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The Giva difference:

~ One-week
deployment

~ Real-time reports
and business
analytics

< Unparalleled
customer service

Giva Dashboard & Real-time
Business Analytics

My Charts, My Reports, Hot Board, Notifications & SLAs
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Giva Dashboard-Hosted Help Desk & Customer Service Software

Givadevelopsworld class I T help desk application software and customer service software. In fact, Givaisan
industry leader. Some of the chief concerns we hear from professionals just like you is your frustration with
obtaining constant visibility to critical issues, little or no business analytics let alone real-time reports. Sound
familiar?

Giva solves this problem. Our Dashboard allows constant visibility to hot spots and highlights critical issues. It
even helps you track team performance!

My Charts- Real-time metrics and business analytics

My Reports- Easy access to frequently viewed real-time reports

Hot Board- Information about major events or outages and new knowledge base articles
Notifications- Instant visibility of urgent messages from analysts, supervisors and managers
Service Level Agreements- “Top-of-the-mind” reminder of response and resolve times
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Administrator Your Company, Inc. (8520732) 50: Help Desk March &, 2008

Customer Search a
Last Name First Mame Phone l Create Ticket J

| | |
Customer ID Location l SRS J

| |I:hmse ;I l Search For Profile J E

juv Charts | My Reports | Hot Board | Notifications (3) | sta | Actions |

[AII Open - SLA Warning |‘J l % |'J l E' J

1 - Partner Critical Issue . I
2 - Critical Issue, Mo Workaround -

3 - Workaround Exists

S - Request For Service .

Ower SLA
3 - Workaround Exists
152 (92.7%)

total: 164
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Giva Dashboard-Hosted Help Desk & Customer Service Software

My Charts- All Open SLA Warning

This bar chart provides visual and color warnings that are simple and easy to understand. If you mouse over
any chart, then summary information is displayed.

Administrator Your Company, Inc. (8520792) S0 Help Desk March &, 2008

Customer Search a
Last Name First Mams Phone l Create Ticket J

| | | ©)
Customer 1D Location l ST J @
|

Il:hnnse ;I l Search For Profile J E

j My Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

lAII Open - SLA Warning |1rJ l ﬁ |1rJ l e J
|
1 - Partner Critical Issue .
Within 45 minutes of SLA
1 - Partner Critical Issue
2 - Critical Issue, Mo Workaround - 18 (72%)
total: 25

5 - Request For Service

o 20 40 &0 g0 100 120 140 160
B undersia Within 45 minutes of SLA ] Oversia
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Giva Dashboard-Hosted Help Desk & Customer Service Softwar e

My Reports- Provides easy access to frequently viewed reports. Place your favorite reports on the custom
dashboard for instant access.

We preconfigured many of the most popular reports into our software and created templates that make it easy
for you to customize reports to meet your unique needs. Then, we made it possible to track processes, evaluate
performance in real-time, download the results for analysis or presentation and automatically schedule specific
reports to be sent to management. Y ou can even convert any report to PDF with a simple mouse click. More
importantly, Giva reports allow you to determine why calls occur and take actions to reduce call volume —
helping you lower your costs and increase customer satisfaction.

Best of all, Giva eHelpDesk does not require any additional reporting software. With Giva Easy Three-Click™
reporting, "Click, click, click" isall it takesto gain true insight into the performance of your organization.
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Your Company, Inc. (1) S0 Help Desk March &, 2008

Customer Search a
Last Name First Name Fhone l Create Ticket J

| | |
Customer ID Region/Location l SIS J

I I':h':"ms'a ;I l Search For Profile J E

My Charts | My Reports H Hot Board “ﬂotiﬁcations (2) H SLA H Actions ]

