,
Statistical and Exception categories. CSS reports include:

Uncompleted Events S5 aah D GOM ot i g o
Response Times "
Keyword Statistics -
Source Statistics
This Month vs Last Month Exceptions
This Year vs Last Year Exceptions

Web Based Requests

The Customer Service System automatically creates Requests from information received from a Web form or
via e-mail. This is achieved by using a special technique that maps e-mail fields to CSS data fields during
automatic processing of unread e-mails. This approach has the following benefits:

Automatically converts an e-mail, in a user defined format, to a CSS Request

Makes use of standard Web forms and e-mail. No special code or expertise is required to connect
CSS with your Web site

Facilitates the outsourcing of out of hours requests to an organisation that does not use CSS
Enables your organisation to log requests 24 hours a day
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Power and Performance

The Customer Service System is a full 32-bit application designed to take advantage of the scalability,
reliability and performance that SQL Server / MSDE offers. This means that CSS:

Is easily installed in a few minutes using a simple wizard-based approach

Is a true client-server application that offers rapid data access and reporting performance via a
reliable database platform that handles large volumes of data and concurrent users

Offers reduced network traffic through optimal access and retrieval techniques enabling the
system to be deployed via Windows Terminal Server, Citrix and over WANs

Data can be replicated to a standby server and can easily be backed up to disk or tape
Provides a secure means of protecting data. Users can be set up with their own user name and

password with security applied to the individual menu or work contractor level allowing
Administrators to configure access organisation wide

Customer Testimonial

Excellence in customer service is rare. It is the combination of the right people, the right attitude and the
right tools for the job. CSS is the tool your organisation needs to achieve excellence in customer service.

"HMS worked side by side with us to develop a integrated, efficient and practical solution to our
Customer Service Request management. Their Customer Service System provides us with valuable
and meaningful data and facilitates a better method of managing our extensive Customer Service
operation. The friendly and professional team at HMS provide excellent, timely ongoing support. Along
with their Asset and Contract Management Systems, and continuing development of these systems, |
believe they provide a functional and effective solution to most corporate needs"

-- AlburyCity

30-Day Evaluation Version

CSS is available on request as a fully featured 30-day evaluation version complete with demo data.
Whether you are a Customer Service Manager, Service Delivery Manager, Systems Coordinator or IT
Manager, fill in our CSS request form to obtain your copy today! Contact us for an exclusive price for your
organisation.
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