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SCL SUPPORT SERVICE AN OVERVIEW

SCL provides a broad range of services to its Clients, including IT
consultancy, planning, networking and maintenance support. This division has
been a mainstay of the company from the beginning, and has
contributed largely to SCL’s reputation in Pakistani market as a company that
provides quality support to its clientele.

SCL’s Support Services, most aggressive Customer Support investments are
directed toward the development of customers & products.
Comprehensive, remedial maintenance provide customer a high level of
assurance, comfort level and peace of mind.

SCL’s Support service includes a comprehensive documentation, on line
assistance aids, and technical training, skills and expertise to optimize the
customer’s day-to-day productivity. This document is to introduce SCL'’s
support services and provide a reference guide on how to obtain other basic
needs of quality customer service program.

The Need

The deployment of highly available, RISC and CISC based high end
servers which are also referred as SPARC and Intel/AMD based machines
and ATM network infrastructure. Synergy has satisfied this need by
developing a state of the art support delivery model for its customers. SCL’s
support program delivers the advanced level of technical support services
that deals with technologies for all types of applications, desktop to high end
servers & networks.

Support Designed for your Business Needs

The SCL’s support offers services in remote areas and direct access of
technical experts to the clients. There is a committed support specialist
who can assist over the phone, round the clock 24/7. Whether there is a
critical IT operation or problem in hardware operations, SCL support
services help you fulfill your service goals.

SCL has built a reputation for rendering top quality services, and strives
continually to maintain this standard. With its well-informed, experienced and
dedicated staff, SCL is well-known and reputable company. It is
continuously working for prosperity of its business nationwide.

Post Sale Support

With the development in techniques and methodologies, where large and
more capable support organization needs to be ready for
deployment, SCL’s Support Service satisfies this need.



The Customer Service & Support

Synergy Computers (Pvt.) Ltd. has experience in the multi-vendor
environment. SCL almost has 20 years of IT experience to support its
customers, in a mixed supplier environment. We have a wide variety of
Support Services to be offered to our installation based customers,
Synergy Computers (Pvt.) Ltd. works closely with the clients to meet their
needs & to overcome hardware and software problems. SCL’s support
infrastructure is based on competent and highly trained and qualified
engineers to diagnose hardware or software related problems. SCL offers
following software/hardware support services round the clock 24/7.

1- Contractual Maintenance Services
2-Time&MaterialBasedPerCallServices

3- Customer Defined Priority Services

4- Network Design, Deployment and Commissioning Services 5-
Warranty Services

Call logging

All critical or non critical system down problems can be logged in by the
customer using the following options:

1. Telephone to designated support Helpdesk

2. throu_?h Fax

3. Email to Helpdesk

4. Online Web Based Complaint Logging

Location Helpdesk Phone Helpdesk Email

Islamabad 051 2828347-9 helpdesk-isb@synergy.net.pk
Karachi 021 4540907-8 helpdesk@synergy.net.pk
Faisalabad 041 726255 helpdesk-fod@synergy.net.pk
Lahore 042 6313937-8 helpdesk-lIhr@synergy.net.pk
Peshawar 091 841149 helpdesk-pew@synergy.net.pk
Multan 061 221866, 90 helpdesk-mul@synergy.net.pk

On-line helpdesk call login and call tracking services

(http://support.synergy.net.pk)

Response Time

The response time is within 2-4 hours at the following country wide
locations: Islamabad, Lahore, Karachi, Peshawar, Faisalabad & Multan



Turn Around Time (TAT)

Turn around time is referred as an average problem resolution time. In fact
TAT is subjected to service level agreement.
problem resolution for contractual maintenance is 4-6 hours which is
covered by the Backup equipment. We deem it necessary to mention that

unresolved percentage of problem is less than 3%.

01
02

03
04

05
06

07
08
09

10
11
12
13

SUPPORT SERVICES OUTLINED

Warranty Support Services (On-Site & Carry in)

Post Sale Hardware Maintenance for Sun, Acer and TPM
(Third party Maintenance)Services

Operating System & Application Support Services

Network Design, Deployment and Commissioning Support
Services(Design, Implementation, Commissioning &
Maintenance for Fiber, Copper and Wireless LAN)

ISP, Telco & ATM(Design, Implementation, Commissioning &
Maintenance)

Security Surveillance(Design, Implementation, Commissioning &
Maintenance)

POS (Point of Sale) Support & Maintenance Services

Customer defined Priority (Customized Support Services)
On-line Helpdesk facility & Call Login Facility
(Www.synergy.net.pk/services)

Consultancy & Professional Services

Time & Material Based Services

Maintenance Contracts ( Multiple Options)

Disaster Recovery Services

Normally the average



Support Infrastructure

Synergy Computers (Pvt) Ltd. started its operations in 1982; SCL at present
has approximately 160 people on its payroll, and branches in Karachi,
Islamabad, Lahore, Peshawar, Multan and Faisalabad. Based upon
relationships built over the past two decades, the company currently boasts of
a large and varied client base, comprising mainly of Financial Institutions,
Multinational Corporations, Aid Agencies, Embassies, Educational
Institutions, Hotels, and Industries. Each of the branch office is fully
equipped with hardware repair lab and competent team of certified
engineers. The Branch network is integrated to share all the hardware &
software related support expertise. The following are some of the major
support services that SCL is currently providing:

Hardware Support for PC to High end Servers and ATM

Data center Storage the includes DAS, NAS and SAN (Fiber
based solutions)

Installation, Deployment and maintenance of High end Cluster
Solutions

Operation System support Services that includes, Solaris, JDS
Windows, Netware, Unix and Linux etc.

