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Service Catalog and Request Management

Service-oriented organizations are investing more on solutions that help
to manage customer expectations better. An IT Service Management
(ITSM) process, Service Catalog and Request Management provides an
exhaustive list of services and fulfills a user's request for availing support
and information.

The SymphonyAl Summit Service Catalog Management provides a
snapshot of the current set of Services available to the End Users. The
End Users select Services from the Service Catalogs and raise Service
Reqguests in the SymphonyAl Summit Request Fulfillment module.

Key features

Simple, intuitive web-based
user interface

SymphonyAl Summit offers an easy to use
web-based user interface to submit requests,
view updates, and search for solutions. This
reduces cost by providing self-help to users.
The users can select the required services
from the Service Catalogs based on user
type, location, grade, and entitlements.
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Using workflows to simplify processes

SymphonyAl Summit comes with a highly configurable workflow that can be easily designed to match the business and technical
processes. Each service catalog item can have its own unique workflow and business rules with built- in automation. SymphonyAl
Summit provides conditional workflows with options to enable auto creation of work orders to complete service fulfillment. Using
custom workflows, services can be configured that require managerial approvals for greater governance and transparency.
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Customer feedback

Transactional feedback: Periodic CSAT:
User feedback on various parameters Templates are available to collect feedback
for each fulfilled request. from the user at defined intervals.
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Form generator

SymphonyAl Summit helps you create and publish online forms anywhere, and any time, without coding.

Reporting

The Dashboard features a range of reports like monthly reports on the SRs volume, SRs status, SLA summary, workgroup summary,
user group summary and details of pending SRs along with the graphical representation of the SRs volume and the SRs status. SLA
reports are available by workgroup, analyst, customer, and location. It also enables report searching for viewing of a report on all the
instances that are configured in the SymphonyAl Summit application.
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Integration with other ITIL processes : et

Build relationships by linking request records to related incidents,
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problems, change records, work orders, assets and Cls.

Automated and manual escalations

SymphonyAl Summit offers configurable, functional, and

hierarchic escalations. Auto escalations are e-mail triggers
generated by the system to the Conﬁgured set of users, and o v e e S—"
can be configured to move the logged request to another —

workgroup to resolve the request. Manual escalations enable
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end users to manually escalate the Service Requests if they i

yotni s

are not satisfied with the service provided.
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Service provided was poor and please provide the relevant service as
requested.
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About SymphonyAl Summit

SymphonyAl Summit’s Al-driven platform provides enterprise-grade
capabilities made easy, for the most cost-effective solution. The
advanced, modular solution unifies service management, asset
management, and service automation into a single, easy-to-use
platform. Enterprises and service providers use Summit to dramatically
reduce the cost and complexity of their IT management while
improving efficiency, productivity, predictability, and control. Leading
enterprises across financial services, healthcare, manufacturing,
education, and many more verticals are delivering exceptional user
experiences while lowering IT costs using SymphonyAl Summit.
SymphonyAl Summit is a SymphonyAl business.

Request a demo or contact us for more information:
summit.sales@symphonysummit.com

symphonysummit.com
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