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Accelerate Solution Identification
for Support and Helpdesk

Innovative technology minimizes end user
downtime and lowers costs

The Problem v

IT organizations strive to assure that applications and services will work smoothly to support the
business operations. Unfortunately, when production problems occur, downtime is very expensive,
whether the end users are in-house users or paying customers.

A typical Incident Resolution cycle is split into Problem Detection, Solution Identification and Solution
Implementation phases. While in some cases there are automated technologies that help automate
some of the Incident Resolution actions, the majority of the time spent on IT problems is spent on
non-automated activities where the personnel is fire fighting the more complex issues.

According to Forrester Research the Solution Identification phase takes as much as 50% of the overall
Incident Resolution cycle. This is due in large part to the vast amount of data and documentation IT
organizations need to go through for each problem detected in order to determine a potential solution.

iSolve by Softlib helps IT organizations perform the Solution Identification phase as much as 10x faster,
thus minimizing down time, reducing manual labor, improving service levels and reducing costs.

“iSolve enables our IT team to
solve most of the errors and
mission critical events before
engaging high cost help desk
personnel. Using iSolve reduced
the IT team calls for tech support
by 80%"”

IT Infrastructure Division Manager,
Major Bank



g772SoftLib

Solve IT Fast www.softlibsw.com

Our Solution v

» iSolve is an innovative technology based on analytical algorithms that index and rate potential
solutions to technical problems so the IT staff can focus on the most likely solutions.

» iSolve tailors its search capabilities to the end user, considering their search preferences, taking
into account their favorite online resources, etc.

» iSolve integrates multiple sources of information to provide a holistic view to potential solutions.
Information sources include public Web resources, vendor technical information and internal
knowledge bases, files, emails and “tickets”

» iSolve extends existing IT knowledge bases/repositories by linking into the information in them
in its solution search — no data loading or duplication needed.

» Usage of iSolve is based on free format text — simple and easy to use, even for self-serve support
» Vendor documentation is automatically updated to reflect the most current documentation.

» Seamless integration into the enterprise's Business Service Management environment further
streamlines IT operations — from Detection to Resolution.

Minimize end user downtime by accelerating solution identification or providing
self-serving support.

Scale support call capacity without added personnel.
Lower cost of support tickets — either deflect calls or shorten them.

Enforce a standard procedure for addressing problems before engaging high cost
technical personnel.

Have one holistic source of information for all technical data sources and all technical system —
allows consistency as well as easy, secured, support for heterogeneous environments.

Leverage existing knowledge base / repositories without data duplication.

Use the most current vendor documentation through automatic data updates.

Join the thousands that use iSolve today - Contact us now.
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