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IN THIS CHAPTER

How Call Logging At a
Glance is Organized

Customized Call Logging
Screens

Users, Roles & Teams

Other HEAT
Documentation
Resources

We, at GoldMine Software Corporation, have a About

rich heritage of commitment and service to the .

Help Desk and Support Management Center Th_ls BOOk
industries. Our founder, Ron Muns, is also the founder of

the Help Desk Institute. So, we like to think of ourselves as

the pioneers in Help Desk and Support Management
Center automation.

We now lead the industry with the HEAT product. HEAT is
a100-percent customizable system for automated call
tracking, problem resolution and management, messaging,
reporting and trend tracking.

Call Logging is the heart of HEAT. It provides you with the
tools you need to log and track your calls and resolve them
quickly. To assist you in learning about Call Logging as
quickly and comfortably as possible, we have developed
the Call Logging At a Glance manual. Chapters are broken
out by function, and tasks are broken down into small,
easy-to-absorb chunks. Each task is laid out step-by-step
with a corresponding Call Logging graphic image.
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How Call Logging At a Glance is
Organized

Chapter 1
About This Book

This chapter provides an orientation to the Call Logging At a
Glance manual, as well as Call Logging terminology.

Chapter 2
Call Logging
The Call Logging chapter shows you how to launch Call

Logging, discusses each element of the Call Logging window,
and defines the terms used when logging a call.

Chapter 3
Customer Records
The Customer Records chapter discusses the different types

of Customer Records: Profile, Contacts, Configuration, and
Call History.

Chapter 4

Call Groups

The Call Groups chapter discusses both Call Groups and Hot
Lists, a specialized type of Call Group. Call Groups provide a
way of organizing and searching for Call Records.

Chapter 5
Finding Information

Finding Information shows you how to generate both simple
and complex searches.
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Chapter 6
First Level Support

The First Level Support (FLS) chapter shows you how to use
the HEAT knowledge-base tool.

Chapter 7
Reports
This chapter discusses reports that you can generate through

Call Logging and Crystal Reports, as well as management
reports using the HEAT Answer Wizard.

Chapter 8
AutoTask

AutoTask explains how to automate certain tasks in HEAT.
Many of the Call Logging functions can be set up to execute
with the click of a button.

Chapter 9
Sharing Information

The Sharing Information chapter discusses how to use Alert
Monitor and SupportMail.

Chapter 10
User Preferences

The User Preferences chapter explains how you can
customize Call Logging for your workstation.

Appendices

See the appendices for a listing of Call Logging keyboard
shortcuts.



Customized Call Logging Windows

Virtually every aspect of HEAT can be custom tailored to meet
your organization’s needs. That means the Call Logging
graphic images in the Call Logging At a Glance manual may
be a little different from yours, but the general idea is the
same.

Users, Roles, and Teams

Throughout this manual you will notice that we talk about
users, roles, and teams. Here are brief definitions:

¢

A user is a person who works in the HEAT system. The
System Administrator creates a user profile for each user
and can edit and delete users.

Arrole is a user’s function in the HEAT system. Each user
has one and only one role. Several users can have the
same role. The role determines the user’s security rights
for each area of the HEAT system. Examples of roles
include Tracker, Manager, Screener, and Team Lead. The
system administrator can create, edit, and delete roles, and
assign a role to each user.

A team is a collection of one or more users who work on a
common project, or toward a common goal. Examples of
teams include Network Support, First Shift, and
Hardware Technicians. A user may be on one or more
teams, or no team. The system administrator can create,
edit, and delete team descriptions, and assign users to
leams.

Other HEAT Documentation
Resources

HEAT Admin Modules Manual
HEAT Install Guide

HEAT Modules Manual

HEAT Managers Tools

iHEAT

HEAT Self Service

L IR ZER R R R 2

Asout Tais Boox 1-3






IN THIS CHAPTER

Call Logging Terms
Creating Call Records
Call Details
Assignments

Journals

Locking and Unlocking
Calls

Updates
Calls on Hold
Attachments
Saving
Closing
Stopwatch
Call Counter
Toolbars

Call Map
HEATBoard

Logging. It shows you how to launch Call Logging,

discusses each element of the Call Logging screen,
including how to customize your own toolbar, and defines
the terms used when logging a call.

r I This chapter explains the tools and processes of Call

You will learn how to create a new Call Record, log the
basic information of a call, and use the Detail, Assignment,
and Journal screens.

You will also learn how to assign a call to a technician and
how to use the Call Map feature to track overdue
assignments.

This chapter also shows you how to use the HEATBoard to
increase the visibility of critical issues.You can also send a
customized Information Query from Auto Ticket Generator
to Call Logging for specific Call Record information.

Call
Logging
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Important Terms in Call Logging

HEAT
The HEAT Module. Call Logging is part of the HEAT Module.

Customer Type

Customer Type is a category in Call Logging that identifies a type of
customer.

® Organizations: Companies who are supported by the
support center.

® People: Customers or end users who are supported by the
support center.

® Equipment: Equipment supported by the support center.

Call Record (also called a Call Ticket)

A Call Record is information about a specific call. A new Call Record is
opened when a new call comes into the support center. A Call Record
contains Profile information, as well as information on the four Call
Logging tab screens: Call Log, Detail, Assignment and Journal.

The Profile Subset

The Profile Subset appears at the top of each Call Record and displays
selected customer information, such as company name and telephone
number of the caller.

Call ID Number

The Call ID Number is a unique system-generated number that
identifies each Call Record. HEAT assigns the Call ID Number when a

new Call Record is opened.
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Customer Record

A Customer Record is a collection of information about a customer.

CustomerID

A Customer ID is a numeric or alpha-numeric combination that your
system administrator designs to uniquely identify customers. It ties all
of the elements of a Customer Record together and is the link between
the Customer Record and that customer’s Call Records.

Call Groups

The HEAT system displays Call Records in Call Groups. All Call
Records in a Call Group have similar characteristics. For example, if you
queried the HEAT system to show all Call Records that have an Open
Call Status, the result would be a group containing all the open records.
The Work Group is a special Call Group containing all the calls you
have created, modified or selected in the current HEAT session.

Hot Lists

A Hot List is a special kind of Call Group. The Call Records in a Hot
List do not necessarily have any common characteristics. Call Records
are manually added to a Hot List.

Validated Fields

When a field is validated, you can select information from a list of
values. If the information you want is not displayed, you can, in some
cases, type the appropriate information into the field. This is called
Helpful Validation. Not all fields are available for Helpful Validation.



Launching
Call Logging

To log into Call Logging, you
must have access rights. You
must also select a SQL data
source. See your system
administrator for access rights
and a data source.

TIP

You can set a data source to load
automatically when you launch Call
Logging. Check the appropriate box
the first time you log on, or select
User Preferences>>Location from
the File mena.

Setting the Default Data Source in
“User Preferences,” Chapter 10.

Launch Call Logging

@ Double-click the Call
Logging icon on your
desktop, or select
Programs>>HEAT>> Call
Logging from the Start
menu.

If the Select Data Source
dialog box appears, select a
data source.

© cClick OK.

@ Type your User ID and
Password. Note: The
password is case-sensitive.

O ciick oK.

Call Logging
Select Data Source I
File Data Source  Machine Data Source |

Data Source Name | Tvpe | Description -
AutoE scScheduler Spstem  Auto Escalation Scheduling D atabaze
copy of HEAT B.0 test Systemn
HEAT 5.0 System
HEAT E.0 Spstem
HEAT B.0 Derma e Systemn
HEAT E.0.mdb Spstem b
LocalServer Spstem
MIIS User SOL Server

[Py

A Machine Data Source is specific to thiz machine, and cannot be shared.
"Uszer" data sources are specific to a user on this machine. "System’’ data
zources can be used by all ugers on this machine, or by a system-wide service.

SHEAT

Copryright @ 2000 GoldMine Software Corporation. For more
information, please see Help About

Data Source: Heat B.0 Demo

User D I

b " [Ma password needed
LEssWard: o Eyalyation System]

(5 |‘
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The Call Logging Screen

The main Call Logging screen has several parts, each with its own information areas and purpose. Your System Administrator
designs these screens, so your screen may differ from this example. The next eight pages show the different parts of the Call
Logging screen and explain their uses.

Menu Bar
(page 5) &% HEAT Call Logging - [All Calls - 4 of 7] |_ (O] x|
\ ?g File Edit ¥iew Group Customer Solution Accessory Autolask Window Help = ﬁ
= 4w : =
Toolbar o =] 1w LA €20 9
(page 5) Call ID: 00000009 Stopwatch: | 0:01:14 Count. | 1 Status: Closed PrOfile
/ E Employee ID |awmasz1 Phone, Ext. 7761 (718) 555-7781 W Subset
B First 1 A Last b M SLA Class
Call Status MQ B e e =l Siver (page 6)
a Global Etdail IO Ahleyers
SRl 4= Lead Call: 00000014
<= Lea all:
(page 5) Windows Upgrade now Call Record SLa, Status
available in 15, stalus | Closed ] Owner chris ]
142 Lead Call: 00000002 gz!cripﬁnn Prirter iz printing too light. J Source Phone |:|
Netwiork printer down on
4th flaor. =
D2 Lead Call: 00000010 s [ ] Call
InfoCent Server_One is down. Priorty 2 ] [Stendera L] Record
nrotenter Cloze Infarmation Chronology (page 7)
(page 1" ) Soldion | Change prirter taner =1 C::;CENE"" 157 s e
Last Update
Chris 010683 03:52:11pm
J Closed By
= Hardwiare Techs cause | Low Torer D Chris 010ERY | DESZ106m
=] Help Desk
=) MNetwork Support
CallMapTab |————
(page 11) —— kg CallMap & HEATBoard % J + Call Log ] + Detall ] Assignment ] Joumgl ] | | | ‘ | |
i Control
ﬁ A e AT
Enterthe Employee' 1d number | 7|8 e _>Butt0ns

\V | (page 12)

HEATBoard Tab Attachment Bar Tabs Status Bar
(page 11) (page 12) (pages 7-10) (page 13)
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Menu, Menu Bar

Toolbar, and File Edit “iew Group Customer Solution Accessory  AutoTask  Window  Help
Banner The Menu bar lists the commands you
use to work with HEAT. To open a menu,
The menu baf and the tOOlb?r click its name. To choose one of its
are the main controls for using commands, click the command.

HEAT. The Call Status Banner
displays information about the
current call in the current Call

Group. Toolbar

|2 whds 2y i aad v rgsddhle]

The toolbar buttons are shortcuts for
issuing common commands. To use a
toolbar button, click the button. This
chapter explains how to customize the
toolbar.

Call Status Banner

CalliD: | 00000077 @)  Stopwatch: (01242 @) count 1 @)  Staus: Open @

o The Call ID is a unique reference number o The Call Counter tracks multiple calls of

for a Call Record, generated automatically identical items. Instead of creating
by HEAT. multiple Call Records for several calls
regarding the same problem, you can
@ The Stopwatch shows the elapsed time increment the number in the Count area.

since you have modified this Call Record.
0 The status area shows whether the call
is open, closed, reopened, etc.
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The Profile
Subset

The Profile Subset appears at
the top of each Call Record.
The Profile is the background
information on a customer. The
Profile Subset is selected
information from the Profile
table, and is part of the Call
Record. In Call Logging, ID
numbers are associated with
each company, employee and
asset to identiry the caller
each time a call is received. .

The SLA (Service Level
Agreement) Class indicates the
level of support your company
has committed to this person
or company. Your System
Administrator defines Service
Levels within your company.
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Employee ID

I |
/=0 |
I

Site ID

Asset ID



The Call Log
Tab

The Call Record appears
below the Profile Subset. Init,
you type information about
the call.

This screen holds information
about the specific call such as
Call Type, call description,
closure information, etc. It can
be validated and auto-filled
from a variety of different
tables.

If your system administrator
designs the Call Log area,
your screen will look different
from this example.

Employee ID | amsaz

Fhone, Ext.  |7781 (719) 555-7781 Glohal

First Mame  Ann Last Mame  Meyvers SLA Class
EMail ID | AMevyers Silver

Call Record SLA Status

Status Closed |:| Crvnier Chriz |:|
Call i i= orinti -

Dzsc:riptiun Printer iz printing too light. J S Phone |:|
call Type | Printing |

Priority 2 D Standard D

Close Information

Solution

Causze

9 |

Change printer toner.

i
~owy Toner

[

Chronology

J Received by

Chris

010699

Last Update

Chriz

J Closed By
Chriz

01/06/489

010659

#Calllog |

o Dietail

] Assignment ]

Journal

03 50:580m

05211pm

03:52:10pm
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The Deta_il Tab Detail - Training Sign-up

Course Typs . IZ| When should automatic Confirmation be sert?

100657
Course Mame | Advanced YWord IZ|

Confirmation haz heen zent!
Course Code AMEWY ET-03

The Detail screen displays

. EO ation SPGCiﬁC tO the Instructor Ray Ferares
Ca]l Type Selected on the Cd]l Pre-Requisite Beginning vord Start Date | 10022097 08:00:00am
LOg tdb Laocation Training Room Length  §-4 3 days
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The
Assignment
Tab « Assignment

From the Assignment tab, you
can assign the Call Record to a
technician or a group of
technicians. When you fill out
the Assignment form and save
it, the Call Record is assigned
to the designated technician or
group (upper picture).

Click the Grid/Form View

button to see a grid view

of all assignments made for
this Call Record (lower
picture).

To print the grid, right click on the
grid and select print.

Company ID |macmaps
Company | Machado Mapping Software

See Profile far important notice D

Caller

taria-Meves Machado

Service Class

|E| Gold

City, State | Manitou Springs o0 Phone | (719) 555-3864 Fax | (719) 555-8375
Wariablel email | Marmac@macmaps.com
Assignment
Assignment Status
G Soft Tech
et mrbivare Techs E Use right click to acknovwledyge and resolve
Techrician | bul &1 Muflehi [+] b Assigned by
Phone, Ext | (719 555-7790 7790 Pager 5552670 Jodio 120295 11:0511am
EMlzil A4 Muflehi
= L Acknowledged
Availability | 900zm - G O0pm ki-F I
Comments about assignment
. Resolved
Reset defaults, problem persists.
B p N .
J Resolution Code E
+ Call Log + Detail I + Assignment + Journal L:f| | [44 | 1 | » | »||
Company ID macmars See Profile for impartant notice I:I S Clees
Company | Machado Mapping Software Caller |Maria-Meves Machado E Gold

City, State | Manitou Springs co Phone | (713 555-3864 Fax|(719) 555-83375
“ariakle email | Marmaci@macmaps com Co.Name
Agsighes GroupMame | Datedssign | TimeAssign | AszsignedBy

Kathy Wash Software Techs 120 2/98 11:07am Jodo
Pawvel Chekow Software Techs 124 27198 11:07am Jodno
Abdul A hMuflehi Software Techs 11:05am Jodo ]
Denise Marowitz Software Techs 1202498 11:16am Lusvanda
< | | »
% ﬂ + Call Log « Detail I « Assignment + Journal r{f| | |44 | 4 | 3 | »||
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The Journal
Tab | o

From the Journal tab, you can
write notes or other journal
entries pertaining to this Call
Record (upper picture).

Click the Grid/Form View

button

toseea grid view

of alljournal entries made for
this Call Record (lower
picture).
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Journal Entry Entered by | Chris 01/05:99 04:45:22pm
Journal Typel ) ) )

Quick Journal Called Customer Izl Add in the details of your conversation

Wie called the customer with the following information: J

Received correct patch. Will install on machine this afternoon.

Employee ID mra3s Phone, Ext. 7593 | |(719)555-7599

SLA Class
Gold

First hlame | Marcia Last hlame | Hendric

Ehdail I | MHenclric

EntryDate | Entry/Titne ‘ Tracket JournalType | EntryText

1/ 639 04:43pm Chris Could not reach We tried to reach the customer but didn't reach them. Did

1/ 6439 04:43prm Chris Called Customer YWe called the customer with the following information:1We

1/ 6/99 hiema Fieceived patch - it's the wrang version. Must call custome
R t

04:44pm Chris
m__[Chris |

| »

|4

Ll
%ﬂ + CallLog J o« Detsail ](Assignment + Joumal ] :\?|




The

InfoCenter

The InfoCenter appears in a
pane next to the Call Record. It
contains two tabs: The Call
Map and the HEATBoard.

The Call Map is an
expandable and collapsible
summary view of the current
Call Record. The system
administrator determines
which fields appear in the Call
Map.

With the HEATBoard,
members of a team can post
and read issues from other
team members and receive
system-wide information.

“Opening the Call Map” and

“Viewing Issues,” in this chapter.

-3 CallD: 00000004

=& Calllnfa
----- O CallStatuz: Closed
----- 0O CallType: Hardware
----- 0 Priarity: 2
----- 0O SLallrgent:
= ﬂ Cuztanmer
----- ALERT: MO SUPPOF
----- O Elt_l,l. Prescott
----- O State: AZ
----- 0 Title: Director of Ship
..... 0O Mates
= E Agzignments [ 4]
-if Software Techs/Eath
-4 Hardware Techs/Chri
-G Software Techs/Pete
i Metwoark Support/Frit:
I';'Iiﬁ Journalz [E]

549 Left Wi AKathy
=5 EMail Customer/Katky

_EI MUST READ /Chriz
£ Customer Called/Chriz

pA O | By B

| Glohal

{=)-ja Lead Call: 00000071
Errors in Gadget manual
slipped into last release. ...

p=A <= Lead Call: 00000051
ISP down for 2 hours

4= Lead Call: 00000047
Ermail server update &@5pm.
Back up by 9pm

= Lead Call: 00000026
2nd Floor Sales Laser printer
dowin

A<= Lead Call: 00000037
Global One Server downl

K 0
ko CallMap [#. HEATBoard]

The Call Map

Hardware Techs

"¥- Cal Map

The HEATBoard

&, HEmanardr
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Tabs and
Control

Buttons

Near the bottom of the Call
Logging screen are several
control buttons. With these
buttons, you can navigate
among the call record
information areas and display
other information.
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(23] (4) (5)
| lgl = + Call Log I o Detail 6J.&ssignment I & Journal I @?l@l |«| 4 | [ 2 | »||

E@ ?||I||| El 'm 'ﬂl
0000

FF

I-E

o Click the Call Log, Detail, Assignment, or Journal tabs to display the information associated
with each tab.

The Lock button locks a call so that only you can work on the Call Record. The System
Administrator can also unlock the call. When the call is unlocked, the button has an unlocked
padlock icon. When the call is locked, the button has a key icon. When the call is locked by
someone else, the icon is a locked padlock.

0 The Grid View-Form View button lets you switch from an Assignment or Journal form to a grid
view of all Assignments or Journal entries.

The New button on the Assignment and Journal tabs let you create a new Journal entry or
Assignment. Click the Abandon button to abandon the current Journal or Assignment entry.
The System Administrator controls rights to add or abandon journal and assignment entries.

6 The Arrow keys let you scroll through different forms on the Assignment and Journal tabs.

Click the Display Activity Log to open the Activity Log, which shows all Activity Log entries for
the current call. An Activity Log shows any activity associated with a call, such as when the call
was handles and by whom.

o Click the Display Call Transfer Log to open the Call Transfer Log, which shows if the call has
been transferred, and from where.

0 Display E-Mail Attachments displays mail attached to this call.

9 Click the Display Global Attachments to display any attachments stored in the HEAT database
that are accessible for any user on any call.

