


service calls, assist the performance of preventive

maintenance at facilities and manage assets in

buildings. The self-service portion of Magic Service

Desk Suite allows MC Lioness Realty Group clients

to submit requests and track their status online.

MC Lioness Realty Group customized the incident

form and the self-service form, and it created

several of its own reports. To track all of the assets

that compose the infrastructure of a building—from

chillers, air handlers, and air compressors to light

bulbs—MC Lioness Realty Group customized the

tables and nomenclature used in the asset man-

agement component of Magic Service Desk Suite.

Training others to use the software has proceeded

smoothly. “It’s user friendly, and everybody that we

train agrees,” Corso says.

Now MC Lioness Realty Group is adding Magic

Service Desk Wireless to its operations. When the

implementation is fully deployed, field personnel

will receive a call and open the ticket on the

BlackBerry device. After completing the service

request, personnel will be able to write a report in

the BlackBerry device to describe the action taken

at the call, and then close the ticket. By completing

the ticket in the field, personnel will not need to

return to the office to complete paperwork.

Minimizing Paperwork and 

Maximizing Productivity

The Magic Service Desk Suite has helped MC

Lioness Realty Group reduce staff size, accommo-

date more service calls, shorten call-resolution time,

minimize paperwork, and maximize the productivity

of its clients. “Off the top, we figure we reduced

staff by one full-time employee,” Corso says. The

smaller staff handles120 to 130 calls a day—an

increase from the 70 to 100 it received prior to

implementing Magic Service Desk Suite. 

The software streamlines the call-resolution process

for field technicians, and Magic Service Desk

Wireless will provide additional efficiencies. “Right

now the field technicians contact the dispatcher by

telephone when they finish the service call, and our

dispatcher enters the information. So the calls are

closed much quicker than before. Previously, calls

stayed open until the technician actually came into

the office and filled out the paperwork,” Corso

explains. “By using the BlackBerry device we have

found some savings, and we’ve shortened the

amount of time from when the call is received to

the time the call is closed.” 

Magic Service Desk Suite enables MC Lioness

Realty Group to more efficiently manage its pro-

perties and to better serve its customers. “We just

rolled out Magic Self-Service to a large client of

ours, and they’re thrilled with it,” Corso says.

Previously, this client would place a request by

calling the dispatcher on the telephone. “We

offered the self-service desk to their associates.

They’re a very technology-savvy corporation so

they totally loved getting away from the phone 

and using the self-service desk.”

Future Plans

In addition to completing the implementation of

Magic Service Desk Wireless, MC Lioness Realty

Group plans to use the asset management capa-

bilities in Magic Service Desk Suite to track asset

lifecycles. “It takes a lot to enter all those assets

into the system, but eventually we’d like to have 

a lifecycle plan for each asset,” Corso says. “From

the time that the equipment is installed to the time

it is replaced, we want to use that module to tell 

us when equipment needs to be replaced and the

capital value of the equipment. We’re going to

expand the use of that module.”

“We just rolled out Magic Self Service 

to a large client of ours, and they’re

thrilled with it.”

Tom Corso
Vice President of Building Operations
MC Lioness Realty Group
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