IntegratingMagic eService ™

Tomorrow’s Solutions

Today

Applications

eService

Magic eService™ provides the key to improved customer satisfaction

and retention. As quality of service increasingly becomes the

factor differentiating you from your competition, a responsive and

cost-effective service center becomes more essential than ever. Magic

eService is an entirely web-based enterprise-level customer service

management system which streamlines service workflow and provides

you with a comprehensive picture of your service department in real

time. With the right information at your fingertips, you can gain control

and manage your service department as a profit center.

Brings you the power and flexibility of a Magic Application™...
« Powerful database transaction capabilities

« Completely configurable and customizable

« Easy integration with existing systems

« Database and platform independence
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Entirely web-based, 24 x 7 service for
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Service agents view all
new and ongoing
interactions with the
customer and can
immediately respond
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Comprehensive Service Management

D 1 agic eService enables the complete tracking and centralized

management of each customer interaction from first
contact to problem resolution. Customers receive
immediate and personalized attention through round-the-clock,
interactive service, while management tools measure service
department profitability, cost and resource allocation for better

need to maintain physical service centers around the world. Service
agents can work from home, in the office or in any geographic
location you choose. Virtual support centers dramatically reduce
overhead costs, while ensuring your customers 24 hour, 7 day a
week browser-based international support.

Real-time Business Pulsing for Management

decision-making. Completely web-based,
Magic eService significantly reduces
overhead and enables effective, long-term
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customer service.

Long-Term Service
for Complex Problems

Magic eService provides an ideal long-term
service solution for problems requiring \
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Business pulsing provides management with
an online snapshot of the service center

at any given moment. The
system automatically alerts
management, sales personnel
and service agents of any
problems in areas such as
service request distribution or
customer satisfaction levels - keeping
everyone on top of the situation.

extended back-and-forth correspondence

between service agents and customers. Using simple drop down
menus, agents and customers can easily define the most complex
technical details of a product or problem. All web interactions,
e-mails and file uploads are centrally tracked and documented as
part of a single service workflow.

Follow-the-Sun Service at Reduced Costs

Using Internet-based virtual support centers, Magic eService gives
you the flexibility to employ agents anywhere and eliminates the

Centralized Workflow Enables Easy Tracking

Magic eService functions as a centralized management system
containing all customer interaction data. As a service request is
routed through the system, a sophisticated alert system informs
personnel if responses are overdue and escalates status of requests
when necessary. Customers, agents and managers can track the
status of a service request at any time.