Click the Display Attachments Bar Menu to add, edit, or remove attachments associated with
the current Call Record.



Status Bar

At the bottom of the Call
Logging screen is the Status
Bar. It displays the current
status of the Call Record.

(1) (2]
Customer ID | 6 EW@E@ A
© 0

o The Status Field displays information about the current field.

Q The Validated Field icon indicates that the selected field requires data.

0 The Required Field icon indicates that the selected field must contain data.
0 The HEATBoard icon accesses the HEATBoard.

6 The Alarms icon indicates that alarms have fired when the alarm icon appears to be
ringing.

0 The SupportMail icon indicates that SupportMail has been delivered to your mail box
when the mail box flag is raised.

e The Searching Field shows searching status and results.
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Creating Call
Records

A Call Record is a complete
record of a problem or service
request from a customer or
employee. Each Call Record is
linked to a Customer Record.

Some fields in a Call Record
are validated fields. Validated
information is linked to one or
more databases. When you
select validated information
for a field, HEAT auto-fills all
the other validated fields.
Using validated information
ensures accuracy when filling
outa form.

Your system administrator
may also set up fields that are
“helpfully validated.” Helpful
Validation lets you type new
information in a field if an
appropriate entry cannot be
found in the drop-down list.
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Create a Call Record

Select New Call Record
from the File menu.

@ Select a Customer Type.
(This dialog box does not
appear after you log the first
call. It defaults to the
Customer Type of the last
Call Record created. To
select a new customer type,
select Customer Type from
the File menu, then select a
Customer Type.)

@ click OK.

Right-click in a validated
field (generally the ID
Number field, such as
Company ID).

Select Validate Field.

Double-click a customer.
The Profile Subset fields are
auto-filled with the
customer’s information.

Contact]
Organization

a8

Cancel

People

Customers or end users

Product

Product Information Help

ddil

Company ID ‘!
Wrde

G [
Lepy

————————————— Easie

Call Record

Status @ EpelCheck

cal -

| clova |

Company

e-mail | | Service Class

C—
e 12l

il en [—

Craimer




Fi" out the Ca" Call Record |z| SLA Status 9 E
Give the Call ID Number to the SO Oren Owner chis
customer to simplify subsequent Record Bescripton P 1% Mok % grinding ncize. 2l sauree Phane OE

calls. o ]

@ Type a description of the SO 2 |
Ca" Priority 2 03 Stancard |z|

Cloze Information Chronology
9 SeIeCt the Ca" Type Seltion J C:?scawad o 01/08/89 04:51:48pm
Last Updste
@ Select the call priority, if o ey
necessary (it is generally Cause -] L
auto-filled based on Call
Type).

Select the owner, if . I
necessary (it defaults to the Ikl Edit Miew Group Lustamer
User ID). Mew Call Record Cl+N b

Save Call Record

Select the source of the call
(it defaults to Phone).

@ Sselect Save Call Record
from the File menu.
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Viewing Call
Details

Details of a Call Record
appear on the Detail Tab.
Before you must select a Call
Type for the current call.
Each Call Type may have a
different Detail Screen. The
fields in the Detail Screen vary
with the Call Type you select
in the Call Log screen. Not
every Call Type has a Detail
screen.

The Detail window is
customizable and will look a
little different from our
example.

Two Detail window examples
are shown on the right — one
is for a product issue, and the
other is for a manual request.
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View Call Details

@ Ciick the Detail tab.

|ﬂ J + Call Log ‘ + Detail ‘ + Assignment

Journal ‘ | | | | | |

Example-Record
Software Details

Right-click in the Software
Name field.

@ select Validate.

Choose the appropriate
product from the list.

Detail - Software

Year 2000 related?

Software Name  FOCLIS o

Manufacturer | Internal
Software Typs | Databass

“ersion 5Ba

Whda

(S
LCopy
Baste

J

Walidate Field
Spell Check
Simple Search...

O Click OK.
Detail - Printing
Asget Tag # 00002 If printer not listed, use FAthen New to add to config
E xa I e M a n a I Printer hifg Hewelett Packard connected To
m —
p u Printer Madel | HP LaserJst 4P I Serial # \P-348565-002349
o
R e q u est Is the printer plugged in? o I5 the feed path clear?
Isthere & sufficiert paper st YakbeFe D EYE T R
Spel
. . . s the Hshontaner old? Sinpe Seach. training on the use of this device?
@ Right-click inthe Asset
. Choose Printer &sset Tag # above first, then this list will only shows errors for the selected priter type
fleld . Errar Add Toner

e Select Validate Field.

o Select a printer from the
list.

Cause Ot of Taner

Poszible Solition | After adding toner, press Continue/Reset to clear



Assigning Call

Records

Each Call Record may be
assigned to a person or group
that can solve it. A group has
several technicians with a
broad base of knowledge and
experience. One of its members
may specialize in solving the
current problem.

You can assign a Call Record
to more than one group or
technician.

Each assignment appears in
the Call Record.

You can create a new assignment
or abandon changes to the current
assignmnient with the buttons to the
right of the Journal tab.

Assign a Call Record

o Click the Assignment tab.

Q Right-click the Assignment
screen.

©
(4]

Select New Assignment.

Select a group from the
Group drop-down box.

Type any comments or
instructions in the
Comments about
assignment field.

You may select an Assignee
from the Assignee drop-
down box. Data about the
Assignee automatically
appears.

To assign this Call Record to
another group or technician,
repeat steps 2-6.

gnment

Acknowledge
Resolve

Delete Assignment

il + Aszignment + Journal

Assignment

Aszsignment Status

Grouy Software Techs
P E Use right click to acknowledae and resolve

— EO

Assigned by
Phone, Ext | (719) 555-7790 | 7790 Pager 5552670 Jodio 12002/96 11:05:11am
Etdail
= Acknowledoed
Availahilty | 5:00am - &00pm M-F ¥
Comments about assignment
" Resalved

Reset defaults, problem persists.

P P J 1

| Fesoltion cose -]

+ Call Log J + Digtail J + Assignment + Journal 7 4« ‘ 4 | » ‘ »\|

Assignment
Assignment Status
Group Softwars Techs Lise right ciick to acknowledge and resolve
Technician Akcul Al Muflehi Ahdul Assigned by
Phane, Ext (719) 555-7790 | 7790 Pager 5552670 Jofo 12102198 11:05:11am
Ettil AdMuflehi e
Availabity 200zm - G000m WE i
Comments about assignment
: Resolved

Reset defautts, proklem persists.

P P J i

J Resolution Cods |Z|
# Call Log + Detail I + Assignment « Joumal 7 J#4 | 4 ‘ > | »||
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Abandoning |Abandon an New Assignment
. ASSignment Acknowledge
Assignments

Fesalwe
Before you save an assighment Assignment, right-click the
in a Call Record, you can ;
Assignment screen.

abandon the assignment.
ail + Assignment Journal

e Click Abandon Assignment. 0

Click Yes.
. ©

You can create a new assigniient

or {?b(lndon ch{mges to the current @ Abandon changes to current Assignment?
assignment with the buttons to the

right of the Journal tab.
0 |
+ Journal L:f’| |

0 Before you save a new

Ahandon Assi

Delete Assignment
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Viewing
Assignments

A Call Record can have
multiple assignments.

In grid view, you can view a
list of all assignments. Each
row in the grid represents one
assignment for the selected
Call Record. If you select an
assignment from the grid, it

appears in form view.

You can set the default view for
assignments under Grid Settings
in the User Preferences dialog box.

View Assignments

@ Clickthe Assignment tab.
Assignments for the Call
Record appear. (Assignments
are available if the tab has a
check mark.)

In the Form view, click the
right, left, first, or last arrow
buttons to page through
Assignments for this Call
Record.

In the Grid view, all
assignments for the Call
Record appear. Double-click
the Assignment you want to
view. The selected assignment
appears in form view.

Assignment
Assignment Status
i Software Techs E Use right click to acknowledoe and resotve
Technician | Akl &l Muflehi [=] Ao pA———
Phone, Ext |(719) 555-7790 | 7790 Pager 5552670 Jodo 1210293 11:05:11am
Ehdail Aduflehi Acknowledged
Availabilty  O00zm - £:00pm M-F ir B
Commertts about assignment
Resolved
Reset defautts, problem persists.
: 2 -] o
J Resolution Code E
& i + Call Log J + Detail I + Assignment + Journal 7 [ 4 [ » |
Assignes ‘ GroupMame ‘ DateAssign | TimeAssign | AssignedBy
Kathy Wash Software Techs 12/ 2/98 11:07am Jodo
Pavel Chekov 11:07am Jodo

Software Techs
are Techs /2798
Denise Marowitz are Techs 12/ 2/98
[ | »
2P| E # CallLog J + Detail ] « Assignment « Journal <7 [ | 4 | 3 | »\|

12/ 2/98

11:16am Luvanda
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Acknowledging
Assignments

When you receive an
assignment, your first step is
to acknowledge it. The
acknowledgment becomes part
of the Call Record.

Create and save a Call Group of all
Call Records assigned to you or
your department. Eacli time you
open or refresh that Call Group,
you will see all new Call Records
assigned to you.
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Acknowledge an
Assignment

@ Click the Assignment tab on
a Call Record assigned to
you.

@ Right-click the Assignment
screen.

@ click Acknowledge.

Mew Assignment

©
(2]

Acknowledge

Fesole

Abandon Assignment

ail

+ Azsighment Journal



Resolving
Assignments

When you have resolved an
assignment, you can record the
resolution in the Call Record.
Resolving an assignment does
not close a Call Record.

Resolve an
Assignment

o Click the Assignment tab on
a Call Record assigned to
you.

@ sclect a Resolution Code
from the Resolution Code
drop-down box.

@ Right-click the Assignment
screen.

O Click Resolve.

Assignment
Assignrnent Status
Gi Soft Tech:
roup aTtware Techs |Z| Usze right click to acknowledge and resolve
Technician | Kathy Wash E| Hathy Assigned by
Phone, Ext (719) 555-TB53 | 7883 Pager 5552668 Jodo 12/02/95 11:07.16am
Etail Kash i
i 3 MNew Assignment o TR

Bvailahilty | 5 00=m - 500 Acknowledge Iy

Resolved

i 8

Delete Assignment J Resalution Cadle 9 |Z|

a

+ Call Log + Detail ] + Assignment + Journal ;\7| | 4[
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Documenting
Call Record
Actions

With the Journal, you can
record details about a
customer’s call, technician
actions on the call, and other
information. A single Call
Record can have multiple
journal entries.

From the Journal Entry screen,
you can open and view other
HEAT screens, and then return
to the Journal Entry screen.
You can paste information
from other sources into the
Journal. You can also paste
journal entries into other

fields.
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Create a Journal
Entry

@ Click the Journal tab.

© Right-click the Journal
screen.

0 Select New Journal Entry.

0 Type journal information in the
Journal Entry Fields.

Journal Entry

Journal Type/
Quick Joumnal

Entered by | Chris 01/04/89 03:03:42pm

|z| Use Quick Journal for faster routing entry

Abandon Journal Entry

0

al &=

CallLog Detail Assigﬂment] Journal 7w | 4



Checking
Spelling in

Journal Entries

The Spell Check operates like
the spell check found in many
word processors. It displays
words that are not in its
dictionary. Often it suggests
replacement words.

You can select a replacement
word, ignore the word, or type
anew word.

Check Spelling
(1

2]
(3]

Right-click the Journal
Entry screen.

Click Spell Check.

To select a suggested word,
highlight the correct
spelling in the Suggestions
list.

To replace the word with the
highlighted suggested word,
click Change.

To replace all instances of
the word with the highlighted
word, click Change All.

To ignore the word, click
Ignore.

To ignore all instances of the
word, click Ilgnore All.

To add the word to a custom
dictionary, select a
dictionary from the drop-
down box and click Add.

To select the options you
would like to use, click the
Options button.

Journal Entry

Entered by

Salt spray has corradded the ink jet nozles |

Check Spelling

Mot in Dictionany:

Undo

Paste

CHRIS 12/30198 03:01:29pm

|

‘:! lgnore |

Suggestions:
coroded (3

Add words to:

e lgnore All I

5 Change Al

Iu&erdic.tlx

el

thiu:m...g;ictionaries...

j Suggest |

Help... | Cancel I
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Ab andoning Aba n d on a J ourna I Journal Entry o Ertersd by | Chris 01/m4/38 0z 53:020m

QJITE] e Could not reach |z| It needed, described intended purpose of call

E ntry Quick Journal

"Aie tried to reach the customer but didn't reach them. Did not leave message | MNew Journal Entry

Journal Entries

You can abandon a Journal
entry before you save it.

0 Before you save a new Journal
entry, right-click the Journal
Entry screen.

TIP @ cClick Abandon Journal
, Entry.

You can create a new journal or -

abandon changes to the current Call Logging B

@ Click Yes.

journal with the buttons to the
right of the Journal tab.

« lournal k?| | o Yes |

@ Abandon changes to current Journal entry’?
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Editing
Journal Entries

You can cut, copy, and paste
text in a Journal entry.

Copy or Cut Text
from the Journal

0 Highlight the text you want
to copy or cut.

@ Right click.

Journal Entry

Journal Typer

Quick Journal Customer Called

Customer called us with this information

Installed software patch for cus‘tomij_ g

Entered by | Chris

01,/04/39 02:53:02pm

E| Ao inthe details of your conversstion

to be working correctly

=

Lapy
Paste

Spell Check

]
0 Select Copy or Cut.
Paste Text i nto th e Journal Entry Entered by | Chris o1n4me | 025%020m
Journal Typel ’ ’ )
Quick Journal | customer Called E Add in the details of your conversation
J o u rn a I Customer called us with this information: J
Installed software
o Copy the information you (2 0
want to paste into the
Journal.
Spell Check J

Click in the Journal Entry
screen at the point where
you want to paste the text.

@ Right click.

0 Select Paste.
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Viewing
Journal Entries

A Call Record can have
multiple Journal entries. You
can view Journal entries in
form view or in grid view.

In form view, each Journal
entry appears on a form. Use
the navigation buttons to
scroll through Journal entries.
In grid view, a grid displays a
list of all Journal entries. Each
row in the Grid represents one

Journal entry for the selected
Call Record.

You can set the default view for
journal entries under Grid
Settings in the User Preferences
Dialog Box. See “User
Preferences,” Chapter 10.
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View a Journal Entry

@ cClick the Journal tab. The

current Journal entry appears

in the view selected in User
Preferences.

@ Clickthe first, previous,

next, or last buttons to page LY
through Journal entries for this

Call Record.

e Click the Grid icon. All
Journal entries for the Call
Record appear in grid view.

want to view.

Click the Form icon. The
selected Journal entry
appears in form view.

Click the Journal entry you

Journal Entry Entered by | Chris 104/33 02:5%02pm
Journal Typer 5 g 5
Quick JULYr’Ij’]a\ Customer Called E Add in the details of your conversation
Customer called us with this information: J
Installed zoftware patch for customer. Software seems to be working correctly.
Call Lag ] Detail ] Aszignment J Journal 1\? [ea] 4| »[m
EntryDiate EntryTime ‘ Tracker ‘ QuikJournal ‘ EntryText

10:07am Customer is salisfied with software performance

10:04am

10:02am Downloading patch from Intemet.
11/30/98 10:01am Smedley “endor will ship patch nextweek
11/30/98 09:55am Luanda Called vendor about getting software patch
11730498 09:54am Luwanda Manufacturer has a patch to fix the software.

11/25/38
11/25/38

02:01pm Chris
02:00pm Chris

Try resefing map software options to default

With default printer options. won't print maps in enlarged
11/25/98 02:00pm Chris Try resefting options to default

11,‘/25/98 01:51pm Chris Printing is fine with nnrmalvwe‘w of maps.

4 4

@] 2| Callog Detail saoumal | gl @]| wel < ]

+ Assignment




Printing Grids | Print a Grid

You can prlnt the grlds 0 Right_click onthe gnd Ka h e Techs 017 E— 9 5
displayed while you are in Peter Erlksson Software Techs /¢ 0 012989 104800sm  Chiis 9
. . - Buint
Grid View. e Select Print. | | FomCoamiave_|,
In addition, HEAT prOVideS a G| 2| vediteg | vDeta ] wassigment [ voound | 7@ ] ] »|»]
Grid Page Setup feature to set
the Headers, Footers and Mo v oo oo
. - | MNew Call Record Ci+h
Fonts that apply to the printed | Grid Page Setu p e
document. . . e g
o Select File>>Grid Page i
The following areas have Grid Setup. PGt
Printing featues: 4i mf"c‘z L
e Enter the Header text. Dot et
e Call Records in Jm—— >
Assignment and Journal o Enter the Footer text. Psaup '
Views. rEre—r)

0 Select the font, font style
¢ Records in Table and size. Grid Page Setup HE

i~ Enter the header text

Maintenance

© set the margins.

e Call Record Browse

e Select OK. — Enter the footer test

—Font

Font Hame: Font Style: Size:
IAnaI o IFleguIar I
N

H BondGathicLightFH Bold Italic
% BondG athich ediuml
Book Antiqua
T Bookman Old Style =] =

Battom: [4 g

Sample

AaBhyySz
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Locking and
Unlocking Call

Records

When you lock a Call Record,
it is temporarily unavailable to
anyone else. Your system
administrator controls rights
to edit calls locked by other
users. A Call Record becomes
locked when modified and
unlocked when saved.

TIP

The symbol on the Lock-Unlock
button shows whether a call is
locked or unlocked.

The key shows your call is locked.
Clicking the button unlocks your

call.
Y

The open lock shows your call is
unlocked. Clicking the button locks
the call.

?P

The closed lock shows that the call
has been locked by somteone else.
Hold the cursor over the button to
see who locked it, and when.

1'=v
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Lock a Call Record

o Select Lock Call Record
from the File menu.

=W Edit ‘“iew Group

Mew Call Fecord
Save Call Becord
Lock Call Record

Customer

Ctrl+M
Ctrl+3

Unlock a Call Record

Select Unlock Call Record
from the File menu.

IN|=W Edit “iew Group

Mew Call Fecord
Sawve Call Becord

Unlock Call Record

customer
Ctrl+M
Cirl+5
Crl+L




Updating Call

Records

You can update any unlocked,
non-closed Call Record. If the
Call Record is closed, you may
reopen it before editing. (See
your system administrator.)
You can change most of the
information in a Call Record,
including the Customer ID and
Customer Type.

Update a Call
Record

@ Checkthe Locked-Unlocked
icon to make sure this Call
Record is unlocked.

9 Check the Status box to
make sure the call is not
closed. You may only update
open, unlocked calls.

€@ Click the tab screen you want
to update.

O Edit the fields you want to
update.

© Click the Save button.

% Eie EQW Group Customer Solwion Accessory AutoTask Window Help _ |2 x|
g T 2= Y B | e« €242
Call ID: 00000102 Stopwatch: | 0:17:01 Count | 1 Status: Open
Customer Info 1D MACMAPS Account Delinguent? Serice Class Gold
Company  Machado Mapping Software Caller  Maria-Neves Machada -]
LOBAL
City, State Manitou Springs CO | Phone (718)555-4958 Fax|(719) 5559485 Cosomer
Call Record SLA Urgency SLA ID
Status Open -] Closs Information
Quick Call Causs ]
Call Carit prirt enlarged ith the standard Soluti
O o o i v i e s | Soltion =l
Call Type  Quick Call -] Shronology
Pririty 3 E| Received Chtis 1142598 01:38:21pm
Gren LuWanda E| badeta‘ed LuVanda 11/30/98 10:45:56am
Source  Phane Closed It
P | scaiog | Detail | S Assignment | Joumal | R

©
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Putting Call
Records on
Hold

You can only work on one
unsaved Call Record at a time.
If you must open a new Call
Record before you save the
current Call Record, you can
put the current Call Record on

hold.