Customer Satisfaction Report Mature of Request Frequency Report
Show customer satisfaction levels Show natures of request by level & sublevels
Customer Satisfaction Trends Report Root Cause Summary Report
Show customer satisfaction trends Ticket summary by root cause
First Contact Resolution by Creator Report SLA Compliance
Show number of tickets vs. first call by creator SLA compliance report
First Contact Resolution by Mature of Beguest Report SLA Compliance Trends
Show number of tickets vs. first call by nature of Show SL& compliance trends over time
request Ticket Fields Report
First Contact Resu_:rlutiun Trends Report _ Interactively select tickets with ticket fields
Show help desk first call resolution trends over time Ticket Frequency Report
Knowledoe Usage Report Show ticket frequency and duration summaries
List record usage count and average ratings
led | Other Reports
Knowledge Value Repart Display list of all reports

List how valuable the knowledge is by service group
or creator

Mature of Reguest Analysis Report
Mature of request analysis report

Set up My Reports
Add reports to My Reports list
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Giva Dashboard-Hosted Help Desk & Customer Service Software

Hot Board-Instantly access information about significant events and new knowledge articles. Tsunami Tickets
are for major events or outages where similar tickets are grouped together.

Dashboard access to new knowledge articles created within the last 14 days displays important information for

analysts and agents who can use the information to rapidly resolve customer issues. Thistab is only visibleif there
are open Tsunami ticket(s) and new knowledge articles.

Your Company, Inc. (1) SO Help Desk March &, 2008
Customer Search s
Last Name First Mame Phone l Create Ticket J
Customer 1D Region/Location l Bl Bckeiz J I

| |I:hnnse _vl l Search For Profile J E

L[uv Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

Open Tsunami Tickets

Ticket # Description Status
2438 Email in NYC Office is down As=igned
Assignee: Bill Genoa Service Group: Applications

Mature of Request: Applications-Commaon:Cutlook
Ticket # Customer

2488 Naomi Cantwell
2490 Eric Block

2491 David Edwards
2492 Barbara Felton

New Knowledge Records (Last 14 Days)
Record # Title

52492 FDF Compressor not working
5291 Frinting
5250 How to put 2 pages on 1 page in Word?
5289 Dizplay Name shows "ZZImaged"” in Proxy Master
5288 Mew Clients & Matters Mailbox - Rights and Permissions
5287 Archived items not showing attachments / embedded image from SHARED folder.
5286 Location Path: Shares / Drives [ Templates
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Giva Dashboard-Hosted Help Desk & Customer Service Softwar e

Notifications Tab- With instant visibility to urgent messages the entire department will be kept up-to-date and
facilitate real-time communications. When new messages are posted, users are brought back to this page to

make sure they view the message.

Your Company, Inc. (1)

S0: Help Desk

Customer Search
Last Name First Name Fhone

[ Create Ticket

Customer ID Region/Location l Find Tickets

| | Choose -

l Search For Profile

L[ﬂ? Charts H My Reports H Hot Board H Notifications (3) H SLA H Actions ]

March 6, 2008

Important Notifications
March 6, 2008

Financial application is down in Headquarters office in Chicago.
Posted at 01:07 PM PST by Ed Smith

ERP Application in NYC office running very slow- 10 am EST.
Posted at 01:07 PM PST by Ed Smith

Email down in Chicago Office since 9 am CST.
Posted at 01:06 PM PST by Ed Smith
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Giva Dashboard-Hosted Help Desk & Customer Service Software

Service Level Agreements- This tab provides a“top-of-the-mind” reminder of response and resolve times for
SLAs. Users are reminded of the organization’s formal SLA descriptions and respond and resolve times. This
helps properly set customer expectations.

Your Company, Inc. (1) 50: Help Desk March &, 2008

Customer Search a
Last Name First Mame Phone l Create Ticket J

| oose ;l l Search For Profile J

| | | ©
Customer ID IR_&giunfLuu:atiun l e J
Ch

| My charts | My Reports | Hot Board | notifications (3) | s1a | Actions |

Service Level Agreements

Level Resolve Respond Description
1 - Business Halted 15 MINS 5 MINS Emergency affecting multiple users such as mission critical

application down and Company's revenue or product
development impacted or reguired communication delayed.

2 - Business Impacted 1 HR 30 MINS Emergency affecting multiple users where mission critical
application is partially unavailable or there is a reduction in
productivity. &lso, single user whose system is down and
they have no alternatives.

