Self-Service Center
Smart Selection: Dynamic Classification Tree

Streamline issue classification and incident submission
As a customer support Web portal, PhaseWare Self-Service Center (SSC) helps to engage your customers and reduce
customer service and support costs by offering 24/7/365 Web support. In addition to the troubleshooting and incident
submission features familiar to the online support channel, PhaseWare SSC now includes a Smart Selection designed to
improve issue classification while making it incident submission easier and more intuitive for the customer.
The example provided herein illustrates how Smart Selection walks users through the classification tree, dynamically
offering new choices based on previous selections.

The incident submission
screen as seen in the KittyWare
SSC (a fictitious customer
web portal for explanatory
purposes). After selecting
JPATS TIMS under the
Product drop-down, the user
is presented with a set of
classification options based
on the selected product. For
this example, the user selects
training.
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Upon choosing the “Training” classification, the user then

Based on the choice of “Application,” the system brings

selects “Application” under the heading of “What Element

up options for “Which Application?”. For the example, the

of Training?”

users selects “TMS.”
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Again, KittyWare SSC calls up new fields with dynamic
responses based on previous selections. The incident
submission form now includes drop-down menus and
status fields.
Based on an organization’s individual support needs,
Smart Selection can be configured for up to 10 dropdowns leading to the final template for the specific
support incident.
At this level, the template can support up to 10 additional
input fields including text input, radio buttons, dropdowns, and more.
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See why customers love PhaseWare’s complete, tailored solution for customer support, issue tracking, CRM, and
knowledge base management. The journey to support excellence starts with a single click. Our free trial (no credit card
required) will allow you to use all of our flagship products for a 30 day period. Registration is a fast and easy 3-step
process that allows you to be using our cloud-based software in minutes. Click the button below to start your free trial.

TRY IT FREE
NO CREDIT CARD REQUIRED

PhaseWare Solution Elements
Customer Service and Support

Help Desk

PhaseWare provides the most efficient, affordable, and
scalable customer service/support management software in
the industry. With PhaseWare customer support software, you
can automate and track all phases of the service desk life-cycle
from incident submission to resolution while reducing the cost
of operations.

The key driver of PhaseWare’s help desk management solution
is automation of incident management. Our solution tracks
the entire incident life-cycle including resolution and closure of
trouble tickets. Additional self-service options with knowledge
management increase the QoS for end-users while decreasing
the load on the help desk.

Complaint Management

Knowledge Management

PhaseWare’s features focus on the specific needs of the
complaint from the simple request for information to complex
issues requiring two-way communication. Every step and
interaction is tracked, timed, and classified until the issue is
resolved with multiple opportunities of providing status and
feedback to the customer.

PhaseWare’s knowledge management solutions empower
customers with a comprehensive repository of customer
information and issue solutions. With a rich set of self-service
features including natural language search and result ranking
capability, PhaseWare’s knowledge management software
promises true service differentiation.
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