





Lifecycle Model Support with an open workflow architecture -
tracking the history of incidents from creation to closure

Extensive knowledge builder - publish knowledge topics for
customer self-service incident resolution
Customer contact manager

Fully customizable user interface

Incident tracking processes include escalation, copying, and
linking

New Incidents can be automatically routed to the most
appropriate support engineer based on their technical skills
and current workload.

Support engineers can be notified automatically when they
have overdue or stagnant incidents. Incidents can be
automatically escalated and re-assigned to other team
members based on the defined automatic routing criteria.

Full-text and keyword searching of knowledge base(s) for
faster issue resolution

Fully dynamic and customizable reports and graphics
Automatic e-mail notification with user specified triggers

Easy-to-use Administrator for project setup and configuration

TechExcel CustomerWise Web - supports advanced features
of its client/server version with an intuitive and LAN-like user
interface
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Checkin
Checkin
Copied
Checkin
Created
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TechExcel

Support for the entire customer lifecycle

Customer\Wise Add-on Modules

Further extend your TechExcel CustomerWise investment with these powerful
add-on modules:

DevTrack Integration - Optimize the important relationship between customer
support and development without sacrificing the autonomy of either
organization. It's ideal solution to manage the whole lifecycle of an issue from
its reporting by the customer to its resolution by the support and development
teams.

FormWise - Create fully customized online forms and integrate them directly
with your workflow processes. The integration of workflow and form
processing enables streamlined data gathering, tracking, and form storage.
Forms can even be routed automatically to the appropriate individuals for
completion, approval, and processing, improving your team's efficiency.

DownloadPlus - Download Plus improves sales lead generation, lead
qualification, and software delivery. DownloadPlus enables businesses to
enhance their web presence by integrating web activities with their customer
records to improve sales and customer service.

LinkPlus - An application programming interface (API) enabling automatic
real-time data synchronization between TechExcel Service Suite software and
third party or legacy applications. TechExcel LinkPlus can be web-services based
or as COM module implemented as Active X controls. Integrating data with
third party or existing applications allows businesses to maximize current
investments while increasing data visibility for internal team members.

Wireless Web - Real-time project information through secure portals andfull
and interactive access to all of your sales, support, and marketing processes.
Support engineers, field service technicians, sales people, and customers can
access TechExcel Customer\Wise functions from anywhere at any time using
supported mobile devices.

Service Agreement Manager - Complete service level agreement management
capabilities to your service delivery team. This comprehensive service level
agreement solution allows you to easily configure and administer service plans
for your customers.

CTl Data Connector - Integration between TechExcel Service Suite and your
existing phone system infrastructure.

KnowledgeWise External Knowledge Links - links TechExcel CustomerWise to
third-party knowledge management tools

i For more information, please visit us at:

http://www.techexcel.com




TechExcel ServiceWise is part of TechExcel Service Suite, giving organizations
the total visibility and actionable intelligence you demand for all service desk,
asset management and customer support business processes. TechExcel
Service Suite enables organizations to begin their quest for holistic service
and support management at any point in their evolution. Start with one
product - or two - or even the whole suite. No matter where you begin, your
organization will always benefit from configurable workflow, centralized
data repositories and a knowledge-based view of your support initiatives.
Contact us today at 1-800-439-7782 ext 5 or email to sales@techexcel.com
and jump start your service and help desk today.

System Requirements

Client
® Windows 95/98 or Windows NT 4.0 or above
® Pentium PC with 32MB memory and 100MB disk space

Server

® Pentium PC with 256MB memory and 500MB disk space

® Windows NT Server 4.0 or above (recommended), or
Windows NT Workstation

TGC@' ® Microsoft Internet Information Server 4.0 or higher
TechExcel, Inc Supported Databases
3675 Mt. Diablo Blvd., Suite 200 ® Microsoft SQL Server

Oracle
Microsoft Access
Other ODBC compliant databases
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