A Call Record on hold resides
in a Call Group called Calls on
Hold. It stays there until you
complete the Call Record and
saveit.

If a system administrator
commits an edit set, all calls

on hold will be lost.
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Put a Call Record on
Hold

Select Put Call on Hold
from the File menu.

I[N Edit “iew Group Customer
Mew Call Record Ctrl+M
Lock Call Record Cirl+L
Customer Tvpe... Ctrl+T
Quick Close F10

Fut Call on Hold m

Take a Call Record
Off of Hold

@) select Calls on Hold from
the Group menu.

@ sSelect the Call Record you
want to take off hold.

€@ Finish the required fields on
the call.

o Save the call. It will be
removed from the Calls on
Hold group.

[Elalil<l Customer Solution  Accessc
Mew Call Group...
Open Call Group... Ctrl+0

Simple Search »
Close Call Group

YWork Group

Calls on Hold



Attaching
Files to Call
Records

You can attach one or more
files or applications to a Call
Record. You can also attach a

file globally to the system.

In order for others to view an
attachment, it must be ina
location that is shared by all,
for example, a folder on a
shared network directory.

Attach a File to a Call
Record

@ Click the Display

Attachment Bar Menu icon.

e Click Add Attachment.

0 Type a description (this

appears in the Attachment
bar).

Click Browse to browse to
the path and file name of the
file, or type a file name or URL
into the File Name field.

@ CcClick OK.

Nlo

Add Attachment...

Enter New Attachment Information for Call ID #00000102 [ x]

Description

5 I

File Name

©

Cancel

9 Browse | Help ‘
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Editing
Attachments

You can edit the file names
and paths to attachments.
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Edit an Attachment

@ Click the Display
Attachment Bar Menu
icon.

@ Click Edit Attachment. If
there is more than one
attachment, select the
attachment to edit.

€@ cClick Browse to browse to
the path and file name of the
file, or type the pathname of
the file in the File Name
field.

O cClick OK.

Slo

Add Attachment. .
Edit Attachment... e
Remove Attachment. .
Edit Attachment Information for Call ID #00000102 m

Description 4 -OK
NiroCuclion.coc)

Cancel
Q Browse | Help |

File: Narne

|C \hdanualsIntroduction doc




Removing Remove an ﬁa

Attachment
Attachments

You can remove attachments o illtcakct:;gﬁ F;:}_, Menu icon
from a Call Record. )

Add Attachment...
Edit Attachment...

Remove Attachment. ..

9 Click Remove Attachment.

@ select the attachment to be

deleted Select Attachment to Remove n
Description File Name
O Click Remove. Eomcas omoss

@ Click Yes.

¢‘ Remove | Cancel Help

:o:) Remowve Attachment 'Introduction.doc' for Call ID #000001027
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Saving Call
Records

To enter a Call Record into the
database, you must save it.
You can save in several ways.
First, you can access the File
menu and select the save
option. You can click the Save
Call icon on the toolbar. If you
have not yet saved an open
Call Record and you attempt
to close HEAT, or opena
different Call Record, HEAT
will prompt you to save the
call.
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Save a Call Record

o Click the Save Call icon on
the toolbar.

10

Save a Call Record

0 With a Call Record open,
click New Call Record.

@ Click Save to save this call

and begin another operation.

@ Click Abandon to abandon
this Call Record without
saving it.

@ cClick Put On Hold to put
this call on hold.

@ CcClick Cancel to return to the

current Call Record.

J/ |0

1 Call Logging

@ Save changes to current call record?
Abandan | Put On Hald | Cancel |




Closing Call
Records

You can close a Call Record
when the problem is resolved

or otherwise becomes inactive.

If you have not completed
close-required fields for the
Call Record, HEAT will show
which fields must be
completed before the call can

be closed.

Don’t close a Call Record if you
think you may need to add more
information to it.

Close a Call Record

@ Complete the Close
Description information in the
Call Record.

(2]

You may enter a Cause in the
Cause field or select a Cause
from the validation table.

You may type notes about the
resolution of this problem in
the Solution field.

Click the Quick Close icon
on the toolbar.

Note: If you haven't
completed the close required
fields, a dialog displays the
fields you must complete
before you can close the call.

Call Record staseus [ ||
EEE __ d Crvnern __Chris j
gzlcripﬁon ;I Source Phaone j
J -]
Pty 2 || [seees |
Cloze Infarmation Chronalogy
q Received b
Sallion E i |oanoma |[11:ag51am |
o Last Update
| T |
=l | ClosedB

Causel
Reason

Request ﬂ j

L |

=@

o
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Using the Use the Stopwatch View Group Custamer

To stop the stopwatch,

StOpWﬂtCh o select Stopwatch>>Stop
The Call Logging screen has a from the Edit menu.
stopwatch in the Call Status Esste Gl
Banner. It records the time 9 To start the stopwatch, validate Ficld Fa
spent on a Call Record. select Stopwatch>>Start épell Check Shift+Fd
Your system may be set up to from the Edit menu. p—
start the stopwatch when you SO e ster

) Counter L4 o
open a new Call Record, or
when you begin to enter User Preferences... _ o

information into a Call Record.
The stopwatch stops when
you save, close, or abandon a
Call Record.

You can stop and restart the
stopwatch manually. You can
also change the time displayed
on the stopwatch.

Toolbar 2

Eiew Group  Custormer

Faste Cirl+%
Yalidate Field F9
Spell Check. Shift+F3

Stopwatch

Counter 2
Lser Preferences. .. -

Toolbar 3
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Your system administrator controls
rights to change the stopwatch.

Change the
Stopwatch Time

@ seclect Stopwatch>>Edit
from the Edit menu.

@ Type the new stopwatch time
in the field. Use the format
HHHH:MM:SS.

©® click OK.

Wiew Group Customer
Paste Ctrl+%
Yalidate Field P
spell Check Shift+F9

Stopwatch

Start

EINO

Counter 2

User Preferences...

Toolbar 2
Edit Stopwatch n
Enterthe new Stopwatch value in HHHH:MM: S5 e 3

Cancel
Help
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Resizing Grid
Column
Widths

HEAT retains resized grid
column widths in the
following areas of Call

Logging:

*  Profile, Configuration,
and Call History grids in
the Customer window

® Table Maintenance
®  Validation

® Assignment and Journal
Lists

® Call Record Browse

TIP

Use the Reset Column Widths
option to restore systent defaults by
right-clicking on the grid and
selecting Reset Colummn Widths.
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Resizing Column
Widths

Left click on the splitter bar
between columns.

9 Drag the splitter bar to the
new location.

1/28/99 9 0747 am Chris
20189 03:00pm 1/29/99 08:21am Evelyn
0/0/00 00:00 1/29/99 10:18am Chrig

Peter Erksson Software Techs
4l

2=

|
 Assignment [ Joumal & N R |

+ Call Log + Detail

1/28/99
1129158
172989

03.00pm
orong 00.00

09.21am Evelyn

Peter Eriksson Software Techs 10:18am Chris

4

2| =

|
o Assignment [ Jounal e N R |

+ Call Log + Detall




Using the Call

Counter

The Call Record screen has a
Call Counter in the Call Status
Banner. It records the number
of calls about the same
problem.

TIP

You can change the keys to
Increment or Decrement Call
Counting in User Preferences,
Detail Tab, Chapter 10.

TIP

While the Call Counter records the
number of calls associated with an
issue, the HEATBoard can provide
specific information regarding the
issue, link associated calls, and be
team-based.

SEEALSO

Viewing Issues, in this chapter.

Change the Call
Counter

@ Toincrementthe Call
Counter, select Counter>>
Increment from the Edit
menu.

9 To decrement the Call
Counter, select Counter>>
Decrement from the Edit
menu.

=GNl iew  Group  Custormer
Paste Cirl+%
Yalidate Field F9
spell Check Shift+F9
Stopwatch

Counter

(==l “/iew Group Customer
Paste Cirl+%
Yalidate Field F9
spell Check Shift+F9
Stopwatch

Counter

Increment  MNumPad+

2)

Increment

MumPad+
Decrement MNumPad-
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Customizing
Toolbars

Your system administrator sets
up a default toolbar for each
role. When you launch Call
Logging, your role’s default
toolbar appears at the top of
the screen.

You can add tool buttons to a
toolbar. The system
administrator controls rights
to customize toolbars.

You can also customize toolbars from
the Customer, Table Maintenance
nd Validation Update windows.
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Add a Button to an
Existing Toolbar

@ sclect Toolbar>> Customize
from the Edit menu.

9 Select a button category.

@ Drag atool button from the
Commands field to the toolbar.

O Click Close.

I=GIW iew Group  Customer

Faste Chrl+4/

Spell Check Shift+F9
Stopwatch »
Counter b

User Preferences... o

Toolhar Customize...

Customize
Toolbar:  Commands |

Categaries: Commands:

Accessolies
AssignmentAlournal
Attachments

AutoT azk

AutaT ask Folders

Edit

File

Group
HEATBoard
Help

Frint

— Description
Show the call histary far the current call's custormer

7y oo |

New Toolbar
2 Wit ay s amadl«dr v E3dH 2]




Remove a Button [=GIW iew Group  Customer

You can remove buttons from a f Toolb
toolbar. The system administrator rom a looibar
controls rights to customntize
toolbars. @ select Toolbar>> _ Pos ey
Customize from the Edit
menu.
Spell Check Shift+F4
Drag the unwanted button Stopwatch 3
off the toolbar and release it. Counter 4
User Freferences. .
© click Close.

Too |Q ar

New Toolbar
|2 whttts =% s LB Laad « > E2Hi 2|

Customize

Toohars Commands |

Categories: Commands:
Accessones r:l—l Caller Histary
Azzighmentdlournal _:
Attachments g Custarner Profils
AuraT ask

b, Customer Search

Auto

Task Folders

omer .;.':‘.;. Wiew Contacts

E
File

Group
HEATEoard
Help

Frint hd|
— Description
Show the call higtory for the current call's customer

D oo |
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Creating
Toolbars

You can add other toolbars to
the Call Logging screen.

When a new toolbar is created,
it is empty until buttons are

added toit.
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Create a Toolbar

Select Toolbar>>
Customize from the Edit
menu.

@ Click Toolbars.

o Click New.

0 Type a name for the toolbar.

6 Click OK. The new toolbar
appears.

To add buttons to the new
toolbar, see the next page.

[S=h@ “iew Group Customer
Paste Crl+4
Spell Check Shift+F9
Stopwatch 4
Counter 4
User Preferences... o
Toolbar »
Customize
Toolbars | Commandsl
oolbars:
[¥ Cal Logging HMew.
Fename.
[Delete

Hew Toolbar Ed

Toolbar Mame:
[HEATBoard [(4)

B o]

Cancel

New
Toolbar



You can add buttous from different
categories.

Add a Button to the
New Toolbar
o Select a button category.

9 Select a button from the
Commands field.

0 Drag the button onto the
toolbar.

Q Repeat steps 1 through 3 for
each button.

6 To delete a button from a
toolbar, click and drag the
button off the toolbar.

© click Close.

Customize E

Toolbarz  Commands |

Categones: Commands:

HEATBoard |ssue Details
Link. Current Call

A Mew HEATBoard [
Open Group

Help (T Setlead Cal

Print =] |y Urlirk Cuprént Cal

Custamer
Edit

File

[GraLy

Accessonies - AutaClose
Assignmentloumal Call Record HEATEnard |ss.
Attachments

AutoT ask Delete

AutoTask Faolders i=A Edi

Deszcription
’7Eurrent call record HEATBoard |z information

/

/

3 o

=]
5
15/
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Resizing and
Moving
Toolbars

You can resize and move
toolbars. A toolbar can be a
vertical or horizontal band, or
a square. It can float, or it can
dock on any side of the screen

(top, bottom, left, right).
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Resize and Move a
Toolbar

Move the cursor overthe edge
of the toolbar until the double
arrow appears.

Drag the edge of the toolbar
until it is the desired size.

0 To move the floating toolbar,
click in the blue title bar and
drag the toolbar to the new
location.

@ !f the toolbar is docked, click
on the grab-handles (the
double gray bars) located on
the end of the toolbar; then
drag to a new position.

o
L

E %



Renaming
Toolbars

You can rename any toolbar
that you create. You cannot
rename the default toolbar.

Rename a Toolbar

0 Select Toolbar>> Customize
from the Edit menu.

@ cClick Toolbars.

0 Click the toolbar to rename.
Q Click Rename.

6 Enter a new toolbar name.
O click oK.

@ click Close.

Customize | X]

Toolbars | Commands |

lbars:

¥ Call Logging

Mew...

¢ ! Rename... |
Delete |

‘1 Close |

Toolbar Marme:

Rename Toolbar

IInformatiDn Toold 6

@ o |

Cancel
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Deleting Delete a TOOIbar [Nl View Group  Customer

o Select Toolbar>>
TOOlbarS Customize from the Edit
You can delete any toolbar you menu. e Cul=
have created. You cannot
delete the default toolbar. Q Click Toolbars. Spell Check Shift+F3
Stopwatch 4
@ Select the toolbar to delete. Counter »
o Click Delete User Preferences... n
Toolbar Customize...
@ Click OK.
O click Close.
90"35"3 | Eommandsl
Toolbars:
|7Call Logging Mew...
Fename... |
¢’ Delete |
‘3 Cloze |
Call Logging

@ Delete toolbar |zzueBoard?
Cancell
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Resetting and
Restoring

Toolbars

If you modify yourrole’s
default toolbar, you can reset it
to its default setting.

If you modify a personal
toolbar, you can restore it to its
setting from the last time the
toolbar was saved.

The toolbar setup is saved when
you exit from Call Logging.

Reset the Toolbar

o Select Toolbar>> Reset to
Default from the Edit
menu.

[=GIW iew  Group  Customer
Faste Crl+4/
Spell Check Shift+FY
Stopwatch
Counter

User Preferences. .

Toolbar

Customize. .
Besetto Default...

Restore Personal

Load Security Role Default...
Sawve Security Role Default...

Restore the Toolbar

@ select Toolbar>> Restore
Personal from the Edit
menu.

S “/iew Group Customer
Easte Crl+%
Spell Check Shift+F3
Stopwatch
Caounter

User Preferences..

Custorize..
Besetto Default...

Load Security Role Default...
Sawe Security Role Default...
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Loading and
Saving Your
Role’s Toolbar

Your system administrator
assigns a default toolbar to
eachrole. If you have the
appropriate rights, you can
load and save this default
toolbar.
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Load the Toolbar

o Select Toolbar>> Load
Security Role Default from
the Edit menu.

Q Choose a security role from
the drop-down list.

Click Save as my personal
toolbar.

O Click OK.

(08 View Group Customer
Paste Crl+
Spell Check Shift+«Fa
Stopwatch 3
Counter 3

User Preferences.. 0
oolba

3 Customize

Besetto Default...
Restore Personal

ty Role Default.

Load Security Role Default Toolbar

Security Role

W {Save as my personal toolbar|

Save the Toolbar

@ select Toolbar>> Save
Security Role Default from
the Edit menu.

9 Choose a security role from
the drop-down list.

€@ cClick OK.

J=:08 iew Group Customer

Paste Crl+
Spell Check Shift+F3
Stopwatch >
Caunter 3

User Preferences o

Toolbar Customize

Besetto Default...
Restore Personal

Load Security Role Default

ity Role Default.

Save Toolbar as Security Role Default [ x]

—— 2 &
Q=1 = | |




Opening the
Call Map

The Call Map gives you a
quick overview of the currently
displayed Call Record. It
displays information about
calls, customers, journals,
assignments, etc. Looking at
the Call Map you can quickly
view overdue assignments,
call status, current assignee,
etc. What you can view is
based on your security rights.
The Administrator Module
defines the fields displayed on
your Call Map.

Specialized icons highlight
key information that requires
attention such as past due
dates.

The number of journals and
assignments can be included
in the display of those nodes.

When opened, the Call Map
becomes an additional pane
on your Call Logging Window.
It can be displayed as hidden
ormoved, depending on your
personal preference.

Open the Call Map

@ sclect InfoCenter>>Go to
Call Map from the View
menu.

To resize the Call Map, click
and drag the edge of the
pane.

To close the Call Map, click
the X at the top right corner
of the pane.

@ To move the Call Map, click
on the grab-handle (double-
bar) at the top of the Call
Map, then drag it to its new
location.

Group Customer  Salutior
w Call Log Ailk+1
Detail Ak
Azzignment Alt+3
Journal Ailt+4
[Grid

v Aittachment Bar
v Call Status Banner

w Status Bar
Toolbar...
Supporthd ail. .. Fi1
Alarms. . Shift+F11
Achivity Log,..

MR A&
] Global

(=144 Lead Call: 00000071
Errors in Gadget manual
slipped into last release
A< Lead Call: 00000051
ISP down far 2 hours

4= Lead Call: 00000047
Email server update @apm.
Back up by Spm

44 Lead Call: 00000026
2nd Floor Sales Laser printer
down

4= Lead Call: 00000037
Global One Server down!

—0——60

Hardware Techs
t- CallMap  #% HEATEoard

v Show InfoCenter  Cril+Alt+l

v Show Call bMap
v Show HEATBoard

Crl+lk-+b

Gioto Call Map

Goto HEATBoard  Chil+&lt+B
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Using the Call
Map

The Call Map displays a high-
level view of the currently
displayed Call Record. Call
data is displayed in an
information tree.

Your system administrator
determines which fields
appear in the Call Map. For
example, the Call Map can
notify you if assignments are
acknowledged, resolved or
overdue.
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Expand or Collapse
the Information Tree

0 To expand or collapse an
information tree, click the plus
or minus. The example shows
branches of the information
tree completely expanded.

If an icon has a + beside it, it
contains information. You can
expand the information and
view the Call Record’s
contents in detail by clicking
on the +.

When an information branch
has been expanded, its icon
has a - beside it. Click the - to
collapse the branch.

Double-click an icon to take
you to that area of the Call
Record.

X
o S S| B
B4 Global

=32 Lead Call: 00000071
in Gadget manual
d into last release. ...

4+ Lead Call: 00000051
ISP down for 2 hours

B4 Lead Call: 00000047
Email server update @5pm
Back up by 9pm

=442 Lead Call: 00000026
2nd Floor Sales Laser printer
down

BA-g2 Lead Call: 00000037
Global One Server down!

Hardware Techs |

o CalMap 8 HEATHoad |




Opening
HEATBoard

The HEATBoard is used to
post important issues that
might generate a number of
calls. For example, when
defective part has been
shipped, several customers
will call the Support Center.
When a problem is reported,
anissue can be posted to alert
the support center. All calls
related to the issue can then be

“linked” to the issue.

The HEATBoard is team-
based —issues can be specified
for global viewing or team
viewing. Depending on how
the HEATBoard is defined in
User Preferences, each team
can be represented on the
HEATBoard by a bar. Abar
labeled “Global” displays
issues posted for global
viewing. An envelope icon on
a team bar indicates that
issues have been posted for
that team. Only team members
can view issues for that team,
but all users with HEATBoard
access can view Global team
issues, depending upon their
security rights.