3 - Nan-Critical a8 HRS 4 HRS Problems or requests with non-critical issues.

4 - Seryvice Request 5 DAYS 2 DAYS  Flanned events where lead times can be anticipated and
work planned.

5 - Training Request 5 DAYS 2 DAYS  Requests for Training.

& - Manual Set time due manually
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GivaHelp Desk & Customer Service Metrics and Business Analytics
Key Performance Indicators (KPI)

Givadevelopsworld class I T help desk application software and customer service software. In fact, Givaisan
industry leader. Some of the chief concerns we hear from professionals just like you is your frustration with
obtaining constant visibility to critical issues, little or no business analytics let alone real-time reports. Sound
familiar?

Giva solves this problem. Our Dashboard allows constant visibility to hot spots and highlights critical issues
with real-time metrics and business analytics. It even helps you track team performance!

My Charts Tab-All Quickviews & My Quickviews

This tab contains various real-time metrics and business analytics that Analysts, Supervisors and Executives can use for
constant visibility to critical issues and monitor overall service desk activity. For Supervisors and Executives, there are 7
All Quickview graphical chartsfor Key Performance Indicators (KPIs).

See “All Quickviews and “My Quickviews’ on the menu. Y ou can configure which chart you want to view by default

and the related drill down columns. Administrators can configure Analysts to see a specific default chart each time that
they come back to the home page to make sure that critical information is maintained in front of them.
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Administrator Your Company, Inc. (B520732) 50: Help Desk March 9, 2008

Customer Search a
Last Name First Name Fhone

| Create Ticket |
| | |
Customer 1D Location l Find Tickets J
I I':]"":":‘S'a ;I l Search For Profile J E

J My Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

lﬁll Open - SLA Warning |'J l % |'J l e J
All QuickVievws L3 All Open - SLA Warning
My QuickViews ]

All Unassigned - SLA Warning

All Open - By Severity Level and SLA Warning
All Ticket Status

2 - Critical Issue, Mo Workaround

Top 10 Mature of Regquests - Today
3 - Workaround Exists

All First Contact Resolutions - Today

Ticket Count by Creater - Today
4 - Custoemer Mon Critical Issue

5 - Request For Service .

u} 20 40 &0 80 100 120 140 160 180 200
B undersia Within 45 minutes of SLA ] OversLa
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts- All Open SLA Warning

This bar chart provides visual and color warnings that are simple and easy to understand. If you mouse over
any chart, then summary information is displayed.

Administrator Your Company, Inc. (8520792) S5D: Help Desk March &, 2008

Customer Search 8
Last Name First Mame FPhone l Create Ticket J

| | | o
Customer 1D Location l ST J @

| |Chnnse ;I l Search For Profile J E

J My Charts | My Reports | Hot Board | Notifications (3) [ sta | actions |

[AII Open - 5LA Warning |'] [ ﬁ |'] l E J

1 - Partner Critical Issue l -
Within 45 minutes of SLA
1 - Partner Critical Issue
2 - Critical Issue, Mo Workaround -18 [81.8%)

total: 22

4 - Cust, Mone Critical Issue

5 - Request For Service

0 20 40 a0 a0 100 120 140
l Under SLA Within 45 minutes of SLA l Owver SLA
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GivaHelp Desk & Customer Service Metrics and Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- All First Contact Resolutions- Today

This pie chart displays first contact resolution metrics and percentages for all tickets opened today. The pie chart
provides visual and color elements that are simple and easy to understood. If you click on the chart you can drill

down and see more detailed data. Y ou can drill down to ticket level detail to get fast access to any of the information used
to calculate this chart.

