‘When customer relationships are at stake,
you want smart solutions with faster
resolution time, Specialized Helpdesk to

help you protect your business and grow
your company’
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Fast, Secure & Affordable Remote IT Help Desk
Mail us newbusiness@SPTdesk.com
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Who needs it?

“Does your secretary double as your IT services technician?”, “Do :
you wake up at night worrying about your network failing and

losing thousands of dollars?”, “Are viruses and security threats
killing business productivity?”...

Today more than ninety percent of U.S. companies fall into the s

category

Finding the budget to hire a fulltime IT support staff is next to |
impossible for the majority of SMBs not to forget

“What does a fast-growing company do?”, “Which technology |

of Small to Midsize Businesses (SMBs) -y ou ' r e

investment is right for you?”

Many
improve

of today’'s SMB companies want to have their own
efficiency, one may have a challenge determini ng & quanti fying its return o

your business environment a professional Helpdesk services, introducing SPTdesk Remote Services for SMB, VARs &

Resellers. We specialize in offering Skilled & Certified engineers via phone, chat, email 24/7 365 days just for your

business

. These are experts in assessing needs, diagnosing alerts, avenging security threats, resolving errors and providing

100% tech support for your existing / new technology infrastructures.

Smart solutions with faster resolution time

Today's SMBs are looking to |I'T to help them be more |
and manpower resources. Because of their sometimes limited in-house IT resources, SMBs are logically looking for

remote diagnostic services, which can help solve niggling tech issues for not a whole lot of money. To keep up pace with

your
employe

company’ s gr owt h SPTdesk Hel pdesk Servi cesyourpr oV
es/customers very efficiently and quickly with 100% end user satisfaction.

How we support our clients?

Most of the time businesses look for tech support when

in problem to fix some of their basic network problems.\We understand that the most critical methodology is to take a Pro-

¢t KSa&

support your business and are constantly in crisis mode

S INB 20t L¢ GSOK . . .
active approach instead of the most common reactive approach when

of handling multiple client engagements with limited ~ SUPPOrting customers. At SPTdesk we are equipped with a large team of

bandwidth to expand support in scale. qualified engineers. Once we hear from you an Account Manager is

immediately appointed to you. Account manager completes a feasibility
study and deploys a team of engineers working proactively to check

your Network & IT infrastructure to make sure we catch problems before they turn into major issues. We provide

customizable IT helpdesk/ticketing & automated IT Management Systems to monitor your internet connection, IT assets,

mobile d

\%

evices, server utilization, Desktop downtime and more 24/7 365 days. Instant Benefits for your business:

Scheduled Online Rente Monitoring - A team of certified engineers have scheduled activities on regular basis
to check anti-virus, backup and software patches, fault alerts and more. Our aim is to keep your systems up
enabling you to concentrate in your core business.

Emegency Proactive Support Our engineers will perform emergency Virus upgrades, security changes and
software patches when critical bugs or security problems are identified. We stand guard for the upkeep of your
IT infrastructure from the constant threats which could bring your daily activities down.

Priority Onsite Support- Engineers available for adhoc onsite work including system upgrades, problem
resolution and more.

100% Customer satisfaction At Qresolve, our Account managers keep track of meeting client SLAs. We
understand when customer relationships are at stake, you want smart solutions with faster resolution
turnaround.
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How we save your time & money?