Open HEATBoard

@ sclect InfoCenter>>Go To
HEATBoard from the View
menu, or click the
HEATBoard tab.

@ To resize the HEATBoard,
click and drag the edge of
the pane.

To close HEATBoard, click
the X at the top right corner
of the pane.

@ To move the HEATBoard,
click on the grab-handle
(double-bar) at the top of the
HEATBoard, then drag it to
its new location.

WEEE Group  Customer  Solutior

v Call Log Alt+1
Detail Alt+2
Azzighment Alt+3
Journal Alt+4
[Erid

v Attachment Bar
v Call Statuz Banner
v Statug Bar

Toolbar.. o

(4 v Show InfoCenter  Chil+Alt+

InfaCenter

Supparthdail... F11 w Show Call Map
Alarms... Shift+F11  « Shaw HEATBaard
Actixity Log... GotoCalMap  ChlsdkeM

Goto HEATBoard Chril+Al+EB

X
o G || B 0

B4 Global

A<= Lead Call: 00000051
ISP down for 2 hours

(A~ Lead Call: 00000047
Ermail server update @5opm.
Back up by 9pm

(A4 Lead Call: 00000026
2nd Floor Sales Laser
printer down

(A= Lead Call: 00000037
Global One Server downl

(2]

Hardware Techs |
E: CallMap &, HEATBDa..r
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Using
HEATBoard

Controls

HEATBoard has several
category bars, buttons, and
links. This page explains their
functions.

* New HEATBoard Issue creates
anissue.

* HEATBoard Issue Details
opens the highlighted issue.

* Link Current Calllinks the
current Call Record to the
highlighted issue. A call can be
linked to only one HEATBoard
issue.

* Open Group opens the group
of calls linked to the
highlighted issue.

¢ AutoClose closes all calls
linked to the issue when it is
resolved.

e Team Category Bars display
issues for a specific team.

* Global Category Bar displays
global issues.

¢ Open Envelopeicon indicates
the issue has been read. A
Closed Envelope icon indicates
the issue has not been read.

* Push Piniconindicates calls
are linked to the issue.
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HEATBoard
Issue Details
New HEATBoard
Issue
Push Pin
Icon

Link Current Call

Open Group
AutoClose
AN /
N [~ A
o G4 a6 —— Global Category Bar
¥ Global |

iZ344 Lead Call: 00000071

Envelope Icon

slipped into last release. ...

Errors in Gadget manual N

Team
Category
Bars

ISP down for 2 hours

541 Lead Call: 00000051 _> HEATBoard Issues

444 Lead Call: 00000047
Ermail server update @5pm.
Back up by Spm

444 Lead Call: 00000026
2nd Floor Sales Laser printer
dawn

442 Lead Call: 00000037
Global One Serer downl

Hardware Techs

T CllMep £, HEATBqard

:

I
View HEATB

oard



Viewing
Issues

The HEATBoard is team-
based. It can display issues
that are available for your
team or the global audience.

A closed envelope indicates
there are new, unread issues
posted.

An open envelope icon on a
team category bar indicates
there is an open issue for the
team.

View an Issue

@ To view issues posted by
your team, click a Team
tab. To view issues posted
globally, click the Global
tab.

@ To view issue details,
double-click the issue.

X

o L~ B 2t

M Glohal 2]

(%) Lead Call: 00000071
Errars in Gadget manual
slipped into last release. ..

#44= Lead Call: 00000051
ISP daown for 2 hours

444 Lead Call: 00000047
Ernail sener update @5pm.
Back up by 9pm

444 Lead Call: 00000026
2nd Floor Sales Laser printer
dawn

B4 Lead Call: 00000037
Global One Server downl

Haridware Techs IJ

.'Ej CalMap &, HEATBoard
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Creating New
Issues

Issues that might affect a
number of users should be
posted immediately to the
HEATBoard to alert other
technicians about the problem
and also let them link all
related calls to the issue.

For example, if a defective part
ships, a new issue can be
created that includes a
description of the problem,
such as “defective stitching on
gadget...” Because the entire
support center should know
about the issue, it is marked
for “Global” viewing.
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Create a New Issue

@ Click the New HEATBoard
Issue button on the
HEATBoard toolbar.

@ Type a description of the
issue in the Text field.

Select a view. The view is the

audience who can view this
issue. If you select Team,

select a team from the drop-

down box.

Mark Allow linked calls to
link calls to this issue.

If you choose not to Allow

Linked Calls, you can select
an expiration time and date for

this issue.

© click OK.

\_%Q-WI%E

@ Create new HEATBoard lssue

=] E3

— Posted Information

Linked Call
V' fllow Linked Calls
I | Ltk current call

h
By Chris [ate 050000 Time 02:08:30pm LI
Cancel |

— Test

d GetDescriptionI
—Save ToYiew
' Team Hardware Techs =
& Global

&) Lutolinse

) N sutolElnse

Expiration [awvailable if Linked Calls are not
% o Erpiration
) Erpites oDt IDS.-’D2.-"DD

) Expites it

allowed)

Time

|1 IHours 'l LCalendar I? Dray » 24 Hour 'l

|D2: 08:00pm




Editing Issues

After anissue is created on the
HEATBoard, it can be edited
when information needs to be

added or deleted.

Edit a Issue

@ Double-click an issue on
the HEATBoard.

© click Edit.
@ Edit any active fields.

O cClick OK.

HEATBoard |ssue Details
lzsue Id: 18
Posted by: Chirig or 12431469 (& 05:00:00pm
Posted to: Global £! Edit .. |
lssue Text: server down LAk e .. |
Linked Calls: Allowed.
# of Linked Calls: 0 Lirked Calls. SetLead Call.. |
Lead Call ID:
Expiration: Mone. (e EEuE |
Last modified by:  Chriz on 05/05/00 (2 02:03:12pm

@ Edit HEATBoard lssue: 2

IT=] E3

— Pasted Infarmation
By Chris

Ok,
Date 01/23/33 Time 10:54:47am ‘LI

Cancel |

— Text

2nd Floor Sales Lazer printer down

ﬂ Get Description I

[

—Save ToView 0
(ol i Hardware Techs =

" Global

r—Linked Calls
| Sl inled Bl

™| link curentcall

0 Lol pee
) Wi Autoleose

— Epiration [available if Linked Callz are nat allowed)

%) o Expiration

) Evpires on [ate |D5F’D'I 00 Time

|D2:1 427 pm
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Linking Calls

Often a series of calls are
received about the same issue.
These calls can be grouped on
the HEATBoard and linked to
the issue. Calls linked to an
issue can be opened in a
group and AutoClosed when
the issue is resolved.

Linking a call makes it easy to
keep track of all calls related to
the same issue, as well as
close the call when the
problem is resolved.

Link a Call From the
Toolbar

@) sclectthe issue fromthe
HEATBoard.

o] O A | g B
12

A call can be linked to only

one issue.
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Link Cumrent Call To HEATBoard Issue
e Click the Link Current Call Link Call ID:00000004 to HEATBoard lssue:18
button on the HEATBoard e = . ReIEISEUE
toolbar. 0
Click Allow this call to be ¥ iifiow this call to be AutoCiosed
AutoClosed |f you want to 0 |—|'3K Cancel
AutoClose this call when the
issue is resolved.
O Click OK.
Link a Call From the
Issue Dlalog BOX lssue Id: 18
Posted by: Chiiz on 12431469 (& 05:00: 00pm
. R Posted to: Global Edit .. |
Double-click an issue on the ] =
HEATBoard. Ifsue Text: server dowin egnlink Current Call... |
Llnkeq Calls: Allo_wed. P
. - # of Linked Calls: 1 Linked Call. = |
@ Click Link Current Call. Lead Call ID: 00000004
Expiration: Maone. Dpen Group |
CI|Ck A||OW this ca" to be Last modified by:  Chriz on 05/05/00 (& 01:26:52pm
AutoClosed if you want to

AutoClose this call when the
issue is resolved.

O Click OK.

Link Current Call To HEATBoard 1ssue

Link Call ID:00000004 to HEATB oard lzzue: 18

ep flow this call to be AutoClosed

e |

Catcel




Unlinking a
Call

You can unlink a call if it was
linked by mistake.

Before you attempt to unlink,
the call you want to unlink
must be the currently

displayed call.

Unlink a Call

o Right-click on an issue from
the HEATBoard.

@ sSelect Unlink current call.

€@ Click OK.

x

pd EL a2
= Global I

(=3-= Lead Call: 00000071
Errors in Gadget manual
slipped into last release. ...
B4~ Lead Call: 00000051
ISP dowen for 2 hourg

B4~ Lead Call: 00000047
Ernail server update @5pm
Back up by Spm

A2 Lead Call: 00000026
2nd Floor Sales Lase ter
down

B4~ Lead Call: 00000037
Global One Server down!

Hardware Techs |

Eo CollMap  #% HEATBoad

Wiew Details...

Lt ument callL.
Urnlink curent call...
Set Lead Call..

Open Group
AutoCloze linked calls...

Edit HEATEoard lesue...
Delete HEATE gard |zsue. .
Mew HEATBoard lzsue...

Refresh HEATEoard |ssues

Current Call Infa... Clrl+alt+C

Call Logging

@ Unlink Call 1D:00000004 from HEATBoard | ssue:18?
‘waning: This is the Lead Call for this HEATBoard lssue,

(3)

Eancell
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Setting the
Lead Call

When a number of calls are
linked to the same issue, you
can set a Lead Call.

The first call linked to the
issue is automatically
designated as the Lead Call.
You can, also, designate a
different call in the issue
group as the lead call.

A Lead Call acts as the single
point of information for the
issue, as well as a repository
for new information. Any
information about the issue
should be entered into the
Lead Call.

Some issues may have a
number of linked calls. Using
the Lead Call as your source of
information lets you quickly
enter closing information,
copy it to linked calls and
close the calls in the group. If
you randomly enter
information into any call in
the group, you may not be able
to locate that information

quickly.

When you open the group of linked
calls, the lead call is automatically
selected.
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Set the Lead Call
from the Menu

o Right-click on an issue from
the HEATBoard.

@ select Set Lead Call.

€@ Click OK. The currently
displayed call is now
designated as the lead call.

Wiew Details.

Lk curentieall.
Unlink current eall...
SetLead Call..

Open Group
AutoCloze linked calls.

Edit HEATBoard | ssue..
Delete HEATBoard lzsue...
New HEATBoard lssue...

FRefresh HEATEoard |

FEUES

Current Call |nfo Clrl+alt+C
[ ] [ x]

@ Set Call [D:00000004 a5 the Lead Call for HEATB oard | ssue:2?

(3]

3| Cancel

Set the Lead Call
from the Issue Dialog
Box

Double-click an issue on the
HEATBoard.

© Click Set Lead call.

€@ Click OK. The currently
displayed call is now
designated as the lead call.

HEATBoard Issue Details E
Issue Id: 18 j
Posted by: Chriz on 12/31/69 (& 05:00:00pm
Posted to: Global Edit..
Issue Text: server down L Brrer Bl
Linked Calls: Allovied.
1 of Linked Calls: 0 Linked Calls. Set Lead Call...
Lead Call 1D:
Expiration: Mane, Hpen Graup:
Last modified by: Chriz on 05/05/00 (2 02:03:12pm

Call Logging

@ Set Call ID:00000004 a5 the Lead Call for HEATBoard |ssue: 27

©

Cancel




Opening an
Issue Group

Calls linked to an issue on the
HEATBoard are grouped
together. You can open a group
to review the calls, add
additional information, or
AutoClose the group when the
issueis resolved.

Open an Issue
Group from the
Toolbar

o Select an issue from the
HEATBoard.

0 Click the Open Group
button.

— @

o S A g
=] Glohal

=142 Lead Call: 00000071
Errars in Gadget manual
slipped into last release. ...
42 Lead Call: 00000051
ISP down for 2 hours

B4« Lead Call: 00000047
Email server update @5pm
Back up by Spm

B2 Lead Call: 00000026
2nd Floor Sales Laser printer
down

(442 Lead Call: 00000037
Global One Server downl

Hardware Techs |

B2 CalMap 8 HEATBoaldl—

Open an Issue
Group from the
Menu

Right-click on an issue from
the HEATBoard.

@ Select Open Group.

Wiew Detais...

Ltk cument eall..
Unlink current call...
Set Lead Call...

Open Group p
AutaCloze linked calls...

Edit HEATBoard lssue...
Delete HEATBoard lssue...
Mew HEATBoard lssue...

Refresh HEATBoard lssues

Current Call |nfo... Chil+alt+C
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AutoClosing
Calls

After an issue is resolved, all
the calls linked to the issue
can be AutoClosed. This lets
you close all calls for this issue
in one step.

Calls must be marked as
available for AutoClosing
when they are linked to the
issue. If you did not select the
“ Allow this call to be
AutoClosed” check box when
the call was linked to the
issue, it is not available for
AutoClosing . You must
manually close the call.

|Linking a Call, in this chapter.

AutoClose a Call
Group from the
Toolbar

@ select anissue from the
HEATBoard.

@ Click the AutoClose button.

e @ 5| B B

{242 Lead Call: 00000071
Etrors in Gadget manual
slipped into last releage. ...
[4-1 Lead Call: 00000051
15P down for 2 hours
[1-4 Lead Call: 00000047
Email server update @5pm.
Back up by 9pm
444 Lead Call: 00000026
2nd Floor Sales Laser printer
down
[4-4 Lead Call: 00000037
Global One Senver down!

Hardware Techs

B CelMe @\ HEATRmd |
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AutoClose a Call
Group from the Menu

Right-click on an issue from
the HEATBoard.

@ Select AutoClose linked
calls.

Yiew Details...

Litzk current callk.
Wrlimte cument 4l
St lead/ Al

Open Group

AutoCloze linked calls...

Edit HEATBoard lssue...
Delete HEATBoard |ssue. .
Mew HEATBoard lszue...

Refresh HEATE oard |ssues

Current Call Infa... Crl+lt+C




IN THIS CHAPTER

Viewing Customer
Records

Profile Records
Contacts Records
Configuration Records
Call History

ustomer Records contain information about C
customers, work environments, call histories, and UStOIner

other details. Call Logging gives you an overview of

the records and access to their details. Records

Customer Records are made up of four records: Profile,
Contacts, Configuration, and Call History.

Profile — Profile records contain background information
aboul your customers, such as Company Name, Contact
Name, Phone Number, and Address.

Contacts — Contact records contain a list of contacts
associated with your customer.

Configuration — Configuration records contain information
about the equipment and software each customer uses.

Call History — Call History displays a list of the support
center calls your customer has made.

This section discusses these records and explains how to
view, create, edit, and delete Customer Records.
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Viewing Customer Records ST [_Conpamyame _]
g Cugtomer [D | WMACMAPS SLA Class  Gold El
The four Call Logging Customer Records are Profile, Compary [ Machado Mapping Software L
5 o B 5 one (719) 555-3554 ax | [718)555-2783 notes vwhen logging a call for this customer
Contacts, Configuration, and Call History. A tab contains L A
information if a check mark appears onit. To view any of -
these records from a Call Record, select Profile, Contacts, ;':“ES'Z":": r;"‘w” Sermgs —
Configuration, or Call History from the Customer menu. Counyy |Ush
Userl Maria-Meves
User2 Antoine
Userd Hilatia
- Primary Contact
Solution At Name | Maria-Neves Machado
. Title Owiner J
E[Dflle' . FE E Mail ID | marmac@macmaps.com
EDI"ItEICtS Phone | (719)555-3984 | Fax (719) 555-3984
Extension
Configuration...
- Profile Configuration Call Higtory
Call Histary. . i i
Profile Tab, Form View
SEarCh... CaonfigType AssefTag EquipType
— WME756 Deskiop
Printer MhAZ174 Frinter
Software Graphics

Each Customer Record has Profile, Contacts, Configuration, i
or Call History tab along the bottom of the screen. To view the & | ™ Pwoile | coniguration |_Call Fistary |
records, click the appropriate tab. The information may

appear as a form (form view) or a list (grid view). To change

Configuration Tab, Grid View

Customer: Customer - MACMAPS

the VieW, CliCk the Grld VIeW'Form VleW button EEH B - Callllr | Priority | CallStatus | CallType | BRecvdDate | ModDate | ClosedDate
00000073 [3 __[Open__[Software [0/0/00 |
lower left corner of the screen. DO0000ET 3 Open  Sofware  12/8/38 _ 12/8/,98 0/ ;00
I
J Profile I Comigurationl Call History I

Call History Tab, Grid View
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Profile Records
The Profile Record

A Profile Record contains all relevant information about a
customer or employee, such as name, telephone number,
location, e-mail address, and notes. You may edit Profile
information at any time. Your system administrator controls
the rights to edit this information.

Profile Record

Profile Subset

The Profile Subset

The top portion of a Call Record is called the Profile Subset.
The Profile Subset displays selected customer information,
such as company name, contact, and telephone number of
the caller. The System Administrator selects the information
to be displayed. The Profile Subset remains displayed when
you switch tabs to Call Log, Detail, Assignment, or Journal.

Company Profile

Customer 1D MACKMAPS

Company Machado Mapping Software
Phone (719) 555-3584 Fax (71
Address 9748 Ralston Road

City, 5t, ZIP | Manitou Springs

State, ZIP CO

Country US4

User? Maria-Neves

User2 Antoing

Userd Hilaria

Primary Contact
Marne Maria-Meves Machado
Title Omwiner

E Mail ID' marmac@macmaps.com
Phone (719) 555-3984

Extension

9) 665-2783

80926

Fax | (719) 555-3994

Profile I Configuration I

Call Histary

| CompanyName

SLA Class

Gold -]

Alert!

Set Alertlif you want users to check
notes when logging a call for this customer.

=

Notes/Comments

Company ID |mscmaps

See Profile for important notice D

Service Class

company  Machado Mapping Software Caller |Z| Gold
City, State | Manttou Springs Cco Phone [ ) - Fax|([ ) -
Wariablel | Maria-heves email | marmaci@macmaps.com
Call Record SLA Status
Stetus Open E Owner Joo E
Call
Dok cription “CmPUter desitop resets to defaut. J S Phone E
Activity E
J User 1
Call Type | Software E User 2
Priority 3 |z| Chronology
Close Information Received by
Solution J dodo 12M03/98 09:52:07 am
Last Update
Jofio 120388 09:52:56am
J Closed By

Root Cause |z|

I
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Creating
Profile
Records

You must create a Profile
Record for each new customer
or employee. You will use this
Profile Record for all
subsequent calls from this
customer.

Your system administrator

controls security rights to
create Profile Records.

A lightning bolt icon {;f on the

Status Bar identifies a field that
must be filled in.
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Create a Profile
Record

@ select Profile from the
Customer menu.

@ select New from the Record
menu.

0 Select the Customer Type.
O Click OK.

6 Fill in each field of the Profile
Record.

@ Click the Save Record icon.

