
A COMPUTING SOLUTION FOR MANAGING SMALL AND MEDIUM-SIZED ENTERPRISES

INCIDENT MANAGEMENT

The main goal of customer service is

measuring service levels and ensuring

response times. XML Process Incident
Management is the only comprehensive

solution to help your support department

measure, control and optimise its work.

This tool allows you to define different

processes so you can assign

customised work flows for each type

of incident.

XML Process Incident Management
has a Web interface allowing your

clients to create and check their ticket

status in real time.

You will have indicators on the resolution

time along with notices when incidents

have not been attended to before the

deadline. 

A comprehensive solution that allows you to follow-
up and control all incidents in your organisation
with a defined and customised process. Measure
response times and increase your client’s level of
satisfaction.

Offer real time information on the resolution and
state of the incidents online and configure automatic
email notifications.
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XML Process Incident Management allows you to determine previous
actions, facilitating the operators’ work and supporting a knowledge base
to offer a fast response to common problems. You can also link incidents
together to allow for greater traceabil ity in the process.

Upon registering an incident, XML Process Incident Management
allows the operator to specify a priority level relative to its urgency.
Moreover, the system is capable of controlling the incidents of several
companies and departments simultaneously.

You can calculate the hours worked on each event. This way you can
obtain personalised reports to analyse service costs and resource efficacy.

The system has a complete configurable notification engine to generate
email notifications from a template, sending them to operators and clients,
even in different languages, relative to each user’s specific configuration.
Notices can be programmed to be sent upon any event: New incidents,
exceeded time, task designation, department change, etc. And they can
come attached with any file or pertinent information.

You can store all types of documents associated to each incident. This
way you can have all the information centrally located and make follow-
up and resolution easier.

XML Process Incident Management allows data collection on customer
satisfaction through customised questionnaires generated automatically
upon the resolution of each incident.

Visit www.xmlprocess.com to obtain more information about how XML
Process can help you to boost your business.

XML PROCESS. Incident Management.

With XML Process Incident
Management you can enjoy the

following advantages:

Personalised workflows per incident

type.

Notification engine.

Web interface for creating tickets

and their follow-up.

Indicators and automatic

notifications.

Knowledge base for previous

actions.

Related incidents.

Assigning priorities.

Multi-company, multi-department,

multi-language.

Calculation of hours worked, cost

analysis and resource efficacy.

Storage of associated documents.

Satisfact ion quest ionnaires.
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