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HelpMaster Pro means SLA Management

Improve client support, service and satisfaction by using the power of
HelpMaster Pro to manage your defined service level agreements and
escalations requirements.

The Priority Manager is a
flexible, rules-based application
Priority Manager Profiles define what jobs are included, what actions are performed on those jobs, that a”ows an organization to
any email that is sent as well as how frequent these actions should take place. create bUSiness rules for
Priority Manager Profile Name Escalation overdue URGENT jobs managing Service and Support
PrGnitydenniion ™  Actionstoperfom | Email | Email Setings | Frequency | Properties requests. The Priority Manager

Criteria
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Every Priority Manager “profile” that you
create can be customized to manage the
SLA requirements for an entire division or
company, or scaled right down to individual
people and problems.

— The flexible architecture of the Priority
Job Resolution ime dashboard Manager means that you can create as

s T . ; many service level agreement escala-
' ' ' ' tions as your organization requires.

- '
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Priority Manager is the perfect compliment to your HelpMaster Pro suite.

HelpMaster Pro is the most flexible,
template driven helpdesk software on the market.

www.helpmasterpro.com




Never miss a deadline again

Every business has deadlines to meet and a certain level of business performance
that must be achieved. With the Priority Manager, you can define a comprehensive
set of workflow, escalation and service level agreement “rules” that will enable your
organization to improve and sustain a high level of customer support. Once an
escalation or SLA event has been triggered according to the rules that you define,
the Priority Manager can perform a wide range of tasks on the job or jobs that are
affected.

Tasks can be:

« Re-assign job to another person

« Escalated in priority

« Have "Actions to do” added to their task list

« Have custom actions and SQL performed on them
« Send notification email to multiple recipients.

Automate your support team

Once Priority Manager “schedules” have been defined, the Priority Manager service
will run continuously in the background to enforce and action your service level
agreements. Think of the Priority Manager as an extra team member that will al-
ways keep an eye on your deadlines and remind both clients and staff when things
start to slip. More than just an escalation manager, the Priority Manager is a pro-
active force for your service and support operations. Your staff will be more produc-
tive and your clients will receive 1st class, on-time service.

The Priority Manager can also be used for the following:

« Escalate overdue jobs

« Send email when a job is approaching, or has breached an SLA
« Send bulk email to clients on a regular basis

« Automatically adjust / correct details of certain jobs

When 6 hours = 3 days!?

When you have an SLA response time of 6 hours, do you mean 6 absolute hours
between when the job was logged and 6 hours later? Or do you need to calculate
the 6 hours based on the actual office hours that your business operates? There
can be a big difference! With the Priority Manager and HelpMaster Pro, you can
define the work hours for your organization for each day, including weekends and
holidays. Every Priority Manager “schedule” is based around a set of filters that you
define. Using the powerful HelpMaster Pro “Job Finder”, you can now create esca-
lation and SLA “schedules” that work with either absolute, or office hours.

Get more information

For further information on how HelpMaster Pro can help your business increase
productivity and save money, please contact us at PRD Software.
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