Customer Type

Chrl+M

| Type |

Description

Equipment

Equipment Profile

il Customer
Fle Edit Yiew Hecord Mal Help

J]@@Qle%ml« PN

Customer: People -

People Profile

Employee D Address Semice Class
1125 Kally Johnson Bvd [ | =]

First Narne Alert!
| Suite 100 |

Last hame City. Urgent information akout user
‘Cnlnradn Springs |

Title State

[ | o |

Phone, Extension ZIP Code

|719) I ] 50920 J

e-mail [D Country

[ e

|Dapanmant ‘j Camments

Lacation

| =l

Room =

e i) 7_#
| r
Pofle | Consc | Configwation | CallHistory |




Solution  Acoe:

1

Editing Profile | Edit a Profile Record
Records @ select Profile from the

) Customer menu. T —
When a customer’s data “f"a B !‘E‘W ““‘ T I & |
. . . N <7 W Ll S BRI Oy w23
changes, you will want to edit e Edit the Profile Record. Costomer Poon R
the customer’s Profile Record. People Profile The Global Corporation
e’ Click the Save icon Em
. . ' . ployee D Address Semwice Class
Your system administrator (1125 Kelly Johnson Bivd | [oome =
-~ H : : First Name Alert!
controls security rights to edit o | e |
- ast MName ity Urgert information about user
Profile Records. |Roundires 9 | Colorado Springs | :
Title State
‘Te:hmcian | ‘CO |
Fhone, Extension ZIP Code
|719) 5557828 | 7828 | 80920 |
e-mail ID Country
|RRoundtresg@goldmine.corm| | | |
Department Comments
5 1= =
Location
|t Flor =]
Roorm
Last Changed 7‘
I [ | ]
Profle [ Coiec: | Conliguation | CallHistoy |
[evei 0 T .
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Deleting
Profile
Records

If your support center no
longer requires a customer
profile in the database, you
can delete it (depending on
your security rights).

Deleting a customer profile
cannot be reversed.
Information in a Profile Record
may be linked to other records
in your HEAT database. Not
all users have security rights
to delete customer profiles.
Always get permission from
your system administrator
before you delete a Profile
Record.

Be sure not to delete the Profile
Record of an open Call Record.

Your system administrator
controls security rights to
delete Profile Records.
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Delete a Profile
Record

Close all open Call Groups.

Select Profile from the
Customer menu.

delete.

Select Delete from the
Record menu.

Click Yes.

© 6 0060 060

Select the Customer Type.

Select the Profile Record to

Customer Type

Description ‘ | ok |

Cancel
Help

Equiprnent Profile

I Customer [_ O[]
Fie Edt Vie Mal Help
==l i T N
Customer: Orge |

CustiD w [ Cit [ state [ ziPcod
BAGARDEN 'Campany Community VA 22306
ACE-408 Fist Enfarcement Chicago L 50440
ACME Erevious BkePgllp Frescott Az Nt

Negt Clk+PgDn

AGDOOR Lot hge Door, Inc Pearl Harbor HO 430
ALLDAYPL o ling Bellevue 96006
CTURKEY Find. oy Cleveland b 44101
DISCON i Lal rete Washington 0224
EXECPLAN  NewCal Record ners Honolul HO geaz1
FRSOFT T Front Range Software Colorado Springs co 60903
IDE-111 Interational DataBiase, Inc Denver co o

[
Colorado Springs

[E]

PCGO PC To Go Gateway City co o g1290
PMGTCO Pavement Management Company Phoenix A7 EEDN2
TYLORFCI Tylar Fence Company, Inc Norman OK 73088
UFI-4085 United Funding Inc Alpany NY 02045

1| | 0|
= VPofle [ Contacts | Configuration | Cal History_|

Delete current record Ry
Call Logging

@ Delete current Profile?
0 |




Contact Records

The Contact Records displays a list of contacts associated
with a particular customer. You can use this information to
monitor and organize contacts more efficiently.

Custormer: Organization - AAGARDEM
CustlD

Cha ne
Janice Keller

S + Profile + Contacts ] + Configuration ] + LCall Higtary ]

Note: The Customer Type must be associated with a Contact
Table before the contact information can be viewed. If an Contact Record (Grid View)
external Contact Table is being used, information can be
edited and added, but not deleted. See your system

administrator for more information. Ganice]
Name | Bmy Dl

Title | Chief Operating Officer Phone  (B15)555-9576 4

Ret FaX
Address

Dear Mail mergelcodes

City StateiCounty hotes:
ZIPPostal code Courtty

Contact Record (Form View)
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Viewing
Contact
Records

You can view all contact
information available for a
particular customer. This
option is only available if your
system administrator has
associated your particular
Customer Type with a Contact
Table.
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View the Current
Customer’s Contact
Records

@ Select Contacts from the
Customer menu.

@ Double-click the record you
want to view.

Cuztomer

Solution  Acce
Profile. .. F5&

Custorner: Organization - AAGARDEN

CustlD
Ch
Janice Keller

i o Profile o Cortacts I « Configuration I  Call Histary I

— Contact

Company D
| AAGARDEN

MName

J

‘Char\ea Layne ‘

Title

‘meer ‘
J

Departrent

Phone
(B04) 555-2033

Extension

Fax
Etail
‘CLayne@au\ com ‘

Pufle |« Contacts [ o Configuration | Call Histry |

L]

Contact Record




Adding
Contact
Records

You can add new contacts
associated with a particular
customer.

Add a Contact
Record

@ select Contacts from the
Customer menu.

@ Select New from the Record

menu in the Customer
Window.

@ Type the appropriate

information in the Contacts

form.

9 Click the Save icon.

© Click File>>Close to close

the record.

Salution  Acce
F&

= Customer =] E3
File Edit ‘iew Y Msil Help
M Save \Bieg 255 ! | J | @ s;‘ lﬁ
Customer: Orgs Bheror
CustiD  pajate Mame
= - [E 033
it [B04) 5552039
Brevious [ElkPallp:
Mext Cri+Pabn
Last
Find
S Eile
&= + Prol puration |« Call Histary
— ———— NewCallRecord
Create new record Fr A

Fle Edt Mecod Mal Help

sz Rl s ss 5]

Customer: Organization - ACME

CustiD < Name
Brad Markford
ACME Bunny Sanero

ACME Debbie Soloman
ACME Leanard Manfeld
ACME Pat Himmer
ACME Rhoda Runner
ACME Sam Phandy

| Polle ] v Contoos | Conlguston |_ Gy ]

€
(520) 555-7898
(520) 555-7898
(520) 555-7898
(520) 555-7898
(520) 555-7898
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Editing Edit a Contact

Contact Record
@ sclect Contacts from the
Records Customer menu.
You can update contacts @ Double-click the record you i Jance el
associated with a particular want to edit
ag e - Ej =] onkacts anhiguration al I=tor
Customerbyedltmgthe _I + Profil I o Contact: « Caonfigurat o Call History
Contact Records. 0 Edit the record.
0 Click the Save icon. o £ gllnd ol ob
=2 AR AR NED
Customer. Qi - ACME
6 Click File>>Close to close T e T
the record. Aot Deoie Sl (3 (o 7
ACME Leonard kanfeld (520) 55578598
ACME Pat Himmer (620) 555-7898
ACME Rhoda Runner (620) 555-7898
ACME Sam Phandy (520) 5557898
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Deleting Delete a Contact Solution  Acce
Record Erafile... F5

Contact | Contacts [}
Select Contacts from the
Records

Customer menu. -5 —
File  Edit Wiew Mail  Help
p -~ p ~ . i p N> @ e | | New ChkN
If a record associated with a e Select the record you want to H;?tﬁ TR IFIEL &l
. . Al ustamer Orge |
customer is no longer valid, delete (Ao OO e : — T
~ : b AAGARDEN den C C it WA 22306
you can delete it from the ACE-A05 it oot c:\n::gunm ’ L a0
Previous Ci+Pglp
N . ACME c Prescott A7 @sa
Contact Records. o Select Delete from the AGDOOR ['jjt BUkPEPn e Door. Inc Pearl Harbor HO 43041
ALDAYRL oy Bellewse WA oE008
Record menu. CTURKEY e ey Cleveland OH 44101
DISCON Gojto Tl rete \Washington DC 2024
EXECPLAN | NewCalFlecad ners Honoluly Hesa
. FRSOFT  — Front Hangs Softwars Colorado Springs co 80903
Click Yes. IDB-111 Intemational DataBase, Inc Denver co gmm
JHCARE Intemal Health Care Edina MN 56435
: - NEI B, Inc Colorado Springs €0 aoeon
6 Click File>>Close to close PCGO FCToGo Gateway City o a0
PMGTCO Pavement Management Company Phoenix Az BE012
the record. TYLORFCI Tylor Fence Company, Inc Norman oK 73089
UFLA085 United Funding Inc. Albany NY 02045
4 | i}
El S Piofle | Contacts |  Configuration | CallHistary |
Delete current record A
Call Logging |

@ Delete curent Contact’?
O v |
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Configuration Records

Configuration Records contain information about a
customer’s environment configuration. The records appear as
rows in a Configuration Table.

A Configuration Table contains one or more Configuration
Records. Each element in the customer’s environment
appears as a record in the Configuration Table. With the
information in this table you can track each element of your
customer’s system.

Printer Hewlett Packard

+ Profile I + Contacts I + Configuration I + Call History |

|Criteria: CustType="0Organization' and CustiD="AAGARDEM' l_

003245

-
-

-
S

Configuration Record (Grid View)

I Customer [ O[]
File Edit Yiew Becod Mal Help
e SR s R AN
Custorner: O - AAGARDEN
—Computer Configuration
Notes
Asset Tag RAM
=
Computer Type Hard Disk 1
[Dasitop 5 ]
Make Hard Disk 2
(e = |
Modsl CD ROM
| Dimension %PS PI0C =l | |
Serial Number Network Card
B ] ] -l
Description
Original Purchase Maintenance Contract Coverage
‘ ‘Cﬂmd# B Responss (Hrs)
Warranty Date Vendor Expiration
T I
“Who to contact
 Frofie  Contacts | Corfiguration | Call Histary_|
Asset Tag Number for equipment Ny

Configuration Record (Form View)

3-12 CaLL LoGGING AT A GLANCE



Viewing
Configuration
Records

When customers call about
problems, use the customers’
Configuration Records to view
details about their system.

View Configurations

for the Current Call
Record

o Select Configuration from
the Customer menu.

@ Highlight the record you want

to view.

€@ Click the Form View icon.

Profile... F5
Contacts

Printer

1
EI o Profile + Contacts + Configuration |« Call History

Hewlett Packard -
»

@. CustType="Organization’ and CustiD="AAGARDEN"

[ Customer
File Edit Yiew Hecord Mail Help

O[]

[z S 5 e s w26 ]

Customer: O - AAGARDEN

—Computer Configuration

Serial Nurnber
e

Netwark Card

Assel Tag AN

Computer Type Hard Disk 1

|Deskiop [ J

Wake Hard Disk 2

B TSI |

Mol CD ROM

| Dimension xPS PEDC = J
\ J

Notes

Description

Original Purchase
“endor Contract #

Warranty Date

1=

Vendor

“Who to contact

Profie | Contacts | +* Configuation |« CallHistoy |

Maintenance Contract Coverage

Respanse (Hrs)

Expiration
i

Asset Tag Mumber for equipment

Configuration Record
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Adding
Configuration
Records

When a customer adds a
computer, printer, peripheral,
software application, or other
component to the system, you
will want to add a Configura-
tion Record forit.
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Add a Configuration
Record

o Select Configuration from
the Customer menu.

@ Select New from the
Record menu.

0 Select a Configuration
Type.

O click OK.

@ Type the appropriate
information in the

Configuration form. Each
form is different and requires
different information.

@ Click the Save icon.

@ select File>>Close to
close the record.

Profile... Fa
Contacts

Configuration Type B
| Type | Descriptinn |Q 0K I
Component 3 Peripherals and other equipment

Cancel |
Help |

Config for Computers
Printer Config far Printer
Configuration®ersion information for Software

Ty sl = E3
736 w Recod Mal Help
A S R AN
Customar: Organization - AAGARDEN
~— Computer Configuration
Notes
Asset Tag RAM
=
Computer Type Hard Disk 1
=]
Iake Hard Disk 2
\ = |
Ilodel CD ROM
\ = |
Serial Number IMetwork Card
Description
Original Purchase Iaintenance Contract Coverage
‘ |C““"a°t# |J Response (Hrs)
— o
Warranty Date Wendor Expiration
—
Who to contact
o Profle  Contacts | o Corfiguration [ Call History
Asgel Tag Number for equipment \ ’_ 4




Editing
Configuration
Records

You can revise information
about a customer’s system by
editing the Configuration
Record.

Edit a Configuration
Record

Select Configuration from
the Customer menu.

Double-click the record you
want to edit.

€@ Edit the record.
@ Click the Save icon.

© select File>>Close.

Profile... F5
Contacts

| Tipe ‘ Description

o
=

Equiprnent Profile

File Ed Becod Mail Help
[goElz=y smalx 2] s ]
Customer: Organization - AAGARDEN
— Computer Configuration
MNaotes
Asset Tag RAM
03237 =
Computer Type Hard Disk 1
|Desklnp ‘j ‘ ‘
Make Hard Disk 2
Dsl |
Iodel CD ROM
|D\man5\nn XPE POOC ‘j ‘ ‘
Serial Number Network Card
lsovio . | P
Description
Original Purchase Maintenance Contract Coverage
Cantract # Response (Hrs)
- -
Warranty Date Wendor Expiration
I 1
‘Who to cantact
B Puofle | Contacts |  Configuration |+ Call History_|
Asset Tag Number for equipment 1|z
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Copying and
Moving
Configuration
Records

You can copy and move
Configuration Records as
equipment is moved in or out
for repair.

You can move records when a
customer transfers parts of a
system to a different
department or different
customer. You can copy
records if more than one
department or customer shares
an element.

Customer Type 1 is the open Call
Record customer and can provide or
receive the transferred element.
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Copy or Move a
Configuration Record

@) select Asset Config Window
from the Accessory menu.
Configuration information from
the open Call Record appears
inthe Accessory
Configuration Maintenance
form.

From the View menu, select
Transfer Mode or select the
Transfer Asset Info icon from
the toolbar.

Select the Customer who will
provide or receive the
transferred elements.

9 In one of the tables, highlight
the Record to be copied to the
othertable.

@ click Copy ¥ or Copy 1 to
copy the record to the other
table,

or,

@ Click MoveV or Move to
move the record to the other
table.

@ Select File>>Exit.

AutoT azk  Window Help

Table Maintenance...

Config “window. ..

[Ee @ =Ty sa @]

m Record Help

| v Aasets Tab

LCustomer Tab

Form

Toolbar...
v Status Bar

| Transfer Assets Fron: Custorner Type [Peorle

E SE\ECLE

(Computer

pute De
Cormponent

honitor

Description

Printer 00001 Printer Hewlett Packard HP Laseret lllsi
Software Operating Systm  Microsoft Windows 95
Software Database Microsoft Access 95
Software Database Lotus Approach 3
Software Word Processor - Lotus Ward Pro 5
Software Wiord Processor - Lotus Ward Pro 5
1 Cory Yo | T MME L Move | 4 Dekts | % Delats
Transfer Assets To:  Customer Type | Diganization =| 1D [BAGARDEN | Select,
ConfigType AssetTa EquipType Ilake Iladel Description
Printer 003245 Printer Hewdett Packard HP LaserJet 4P
Software Operating Systm  Microsoft Windows 95
Software Database Microsoft Access 2
Software Database Intemal FOCUs 5Ba
Asset Configuration TransTer Mode S
: Validate from Profile =] B
L ]

Computer
Computer

“ersa 4050c
Dimension 120C

Ianitor DELL 15 inch Ionitar

Computer DELL Dimension XPS P90 Desktop
000300 Monitor DELL 14 inch tonitor
000301 Cornputer DELL Poweredge EL5120 Desktop
000321 Computer Dell Dimension XPS 168 Desktop
000333 Computer DELL Dimension XFS P20 Desktop
000340 Cornputer Dell Dimension P133v  Desktop
000343 Computer Dell Dimension P133v  Desktop

Boolean Search

Duick Search
geach |

Showal |

Eint
LILI Page Setup...




Deleting geleft_e a = :
. . onfiguration Record "=
Conflguratlon 9 Coontacts
o Select Configuration from
Records the Customer menu.

If a customer removes an

sz LU TN
@ Select the record you want to 7L‘ | aes]
element of the system, you can delete. M 2

ens
e Printer Hewlett Packard HP LaserJst 4P

remove the element’s

Brorous G, paetase Intemal Focus 56a
. . . = Patab: Mi ft A 2
Configuration Record. 0 Select Delete from the L s Mo Wit 95

Record menu.

@ Click Yes. Call Logging =]
6 Select File>>Close. @ Delete current Configuration™
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Creating a
call for an
asset

You can create a call for the
customer who owns the
current assel from the Asset
Config Window>>Record
menu.

This creates a call for the
customer who owns the
current asset and transfers the
asset’s information to the new
call record.
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Create a call for a
current asset

Select Asset Config
Window from the
Accessory menu.

Select the asset record to
create a call record for.

Select Create Call for
Asset from the Record menu
to open the Call Record.

AutoTask  Window Help
Table Maintenance...

Config ‘Window... o

‘ I Asset Conhiguration Maintenance

%
Fle Edi Vew Recod Help

|7 @[22 mm <> A]29(n]

| Seawchfor @ CustlD © AssellD  SerialNumber © Oiher | =] EnterCitera Seach |

Software Word Processor Lotus Word Pro 5
Sofware Graphics Wicrosoh MS Power Paint 97
Computer 003239 Deskiop Dell Diension XPS PI0C B
0l | LlJ
27| hssets [ o Customer

Help
Mew. . Chrl+M
HaENE [t
Sfandom
Delete...
FEirat
Previouz Ctr+FPglp
et Ctrl+Pgln
st

Transfer szzet Info




Transferring
Asset
Information
to the
Current Call
Record

You can transfer an asset’s
information to the current Call
Record.

Transfer Asset
Information to the
Current Call Record

o Select Asset Config
Maintenance from the
Accessory Menu.

Select the Asset Record
you would like to transfer.

Select Transfer Asset Info
from the Record menu.

[ S |

| Transfer Assels Fram: Custamer Type [People

=l |HM1235

[ Seect. |

Model Description

1343 Dimension P133:
Component 000350 Monitor DELL 15 inch
Printer 0ooo1 Printer Heuwlett Packard HP Laserlet llisi
Software Operating Systrn Microsoft Windows 95
Software Database Microsoft Access 95
Software Database Lotus Approach 3
Software Word Processor  Lotus Word Pro 5
Software Word Processor  Lotus Ward Pro 5

tom | Boom | Trove | LMo

| $oekte | # ot |
Tiansier Assets T Customes Type [Orgarization |¥] 1D [AAGARDEN | | Selet 9

ConfigType AssetTa EquinType Iake fodel Description
Printer 003245 Printer Hewilett Packard HF LaserJet 4P
Software Operating Systrm Microsoft Windows 95
Software Database Microsoft Access 2
Software Database Internal FOCUS 6B6a
Asset Configuration Transfer Mate ES
Becord Bl

Mew... Chrl+M

SanE [t

Abandon

Delete. ..

Firat

Previouz Chil+FPglp

Meut Chil+Palin

[Cagk

Create Call far Azzet
Transfer Azzet Info Q
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Call History

The Call History Record displays all Call Records for the
customer. You can use this information to determine if the
customer’s call has a Call Record or requires a new one. The
information shows how often the customer calls and the
kinds of calls the customer makes.

g Ha ] h
Open Mew Employee 2/ 293 5/8/00 Set up compu

00000085 3 Cpen Send Literature £/ 800 5/ 800 0/ 000 Custamer regested Widget manual addendem n e-format.
J + Prafile  Contacts |« Configuiation |+ CallHistory_ |

Call History (Grid View)
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Viewing Call
History

You can view a customer’s
Call History before you create
a Call Record. The current call
may already exist on a Call
Record.

