
Syracuse / Albany 
 
106 Metropolitan Drive 
Liverpool, New York 13088 
 
Sales  (315) 457-4444 
Fax  (315) 457-6075 
Service  (888) 999-6927 

Rochester 
 

1100 Pittsford Victor Road 
Pittsford, New York 14534 
 
Sales  (585) 381-4120 
Fax  (585) 264-6020 
Service  (585) 381-4121 

Buffalo 
 

275 Northpointe Parkway  
Amherst, New York 14228 
 
Sales   (716) 250-3940 
Fax   (716) 691-3876 
Service  (888) 999-6927 

Call Management Support Services 
DESCRIPTION: 
Synergy will provide the Customer the ability to utilize 
Synergy’s call management system and infrastructure. 
The customer’s end-users would place a service request 
through Synergy’s solution center, which is manned 
24x7x365. Synergy would open a ticket in the call man-
agement system with all of the pertinent information. The 
ticket will then be assigned to the Customer’s IT staff to 
provide the appropriate service for the end-user. As the 
customer’s IT Engineer works on the issue he/she would 
update the call using Synergy’s solution Center. Synergy 
will track the progress of the incident and provide the ap-
propriate Customer manager with call status.   
 
COVERAGE: 
Standard coverage is 9x5..  
24x7 coverage is available for an additional charge.  
Please consult your Account representative. 

 
REPORTING: 

♦ Daily Open Call Report 
♦ Monthly Call Closed Report 
♦ Call Stats, Response Times and Resolution 

Times 
♦ Tech Activity Reports 
 

 
 

 
BENEFITS: 
Customer does not have to concern themselves with the 
expense of call management software and analysts to 
field / dispatch calls.  Simple to budget expense for Call 
Center Management support. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
ASSUMPTIONS: 
• Customer will provide Synergy with dispatch and es-

calation information.   
• There will be an agreed upon call / dispatch process.   
• This process will be added into Synergy’s knowledge 

base.  
 

Large enough to deliver… Small enough to care. 
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