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Orchestrating Flow...Advancing Care.™

Patient Care Technology Systems (PCTS) is a
leading developer of intelligent workflow automation
solutions and services which enable health care

providers to improve the efficiency and safety of

clinical workflows.

Results

PCTS chose the Giva Service Manage-
ment Suite™ over BMC® Service Desk
Express as the single, integrated, cloud
solution to address its customer service,
IT help desk, knowledge management,
change management, and asset
management requirements.

When compared with BMC® Service
Desk Express by BMC Software, the Giva
Service Management Suite provided
PCTS with:

./ An ITIL-compliant help desk and
customer service solution that helped
PCTS deliver extraordinary service to
mission-critical operating and
emergency rooms nationwide

/ Multiple service desks for its internal
IT help desk and customer service
organizations

./ One-week deployment for a
geographically dispersed workforce

/" Rapid ROI

/" Real-time reports and analytics to
identify actions that reduce calls and
increase customer satisfaction

/" Dramatic cost savings with the
Giva On Demand Software™ option

/" Exceptional service and support

The Challenge

by Jim Kline
Vice President Client Services,
Patient Care Technology Systems

| came to PCTS from a Big-4 consulting
environment where we adhered to |[TIL
standards and practices. When | began to
coordinate the customer support efforts at
PCTS, I knew the ITIL framework was the right
approach.

ITIL standards are a sound foundation for
our internal and external customer support.

Since PCTS provides mission critical products
that help track patients and related medical
information in emergency and operating rooms
at hospitals nationwide, we may be audited for
state and federal health care quality standards.
So, | wanted to ensure that PCTS followed
high quality processes and procedures.

We were using help desk software designed
primarily to track application bugs and bug
fixes. We realized that it did not meet the needs
of our IT help desk or customer service desk.
We looked carefully at a number of vendors,
but we narrowed our short list to BMC Service
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“We were impressed
by Giva from the start.”

“We found the Giva
solution to be very
well integrated and
easy to use.”

Desk Express Suite and the Giva Service
Management Suite.

We were impressed by Giva from the start—they
worked with us to document the functionality
that we needed, as well as the benefits that
we expected. They told us where they met our
requirements and where they did not.

This exercise required us to prioritize the
features that we really needed and the features
we were willing to pay for. This ultimately
made the selection process much easier since
we had objective selection criteria to evaluate
any vendor.

The Solution

We did a 30-day trial with a number of Giva
service management applications, and Giva
assisted us in configuring and customizing
them. Right from the start, we found the Giva
solution to be very well integrated and easy
to use.

We purchased the hosted version of Giva
eCustomerService to service and support our
customers, Giva eHelpDesk for our internal
IT help desk, Giva eKnowledgeManager to
help us access the right information at the
right time, and Giva eChangeManager to
manage requests for change. While these are
independent applications, they are also very
highly integrated, and we get a greater benefit
than with standalone applications. For example,
Giva eKnowledgeManager s
integrated with both Giva eCustomerService
and Giva eHelpDesk. This allows our agents to
create knowledge records during the process

seamlessly

of creating a service request—we can create
knowledge in the knowledge management
system right at the discovery point, so it is more
accurate and does not require any extra steps
that busy support staff often may not take.

Giva allows us to configure our customer
service desk and our internal IT help desk as
two separate, independent service desks—
one for external customer support and one for
internal help desk. No other vendor provided
this functionality.

Giva allows each service desk to share a
employee, and
knowledge database, while allowing us to
uniquely configure different service desks. This
way we can keep service requests from our

centralized customer,

customers segregated from our employees’
service requests. An added benefit is that there
are cross-service desk aggregated reports
that give us a complete view of what is going
on at anytime in our organization.

We also use Giva eChangeManager, a web-
based change management solution, to
manage change requests via an ITIL-compliant
workflow process. This assures us that all
requests for change go through a review
and authorization process with an audit trail.
The Giva change management software was
easy to configure to work with our workflow
and approval process. It provides us with a
change management system and change
management tools that will help us comply
with the Sarbanes-Oxley Act.

Giva eChangeManager is also well integrated
with  Giva eCustomerService and Giva
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“The Giva reporting
approach saves us a
lot of time and money
because the reports
provide the right
information and we do
not have to purchase
a separate reporting
package.”

“We will get dramatic
savings with the Giva
On Demand Software
option.”

eHelpDesk, allowing our support staff to quickly
determine if the root cause of a problem is due
to a recent change that was executed by one
of our other departments.