Your Company. Inc. (1) SO Help Desk March &, 2008

Customer Search a
Last Name First Name FPhone l Create Ticket J

| | | ©
Customer ID IR_egiunfLucatiun l Find Tickets J
Ch

| oosE - l Search For Profile J

j My Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

lAII First Contact Resolutions - Today |'J l ﬁ |'J l e J

P closed at First Contact
. Closed after First Contact

Closed after First Contact: 55.800
(48]

# of # of First Contact % of First # of Not First %o of Mot First
Tickeats Tickets Contact Tickets Contact Tickets Contact Tickets
85 28 45% 48 2350
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- All Unassigned —SLA Warning

This bar chart displays tickets that are opened and unassigned. It isimportant to obtain quick visibility to tickets
before the SLA is breached.

Administrator Your Company, Inc. (8320792) 50: Help Desk March &, 2008

Customer Search
Last Mame First Mame Phone

Customer ID Location l SR TE S J

| IChnnse ;l l Search For Profile J

[ Create Ticket ]

| My charts | My Reports | Hot Board | Notifications (3) | sta | Actions |

lAII Unassigned - SLA Warning

L) (93 [-) (&)

[Under SLA

2 - Critical Issue, Mo Workaround
1 - Partner Critical Issue 24 (100%:)

total: 24

2 - Critical Issue, Mo Werkaround

g

4 - Customer Mon Critical Issue

5 - Request For Service

0 20 40 &0 80 100 120

l Under SLA Within 45 minutes of SLA l Over SLA
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GivaHelp Desk & Customer Service Metrics and Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- My Created — Assignments, Severity Level Ticket Status

These pie charts allow analysts to obtain a quick summary of the tickets they created. They can track assignments and
make sure that tickets they created and assigned to others are being resolved and closed.

Administrator Your Company, Inc. (8520792) 50: Help Desk March &, 2008

Customer Search a
Last Name First Name Fhone

i | | [ Create Ticket ]
Customer ID Location l SRS J

| |Chnnse ;I l Search For Profile J m

j My Charts | My Reports | Hot Board | Notifications (3) | sia | actions |

lM}r Created - Assignments, Severity Level, Ticket Status

. Assigned To Me . 1 - Partner Critical Issue . Open Tickets

. Assigned To Others
l Unassigned

2 - Critical Issue, No Workaround . Closed Tickets (Last 7 Days)
3 - Workaround Exists
4 - Customer Non Critical Issue

5 - Request For Service
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GivaHelp Desk & Customer Service Metrics and Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- All Open- By Severity Level and SLA Warming

These charts provide Supervisors, Managers and Directors with constant visibility to hot spots and highlight potentially
critical issues before tickets exceed the Service Level Agreement.

Administrator Your Company, Inc. (8520792) S0 Help Desk March &, 2008

Customer Search a
Last Name First Name FPhaone l Create Ticket ]

| | |
Customer ID Location l SIS J

| |Chnnse ;I l Search For Profile J E

| My charts | My Reports | Hot Board | Notifications (3) |

SLA H Actions ]

lAII Open - By Severity Level and SLA Warning

MjE-EMe~-E

P 1- Partner Critical Issue 40
2 - Critical Issue, No Workaround
3 - Workaround Exists

4 - Customer Non Critical Issue

5 - Reguest For Service

0 -

Under SLA
Within 43 Minutes of SLA

Crheer SLA
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- My Created SLA Warning

This bar chart provides analysts visibility to monitor Service Level Agreement warnings by severity level on
tickets that they created. By monitoring these charts, they can keep track of tickets assigned to others and make
sure that there is appropriate follow-up.

Administrator Your Company, Inc. (8520792) 50: Help Desk March &, 2008

Customer Search a
Last Name First Name Fhone l Craate Tickat J

| | |
Customer ID Location l SRS J

| |Chnnse ;I l Search For Profile J E

| My charts | My Reports | Hot Board | Notifications (3) | sta | Actions |

lMy Created - SLA Warning |'J l ﬁ |'J l E J

1 - Partner Critical Issue

2 - Critical Issue, Mo Workaround

3 - Workaround Exists

4 - Custoemer Mon Critical Issue

S - Request For Service

=]
]
£
m

= 10 12 14 ie i8 20 22 24

l Under SLA Within 45 minutes of SLA l Over SLA
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- All ticket Status-

This chart allows supervisors, managers and directors visibility to the status of all tickets as well as how many
were closed today.

