
S³ Service Manager

Maintain greater control over your pre- and post-sale 

service delivery processes, from beginning to end, to 

ensure that your company meets its service promise 

on every occasion.  Benefit from S³’s ability to better 

manage time, resource and financial constraints, to 

enable you to provide optimum service levels.

The communication and transparency of information 

that is facilitated through the use of S³ will allow all 

parties to have a common view of the status of the 

request, leading to greater satisfaction levels for your 

customers and your service employees.



S³  Product Features

Management of work queues

S³ supports the inter- and intra-organisational request and work 
management function through the control of configurable, 
extensible work queues between multiple real world or virtual 
organisations.  Its flexibility allows a variety of different core 
service processes to be managed, whilst maintaining essential 
confidentiality between clients.

Initiation of request

The service request can be initiated directly by the customer 
on-line or via your call centre allowing you to offer '24hr by 7' 
service access.  The flexibility allows customers to use the 
system in whichever way they prefer, and so ensure that it is 
used to its full advantage.  Put simply, the easier the system is 
to use, the more chance there is that people will use it.

S³ has inbuilt support for multiple service delivery 
organisations, and so can handle service requests between 
many consumers across multiple service delivery organisations, 
supporting a wide range of requirements from one-stop service 
organisations in SME businesses through to complex 
outsourcing and facilities management organisations.



Traffic light indication

S³’s work queues provide automated workflow support with 
SLA monitoring and traffic light indication on team and 
personal work queues, so your service team can quickly see 
their priorities, and organise their workload accordingly.  Auto-
mailing provides signals to the current owner of the request 
when actions are required, ensuring that service levels are met 
within the specified timeframe .

Authorisation levels

The system allows multi-level, multi-step online authorisation 
with configurable pre-authorisation thresholds.  For example, 
when the amount spent on a certain request reaches a particular 
threshold, authorisation will be required from your customer, or 
a higher level of your organisation, before work on the request 
can progress.

These financial limits and controls ensure that the commercial 
implications of the service request can be managed within the 
system, so there is less risk that projects will run over their 
budgets, again ensuring that the customers’ requirements are 
met.

Your customer is constantly informed of the status of their 
request, and provided contact details of the owner of the 
request within your organisation.  This process facilitating 
communication between the customer and your company 
ensures that your customer is kept fully informed, and allows 
requirements to be expanded on and any problems dealt with as 
and when necessary.



Attach multiple documents

S³ provides the ability to optionally attach multiple documents 
against a request, to be shared with the customer or with your 
service team.  This allows S³ to become a single, reliable point 
of information.

By ensuring all parties in your organisation can access the same 
'picture' and optionally share that information with the 
customer on-line, S³ relieves the status chasing workload for 
your contact centre agents, improves consistency within your 
organisation and improves the customers’ service experience.



Audit trail

S³ automatically maintains an on-line request diary and audit 
trail of the key action points and milestones in the request 
lifecycle.  This offers your service team and the customer an 
accurate picture of the current status of the request, as well as 
the request’s previous service path.

Resource control

Since service delivery often requires the application of further 
resources, S³ also provides support for the management, 
scheduling and allocation of resource pools within and across 
requests.



This function is ideal for service scenarios involving the 
application of field service, engineering, or other specialist 
personnel within the service delivery process, where the 
availability of certain resources may be limited.

Management reporting

From a management perspective, any number of reporting tools 
from MS Office applications such as Excel and Access through 
to specialist tools such as Crystal Reports or Business Objects 
can be used to report or mine the valuable business resource the 
S³ repository presents.

Your company will therefore be able to continuously benefit 
from selected management information, to identify ‘best 
practices’, and improve the service process for future 
customers.