You can also find out what
types of calls the customer
makes and if this problem has
occurred previously.

TIP

You can view a custoner’s Call
History before creating a new call.
Select Customer>>Search, enter
profile criteria and select Search.
Next, select the Call History tab.
From there, a call may be selected
by double-clicking on the record or
a new call can be created by
clicking on the New Call icon.

View the Current
Customer’s Call
History

@) Select Call History from the

Customer menu.

you want to view.

Profile....
Contacts
LConfiguration...

Solubion  Acce:

F&

Custorner: Custormer - MACKMAPS

CalllD | Priority | Callstatus
. 00000073 [3 ]
@ Double-click the Call Record [ 3 open SFsofvere

CallType | RecvdDate | ModDate [ClosedDate
T

12/ 0798

12/ /98

07 0700

J Profile J

Configuration

Call History J

Company D macmars

Company | Machado Mapping Software

City, State | Manitou Springs
Warishle]

See Profile for importart notice [ ] Service Class

E Gold
0o | Phone | (719 5553564 Fax (719) 555-8375

Caller | Maria-Meves Machada

email | Marmac@macmaps com

Call Record SLA Status
Stetus ppen E' Cravner Jodo |z|
Call
g Enlarged maps cant be copied o pasted J Source Phone |z|
Activity |Z|
J Uiser 1
Call Type  Software E| User 2
Priority |3 E Chronology
Close Information Received by
Solution J Jofo 120298 10:58: 36am
Last Updlate
Jofo 120298 03:27.45pm
J Closed By
Ract Cause E f8

Selected Call Record
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IN THIS CHAPTER

About Call Groups

Opening Call Groups or
Hot Lists

Calls on Hold
Boolean Searches
Creating Call Groups
Editing Call Groups
Editing Boolean Searches
Saving Call Groups
Deleting Call Groups
Creating Hot Lists
Adding to Hot Lists
Opening Hot Lists
Editing Hot Lists
Deleting Hot Lists

Removing Calls From Hot
Lists

Call
Groups

Call Group is a collection of Call Records that may
or may not have similarities. A typical Call Group
has calls that have one or more things in common.

For example, let’s assume that you want to see all the Open
Call Records that are for defective parts. You can easily
create a Call Group that has only Open Calls with a call

type of “Product Issue.”

Another type of Call Group is a Hot List. It contains calls
that have been manually grouped together. AHot Listis a
collection of Call Records that may not have any
similarities. You can create a hot list and manually add
any number or type of calls you wish. Hot Lists can be
created for personal, team, or global viewing.

A Call Group can include one or more calls, and you can
create as may Call Groups as you wish. You can view or
work with the Call Records within a Call Group, search
through them for various characteristics, and run reports
or AutoTask actions against them.
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About Call Groups

A Call Group is a collection of Call Records. You can have as
many Call Groups as you want. All the data at your disposal
resides in the open Call Group. You can view or work with
these Call Records, search through them for various
characteristics, and run AutoTask actions against them.

Predefined Call Groups

The Demo database contains several predefined Call Groups
that you can use or modify. Examples include:

+ All Calls

+ All Active Calls

* Open Calls for Type
Work Group contains all Call Records you have created,
modified or opened during your current working session.
Use Work Group for quick access to your current work
session’s Call Records.

Calls on Hold contains all unsaved Call Records you have
placed on hold. HEAT creates this Call Group when you put
a Call Record on hold. When you save a Call Record, it is
removed from Calls on Hold.

Creating Call Groups

You can create a Call Group to contain all Call Records that
share one or more common features. Carefully created Call
Groups can help you work more efficiently. For example, you
can group your unacknowledged calls together, or make a
group of all calls from a certain customer.
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Hot Lists

A Hot List is a special type of call group. Calls in a typical
Call Group have similarities such as call type or call status,
but a Hot List is a collection of unrelated calls that are
manually added. You can include any call type or number of
calls you wish.

Every user has a personal hot list called “My Hot List,”
available only to that user. To use My Hot List, add calls to
My Hot List. You might want to use My Hot List as a “To Do”
list that includes any calls you need to work on that day.

You can also create other personal Hot Lists that are
accessible only to you, or create Hot Lists that can be shared
among teams or globally. Some Hot Lists may be restricted to
specific teams. For example, you can create a Supervisor Hot
List that can only be accessed by the Supervisor team
members.

Using Call Groups

What can you do with Call Groups?

* Schedule your work to make sure it gets completed on
time.

* Organize your work by priority to make sure the most
important tasks get done first.

* Track your work according to various criteria.

e Alert you to new calls, calls from important customers,
or return calls.



Opening Call
Groups or Hot
Lists

Call Groups and Hot Lists are
saved to a view. The “view” is
the audience who can access
the Call Group or Hot List.
When you select a view, the
window displays all the Call
Groups and Hot Lists
contained in the view.

The icon next to the Hot List
indicates the view defined for
the Hot List.

7. Personal View:
Available to you only.

% Team View: Available to
a specific team.

%2 Global View: Available
for global viewing,.

Open a Call Group
or Hot List

@ select Open Call Group
from the Group menu.

@ sSelect the view containing
the Call Group you want.

* The Personal view displays

your personal Call Groups
and Hot Lists.

®* The Team view displays

Call Groups and Hot Lists
for the selected Team.

* The Global view displays all

Global Call Groups and Hot
Lists.

* The All view displays all
Call Groups and Hot Lists
available to you from the
personal and global views

and from your primary team.

If you select the Team view,
select a Team from the drop-
down list.

0 Select a Call Group.

© click Open.

Group

Custamer  Solution  Accessor

Ctrl+0 o

Mew Call Group. .

Open Call Group...

2 Open Call Group [ [O]x]
5 Wi
" Personal Close
 Team o J -

" Global Help
= Al 9

Al non-closed call records

All call records

(% Aviane Calls Ariane should see ew Hat List.
{3 Jofo Jo#io's research project —
[fe Luvvanda Calls Luwvanda should review

[ by active calls Assigned to me, not resahsed Edit
% Wy new assignments  Assigned to me, not acknowledged
¢ Open Callsfor Type Al non closed calls for a specified CalType

7; Smedley Smedley's Research

Delete..

PfE b

Associated Toolbar Button:

CaLL Grours 4-3



Using the
Calls on Hold
Call Group

You can put a Call Record on
hold when you have not saved
the Call and you want to
create another Call Record.
The Calls on Hold Call Group
is created when you put a Call
Record on hold. You can
access Calls on Hold from the
Group menu.

A Call Record on hold is not
saved in the database. If the
System Administrator commits

an edit set, you will lose all
Call Records on hold.

A Call can be put on hold, even if all
of the required information has not
been entered.
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Put a Call Record on
Hold

@ select Put Call on Hold
from the File menu.

SN Eclit “iew Group
Mew Call Record
Save Call Record
Lock Call Record
Unlock All kty Calls
Customer Type...

Quick Cloge
Fut Call on Hold

Customer

Chrl+MN
Chrl+3
Chrl+L

Chrl+T

F10

Cirl+H o

Open the Ca" Group, m Customer  Solution  Accesso

Calls on Hold

o Select Calls on Hold from
the Group menu.

MNew Call Group...
Open Call Group...
Simple Search
Close Call Group

Wiork Group

Calls an Hold

Ctrl+0




Creating Call
Groups from a
Boolean
Search

You can create a call group
from Boolean Search results. A
Boolean Search is different
from a Simple Search because
Boolean Searching lets you use
more than one condition.

For example, with a Boolean
Search you can locate all
records that all meet the
following criteria:
¢ Call Record must be Open,
AND

¢ Call Record must have
“hardware” as the call
type, AND

¢ Call Record must have
“Chris” as the tracker.

If a call record does not meet
ALL of the above criteria, it is
not added to the group.

The results of a Boolean Search
can be converted into a Call
Group.

Boolean Search, Chapter 5 and
@Functions, Chapter 8 and
Appendix C.

Create a Call Group
from a Boolean
Search

€@ select New Call Group
from the Group menu.

Q Type a name for the group.

0 Type a description for the
group.

0 Choose a view from the
Save to View box.

6 Select a table or @function
from the Table Name drop-
down list. (The Table Name
List includes the tables in
Call Logging as well as the
@function.)

Choose a Table Type. (This
field is available only if you
selected a Detail, Profile or
Subset table in step 5.

Click the Fields From All
Table Types check box (if
available) to include all the
fields from all the available
table types in your search
criteria.

0 Go to next page.

[Elallldl Customer

Mew Call Group...

Dpen Call Group...
Simple Search
Close Call Group

7 New Call Group

Name: Open Hardware lssuss

Solution

ACCESS0

Bun

Description; |2l Open Hardware lssues]

Sawve To View
& Personal

— ©

» Teem [

C Global

0O -

Field: Text

Save
Save and Run
Cancel
Help

Operators

Table Name
[CallLog o -l
Table Type

W

CallD

CallSource
CallStatus

Cause
CDuration

Check
3
<
N Order By
«
>

LI

.
|

Browse Field Data

Expression Text

[CallLog.CallStatus} = 'Open’ AND {CallLog.CallType} = Hardhware' =
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© Double-click a field in the

Boolean Search, Chapter 5.

H H Name: [Open Hardware lssues Fun
Fleld TeXt bOX Thls Description: [Nl Open Harchware Issuss] Save

becomes the first part of the

Save ToView Save and Bun

Boolean expression. e e
 Global Help

@ Double-click an operator in

Tahle Name Field: Text Opgrators

4 s

the Operators list. feais . E &
Table Type e N Order By
Cause <=
. - CDuration =l |- =l
m Click Browse Field Data. - 11 ST

Expression Text

[fCallCog CallStatus} = 'Open’ AND {CallLog CallType} = ‘Hardware' =l

@ Choose a value from the list
(you can also type your own
value into the Expression
box).

|

@ Click Select. List of Walues:

(@ Click Check to verify that
your expression text is
correct.

(B Click Run or add multiple
conditions as described on
the next page.

2 New Call Group [x]

Name: Open Hardware |ssues Bun

Description: Al Open Hardware Issues| Seve

Save To View Save and Run

& P |
ereene Cancel
 Team
€ Globel Help
Table Name Field: Text Operators
[canLag =] [camD =] Check
Callsource o o
Tebls Type el N Order By,
Cause «
CDuration =l = =l
= Birowse Field Data And or
Expression Text
[iCallLag CaliStetus} - Open’ AND {CallLog, CalType} - Herdware' =
|
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Boolean Search, Chapter 5.

Click AND to add another
statement. For example,
CallLog.CallStatus=‘Open’
AND CallLog.
CallType=‘Hardware’

( Click ORto add a varying
statement. For example,
CallLog.CallStatus=
‘Reopened’ OR CallLog.
CallStatus=‘Open’

@ click Order By.

@ Double-click one or more
names from the Field List.

¢l) Select Ascending or

Descending order.
@ Click OK.

¢ Click Save and Run.

— Edit Call Group [ %]
Mame:
Description:  [Allnor-closed call records
Save To View
 Personal
© Tesm [ =
& Glahal
Table Name Field: Text
CallLog =
CallCount
CallDesc
Table Type calne
CallSource
CallStaius
o

Browss Field Data |

Expression Text

[{CallLog CallStatus} < 'Closed'

|
Order By m
Table Name ax
CallLog - Gzl
Cancel
Field List Order by List
Add 2> CallLog.CalTs Help
& Ascendin
C Descend@
Cause
CDuration | <« Bemave
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Creating Call
Groups From a
Simple Search

A Simple Search is a query
based on one condition. For
example, you can search for all
the open Call Records.

To run a Simple Search, select
your query from a list of
predefined queries. Your
system administrator sets up
the predefined queries. When
you search within the group,
the group is “narrowed”
because HEAT looks for the
search criteria and closes any
other records that do not meet
the criteria.

After running a Simple Search,
the query results are a Call
Group. HEAT searches within
the selected Call Group for
your new criteria and creates a
new Call Group from the query
results. The group you selected
to search is retained.

SEEALSO

Simple Search, Chapter 5.
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Create a Call Group EX3

from a Simple Search

o Select Simple Search from
the Group menu.

Q Choose a search criteria.

0 Select an Operator from the
drop-down list.

Enter a value in the value
field or click Browse to
display a list of available
values.

6 Click Narrow an open call
group to search within a
specific group.

Q Select the search group
from the drop-down list.

@ Click Create a new call
group to create a call group
from the search results.

© ClickRun.

Mew Call Group...
Dpen Call Group...

Simple Search

AsgnmntAssignee
AsgnmntGroupMame
CallLlog.CallDesc

Close Call Group

12

CallLog.CallStatus

Simple Search for Field "CallLog.CallStatus" [ ]
Operator: “alue: 8 Bun

| |Open Browse...
Cancel
¥ Narrow an open call group 07" [an Calls 0 | Help

W Create = new call group a



Editing Call
Groups

You can edit a Call Group’s
criteria. The editing screen
displays the criteria set up
when the Call Group was
created. You can change the
data in any field, or create a
new Boolean Search.

Select a Call Group
to Edit

@ To edit the displayed Call
Group, select Edit Group
Criteria from the Group
menu.

To edit a closed Call Group,
select Open Call Group
from the Group menu.

© Highlight a Call Group to
edit.

o Click Edit.

Quslomer Solution  Accessary

Mew Call Group
Open Call Group...
Simple Search
Close Call Group

Wark Group

by Hat List

Save Criteria As..

Edit Group Criteria...

Sroup

Customer

Ctrl+0

Solution  Accessor

Mew Call Group. ..

Cpen Call Group...

2 Open Call Group
Wiew

 Personal

" Team
 Global
* Al

[l Active Calls
Fa All Calls

% Ariane

I7; Jogo

e Luvwanda

[T by active calls

[T by new assignments
fa Open Calls far Type
Fi Smedley

All non-closed call records
All call records

Calls Ariane should see

Jofn's research project

Calls Luvvanda should review

Assigned ta me, nat resolved

Assigned to me, not acknowledged

Allnon closed calls for a specified CallType
Smedley's Research

Associated Toolbar Button:

0
X

Qpen
Close

Help

Add
MNew Hot List

Edit

IEfE i

Delete
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You can edit Call Groups only if
you have the appropriate security
rights.

4-10 CaLLLoGGING AT A GLANCE

Edit Call Group
Criteria

@ To change the Call Group
name, type a new name in
the Name field.

@ To change the Call Group
description, type a new
description in the
Description field.

@ Tosavethe CallGroupina
different view, select a new
view in the Save To View
box.

O cCiick save.

Marne: Bun
Description: [l nan-tlosed call records e ¢ ’ Save
Save To View Save and Run
© Personal
Cancel
# Temm |
& Global Heln
Table Name Field: Text Operators
CallLog - Check
Table Type Oreler By.
CallStatus =
5
Browse Field Data. | &d | o |
Expression Text
[(CallLog.CallStatus) <> 'Clased' =
|




Editing
Boolean

Searches

You can edit a Call Group’s
Boolean Search criteria, which
was set up when the Call
Group was created.

Use the Edit feature to change one
or two details. Edit should not be
used to replace all the criteria.

Edit a Boolean
Search

@ Highlight the expression text
to be edited.

9 From your keyboard, press
Delete.

0 Select a table name.
@ Double-click a field text.
6 Double-click an operator.

Click Browse Field Data if
available.

@ Double-click field data.

@ click AND to add another
statement. For example,
CallLog.CallStatus=‘Open’
AND CallLog.
CallType=‘Hardware’

Click OR to add a varying
statement. For example,
CallLog.CallStatus=
‘Reopened’ OR CallLog.
CallStatus=‘Open’

{ Click save.

2 Edit Call Group [ %]
Desciiption: |4l non-diosed call recards ‘ I : [ Saue
Save To Yiew Saye and Run
5
Personal | Cancel
T [ E Q
~ Glohal Help
Table Name Field: Text Operators
CallLag ~ Check
CallCount Red
CalDesc <
Table Type oDy N Order By
CallSource <=
CallStetus =l |- =
d Browse Field Data. ‘3 And Or
Expression Text
(CallLog CallStatus} <> ‘Closed"
-]
Browse Data m
List of Walues: Select
OutSource_d Eramasl
Researching o
Suspended —
“Waiting oeip
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SaVing New Save New Search [Elalil<l Customer Solution  Accesso

.. . |Criteriato a New Call  bewCallGroup..
SearCh Cr]_terla Group Open Call Group... Cirl+ 0

Simple Search +

tO NEW Call Close Call Group

Select Save Criteria As

from the Group menu in an Work Group
Groups open Call Group. _
You can change the search My Hot List
criteria of a Call Group, then © Type the new name.

save the new criteria as a new

Call Groun. This feature € Edit the description, if
P necessary.

0

creates a copy of an existing

Ca]l Group' The Orlglnal Cd]l I 1 Unsaved New Group - Save As
G . t deleted ICK a view wnhere you wan
roup is not deleted. e
p to save this file. [N P 2 ) ) = |
° The Personal VieW iS Description: ‘AH non-closed call records 0 Cancel
accessible to you only. e T i Help
* The Team view is accessible  Persanal
Only to members Of the o Ieamo|AuluTickelGeneralUrTeam j
e « Global Aszsignee Team -
specified team. =
. HD Staff LR Team
You can save a task in a personal « The Global view is HD Staff Team
7 p ; . MgrCon Tearn —
view, a teant view for a teant to accessible to all HEAT Supervisor Team -
which you belong, or a global view. users.

You can see all of these views by
clicking “All,” but you cannot save 6 If you select the Team view,
to the “All” view. select a team from the drop-
down list.

O click oK.
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Deleting Call
Groups

You can delete Call Groups,
depending upon your security
rights.

Use caution when deleting a
Call Group. Once it is deleted,
a Call Group cannot be
restored.

Delete a Call Group

o Select Open Call Group
from the Group menu.

@ Highlight a Call Group to
delete.

@ cClick Delete.
O Click Yes.
© click Close.

[e[Gl@ Customer Solution  Accessar

Mew Call Group. ..

Open Call Group...

2 Open Call Group

Wiew

 Persanal

Open

" Team
T Global
« Al

‘i [l

e All Calls
% Aviane
?; Josio
e Luanda

% My active calls

% by nesw aissignments
P Open Calls for Type
73 Smediey

J Close

Help

il

All hon-cloged call recards
All call records

Calls Ariane should see
Jo#o's research project
Calls LuvWanda should review

Assigned to me, natresokved

Assigned to me, not acknowledged

All non closed calls for a specified CallType
Smedley's Research

Add
Mew Hot List.
Edit.

Delete

i)

Associated Toolbar Button

Call Logging E

@ Delete call group Open RRAY

O x|
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Creating Hot
Lists

A Hot List is a special type of
call group. While typical call
groups have similarities such
as call type or call status, a Hot
List is a collection of unrelated
calls that are manually added.
You can include any call type
or number of calls you wish.
The calls do not need to have
any similarities.

A personal Hot List called “My
Hot List” is already set up on
your system. All you need to
dois add calls to it.

You can also create new Hot
Lists for personal use or for
viewing by specific teams or
the global audience.

4-14 CarLLLoGGING AT A GLANCE

Create a Hot List
from the Menu

@ select Add Call to Hot
List>>New Hot List from the
Group menu.

@ Type a name for the new
Hot List.

Type a description for the
new Hot List.

@ Click the view where you
want to save this Hot List.

* Personal View: The Hot
List is accessible to you
only.

* Team View: The Hot List
can be viewed by members
of the specified team.

