SUPPORTSOFT®

Intelligent Assistance Suite*

SupportSoft (NASDAQ: SPRT) is a global provider of software and services that automate the resolution of technology
problems. Our best-in-class, scalable solutions enable both end users and analysts to detect, diagnose and correct problems
at home, in the office or anywhere in between.

The Intelligent Assistance Suite helps support professionals remotely diagnose and resolve common end-user problems.
With three integrated technology components—online multisession chat for high-volume service desks, robust remote
diagnostic tools and remote control with firewall traversal —end users can interact seamlessly with service desks. And your
IT service desk analysts can more easily access technical answers, automate problem solving and speed the time to resolution.
The result is reduced call-handling times, increased first-call resolution rates and more effective help desk staff.

Detect

Gathers real-time diagnostics
from an end user’s machine.

Diagnose

Provides analysts with a simple,
easy-to-use compliance check.

Resolve

Analyst resolves the problem
via multiple channels —including
chat or remote control.

Report

Automatically collects and reports
information on all user issues
to track effectiveness.

Live Assist

) supportSoft Support Center SETES)

Login _Edi -View Impersonate indow - Help

Personal SLA

@een O Ge= 0 0 EEE B

Find Solions Livessist Chat | Livedssit SHIE | Recuest Qusus |

monitor and

porersd

Qslipportsoft
P Fo s d|mNw2e|d €

User Waiting=0 __ AHT=00.00.00 banner messages

Closed=0 Escalated=0 Bounced=0
e EERELE R L )
‘ [Type the string to se _Seach

Letus Chat!

Problem = Error when | try to send an email__ Time = 00:01:13

) Chat Contert

@Cqgnected

Picked up user from queue: Tier 1 Analysts

luser Jil has entered room

lanalyst analystiier! has entered raom

fanalysttier 1~ HelloJill, Thank you for contacting LiveAssist Suppart by name is analysttier!
IHow may | help you?

= = Favortes
- b Add/E dit Favoites

143 Messages
143 grestings
(] pesson:

I Access to
powerful
analyst tools

J AL

ill
analysttier!

H0 s OlEli v o|@w |

Problem & Setup Printer in my systerm

Oconnected

IPicked up uXer from queue: Tier 1 Analysts
luser Joe_ has entered raom

lanalyst analytiert has entered room
fanalysttier 1>
How may | help\rou?

Jacvanced_tool Yog= User has enabled the Remote Contral option
Jactvanced_tool_ly- The user has conretted to the Nexus server
[This issue will be\escalated after 40 seconds:

fanalysttier 1= Hi I\e, which is you office location

Time =0002:38 516~ TR = Searchable canned

Il
messages

elio.Joe_, Thank you for contacting LiveAssist Suppart My name is analysttier!
indows 2000 5.0

T

o
o
°
@

il e
& ChatRoom

[Joe_
analysttier!

\

\ Automated collection of
diagnostic information

Handles up to four
simultaneous sessions

Lower service cost due to increased first-call resolution and reduced average
handling time. Smartlssue data and SupportActions streamline resolution with
diagnostic data capture and automated resolution.

Seamless transition between self- and assisted service for end users to ensure
smooth escalation and no lost interactions.

Ability to handle multiple issues concurrently via a highly scalable, web-based,
multi-chat solution.

Works and integrates with popular call-tracking software.

Ensures analysts actions are recorded, incidents are never lost, and the end-user
experience is consistent throughout the entire support process.

Remote control with firewall traversal crosses diverse systems using patented
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“The ability to capture detailed
and up-to-date information
about an end user’s system
at the outset of a service desk
call is crucial to increase the
accuracy of incident diagnosis.
Increasing diagnostic accuracy
can lead to both decreased
resolution time and increase
first contact resolution: two key
service desk metrics.”

David Coyle

IT Operations Research Director
Gartner, Inc.

United States Corporate
Headquarters

1900 Seaport Boulevard
3rd Floor
Redwood City, CA 94063

t: +1.650.556.9440

f: +1.650.556.1195
e: supportsoft@supportsoft.com

www.supportsoft.com

Smartlssue dynamically collects diagnostic information directly from an end user’s machine in real
time. When a user has a problem or question, the Smartlssue system automatically collects only the
relevant, permission-based information specific to the user, system and incident.

SupportActions are scripted automated fixes that can be securely delivered to end users’
computers. SupportActions reduce errors and resolution times by enabling an analyst to push a
button and resolve a problem remotely.

Nexus technology is a patented server process that provides a secure gateway to allow remote
connection between the end user and service desk, regardless of location, NAT protections or firewall
configuration.

Web-based chat supports both inbound and proactive outbound chat and fits naturally into any
high-volume support organization, enabling each analyst to handle up to four simultaneous chat
sessions. With our web-based chat capability:

Service histories and diagnostic data are displayed with the chat request, so analysts can
quickly resolve issues.

Chat interactions automatically reconnect in the event that the user must restart or reboot.

Analysts are able to resolve issues faster through integration with advanced diagnostics and
resolution tools —including web-based remote control —resulting in higher user satisfaction.

CSR productivity improves thanks to the ergonomically designed, color-coded, high-volume,
multi-chat interface.

Increase first-call resolution and improve handling time by providing faster diagnosis and

reduce costly deskside visits —speeding the time to resolution. Web-based remote control
capability eliminates expensive and time-consuming in-person visits with both indirect and direct
connections to offsite computers, allowing remote maintenance and resolution for local or remote
employees. With analyst tools and advanced web-based remote control:

Analysts can access remote diagnostic data, tools and solutions from other channels

to accelerate problem identification and resolution.

Level 1 analysts can solve more complex problems, that historically would be escalated, with
SupportActions (1-click fixes) that can be pushed directly to the user's computer.

Administrators can grant discrete remote capabilities (such as system tools or network
utilities) to groups of analysts and IT administrators.

Companies can deliver high-touch, personalized service —regardless of location, firewall
or Network Address Translation (NAT) protections —using SupportSoft's patented
Nexus technology.

Remote users enjoy all the tools and benefits of onsite support staff, including multi-session
efficiencies and remote push of automated tools with SupportActions.

For more information, visit www.supportsoft.com/solutions/assisted_service.asp

Copyright © 2007 SupportSoft. All rights reserved. SupportSoft, the SupportSoft logo and AnalystAssist are trademarks or
registered trademarks of SupportSoft Inc., in the United States and other countries.



