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Magic Total Service Desk Enterprise Suite

Fact Sheet 

Magic TSD Enterprise Suite: “The Application for IT”  

Magic TSD Enterprise Suite is the first 100% browser-based enterprise implementation of a service desk that provides scalability, total customization, enterprise functionality, and IT integration.

Key features:

· Enterprise Scalability:
Thin client, N-tier architecture allows scalability >1,000 users

· Total Customization:

UI completely customizable; no-programming required

Architecture is completely extensible by writing COM based objects

· Enterprise-level Functionality:

Service level agreements, Crisis management, Event Management, 

and self-service extensions

· Enterprise Tool Integration: Industry’s most  integrated offering

Desktop Management -- Included

Network Management – Included

Event Management -- Included

Remote Control -- Included

Self-healing Technology -- Included
Feature
Functionality
Benefits

Enterprise Scalability

N-tier Architecture
N-tier or 3 tier architecture separates an application into 3 levels or tiers of functionality;

1. User Interface – The graphical presentation to the end user.

2. Application logic – The business rules that determine the how the data is processed.

3. Database – Stores the data
Highly scalable architecture capable of supporting over 1,000 concurrent users.  The application layer can be load balanced over multiple servers to ensure performance.

Thin Client
Magic TSD – Enterprise requires only an Internet Explorer 4.0 browser on the client desktop.  Using Active Server Pages (ASP) and Microsoft Transaction Server (MTS) all processing is done on the application server, not on the desktop.
No software distribution and configuration problems, simplifies the upgrade process for new releases.

Supports Microsoft SQL Server Database Management Systems
Magic TSD – Enterprise supports the most popular enterprise SQL database; Microsoft SQL Server and will support Oracle in release 5.10.  Relational databases provide great flexibility and storage capacity for organizations with high call volumes.
Customers have greater flexibility in using custom report writers and other DBMS tools available to access their data.

Support a minimum of 1000 concurrent users.
Magic TSD – Enterprise will scale to support a minimum of 1,000 concurrent users making requests and running queries against the database.  This is made possible by utilizing Microsoft’s Distributed InterNet Architecture (DNA) model for building Windows Applications for the Internet Age.


Feel confident the Magic TSD – Enterprise application will grow with your company and support an your expanding organization.

Feature
Functionality
Benefits

Total Customization

Fully Customizable User Interface
Magic TSD utilizes Dynamic HTML (DHTML) which provides full control over every element on the web page.  This control provides users with the ability to modify the styling and positioning of elements on the page dynamically including:
Customization of the User Interface is easy and intuitive.  Customers can quickly modify the UI to match their terminology and business processes.


· Text label

· Text Color

· Background color

· Tool Tip

· Field position

· Size
· Edit color

· Border type

· Boarder Thickness

· Display Only

· Assign short cut key


Fully Customizable Navigator Bar
The Navigator Bar (left frame) is fully customizable and can be assigned to an individual or workgroup.  Users can extend the Navigator Bar to include links to web sites such as Microsoft’s Tech Site, or other help desk related web resources.
Customization of the User Interface is easy and intuitive.

Database Customization 

Phase I *
In release 5.10 of Magic TSD will provide additional columns on each of the main tables (help desk, client, configuration, work order) to allow the customer to easily extend the database and add additional data fields on to the UI to capture data specific to their business requirements.
Easily extensible database with no knowledge of SQL required.

Database Customization 

Phase II  (scheduled for v6.0)
Magic TSD 6.0 will provide a complete set of base views that are designed to meet the needs of most help desks. It will also automatically create a complete set of system default group views with each work group you create. Using the Database Administration tools, you can customize any group view, or create your own tables, indexes, base views, and group views.  The Database Administration application enables administrators to:

• Create, remove, or modify fields and indexes for base views.

• Link base views using foreign keys and virtual fields.

• Rename base views.
Database customization provides customers with flexibility in extending the functionality of the help desk.  

Customization of Business rules
Professional Services or VARs can extend the functionality of the Service Desk application by writing custom business objects for integration with other applications and custom data processing. 
Utilizes Visual Basic  -- one of the easiest and most commonly used programming application languages.