SPTdesk Helpdesk Services harnesses the power of the internet and conducts

most of the support work we do for you remotely. This saves a significant

amount of dead travel time that costs both us & you. We pass this efficiency on

SUPPORFEATURES

V Complete solution for
in the form 24/7 Phone, Chat and email. Not only do we save you money, but by helpdesk
using remote management we are able to provide a far faster response to your
support calls, getting you back to work far faster than onsite visits. Naturally  \/ priyate labeled help desk
sometimes we will have to do onsite visits. However the number and time is ticketing Url
greatly reduced which is faster and cheaper for you.
. V Flexible and Scalable
Services offered:
V Dedicatedtechnicians for
HELP DESK SERVICES support
e Desktop/Laptop support
0 Install/configure PC peripherals such as printers, scanners, V Call dispatch capabilities for
0 fax available on network on-site repairs
0 Setup or troubleshoot external / internal devices
0 such as storage, backup media and more V ITIL best practices
0 Fixany issues related to the Internet, Intranet etc.
0 Formatting and Partitioning of the'hard drive. V. 24/7* 365 days support
o Install & configure Adapters/ NI C" s
0 Install & configure external hardware (USB Devices & Printer) :
0 Install internal Hardware (RAM/Hard Disk etc) V' Tiered support
O BIOS Setup (How to) o .
0 Power management - Laptops (How to) Vv Certified Engineers
e  Operating System Support .
0 Troubleshoot or fix any error message or codes via remote or V' Flexible support plans
phone support .
0 Configure & personalize end-user machines (desktop, VvV Dedicated Account Mangers
portable) ) )
0 Remote support to install/remove software/application, as per vV  Stringent escalation
the defined company policies procedures
0 Install and Setup browsers (IE, Netscape, Firefox, Opera, etc.)
0 Installing windows updates and service packs V Automated alert mechanism
0 Installing Operating System (Windows flavors)
0 Defragmentation (How to) V Reduced downtime with
i Profil . .
0 setting up Profiles Backup Contingency Planning
e Application Software Support
0 E-mail client such as I.otus note§, Outlook and more. 10Q‘J/%Client SLAs adherence
o Connectivity issues related (o} e company 'S
external communication devices and software. -
0 Complete usage help with MS Office, Lotus Notes and other n I f W e f
desktop enhancement applications.
0 Day-to-day usage for spreadsheets, word processors etc. prObIem we Ca”
0 Spyware, Adware and Malware protection yOU rather than
0 Security software & Firewalls i
0 Parental Control (URL Filtering) wait for your callo
o 3" party applications (How to)
e LAN/ Connectivity Support
0 Install / repair connectivity related problems (including Wi-Fi). 24/7 H e I pd ESk
0 Complete support for Internet, Intranet. : L
0 Setting up wireless security .
0 File and printer sharing
0 Domain log in queries
0 Active directory user account management
0 User rights management
0 Creation, modification & deletion of IDs
0 Password reset query
0 Setup and configure workgroups
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Services offered:

Remote Management

The right remote control solution is a critical part of your IT problem solving toolkit. With a click of a mouse, our help
desk technicians can remotely diagnose and solve your problems. This means you receive fast, secure, and accurate
assistance with every call; no more expensive onsite visits or downtime. Some of our features are:

e Complete remote control of user mouse and keyboard

e Bi-directional file transfers

e Secure, authenticated communication

e Firewall friendly

e  Multi-Windows platform support

e Secure the remote computer against unauthorized access across the

wire. ; -
e End-to-end protection by using the Advanced Encryption Standard (AES) T
with key lengths up to 256 bits. =

Service Desk
Whether you support internal employees, field personnel, or external

>

customers, your goal is the same - to deliver excellent service in a timely manner with your available resources.

Qresolve Service Desk offers extensive self-service and remote control capabilities to help you improve productivity.

We offer customers self-help options around the clock with a customized self-service portal. Customers can submit
requests, check the status of their requests, and even have a live chat with an available agent. With robust work flow

Create a new ticket

automation, you can be sure your requests are routed and escalated to

Requestors:  xyz123@stern.nyu.edu

et the right agent or team every time. Two-way email conversations

Subject: |Cannul send email

T between agents and customers are tracked automatically, and service

Describe the issue below:

level agreements are fully supported.

T am unable to send email. When I click on "send” the message is =]
moved to my "Sent” folder, however, the email is not actually
sent. This problem started on Monday. Thank you.

Hardware Desktop / Laptop / Palmtops / Handheld PCs and more.

Microsoft - Word, Excel, Access, PowerPoint, FrontPage, Visio, Works, MapPoint, Publisher,
Adobe Acrobat, IBM Lotus SmartSuite for Windows, WinZip, Symantec PC Anywhere,

Application Software Symantec WinFax Pro and more.
Microsoft Windows 98, 98, NT, ME, 2000, XP, Vista
Operating Systems Mac OSx, Tiger, Panther
Mail Servers MS Exchange, Lotus Notes Domino and more.
Connected Devices Printer, All in Ones, Print servers, Scanners, Digital Cameras, IP cameras and more.
Browsers Internet Explorer, Thunderbird, Netscape, Mozilla Firefox, Opera, etc

Trend Micro Office Scan, Symantec Norton Antivirus, McAfee Virus Scan, AVG Professional,
Anti-Virus etc.

Wireless Blackberry, iPhone and more.
Email Client Microsoft Outlook & Outlook Express, IBM Lotus Notes Client

Certified technicians to support Original Equipment Manufactures

3COM Dell lomega Seagate

Acer Epson Lexmark Sony

Brother Gateway Micron Technology Tektronix
Hewlett-

BlackBerry Packard NEC Toshiba

Canon Hypercom NVIDIA Xerox

Cisco Systems IBM Palm
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capabilities mail us ahewbusiness@sptdesk.com
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