» W DR

Helpdesk Email Contacts (Complaints could be launch ed trough the following email)

S# Helpdesk Email Location
01 021-4527060,4540908,4385083 Helpdesk@synergy.net.pk Karachi

02 042 6313937-8 Helpdesklhr@synergy.net.pk Lahore

03 051- 2828347-9 Helpdeskisb@synergy.net.pk Islamabad
04 041-726255 Helpdeskfbd@synergy.net.pk Faisalabad
05 061-221866, 221890 Helpdeskmul@synergy.net.pk Multan

06 091-5701647, 5701149 Helpdeskpew@synergy.net.pk Peshawar

Individual Contacts

S# Contact Person Designation Mobile Location
Number
01 Mr. Furgan Usmani Sr.Manager Support 0300 2039 863 Karachi
02 Mr. Abdul Quddus Sr.Manager Sun Support 0300 2039862 Karachi
03 Mr. Imran Mukhtar System Engineer 0300 2039871 Karachi
04 Mr. Naeem Manager Support 0300 8462263 Lahore
05 Mr. Farooq Ansari Manager Support 0300 2039861 Islamabad
06 Mr. Tahir Khan System Engineer 03008736794 Faislabad
07 Mr. Inayatullah Manager 0300 8585838 Peshawar

On-line Call login facility
Customers are now facilitated to log the on-line service complaints at
following URL http://www.synergy.net.pk



Hardware & Software Support Services

Maintenance Contract & SLA (Service Level Agreement  s) 1-

Yearly Maintenance Contract

» Hardware Contract (Inclusive of Spare Parts)

» Hardware Contract (Exclusive of Spare Parts)

» Hardware Contract (Inclusive of Spare Parts & Backup
Equipment)

Resident Engineer Based Support Services
Operating System & Application Software Contract
LAN/WAN Maintenance Support

Warranty Support Services (Onsite & Carry in)
Helpdesk & Telephone Based Services

2- Mission Critical Support Contract (7x24x2) Round the Clock OR
Business Critical Support Contract (5x8x2) During B usiness Hours

Account Management Services
» Account Planning, Management and Review
* Onsite Account Review

System Monitoring
* Event Monitoring and Management
* Asset Reporting and Self-Monitoring

Technical Support and Hardware Services
e System Check
Telephone Support
Problem Diagnosis
On-site Coverage (back line on-site support)
Field Change Order (FCO)
FRU/Spare Part Replacement
Operating Environment Releases/Patches

3- Customer defined (customized) Support Services

Enables customer to define his priorities for the required support
services

4- Disaster Recovery

Disaster recovery services through a yearly agreement bases are also
available. The required professional services (PS) could be customized
as per different environments that include hardware & software recovery
solutions.



5- Network Services
Structured LAN cabling, commissioning of entire LAN/WAN
environment, VPN, Email Design, implementation & maintenance of
LAN/WAN infrastructure

6- Operating System Support
* Windows
» Solaris
» Unix (different flavors)
* Linux

7- Application Support Services
There are numbers of applications that are maintained & supported by
the SCL some of them are; Image Flow, Accounting (Infor), Banking
Application



Hardware Equipment

Intel, Pentium/Xeon Based High end Server
SPARC Based Workgroup & Enterprise High end Sun Servers
Telco Servers

High Resolution Workstations

Desktop and Tower PCs

Matrix High Speed Printers

Laser Printers

Ink Jet /Bubble Printers

DAT/DLT & other Tape drives

LAN Switches

Monitors

Scanners (High end & Normal)

Security Devices (DVR)

PAR POS Systems

Backup Equipment & Spare parts

In order to provide mission & Business critical support services Synergy
Computers (Pvt.) Ltd. maintains a high level of spare parts & Backup
equipment inventory. The provision of backup equipment & spare parts
depends on the nature of Maintenance Contract.

Technical Training

SCL is fully equipped with the trained personnel to provide technical training to
its customers. All the employees (engineers & support staff) are trained at Sun
Center based in Dubai and South Africa, in order to enable them to use the
hardware and to give excellent/efficient performance. SCL offer’'s technical
trainings at three levels: the machine level, the user level and at the
administrator level. SCL also offers comprehensive post-sales technical training
courses to its clients.



Country wide Banking Customers
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Bank Name

Habib Bank Limited
Faysal Bank Limited
Bank of Punjab

Bank Islami

Royal Bank of Scotland
Bank of Khyber

National Bank of Pakistan

UBL
Sonhari Bank

Bank Al - Habib

Bank Al- Falah

Habib Metropolitan Bank
1 Link

Kashf Bank

Customer List



