
Product Overview



SupportCenter Plus

SupportCenter Plus is a Customer Support 
and Service software. SupportCenter Plus is 
a specialty CRM software which focuses on 
Customer Support.



Supportcenter Plus offers Integrated 

in a Single Low - Cost Package



SupportCenter Plus



Features





Customer Interaction Management

• Easy Request Management

• Manage your requests from a single 
location.

Forum



Request Management

Track and Manage 

Requests



Customer Self Service

• Enhancing user interaction through easy web 
interface

• End users can create and track their 
requests.

• The web portal can be configured according 
to the user requirements

• Knowledge base integration for easy 
solution identification



Customers can track their 
requests

Knowledge Base 
Integration

Announcements to the
End user



Knowledge Base

• Online knowledge database of solutions for 
simple problems and issues.

• Separate Knowledge base for end users and 
customer support representatives.

• Solutions can be grouped on topics and topics 
can be associated with Specific Accounts based 
on the requirements. It will help the users to 
find solutions for their topics of interest.



Solutions divided based on

topics and subtopics

Search existing 

Solutions



Business Rules

• Business rules will help you to organize 
incoming requests.

• It performs any action ranging from 
delivering to a particular group, assign 
support reps and so on.

• It will help you in organizing and 
managing requests efficiently





Account & Contact Management

• Manage all your customer accounts at a 
central location.

• Define and record contact information easily

• Track your customer accounts, their contact 

details, the Service Level agreements, records 

and history of issues raised by the customer

• Helps to cater to the unique needs of the 
customer and constant monitoring of issues.



Track your contacts
of each account

Product tracking of 
each account

Contracts of 
Each Account



Multi-Tenancy through Business Units

• Service your customers based on different criteria 
like SBUs, Customer Accounts, Products etc.,

• Have logically distinguished data of your accounts 
as one business unit is independent of the other

• Improve support productivity as the consolidating 
customer information into a single location with 
easy-to-use reporting, visualization and customer 
management capabilities

• Customize your support process in your own way





Product Catalog

• Manage information about your products, 
their cost and customer support can add 
new products, product types and other 
information.

• Categorize and Track the products and 
customer information of specific products

• Contacts can view their product details and 
track their product.



Manage your 
product catalog



Integrations

• Integrate your existing database with the 

SupportCenter database through CSV Import.

• Automatically synchronize the changes to your 

customer database to the SupportCenter 

database.

• Import & Synchronize your Outlook contacts & 

accounts into SupportCenter.

• Synchronize with Active Directory for your 

Support Staff Database





Contracts Management

• Define support plans and contracts based on 
issues or time.

• Manage and track support plans based on 
the contract.

• Assign and update requests based on the 
customer contracts.

• Notification to respective managers on the 
expiry of the contracts.



Manage your 
Service Contracts

Support Plan
Details

Expiry Notifications



How SLAs work?

Identify the 
customer.

Is the customer 
already in the 

database?

Check Contract
Does the customer 

have an active 
contract

Support Plan
Finds the Support 

Plan from the 
contract

SLA
Does the Support 

Plan have 
associated SLAS

Use the Default Support Plan Appropriate SLA 
Applied



SLA Management

• Define SLA rules to distinguish priority 
requests by Requester, Department or 
Category. 

• Automatically update Requests to apply SLA 
rules to determine resolution time

• Track SLA compliance using automatic 
escalations (up to 4 levels) in case of SLA 
violations at pre-defined time intervals

• It helps in effective customer management 
and set customer expectations.



Manage your
SLAs

Define and Modify
SLA Rules



Customer Billing

• Bill your customers based on the total 
hours spent on the customer or need 
based depending on the service contracts.

• Create reports for your customer billing 
whenever needed.



Bill based on Issue 
or Time





Computer Telephony Integration

• Computer Telephony integration with Asterisk 
PBX.
• Improve service quality by routing calls to 
expert queues

• Become instantly efficient and productive by 
saving  time and effort  instead replying  to mails
• Avail, screen pop-ups and one-click call (Click 
to Dial) competence from the customer record 
and rationalize all support efforts.



CTI Notifications 

One click call 

through Click to Dial 



Remote Desktop Control

• Create a meeting with your client in no time as 
the Zoho Meeting is integrated with 
SupportCenter Plus

• Share your desktop

• View remote desktop

• Trouble shoot client systems remotely 



Setting up Remote 
Assistance



Customer Experience Management

• Create and conduct customer satisfaction 
surveys and avail reports of the same.

• Each support request can be escalated to the 
next level when it is not resolved.

• Cases can be automatically routed to support 
executives immediately in order to get 
immediate responses

• End users can be informed about their 
requests and follow ups can be made to 
enrich customer experience.





Customer Service Reports

• Customer service reports can be made in order 
to get an overview of the request 
management.

• Reports can be made based on accounts, 
contacts, products, requests.

• More than 50 pre-defined reports  are 
available. Custom reports can be made and 
can be scheduled for delivery to configured 
users.

• Reports can be exported in all the common 
formats like xls,pdf,csv and html etc.,



Report Based on
Survey Results



Multi-Language Support
• SupportCenter Plus speaks 12 languages and can be 

customized to support non-english users.





Pricing & Editions

� Email Response 
Management
� Account & Contact 
Management
� Knowledge 
Management
� SLA Management
� Business Rules
� Reports

� Email Response 
Management
� Account & Contact 
Management
� Knowledge 
Management
� SLA Management
� Business Rules
� Reports

Standard Edition +

� Customer Self-
Service Portal
� Business Units
� Contracts Mgmt.
� Active Directory
� Scheduled CSV Synch
� Surveys

Standard Edition +

� Customer Self-
Service Portal
� Business Units
� Contracts Mgmt.
� Active Directory
� Scheduled CSV Synch
� Surveys

Standard EditionStandard Edition Professional EditionProfessional Edition
�

�Computer Telephony 
Integration starts at 
$245 for 5 Technicians

� Remote Desktop 
Control - Zoho Meeting 
Licenses at $475 for 5 
Concurrent Sessions

� Additional Business 
Units $995 for 5 
Business Units

�

�Computer Telephony 
Integration starts at 
$245 for 5 Technicians

� Remote Desktop 
Control - Zoho Meeting 
Licenses at $475 for 5 
Concurrent Sessions

� Additional Business 
Units $995 for 5 
Business Units

Add - OnAdd - On

Starts at $495 / 2 TechsStarts at $495 / 2 Techs
Starts at $995 / 2 Techs
With 3 Business Units

Starts at $995 / 2 Techs
With 3 Business Units

Note : All prices are for yearly subscriptions in English Language. Multi-Language and Perpetual Licenses are separate



Try Us

• Download and try SupportCenter Plus at 
www.supportcenterplus.com

• Contact us at eval@manageengine.com for 
your queries.

• Have a look at our live demonstration at 
http://demo.supportcenterplus.com