Feature
Functionality
Benefits

Enterprise – Level Functionality

Automated White Boards for 

“Crisis Management”
See a major problem coming? The innovative White Board feature lets you manage widespread problems with ease. Simply write it up on the white board. When users call with that problem, one click on the white board generates a trouble ticket for that user. No need to manually write up multiple tickets. When the problem is resolved, all linked trouble tickets are

closed automatically. Detailed reports then help you measure the true impact of the problem.

· Centrally post notices of known Problems for all help desk operators to see

· Related calls can be linked to a white board with one click, automatically generating a complete trouble ticket

· When a problem is solved, all linked tickets are resolved and closed automatically
Reduces the time it takes to enter and manage wide spread problems.  Directly impacts the support area and helps to reduce the TCO.

Service Level Agreements
Track and monitor the service levels for each Company or Department supported.  Service Level Agreements allow you to track:

· SLA ID – Contract identifier

· Start and end dates of the agreement

· Support schedule – hours of support
· SLA Type – Unlimited, hourly, fixed, or block of calls

· General Defaults - Assignment and Escalation 
Building service level agreements allow customers to accurately track and measure the service they are providing to their customers.

End-User Self Service(

Magic TSD puts the power of SIR, at your clients’ fingertips.  Clients can type in their problem using natural language, and SIR will simultaneously search your experience base, electronic documentation and any third party knowledge bases you have installed. Magic TSD then presents the clients with a list of possible solutions ranked in order of relevancy.  When a solution is found the successful search is automatically entered as a closed help desk ticket.  If the client is unable to find a solution they can request help by clicking on a single button and all relevant data is automatically entered into a ticket and forwarded to the help desk.  Via Magic TSD Self-Service clients can:

· Search the knowledge base 
· Enter a help desk request 
· Check the status of Open tickets
Now your clients can help themselves any time of day or night and ease your support center’s heavy workload.

Browser Independent, Self Service works with IE or Netscape.

Feature
Functionality
Benefits

Integrated Work Order Module
Work orders are used to record problems that cannot be resolved over the telephone. If a client requires an on-site visit by a support staff member or an outside vendor, you can open a work order to track the labor and parts used to resolve the problem. The Work Orders module is fully integrated with the Help Desk module. This integration allows you to use both tools as necessary to manage all the tasks associated with a given problem. You can open a work order while working on a help desk call or you can create it directly in the Work Orders module. You can even open multiple work orders for the same help desk call.

The Work Orders module is fully integrated with the Inventory Items module. This integration allows you to record any replacement parts used in the repair and 

track service performed.
Using work orders can improve your statistics on call resolution times.  For example, you may get help desk call requesting that equipment be moved from one building to another. Instead of leaving this call open until the equipment can be moved, you can close the help desk call and open a work order to track the progress of the move.

Change Management

Work Order Generator  (

Work Order generator allows the administrator to predefine common business processes, such as new employee hire, and build workflow around it.  For example: When a request for a new employee hire is entered by the help desk 4 work orders are automatically generated; #1 purchase PC, #2 Install & Config PC, #3Create NT Login, #4 Set up Phone.  
Tracks Change Management  functions,

Automates IT Processes, and Saves time

Help desk call entry
Log help desk requests quickly and easily using keyboard “Hot” keys or a mouse.  The help desk call entry screen can be customized to collect as much or as little data as required. 
Tracking calls provides automation for the entire IT department and a common repository from which to get detail reports of service levels.

Multiple forms on the same Navigator Bar (

As the help desk expands to process more end user inquiries the IT staff is overwhelmed with the diversity and complexity of these requests.  Magic TSD enables the Administrator to create multiple help desk forms specific to end user requests or business unit job functions and organize them on the Navigator Bar.  For example a form to request a new phone line would contain different entry fields than a form for a change in Security badge access.  The Telecom technician and the Security Manager both need to receive the correct data to process each request.
- The application for IT

- Customizable to specific business processes 

- Helps front line support collect the correct data for each request.

- Provides tickets for each work group with the data they need to process the request quickly

Statistical Information Retrieval 

(SIR) Search Engine
SIR delivers relevancy-ranked answers from your own internal documents, the database of resolved calls and third party knowledge bases faster and better than any other software.  SIR allows for the simultaneous search of all sources of information, and provides the most comprehensive and accurate list of resolutions available.
Customers receive faster first call resolution rates by providing a full knowledge base to their technicians and making it directly available to end users.

