
WOW CAN HELP YOU ORGANIZE AND MANAGE
PROCESSES AND TROUBLE TICKETS

WOW is a powerful work order management/trouble ticketing solution that
helps you streamline the entire work order process from request to completion,
providing control over the workflow and the total cost of operations.

WOW is aimed at implementing, managing and controlling distributed business
processes within and to the outside of an organization.

WOW increases service effectiveness and efficiency and enables the
establishment of an effective Help Desk with Service Level Agreements between
work groups, increasing customer focus towards a service minded organization
culture.

WOW is highly configurable and scalable - up to more than 5.000 active users
- and creating a trouble ticket is as easy as submitting a web form, with its
clean and powerful multi-channel user interface (Web, e-mail, SMS, etc.).
Hence, users may choose to receive pre-configured lists of active work orders
at configured moments in time, have access to full searching and filtering, real-
time reports, statistics and track changes.

Some of our customers:

DO YOU NEED TO MANAGE AND
TRACK TEAMWORK EFFECTIVELY?

KEY FEATURES
- Full indexed search on-the-fly
- Attachment files with full version control
- Mobile version allowing reading and executing

work orders
- Cross-platform and Cross-browser support
- Windows Desktop Notifier
- Broad types of notifications
- Execution according to user workflow processes
- Split of WO‘s for top-down delegation
- Management of precedence/dependencies
- Management validation procedures
- Automatic trigger of pre-defined WOs
- Multi-language support
- Management of group profiles and system queries
- Cross-data and performance analysis
- XML interface for OSS/J integration

www.criticalsoftware.com
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The WOW user interface is web-based and no advanced skills are required. Apart
from the built in system queries available for all users, WOW provides extensive
definition and configuration features. It includes an administration interface to
manage requests, request types, state maps and all information necessary to
correctly configure the system.  For the remaining users the interface reflects the
system highly configurable features: create requests, register actions over
requests, view listings, receive notifications, view reports, and others.

INTEGRATION CAPABILITIES
WOW was technologically designed to ease the
integration in all environments, even the most
complex and heterogeneous ones. It was
conceived to be capable of a smooth integration
in corporate intranets, allows Single Sign-on and
integration with Fault Management System for
association of a trouble ticket with a network alarm.

The following figure shows that this unique
integration capability is based on the standards
JMS (for messaging communications), JCA (for
external systems intercommunication), SOAP (for
web services availability) and HTTP.

INTEGRATION SCENARIO

The following depicts an integration
scenario in a telecommunication
infrastructure covering local integration
and interoperability between companies

ABOUT CRITICAL SOFTWARE
Critical Software is a leading provider of solutions, services and technologies for mission
and business critical information systems. From offices in Portugal, USA, UK and Bucharest
in Romania, our global market focus and multinational culture have taken us to penetrate
in markets around the globe, enabled us to adapt to the most demanding contexts and
made it possible to better understand customer needs and business requirements. Working
within a diverse array of sectors, including Telecommunications, Banking, Manufacturing
and Energy, we deliver high-quality, expert staff who help our customers achieve and
sustain success in all their IT ventures. Time and again, our customers value our honesty,
in-depth knowledge and partnership approach, which together ensure excellent results.
Being vendor-independent, enables us to accurately select and recommend the most
suitable and cost-effective third-party technologies to each customer specific requirements.

If you’d like to find out more about Critical and what we can do for your business, visit us
at www.criticalsoftware.com

WORK ORDER LIFECYCLE

Throughout the course of its
life, a work order evolves
through various different states
(lifecycle). In WOW, these states
are fully configured per type of work
order.

A work order typically starts in the
Submitted state, goes through
several intermediate stages that
provide the information of the
current status of the work order,
until it finally is Completed. COMPLETED
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