MATADOR" ezHelpDesk

Key Features &
Functionalities

SPECIFICATIONS
Network Operating System:
Windows Server 2003 Web
Edition with SP2 or higher,
Server License

.NET Framework:
.Net 3.5

Applications Framework:
MySQL 5.0.45 or higher; IS 6.0
or higher; SMTP Service; DNS
Service

End User Requirements:
Windows 2000 or higher, or
Mac OS; IE 6.0 SP2, IE 7.0 or
Firefox 2 or 3
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Real-Time Ticket Management - Manage
and track tickets, conduct ticket searches,
sort tickets by any variable

Intuitive User Interface - Accelerate
incident logging and resolution with an

easy-to-navigate interface

Ticket Lifecycle Management - Easily
manage the whole ticket lifecycle from
creation and status change to resolution

SLA Management - Create groups and SLA
profiles with standard compliance indicators
and priority levels

Customizable Ticket Templates - Create
templates for common helpdesk requests to
expedite ticket creation

Secure Access Levels - Prevent tampering
with different security access levels for
end-users, helpdesk analysts and helpdesk
managers

Key Benefits

No Frills. Just Functionality.

The MATADOR® ezHelpDesk© System is a real-time software solution that is designed to optimize
helpdesk operations through the effective management of IT support requests. It helps companies
comply with Service Level Agreements (SLAs) and minimizes the impact of incidents on the business
by accelerating incident logging and resolution. Helpdesk managers can monitor and assess helpdesk
performance, and identify problem areas. Helpdesk analysts can easily create, track and assign tickets while
end-users can raise tickets and check the status of their requests via the self-service portal. ezHelpDesk can

be fully configured to suit specific needs and to integrate existing core data. Easy peasy.

Self-Service Portal - Provide end-users with a
central location to raise tickets and check
request statuses

Automatic Audit Trail - Record and monitor
ticket history with accuracy

File Attachments - Centralize ticket informa-
tion with the ability to attach screenshots and
error messages to tickets

Reporting and Analysis — Generate out-of-
the-box and customized reports in charts and
tables to analyze various measures of
performance and compliance for manage-

ment information

Automated Email Alerts - Receive notifications
on new / assigned tickets and status updates

Web-Based Functionality — Access the system
from anywhere, at anytime, with any standard
web browser

Standardize, automate and expedite incident logging and resolution process

Allocate helpdesk resources efficiently with accurate performance assessment

Reduce helpdesk administration with end-user self-service functionality

Reduce downtime and the likelihood of repeat incidents

Improve helpdesk productivity, helpdesk service level and SLA compliance

Facilitate efficient communication between end-users and the helpdesk

Improve end-user satisfaction
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The intuitive user interface with a traffic light system enables helpdesk analysts to efficiently manage workload.

ABOUT THE MATADOR®

BUSINESS SUITE

The MATADOR® Business Suite
comprises of the following
applications:

B ezAssets© System to manage
your IT and facility assets;

m ezHelpDesk®© System to manage
your helpdesk operations;

m ezHRO System to manage your
human resources information;

m ezRecruit© System to manage
your recruitment activities.

Built with the end-user in mind,
the MATADOR Business Suite is
easy to use and cost effective.

The fully web-based applica-
tions are configurable to your
specific needs. They can be
deployed as an out-of-the-box
installation or Software as a
Service (SaaS$).
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The automatic audit trail gives complete overview of ticket history.
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Log new tickets easily and quickly.
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Keep an overview of Helpdesk Performance Indicators with out-of-the-box reports.
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