- Ensures consistent quality of service to users 

- Empowers users 

Feature
Functionality
Benefits

ServiceWare Knowledge-Paks
Magic TSD –Enterprise comes with ServiceWare Knowledge Pak Desktop Suite, the most comprehensive collection of knowledge content for today’s most popular desktop products from leading manufacturers such as Microsoft, Adobe, Corel, Netscape and Symantec, designed specifically for first-level support analysts and end users. 

The SIR Engine quickly searches the content and returns the most comprehensive and accurate list of solutions available.

For more information see: http://www.serviceware.com/kpds/main.asp
K-Paks help transfer knowledge to the end-user population and improves the learning curve of new analysts or support personnel. Helps IT organizations face the daunting task of managing increased demand and expectations with less-experienced technical personnel and limited budgets.

System Monitor (

Real time graphical reporting of the data in Magic TSD.  User’s can use predefined queries or customize their own queries to display one or more graphs of important help desk statistics (i.e. # of Open calls, # of Open calls by Subject).  The result of each query is displayed in a user-selected graph (pie chart, line, etc.). The User can then double click and drill down into the data to present different views.

· Real-time activity monitoring. 

· Canned and custom queries. 

· Extensive customizing capabilities. 

· Simple graphic drag-and-drop interface. 
Provides up to date real time reporting in an easy to use graphical web interface.

Recurring Ticket templates
Common help desk requests can be created once as a template and then new tickets can be entered based on the template quickly with just one mouse click.
Saves time and helps reduce the TCO for highly repetitive help desk calls.

Assign calls to person or group
Help Desk tickets can be assigned to a single individual or to a workgroup.
Provides flexible staffing assignments that can be designed to match your workflow.

Date, time and user stamp all actions taken by support person
Help Desk details or Actions can be added to each ticket that tracks all work related to that ticket.  Each action represents a unit of work performed and indicates the staff member responsible, date, time, and duration of the action.
Customers can get detailed reports of time spent working on tickets and a full audit trail of changes made to the ticket.

Easy selection of problem subjects from tree
The Subject tree allows an Analyst to easily drill down multiple levels from high level categories (i.e. Hardware) to specific topics (i.e. Printer Toner) while trouble shooting the user's problem.
Problems are recorded accurately and consistently and provide valuable reporting for IT analysis. 

Quickly select standard Problem Descriptions and Problem Resolutions from previously solved calls.
Once the Analyst has selected the appropriate Subject a list of common problem descriptions are displayed for that subject.  
Analysts save time logging calls by using common repetitive problem descriptions and resolutions instead of re-typing the same problems.

Feature
Functionality
Benefits

Query by Example
The Query by example button on each of the main modules (help desk, work order, clients, companies, configurations) is used to search for records matching specific criteria.  The user simply fills in the values on the form and then clicks the Query button.  A list of all records with matching values is displayed.
Easy and intuitive way to find records quickly

Email / Paging Notification
The Escalation Server provides outbound email integration as well as paging. Outbound notification happens automatically via email (MAPI, SMTP) or page (PowerPage) when the following event occur:

· Ticket Assigned – When a ticket is forwarded to another staff member.

· Opened – When a ticket is opened.

· Close – When a ticket is closed.


Outbound notification ensures problems are dealt with in a timely manner.

Mail Server (32bit) - Email creation of Help Desk tickets
Users can send email to the help desk and automatically create a ticket.  Other tasks that can be performed via email include:

Open Ticket – Returns a confirmation to the user.

Check Status – Returns a ticket status to the user.

Close Ticket – Closes the ticket.

Add Info – Adds information to an existing ticket.
Empowering end users to submit their own requests via e-mail saves time and helps lower the Total Cost of Ownership.

Escalation
Escalation is based on the amount of time a ticket has been opened and the escalation scheme attached to it.  Escalation ensures that staff members are notified when a ticket requires attention and that tickets are not forgotten.
Provides a mechanism for ensuring that service levels are being met.

