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SMART Desk - Gateway to Synergy…. 

 Simple 3 step configuration to get 

started with a  ticketing system 

 Minimal infrastructure requirement 

 Very minimal learning curve 

 Integration with existing infrastruc-

ture 

 Fast and effective registration of 

tickets 

 SLA definitions are easy to define 

 Mail triggers for various stages 

 Escalation matrix  

 Role based rule engine 

KEY CHALLENGES ADDRESSED 

Process compliance Simplified 

Solution Perspective 



KEY CAPABILITIES 

            SMART Desk - Gateway to Synergy…. 

• Capability to define multiple catego-

ries and subcategories 

• Users can report an issue using a web

-based interface 

• Assignment of help desk ticket to res-

olution desk, with 3 levels of escala-

tion 

• Holiday mapping for SLA definition 

• Work hours and nonwork hour defini-

tion 

• Resolution and Response time calcula-

tions 

• Issue tracking to closure with states of 

Open, Work in progress and closed 

• User wise, Day wise, Category wise, 

Priority wise reports 

• Bulk Ticket Insertion capability for 

Engineers 

• Escalation matrix with built in mail 

triggers 

• Email triggers for various stages can 

be enabled  

• Role based (Engineer/Assigner/

Manager) privileges 

 

Management Dashboard—Vibrant and 

Smart 
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        SMART Desk - Gateway to Synergy…. 

Value Proposition 

VibSmart Koncepts Pvt Ltd 