Administrator Your Company, Inc. (8320792) S50: Help Desk March 6, 2008
Customer Search a
Last Mame First Mame Fhone l Create Ticket J
Customer ID Location l SO J .
I I Choose ;I l Search For Profile J m

jm Charts | My Reports | HotBoard | sia | Actions |

[AII Ticket Status |'J l ﬂ |'J l .i"’.',' J

120

100

80

&0

40
In-Progress
13
20
: L
MNew Azsigned In-Progress Closed Today
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab- Ticket Count By Creator-

This chart displays a number of key statistics about the productivity of analysts today. If you click on any row you
can drill down and see more detailed data. Y ou can drill down to ticket level detail to get fast access to any of the
information used to calculate this chart.

Your Company, Inc. (1) S0 Help Desk March 6, 2008
Customer Search a
Last Name First Name Fhone l Create Ticket J
Customer 1D Region/Location l Find Tickets J I
I I Choase ;I l Search For Profile J m
Jﬂ? Charts H My Reports H Hot Board H Notifications (3) H SLA H Actions ]

[Ticl-cet Count by Creator - Today | T] l a | T] l e J

Ticket # of Open # of Closed Total

Creator Tickets Tickets Tickets

Daniels, Charlie 0 0% 0 0%% 0 0% | *

Davis, Betty u} 0%% u} 0%g u} 0%%

Daright, Sally 0 0% 0 054 0 0%

Edwards, Dawvid 0 0% 0 0% 0 0% =

Felton, Barbara 0 0% 0 0%% 0 0%

Fester, Jim u} 0%% u} 0%g u} 0%%

Frank, Eloise 0 0% 0 0%% 0 0%

Genoa, Bill u} 0%% u} 0%g u} 0%%

Gillard, Susan 0 0% 0 0%% 0 0%

-
Totals: 4 &0 64
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab

This chart displays the Top 10 Ticket categories/subjects of tickets created today along with key statistics.

Your Company, Inc. (1) 50: Help Desk March &, 2008
Customer Search a
Last Name First Name Fhane l Create Ticket J
Customer 1D Region/Location l El lickels J I
I I Choose ;I l Search For Profile J E

juv Charts | My Reports | Hot Board | Notifications (3) | sia | actions |

lTup 10 Mature of Requests - Today | T] l ﬂ | T] l e J
MNature of Request # of Tickets te of Total
Applications-Common:Outlook 28 13%
Metwork:Router 16 7 4%
Mail Lists-Messaging:Broken 13 =L
Elackberry Issue 12 5.65%0
M5 App Issue 10 4.7 %
Metwork:Leased Line g 4.2%
Network:Routing & 2.8%
Applications-Common:MS Office 97 5 2.3%
Applications-Common:MS Project 4 1.9%0
Applications-Common:Crystal Reports 4.5 4 1.9%
Totals: 107 49.8%
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GivaHelp Desk & Customer Service Metrics and Business Analytics
Key Performance Indicators (KPI)

My Charts Tab

If you touch your mouse anywhere on the charts, you will see more data. If you click on the chart, then you can drill
down and view more data. Y ou can click on aticket number to view ticket level detail. Thereisamenu to select the drill
down columns that you want when you drill down. Administrators can default this Home Page chart to a specific chart
that they want their analysts to see every time that they come back to the Home Page.

March &, 2008

Your Company, Inc. (1)

S0 Help Desk

Customer Search a
Last Name First Name Phone l Create Ticket

Customer ID Region/Location l Find Tickets -
I Choose ;I l Search For Profile E

j My Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

View Tickets: Applications-Common:Outlook b 4

1

Ticket # | SLA | Create Date |

Customer

| Nature of Request

I

1448

1449

1450

1501

1502

15032

1504

1535

1536

1

1

1

2005-10-04 912!

2005-10-04 9:2.

2005-10-04 9:2.

2005-11-08 7:31

2005-11-08 7:3

2005-11-08 7:3!

2005-11-08 7:3!