Robust Reporting
Magic TSD – Enterprise includes Crystal Reports, the industry standard reporting package that enables unlimited custom reporting.  Magic TSD –Enterprise also includes a number of predefined reports for the help desk.
Robust reporting with unlimited ability to create new custom reports.

Asset Management Module
Asset Management utilizes these inventory-related modules to track inventory and configuration data:
Tracking and managing your assets is the first step in reducing the Total Cost of Ownership.  


· Configurations

· Inventory Items

· Inventory Categories

· Inventory Catalogs


· Inventory Actions

· Vendors

· Service Contracts

· Standard configurations


Configurations
This module tracks items or groups of items assigned to a specific client, department, or company. Multiple configurations can be assigned and maintained using up-to-date inventory of all items associated with various clients. This module is integrated with many parts of the system, including the Inventory Items, Help Desk, and Work Orders modules.
Streamlines overall asset tracking process and helps protect corporate investment. 

Feature
Functionality
Benefits

Inventory Catalog
The Inventory Catalog contains information on the product line, which is used throughout the system. The module tracks all of the products in your

company’s inventory, from hardware, to software, to non-equipment items assigned to clients. The Inventory Catalog provides the general information on products and is linked to the specific item data in the Inventory Items module.
Streamlines overall asset tracking process and helps protect corporate investment.

Inventory Items
The Inventory Items module tracks information about the actual items that make up your inventory catalog.
Streamlines overall asset tracking process and helps protect corporate investment.

Inventory Actions
Inventory Actions are predefined types of service that are performed on your inventory items. 
Easily accessed by users, these actions provide for faster and more consistent data entry.

Vendors
The Vendors module contains all information about the companies or individuals that supply hardware, software, and/or services to your company, including equipment manufacturers.
Streamlines overall asset tracking process and helps protect corporate investment.

Includes Service Contract Module
Accurately helps keeps track of warranties, vendor service contracts, and equipment manufacturers associated with your business. You can record each inventory item covered under a contract, the cost, vendor information, and expiration date.
To help maximize warranty and extended warranty contracts

Enterprise Tool Integration

Automated Event Management with Event Orchestrator
Whenever a system or device monitored by a Systems Management application (i.e. DSS, HP OpenView, Tivoli TME) experiences a problem or significant change of status, Magic TSD automatically generates a detailed trouble ticket and dispatches notification to the appropriate support specialists via paging or e-mail.   To accomplish this level of automation, Magic TSD relies on a network Listener (Event Orchestrator) that transparently watches for SNMP alerts. When a related SNMP trap is detected, Event Orchestrator maps it to an associated help desk function, and/or VB script and automatically opens a trouble ticket and performs a predefined action (i.e. shutting down a router port).
Integrating your help desk with System management allows you to efficiently manage a complex and highly distributed computing environments.  Event Orchestrator provides the inter-application message buss that enables the Net Tools applications (TVD, TNS, TVD) to communicate with the Help Desk.

Feature
Functionality
Benefits

Desktop Management with
ZAC 2001
From the help desk screen an analyst or technician can view desktop inventory and Y2K information collected by ZAC2001 with the click of one button.  Available data:

· Hardware Inventory

· Software Inventory

· System Files

· Y2K Compliance Data 
The Gartner Group recommends purchasing integrated service desk applications. The ability to track current hardware, software, system file, and Y2K data from the service desk on-demand directly reduces the cost of support as well as provides visibility into enterprise Y2K readiness.

Remote Control
Magic TSD – Enterprise provides out of the box integration with Remote Desktop 32 (RD32).  When a technician is working on a user’s problem they can launch remote control and actually fix the user's problem remotely without having to travel to the user’s desktop.
Remote control allows techs to efficiently solve problems without leaving their offices.  End Users receive faster problem resolution.

Self-Healing PC Integration
Most help desk issues today stem from problems on the desktop.  Integrating the desktop diagnostics of McAfee Corporate Office with Magic – TSD Enterprise provide help desk technicians with the most comprehensive data available.  McAfee Corporate Office also automatically fixes problems on the desktop before they affect the productivity of the end user.
Faster problem resolution and problem avoidance and provides a direct reduction in the Total Cost of Ownership.  
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*Scheduled for the Magic TSD 5.10 release Q3