The real-time reports are exceptional, and all
specifically relate to ITIL compliance. We can
easily customize them to meet our needs.
The Giva reporting approach saves us a lot of
time and money because the reports provide
the right information and we do not have to
purchase a separate reporting package. Many
other vendors’ products require purchase
of reporting software and only deliver pre-
configured reports that are not useful.

Giva eKnowledgeManager lets our employees
and customers leverage a knowledge base of
known problems, solutions, and FAQs—both
our employees and customers access the
Giva knowledge management software though
the intuitive, easy-to-use Giva user interface.
The Giva knowledge base software has many
excellent security policies that are useful in
a medical environment. We can designate
knowledge records as public or private or set
up a number of security levels to allow certain
people access to specific groups of records.

The Result

We considered both the Giva On Demand
Softwareoptionaswellashostingtheapplications
on our own infrastructure. We did a detailed
total cost of ownership analysis that included
all the hard and soft costs. The economics
were self-evident—we will get dramatic
savings with the Giva On Demand Software

option. This exercise showed us the true

costs of installing, managing, and maintaining
hardware and software.

The Giva Service Management Suite was
easy and fast to deploy for our geographically
dispersed workforce. Our customers and
employees can access Giva anytime, anywhere
in the world, with just a standard Web browser.

At the same time, we have full control over all the
applications and administration and the ability
to customize them to meet our unique needs.
Working with Giva, we only needed about a
week to configure and customize all the products
to meet our needs—we did not even need to
do any programming. All the administration is
point-and-click and based on common Web
metaphors. There is no customer software to
install, manage, maintain or upgrade. As a result,
we anticipate generating a rapid ROI.

We have customer service and support
organizations on both east and west coasts
and customers all over the nation. Allowing our
customers to access the Web-native Giva
eKnowledgeManager knowledge base
software helps us decrease our call volume

and increase customer satisfaction.

Giva did not have some functionality that
was an important part of our requirements.
However, they were able to eventually meet
these requirements by asking us to provide
details for their R&D team. We were impressed
with the fact that they committed to do
this work and then they actually did it in a
reasonable turnaround time.

We are just beginning to use Giva real-time
reports to measure a number of key metrics
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“Giva provides
exceptional service
and support.
When Giva makes
commitments they
consistently

meet them.”

such as first call resolution, SLA compliance,
and customer satisfaction. Root cause analytics
allow us to identify how we can take action
to reduce calls and further increase customer
satisfaction. Trend reports allow us to follow
our progress over time and report results to our
senior management in an elegant report format
with graphics and charts. Giva real-time reports
are a significant benefit that other vendors do
not provide. Also, once we run Giva reports, we
can easily download the data for further analysis
or reformat it to meet our specific needs.

The Giva Service Management Suite is a highly
reliable solution which meets the demanding
and high expectations of our customers. Giva
provides exceptional service and support. When
Giva makes commitments they consistently
meet them. They have earned our trust by being
attentive and responsive to our suggestions,
concerns, and questions.

At PCTS, our products are used in mission
critical applications. We needed a help desk
and customer service solution provider that we
could trust with such a high level of expectation
from our end-user customers. We also needed
a highly reliable product with exceptional
service and support. We have found both of
these with Giva.

In summary, we purchased a highly reliable
product suite with a great deal of functionality at
a low total cost of ownership from a company
that provides exceptional service. We are very
pleased with our experience with Giva.

Jim Kline
Vice President Client Services,
Patient Care Technology Systems

About Giva, Inc.

Founded in 1999, Giva was among the first
to provide a suite of help desk and customer
service/call center applications architected for
the cloud. Now, with hundreds of customer
driven releases, the Giva Service Management™
Suite delivers an intuitive, easy-to-use design
that can be deployed in just days and requires
only one hour of training. Giva's robust, fast
and painless reporting/analytics/KPIs quickly
measure team productivity, responsiveness and
customer satisfaction resulting in faster and
higher quality decision-making. Customization
and configuration are all point and click with no
programming or consultants required to deliver
a substantially lower total cost of ownership.

Giva is a private company headquartered
in Santa Clara, California serving delighted
customers worldwide.

For more information about Giva, contact:
E-mail: Sales@Givalnc.com

Telephone: +1.408.260.9000

Web: www.Givalnc.com
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