2005-11-15 8:3

2005-11-15 8:3

Crawe Swing
Brian Smith
Naomi Cantwell
Ed Smith

Dawve Swing
Nacmi Cantwell
Brian Smith
Dawve Swing

Erian Smith

Applications-Common:
Applications-Common:
Applications-Common:
Applications-Common:
Applications-Common:
Applications-Common:
Applications-Common:

Applications-Common:

Applications-Common:

Cutlook
Outlook
Outlook
Outlook
Outlook
Outlook
Outlook
Outlook

Cutlook
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab

My QuickViews-

If you click your mouse on the left side of the menu, then a drop down menu with All Quickviews and My Quickviewsis
displayed. Thereare 7 “All Quickviews’ graphical chartsthat provide viewsto Key Performance Metrics (KPIs) that you
may want to monitor. Thisis mostly for Supervisors, Managers and Directors. There are also 5 “My Quickviews’
graphical charts. Thisis mostly for Analysts and Supervisors using the system.

50: Help Desk March 9, 2008

Your Company. Inc. (8320792)

Administrator

Customer Search

Last Mame First Mame Fhone l Create Ticket J
| | |
Customer ID Location [ S e J
I I Choose ;I [ Search For Profile J E

[ My charts | My Reports | Hot Board [ Notifications (3) | sia | Actions |

[NI Open - 5LA Warning |‘J [ % |'J l E J

= Al QuickViews 3 I

My QuickViews .4 My Open - SLA Warning

My Created - SLA Warning

2 - Critical Issue, Mo Workaround . ) .
My Created - Assignments, Severity Level, Ticket Status

My Ticket Status

3 - Workaround Exists
My First Contact Resolutions - Today

o 20

4 - Customer Nen Critical Issue

5 - Request For Service

40 &0 80 100 120 140 160 180

l Under SLA

Within 45 minutes of SLA l Owver SLA
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GivaHelp Desk & Customer Service Metricsand Business Analytics
Key Performance Indicators (KPI)

My Charts Tab

Toolbar Icon- Y ou can set the current chart as the default chart by clicking on the Toolbar icon and selecting,
“Save Current Chart as Default”. Each time that you come back to the Home Page the same chart will
automatically be refreshed. Y ou can look at other charts while on the Home Page.

Administrator Your Company, Inc. (8520792) 501 Help Desk March 9, 2008

Customer Search s
Last Mame First Name Phone l Create Ticket I

| | | -
Customer 1D Location l S e I @
|

|Chonse _vI l Search For Profile I E

| My charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

[AII Open - SLA Warning |‘J l % |'J l E J

- Save Current Chart as Default

1 - Partner Critical Issue - Sat Drilldown Columns

2 - Critical Issue, Mo Warkaround

4 - Custemer Mon Critical Issue

S - Request For Service

0 20 40 60 80 100 120 140 160 180 200
l Under SLA within 45 minutes of SLA l Dver 5LA
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GivaHelp Desk & Customer Service Metrics and Business Analytics

Key Performance Indicators (KPI)

My Charts Tab

Y ou can set the drill down columns that you would like to view anytime that you drill down for more
information. Y ou can set the default drill down columns by clicking on the Toolbar icon and selecting, “ Select
Drill Down Columns’ and checking the appropriate columns and clicking “Save”. Each time that you drill

down for more information, these columns will be displayed.

Log off Administrator Your Company, Inc. (83520792) 50: Help Desk March 9, 2008

Customer Search

past Hame First Name Phone [ Create Ticket
Customer 1D Location l Find Tickets
I Choose ;I l Search For Profile

j My Charts | My Reports | Hot Board | Notifications (3) | sia | Actions |

%

| Select Drill Down Columns

Flease selact the columns you would like to view when drilling down to the ticket data view. Click
"Save" to save your selections or "Cancel" to cancel.
I

E Sewverity Lewvel E Create Date |:| Ciepartment E Customer
E MNature of Reguest |:| SLA Respond By E SLA Resolve By E Status

D Location E Assignes E Creator D Erief Description

((save | [ cance |
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