* Global View: The Hot List
can be viewed by any GMSS
user with Hot List access.

6 If you select Team, select a
team from the drop-down
box.

@ cClick OK.

[Ela=W Customer Solution  Accesso

Mew Call Group..

Dpen Call Group... Ctrl+0
Simple Search 4
Close Call Group

Wiark Group

by Hiot List

Sawve Criteria..
Save Criteria As..

Edit Group Criteria...

Fefresh Group Ctrl+E
Call Record Mawvigation *
Call Becord Browse... Cirl+B

Add Call to by Hot List Crl+h n
Add Call to Hot List I

MName: ’_g

Description | 6

Save To View

 Personal

5 g

o] Igam Supersisar Team

 Global

) o |

Cancel

[ Cusd |
Help




You can use My Hot List or create
your own Hot Lists, depending on
your security rights. You can
create any number of Hot Lists,
depending on the size of your
database.

|About Call Groups, in this chapter.

Create a Hot List
from the Open Call
Group Dialog Box

@ Sselect Open Call Group
from the Group menu.

@ Click New Hot List.

0 Enter a name for the Hot List
in the Name field.

0 Enter a description for the
Hot List in the Description
field.

6 Select the view where you
want the Hot List stored. If
you select Team, choose a
team from the drop-down list.

@ Click OK.

@ cClick OK. The Hot List is
created but cannot be
opened until you add calls
to it.

© click Close.

(]G Customer Solution Accessor

Mew Call Group. ..

Open Call Group. .

2 Open Call Group

Wiew

" Personal

" Team | J 0&
© Global Help

& A

[
e Is All call records

(%4 Ariane Calls Ariane should see Mew Hat List
73 Jodo Jofio's research project — -
?u Luanda Calls Luv'anda should rewiew

Assigned to me, not resokved Edit
Assigned to me. not acknowledged

All non closed calls for a specified CalType
Smedley's Research

B Wy active calls

(B Wy new assignments
[f¢ Open Calls for Type
73 Smedley

Rl b

Delete...

_

Associated Toolbar Button:

2‘ Create Hot List

Mame |\mperial Softeare e 6
Description: |Open Calls from Imperial Software Enterprises| sl
Save To View Help
~ Personal
C Team J
 Global
Call Logging

The Personal hot list test has been successhully created. The hot list group cannot be opened vet because it does not
contain any calls. Once you have added calls, you can open the hot list group from the Open Call Group option on the:
Group menu.

0
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Adding Call
Records to My
Hot List

My Hot List is your personal
group of calls. For example,
you might want to create a
“Top 5” issues list to use as a
To Do list for the day.

Any number or type of calls
can be added to My Hot List.
Use these steps to add the
currently displayed call to My
Hot List.
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Add a Ca" Record tO m Customer Solution  Accesso

My Hot List

@ select Add Call to My Hot
List from the Group menu.

© cClick OK.

MNew Call Group...
Cirl+0
Simple Search +

Open Call Group...

Close Call Group

Wiork Group

by Hot List

Sawve Criteria As..

Edit Group Criteria...

Refresh Group Ctrl+E

Call Record Mavigation ¥
Call Record Browse... Ctrl+B

Ctrl+hd

Add Callto by Hot List

Call Logging [ x|

& Call 00000071 has been successfully added to My Hot List




Adding Call
Records to
Other Hot Lists

You can add the currently
displayed Call Record to any
Hot List you can access.

Add a Call Record to
Another Hot List

@ Select Add Call to Hot List
from the Group menu.

e Select a hot list.

© Click OK.

mgustomer Solution  Accesso

New Call Group...

Open Call Group... Cirl+0
Simple Search 4
Close Call Group

Wark Group

by Hot List

Sawe Criteria As...

Edit Group Criteria...

Fefresh Group Cirl+E
Call Fecord Navigation »
Call Becord Browse. .. Ctrl+B

Add Call to by Hot List Crl+kd o
dd Call to Hot List Mew Hot List

T3 Jodo's Hot List
All Active Calls ?: Sharon's Hot List
Al Calls
Iy Assignments

%1
%2
% 4

Call Logging [ ]

& Call 00000016 has been successfully added ta Sharon's Hat List.
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Opening My
Hot List

My Hot List is for your use
only. It is already set up on
your system; all you need to do
is add calls to it.

There are different ways to use
My Hot List. You might want
to use it as a To Do list. It can
include all the calls you need
to work on today. Or you could
use My Hot List to include
Call Records for a research
project.
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Open My Hot List

@ select My Hot List from the

Group menu. If no calls have

been added yet, a message
appears, stating “0 call
records found.”

[E{{all[<l Customer Solution  Accesso
Mew Call Group...
Open Call Group... Ctrl+0
Simple Search »

Cloze Call Group

Wiork Group

by Hot List




Editing Hot
Lists

You can change the name,
description or view location of
a Hot List at any time. There
are two ways to edit a Hot List:
through the Open Call Group
dialog box and through the
Edit Group Criteria dialog box.

Editing a Call Group, in this
chapter.

Edit a Hot List

@ select Open Call Group
from the Group menu.

@ select the view where the
Hot List is stored.

0 Select a Hot List.
O cClick Edit.

6 Edit the name, description,
or view location.

O click oK.
@ ciick Close.

Custormer

solation  Accessor

Mew Call Group...

Open Call Group...

% Open Call Group

— Wiew

" Person
€ Team upport Skaff

Open
LCloze

Help

|

" Global

& Al
fg AllCalls 9 Al
?U Al Calls Oldest 13t All call records, reverse order
?U Aszignments by Group  Yiew assignments for a selected group
?U Calls by Region All active calls by Fegion
P ot List
?.: v Active Azzighment  Active assignments for my login (D
?U My Mew Assignments  Unacknowledged assignments for my Login
?U Mew Azzignments Calls with unacknowledged assignments
?u Open Calls for Type All non closed calls for a specified CallType
7o OpenFkA Al Dpen RMA issuss
?U Overdue Calls Callz w/overdue azsignments
?U Priarity 1 Fricrity 1 Open Calls
?U Priority 2 & 3 Priority 2 & 3 Open Calls
?U SLA Triggered Calls Callz with SLA activity
72 Sharon's Hot List

Agsociated Taoolbar Buttan:

Mew Hot List...
Edi...

Delete...

PEEE bW

Lel

L

2 Edit Hot List | x|
Mame: IChns‘ Hat List 6
Description: IChns‘ manthly calls [E— |
Save To Vi Help |
€+ Personal
" Team Support Staff j
" Global
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Deleting Hot
Lists

You can delete a Hot List. This
procedure cannot be reversed.
Your system administrator
controls rights to delete Hot
Lists.

You cannot delete My Hot List.
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Delete a Hot List

o Select Open Call Group
from the Group menu.

@ Select the view containing
the Hot List you want to
delete.

@ Select a Hot List to delete.

@ Click Delete.
© Click Yes.
@ cClick Close.

eIl Customer

Mewy Call Group. ..

Open Call Group.

Solution  Accessor

%2 Open Call Group

i

" Personal

© Team upport Staff

" Glaobal
& )

=]

Lloze

%]

Help

[7a Al Calls

7o Al Calls Oldest 15t
?U Azzignments by Group
?U Calls by Region

My Active Azsignment
My New Aszignments
MNew Assignments
Open Callz for Type
Open RMA

Ovwerdue Calls

Pricrity 1

Pricrity 2 & 3

SLA Triggered Calls
Sharon's Hot List

L2 )

<

R e o e Fa e )

17

Bl
All call records, reverse order
‘Wiew azzsignments for a selected group
All active callz by Region

Active assignmentz for my login 1D
Unacknowledged azsignments far my Login
Calls with unack nowledged azsignments
All non closed calls for a specified CallType
Al Open RMA izsues

Calls w/overdue assignments

Prionty 1 Open Callz

Priority 2 & 3 Open Callz

Calls with SL& activity

Mew Hat List...

Edit...

PR LEE

Delete..

KNl

Aggociated T oolbar Button: |

Call Logging E
@ Delete call group Chiz' Hat List?




Removing Call
Records from
Hot Lists

You can remove the currently
displayed Call Record from
the open Hot List. You cannot
undo a deletion. Your system
administrator controls rights
to remove records from Hot
Lists.

Remove a Call
Record from a Hot
List

@ select Remove Call from

Hot List from the Group
menu.

Mew Call Group...
Open Call Group...
Simple Search

Close Call Group

YWork Group

by Hot List

Sawe Criteria As...

Edit Group Criteria. .
Refresh Group

Call Record Mavigation
Call Record Browse...

Add Callto by Hot List
Add Call to Hot List
Bemowe Call from Hot List

mgustumer Solution  Accesso

Ctrl+O

Ctrl+E

Ctrl+B

Ctrl+hd
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IN THIS CHAPTER

Finding Call Records for a
Customer or Employee

Browsing Call Records

Finding Call Records by
Call ID Number

Finding Transferred Calls
Activity Logs
Finding Table Entries

Quick Searching Validated
Fields

Finding Records with
Simple Search

Finding Records with
Boolean Search

Finding Profile, Contact,
Configuration, and Call
History Records

meet one or more criteria. With a Simple o
Search, you can quickly select predefined search Informatlon
criteria set up in your system by the system administrator.
Simple Searches use only one search condition. You can
also create a Boolean Search. Boolean Searches use search
criteria defined by you, and can use multiple conditions
and operators.

L] L]
I I EAT search engines help you find records that Flndlng
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Finding All
Call Records

for a Customer

A Call History is a record of
all calls for a single customer.
You can quickly view the
customer’s calls by opening
the Call History window.

You can access a caller’s history by
using the Caller History button on

the toolbar.

2
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Find All Call Records [EEtial Soltion Acce:

for the Current Frofile... F5
Customer or Contacts
Emplovee Configuration...

p y Call ﬂi:ﬂ:tljr_lrl___

@ select Call History from the
Customer menu.

Callln] | Prioiity | CallStatus [ CallTvpe |RecvdDate] MadDate | Closed) CallDesc |
Open Sottware 1 07 0701 Computer deskiop resets to default
@ Double-click a Call Record | EIERMENEENENGTTTI.
to VleW It J Frafile J Configuration J Call History I




Browsing Call
Records

You can browse through a list
of Call Records to locate a
specific Call Record in a
group.

Browse Call
Records

@ select Call Record Browse
from the Group menu.

e Browse through the list of
Call Records.

€) Select Synchronize
Displays if you want the Call
Logging Screen to display
the Call Record that is
highlighted on the browser
window.

@ To gotothe highlighted Call
Record, click Go To Call.

Group

MNew Call Group...

Open Call Group... Chrl+0
Simple Search 3
Cloze Call Group

Wwork Group

by Hat Ligt

Call Record Mavigation *
Call Recard Erl:l WEE

Call Record Synchronized with Browse Record

Company ID URKEY See Profile for importafit notice D
Caller  Liza Simpson |z|

Phone | (215) 555-1377 |fax (216) 555-1313

Company | Cleveland Turkey

City, State | Cleveland OH

i Call Record Browse - All Active Calls

CallD | CustiD | Priority |Cal\5tatus| CallType lRewdDatel ModDate | A|
00oonos7  COFULA 3 Open Harchware 12/11798 12/23/98
onoooogs COFULA 1 Open Harchware 12014798 12728798
onoooogs COFULA 1 Open Harchware 1216798 12728798
0noonogt SHEMUL 3 Open Harchware 12728798 12031798
onoonogz  ALLDAYPL 3 Open Printing 12728798 /31498
onoonogs  BRINGS 3 Open Harchars 12728798 2431798
0noo0og 3 il Harchvar

4
G

g

W Synchronize Displays o
7/ Go To Call Close Help
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Finding Call Find a Call Record Sl Edit “iew Group Customer

Mew Call Record Ctrl+
Records by o Select Go to Call ID from Save Call Recard Chl+S
the File menu. Unlock Call Record Cirl+L

Call ID 9 Type a Call ID number. Sl bl

. Customer Type... Crl+T
Leading zeroes are not

Number required.

Quick Close F10
You can retrieve any Call )
Record by its Call ID Number. | € Click OK. The Call Record
appears in the Workgroup. Goto CallD... Cirl+ G
Call 1D

| 2]

Cancel

Lw
o
o
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Finding
Transferred
Call Records

When another support center
transfers a Call Record into
your HEAT system, the Call
Record gets anew Call ID.
This puts it in sequence with
your other Call Records.

If the transferred Call Record
has an existing Call ID, that ID
is recorded in the Call Transfer
Log. Use this procedure to find
the Call Record by its original
CallID.

Find a Transferred
Call Record

o Select Call Transfer>>
Find Transferred Call from
the Accessory menu.

@ Type the original Call ID in
the Call ID field.

@ click OK.

Call Transfer
Locked Calls...
|zzueBoard

b Al

Call 1D

Ill e w0l oS A
Send Call Recaord. .

e Lo fan Cument Call...

Cancel
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Viewing the
Activity Log

An Activity Log contains
activity information about a
specific Call Record. Your
system administrator
determines whether the
Activity Log is on or off.

You can use the Activity Log to
provide information. For
example, you can create a new
Activity Log entry when the
Stopwatch starts. It can
display the name of the
Tracker who opened the Call
Record, the status of the Call
Record during that time, and
the amount of time that a
person worked oniit.

You can generate an activity
log automatically, as well as
type, modify, or delete Activity
Log entries. The Total Duration
field displays the combined
time spent on all of the Call
Record’s activities.

You can access a Call Record'’s

Activity Log by using the Activity
Log button located at the bottom of
the Call Record Screen.

&)
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View an Activity Log

o Select Activity Log from the
View menu.

@ click Exit to leave the
window.

CEEN Group  Customer  Solution

Call Log Alt+1

v Detall Alt+2
Aszzignment Alt+3
Journal Alt+d
{Eif[e|

v Aftachment Bar
v [Call Status B anner

v Statuz Bar
Toolbar...
InfoCenter 3
Supparthd ail... F11
Shift+F11

Alarme...

Al

i Activity Log for Call ID # 00000043

Add Record

Edi Record
Delete Record

Total Duration;

EMins 215ecs




Adding
Records to the
Activity Log
An Activity Log contains

information about activity
pertaining to a Call Record.

You can add, edit and delete
records from the Activity Log only
if you have security rights to
perform those tasks.

Add a Record

@ select Activity Log from the
View menu.

@ Click Add Record.

@ Type the appropriate
information in the applicable

fields.

@ Click OK. Your entry
appears in the Activity Log.

+ Activity Log for Call ID i 00000043

[_ o] <]

Exit |
Help

e Add Record...

Edit Record

Delete Recard

Total Duration:

BMins 215ecs

Add Activity Log Record

CallID: 00000043 Call Status: IDpEﬂ j‘ Call Type: Send Literature

" General Call Information:

S
i
s

Cancel

Fecard Type: |OFFLINE bt

i

Sitart [ate: I )

Stop Diate: [0g,01/59

Sitart Tifnes I

Activity Description:

Stop Time: [05:00:00am

Duration:
’7|— hirs IE mins Iﬁ 380

Called customner ta discuss literature.

©

[l

—Achivity Perfarmed By:
Spstemn: Call Logging

User. |Chiiz

SLA Urgent
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Editing
Records in the
Activity Log

An Activity Log can be
manually edited to add,

change or delete information.

TIP

You can add, edit and delete records
from the Activity Log only if you
have security rights to perform
those tasks.

TIP

The Start Date and Start Time in
the Activity Log cannot be edited.

5-8 CarLLoGGING AT A GLANCE

Edit a Record

o Select Activity Log from the
View menu.

@ Highlight an entry in the
Activity Log and click Edit
Record.

€@ Edit the record by typing
new information in the
appropriate fields.

Q Click OK. The changed entry
appears in the Activity Log
grid.

H

 Activity Log for Call ID # 00000043 M=

Exit |
Help

Add Record

c’ dit Recard.

Delete Recrd

Total Duration;

BMins 215ec3

07/25/1933

Add Activity Log Record [ |

CallID: 00000043 Call Status: IDpen j' Call Type: Send Literature
Record Type: |OFFLIME =
Help

Stop Date: [03/01/39 "Duration:

" General Call Information: 4 (] 3

Fli

Starh [ ate: | i

l_ hrs IE ming Iﬁ secs

Start Time: [0 Stop Time: [08:00:00am

"© =

Activity Description:

Called customer to

=

Activity Performed By
’78yslem: Call Logging User: |Chiis

SLA Urgent




Deleting
Records from
the Activity

Log

Information in an Activity Log
can be deleted. You cannot,
however, delete the entire
Activity Log.

You can add, edit, and delete
records from the Activity Log
only if you have security rights
to perform those tasks.

Delete a Record

o Select Activity Log from the
View menu.

@ Highlight an Activity Log
entry.

€ Click Delete Record.
O Click Yes.
@ Click Exit.

+ Activity Log for Call ID # 00000043

Sen:

nd Literat

e

Add Record

EditRecord

lete Record

Total Duration:

Call Logging EZ |

& Delete current recard?
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Finding Table
Entries

Use Table Maintenance to
browse through a grid view of
selected data. This is a fast
way to find a record for
editing.

Your system administrator
controls rights to modify
tables.

In any validation table click a
column heading to sort the column
in ascending order. Hold down
Shift and click a column heading to
sort the colummn in descending
order.

5-10 CaLLLoGGING AT A GLANCE

Find a Table Entry

o Select Table Maintenance
from the Accessory menu.

@ Select a table from the
Table drop-down box.

€ Click a column heading to
sort the column in
alphanumeric order.

G Browse through the table to
find the entry you want.

@ Double-click the table entry.

The selected form appears.

AutoTazk  Window Help

Clogel Edit Yiew BRecord Help

= Table Maintenance H=] E3

e W2 s« o

CredCard

Table |AcctRep j
CallType -
Cause
Config - Registration —
Config - ServiceContract

EnorCodes w2

B

[ Table Maintenance [_1o]]
Closel Edit Yiew Record Help
BEE B AR IR
Table [Contacts =l

CustlD Mame FPhone PhoneExt Deparment =
DISCOM Archie Agnuletta (202) 565-0344 3324 Sales Adgni
ACE-406 Barmey Bamett (A30) ERE-3066 3325 Administration BBarr
IDE-111 Barry Lodecker (303) 666-6126  |3328 BLod:
PCGO Barry Reganster (B00) B55-9212 13333 BReg
LBSCO Earry Towman (A01) 555-3994 3335 BTo
ACE-406 Ben Fitegerald (630) BRE-306E  |3326 Comrnercial Loans EFltn
ALLDATPL Ben Tinkley (206) 490-3949 3336 Lost and Found BTink
PCGO Eill Gaetes (00 BRE-9212  |3327 BGae
IHCARE Eilll Myers (507) 555-2988 3331 Bhdye
ALLDAYPL Bobby Montoys 206) 490-3949 33248

C d ihAa

TYLORFC Bud Notsch (405) 555-9302 3332 BNot:
ACME Bunny Sonero (520) BRE-7848 3334 BSom
LESCO Carla McCartney (801) 555-3994 3343 Sales CheC
ACE-406 Carrie Lansing (630) ERE-3066 3340 Engmeerimi; Clanz =
| 3|
|Cmeria All Records rr A




Adding a
Validated
Prompt

Some HEAT fields only accept
entries that appear in a linked
Validation table. You can use
the Add Validated Prompt
feature to access drop-down
lists of validated information.

You can use this feature when
you set up new Call Groups or
AutoTasks.

Add a Validated
Prompt in a Call
Group

@0 0 o0 ©

@ O

Select New Call Group from
the Group menu.

Type the name of the Call
Group and the description.

Select the name of the
table.

Double-click the name of the
field.

Double-click the operator.

Complete the formula in the
Expression Text area by
using the Table Name and
Field Text lists a second
time.

Select @functions from the
Table Name drop-down list.

Double-click @validated
prompt in Field.

Go to next page.

Eustomer Solution  Accessory

Open Call Group... Chrl+0
Simple Search [
LCloze Call Group

22 Mew Call Group

N e — 2 )
Descrlion: |Lzad Call Group i‘
Save Ta Vi Save and Run
@ Bersonal
Cancel
€ Team  [Haware Teche 2 _ G|
" Glabal Help
Table Name Field: Text Operators
[Bsgromt 0_;, A5sianedd - Check
)
vailable <
Table Type it : Oider B,
System | - Carmments <=
Datebcknow =l s x|
1| Fields from sl Tatle Tvmes T o =
Expression Test
’TAsgnmnt Assignest = =l
7 New Call Group
Mae  [CdlGmel
Desciption; |Lead Cal Group &l
SaveTo Save and Aun
& Persanal
Cancel
O Teag [Hadware Techs -
" Global Help
Teble Mame Field Operatars
[@Functions ~| [&Tme) - Check
@TimeAdust] HH. Mh] &
Undoknowledged <
Tk s gw cknowledgedsssignme N Ordler By
-
= |5- =
I Ficlds from ell Tikle Tpes PN T T
Expression Test
’TAsgnmm Assignes! = @ValidatedPompl assignesr, Assignee, System, Assignes] =]
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5-12 CaLLLOGGING AT A GLANCE

Add Validated Prompt

m Type the name of the field
followed by a colon.

Select the correct table and
field name.

@ select OK.
@ Click the Check button.

(D sSelect the validated
information from the drop
down list or click the
Validate button for a more
complete list.

@ select OK.

Validation Prompt D efinition [ ]

Prompt Text Iassignae:

@

W alidate From

Table Hame I Basignes

[12)

Table Type I System

Field Hame IAssignae

8 K1 N

o
=

| Cancel |

A New Call Group

Call Groupl

Mame:

Description: |Lead Call Group

Bun
Save

Saye and Aun

Save To Vi

& Personal Cancel

 Team  [Hardware Techs | [[Ew ]

" Global Help

Table Mame Field Operators

I@Functions j Chec_& I: ’

Table Type Order By
ool = |- =

I stz o= Tratile Tipes: Brose Field Dala., and o

Expression Test

{Asgnmnt Assignes} = @V alidaledPiomptassignee:’, Assignee, System, Assignes] I=|

Enter ¥alue
assighee:
[ @ =l yaﬁdate...@
Ajay Subramaniam -
Alec Byme I—
Ann Meyers o Cancel |
Chriz Tracker




Quick Quick Search a CompanyD || comeey [Cotobat ]

= ) Service Class
. Validated Field - T !
Searching o
. Right-click any field in a £
Validated validation table. The field you
click becomes the first

Fields column in the Validation

i d Th B | 3 Validate from Profile [ o] x]
A Qulck Search finds validated window. IS eX_amp e uses Campany’ CustiD_[Atert] City [Stet [zIPcoa] Contact [] oK
Cleveland Turkey CTURKEY F  Cleveland OH 44101  Lisa Simpson
o the Company field.
records thdt begln Wlth the Cole Fusion Laboratories COFULA F Colorado Springs €O 80317 Nikola Tesla Gl
Discount Concrets DISCON T Washington DC 20224 Kilgore Trout
p p Executive Pl EXECPLAN F Honolul HI 96821 Mike Wall
same letter or numberl or have i i Ffueriuﬁ‘;igeaﬁr\;\;:;e Fraorr F coibets Springs CO 80803 Peul Misciriosh Lk
elect vValidate rield. Intermal Health C: HCARE  F  Edi MN 5435 Eill M
p nternal Health Care: ina il Myers
the same letter-number Intemational DateBase, Inc. DB F Denver 20 90202 MerkMon New
. s . PR Joe's Oyster'Wark JOWORKS F Hurdsfield ND 82955  Derinda Slad
combination. A de( Search 0 Type one or more characters L;Emaﬁuf;:p;;csumpany 1BsCO T 0;:135: UT 84408 KEU:L\;:Eya : Eci
. . Long and Sh SRINGS  F SenF CA 94501 MusashiM
Only searches the first column of the word you wa nt to find. bachado Ma:pnpmg Sofware MACMAPS F M::\'\imy:g;‘nsrﬁxngs £ (80928 Mo Hoves Woshads Delete
. . . . i Marmat Sofware Works ~ MEWI00  F Calorado Springs ©O 80817 Chuck WWood
in the Validation window. The characters appearin the NEI, Inc: NEI F Colorado Springs CO 80920 Harry Smith -
X B . < | »
The percent character % is a Quick Search field. P
wﬂdcard A search fOI' ja% Wlll ma% Search Boolean Search Show Al ‘
find Janice, Jake, and Jalille. A | @ Click Search.
search for %ka% will find 6 Select th d ¢
. elec e recor ou want.
Karen, Ekatarina, and Malka. y
— — — * Validate from Profile [ o] x]

Company CustlD

@ To edit the record, click Edit.

Marmot Software \Works Cancel

@ To populate the currently =
displayed Call record with
this information, Click OK.

f it

New

Edit

Delete

4| | L
Cuick Search
e Search Boolean Search showall |

Criteria: Company like 'mas! and CustType='Customer’
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To narrow a search to a state, select
the “State” field and search for the
state. To narrow a search to a city,
select the “City” field and searcl for
the city.

TRY THIS

In any Validation window, click a
column heading to sort the column
in ascending order. Hold down
Shift and click a colummn heading to
sort the colummn in descending
order.

5-14 CaLLLoOGGING AT A GLANCE

Select Another Field
to Search

@ Hold down CTRL and click
the heading of the field you
want to search. The Quick
Search dialog box appears.
The examples on the next
two pages show how to
Quick Search other fields.

3 Validate from Profile [ o] ]
Company CustiD_[Ale] City [ State [ 2IPCo | Contact [«] oK

Cleveland Turkey CTURKEY F  Claveland OH 44101 Lisa Simpson

Cold Fusion Laboratories  CO)f F  Colotadn Springs CO 80917  Nikala Tesla Camzl

Discount Cancrete Dl T Washington DC 20224 Kilgore Trout

Execulive Planners EXECPLANF  Honolulu HI 96821 Mike Wallace Help

Front Range Software FRSOFT F  Colorado Springs GO 80903 Paul Macintosh

Intemal Health Care IHCARE  F  Edina MN 55435 Gill Myers

Intemational DeteBase. Inc. IDB-111  F Denver CO 80202 Mark Nixan Bew

Joe's OysterWorks JOWORKS F Hurdsfield ND 82955 Dorinda Slade

Light Bulls Supply Company LBSCO T Ogden UT 84405  Ken Ripley Ed

Long and Short BRINGS F SanFrancisco  CA 84601 MusashiMivamota

Machada Mepping Software MACMAPS F Maniiou Springs  ©O 80928 Maria-Neves Machado Delete

Marmot Software Works MSWO00 F  Colorado Springs CO 80917 Chuck Wood

MBI Inc. NBI F  ColoradoSprings CO 80320 Hary Smith -

< | »

Quick Search

&3 Search Baolean Search Show All |

Criteria: CusiType='Customer'




Quick Search for

The percent character % is a - - " .
wildeard. A search for la% will Words Beg Innin g el City VA Search
find Landon, Lars, and W|th the Same Search Yalue |co|o% a Cancel

Laurianne.

Characters

dl;

Help

@ Type the first letter or
letters of the word you 3 validate from Profile [ o[ x]
want to find. Be sure the %

State | ZIPCaode Contact B oK
is the last character. This 0 mm0  Her Cancel
. Marmot Software Works  MSw000 F Colorado Springs  CO 80917 Chuck Wood

example searches the Clty Cold Fusion Laboratories COFULA F Colorado Springs CO 80817 Nikola Tesla Help

field for cities beginning with —

the letters colo. e |

Edit

@ Click Search. ==
@ Double-click a Record to 'O‘m%mh ‘ L

VleW |t % Search Boolean Search, Shaur All ‘

E Criterie: City like 'colo%' and CustType='Customer

Click OK to populate the
currently displayed Call
Record with validated data.
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The percent character (%) is a
wildcard. A search for %ig% will
find Ignacio, Luigi, and Solveig.

5-16 CaLLLoOGGING AT A GLANCE

Quick Search for a
Combination of
Characters
Anywhere in a Word

o Type the characters in the
word you want to find. Type a
% before and after the
letters. This example
searches the Contact field
for contacts with the letters
MI anywhere in their names.

(2]
(3]

Click Search.

Double-click a Record to
view it.

@ Click OK to populate the
currently displayed Call
Record with validated data.

Quick Search m
Field: Contact

2 e

Search ¥alue  |*mi%s
= Cancel
Help
* Validate from Profile [ [o]x]
Cornpany’ CustiD__[Ale City c~ oK
Aliight Credit Enforcement|ACE-405__|F_|Chicage B0440_|Mik er 0—‘
Executive Planners EXECPLAN F  Honalul HI 96821  Mike Wallace Cancel
Long and Short SRINGS  F  SonFroncisca  CA 94501  MusashiMivas
MBI, Inc NEI F Coloradn Springs CO 80920 Harry Smith Help
MNew
Edit
Delete
4] | o[ |
Quick Search
B Search BoolesnSearch.. | Showan |

Criteria: Contact like '%mi%' and CusfType="Customer'




Finding
Records with a
Simple Search

A Simple Search searches for
all Call Records with a
common feature, such as a
Company or a Tracker. Your
system administrator creates
the list of Simple Searches,
from which you can make
your selection.

The Simple Search dialog box
works the same way for all

search fields.

TIP

An operator defines the logical
relationship between a selected
data field and its contents.

TIP

To perform a Simple Searclh on a
field, right click on the field and
select Simple Search.

TIP

To expand a Simple Search to a
Boolean search, click the browse
button in the Simple Searcl
dialog box and the Boolean
button in the Validate from
Profile dialog box.

Search for All Call
Records with a
Common Feature

o Select Simple Search from

the Group menu.

e Select a field to search.

0 Select a logical operator.

G Click Browse.

@ select the data you want to

(6]
(7]

(9

locate.
Click Select.

To restrict the search to a
single Call Group, click
Narrow an open call
group and then select a
Call Group from the drop-
down list. The search is
confined to members of that
Call Group.

To create a new Call Group
to contain the Call Records,
click Create a new call
group. Anew Call Group will
be created that contains the
Call Records found by this
search.

Click Run.

mgusmmer Solution  Accesso
New Call Group...
Cirl+0

Dpen Call Group...

rch

Close Call Group

Wark Group

bty Hot List

Sawe Criteria As..

Edit Group Criteria..

sgnmntAssighee
CallLog.CallDesc
CallLog.CallStatus
CallLog.CallType
CallLog.CloseDesc
CallLog.CustlD
CallLog.CusfType
CallLog.RecvdDate
CallLog. Tracker
Detail SubCallType

“EL e G GiikiE Journal EntryText
Call Record Mavigation 3 Subset.Cormpany |9
Call Record Browse... Cirl+B SubsetFirsthlame
SubsetLastName
Simple Search for Field "Subset Company" n

Operatar: Walue:

= ﬂ ‘Cnld Fusion Laboratories

v Narrow an open call grnup:e?“

[T Create a new call group

‘: ! Browse

Browse Data m

List of Walues:

‘Cold Fusion Laboratories
Discount Concrete
Executive Planners

Front Range Software
Internal Health Care
International DataBase, Inc.
Joe's OysterWorks

Light Bulb Supply Company

Machado Mapping Software
hA =t Sofhamra Mhiark e
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Boolean Searches

What is a Boolean Search?

Searches are designed to locate information based on certain
conditions (also called expressions). Simple Searches include only
one expression. For example, you can run a Simple Search to find
all the Open Call Records.

If you want to use other expressions to refine your searching
criteria, you must use a Boolean Search. For example, let’s assume
that Chris Tracker wants to find all Open Call Records assigned to
him. The search Chris defines has two conditions:

CallLog.CallStatus = ‘Open’ AND CallLog.Tracker = ‘Chris’

This instructs HEAT to find all Call Records with a call status of
“Open” and that have Chris listed as the tracker.

How the AND and OR Connectors Work

When defining a Boolean Search, you can use the AND and OR
connectors, which join the conditions in your search criteria and
instruct HEAT to find Call Records that contain ALL values or
ANY of the values.

Using the AND Operator  And

When you connect two conditions with AND, HEAT looks for Call
Records that contain both values you have specified. For example,
you want to find all open Call Records that have “hardware” as
the call type and “DClark” as the tracker. Your expression would
look like this:

CallLog.CallStatus = ‘Open’ AND CallLog.CallType =
‘Hardware’ AND CallLog.Tracker = ‘DClark’

Using the OR Operator Or

When you connect two conditions with OR, HEAT returns Call
Records that contain any of the selected values. For example, you
want to find any calls made about either Lotus 1-2-3 issues or MS
CallLog.CallType=‘Excel’ OR
CallLog.CalType=‘Lotus 123’

Excelissues.

EXAMPLES

Using the >= Operator

Let’s assume you want to find all the calls received this month. To
do this, you want to locate all the calls that are greater or equal to
a specific date. Your expression would look like this:

CallLog.RecvdDate >= ‘“1998-11-01’

Note that the date must be manually entered into the Expression
field and must follow the YYYY-MM-DD format.

Using the <> Operator

One of the more common types of Boolean Searches is to find all
the Call Records that are not closed. The search results would
include records that are open, pending, reopened, etc. Your
expression would look like this:

CallLog.CallStatus <> ‘Closed’

Using the like Operator

You can use the like operator to find text within a Call Record.
Let’s assume that you closed a Call Record several weeks ago but
need to review it again. You can’t remember the customer’s name
but can recall that the call description had the word “training” in it.
You can use the like operator to find the Call Records that include
“training” in the Call Description. Your expression would look like
this:

{CallLog.CallDesc} like ‘“%training%’

Note that the % is used as a wildcard. The % instructs HEAT to
find all Call Records that have the word “ training” anywhere in
the Call Description.

Using the is empty Operator

Use the is empty operator to find empty fields. For example, you
might want to find all Call Records with an empty Priority field.
The expression you create would look like this:

CallLog.Priority is empty



Finding
Records with a
Boolean

Search

Use a Boolean Search to find
customer records: Profile,
Contact, Configuration, or
Call History.

You can narrow the scope of a
search with the logical
operators AND and OR. If you
put AND between two
conditions, HEAT searches for
records with both conditions.
If you put OR between two
conditions, HEAT searches for
records with either condition

or both.

The default sort order is
Customer ID. This example
shows a Boolean Search used
to find a customer profile
record.

Find a Customer
Profile Record from
Call Logging

Select Search from the
Customer menu.

Q Select the Customer Type.

9 Select the field to search.
0 Select a logical operator.
6 Click Browse.

0 Select the value to search
for.

0 Click Select.

Select the sort order
criterion.

To modify the scope of this

[BVEI S Solution  Acce
Prafile. .. F&
Cartacts

[Earfigunatian...
[Eal| H st
5 ales-Pending
5 ales-Histon

Profile Search m

Customer Type Operator

[Customer DataType:  Text
Field Format: Text
Profile. Company

Yalue:

Profile. Contact 3
Profile. ContactFx
Profile ContactPh
Profile. Country

Profile. CustiD

|CDId Fusion Laborataries

Ordler By

[y Profile.CustD o

search, cfck More and go to

the next page.

@ To search on these criteria,
click Search.

List of Yalues:

Alright Credit Enforcement ﬂ
American Garage Door, Inc
Clenveland Turke

‘Cald Fusion Lahoratories
Discount Concrete Help

Executive Flanners

Front Range Software
Internal Health Care
International DataBase, Inc.

Joe's Owster Works -
Lirtht Binlh Soanhe Camnsm e
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You can modify the scope of your
search with the logical operators
AND and OR.

5-20 CaLLLoGGING AT A GLANCE

Modify the Scope of
Your Search

©

© 6 00 90000

Click Add. The search
criteria appearin the
Condition List.

To search for both of two
conditions, click And. To
search for either of two
conditions, or both, click Or.

Select the customer type.
Select the field to search.
Select a logical operator.
Click Browse.

Select the value to search
for.

Click Select.

Select the sort order
criterion.

Repeat steps1-9 as
necessary.

Click Search.

Profile Search m
Customer Type DOperatar
Custamer Data Type:  Text
Field Farmat Text
Profile.Address2
Yalue:

‘Co\d Fusion Lahorataties

Browse 0 ‘

Order By
(i) Profile.CustiD - Less ... ‘ mﬁearch | Cancel ‘
And p Or ‘ Add Bemowve ‘

Condition List

List of Yalues:

Kilgore Trout -]
Lisa Simpson

Marcia Hendric

Maria-Mewes Machado

tark Mixan Help

Michelle Canzone
Mike Hammer
Mike Wallace J

|Mohammed Bin Mahfooz
H (]

a Tesla

bl Kizarian




Find a Customer
Profile Record from
the Customer

Cuztomer

Solution  Aoce:

Finding Profile,
Contact,

Configuration,
and Call
History

Records

Use a Boolean Search to find
customer records: Profile,
Contact, Configuration, and
Call History.

You can narrow the scope of a
search with the logical
operators AND and OR. If you
put AND between two
conditions, HEAT searches for
records with both conditions. If
you put OR between two
conditions, HEAT searches for
records with either condition or

both.

The default sort order is
Customer ID. This example
shows a Boolean Search used to
find a customer profile record.

Window

®

© 6 00 900600

Select Profile from the
Customer menu.

Select Find from the
Record Menu. The Find
dialog box will appear.

Select the customer type.
Select the field to search.
Select a logical operator.
Click Browse.

Select the value to search
for.

Click Select.

Select the sort order
criterion.

To modify the scope of this
search, click More.

To search on these criteria,
click Search.

CLayne@GlobaiSur com
v Fhone, Extension
7P Code (04) 5552039

Fax
Country )

— Last Changed

£ | I 72—

Ei| | Pofle [ Conisss ] ¥ Coniguaton ] v CalHitoy

Profile Search

Operator

Customer Type
Data Type:  Test

Format: Text
Walue:

Contactl ADD 2 6
IDeck

iz empty
iz not empty ;I

Browse... g!
| ‘I'ﬁearch I

Cantact! COMPANY Jd|

Order By

|<No Order» c"l

Cancel |

@More .

Browse Data [ %]

List of Values:

Cancel |
Help |
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IN THIS CHAPTER

Accessing FLS
The FLS Window
Knowledge Trees
Distribution Files
Tree Properties
Passwords

User Status

Nodes

Noise Words
Searching the Tree
Confidence Values
Search Results
Text in Nodes
Adding Nodes
Posting Results
Copying Text
Printing

Creating Trees
Customizing Links

used for building knowledge bases. These knowledge

bases, whether purchased or custom-built, provide
answers to questions, solve problems, and share
knowledge.

I Virst Level Support (FLS) is a simple and powerful tool

In First Level Support, knowledge is arranged in a tree
format, like an outline. You can break each item of
information, or node, of a knowledge tree into subtopics.
These subtopics, called child nodes, can have children of
their own, and so on. These parent-child relationships form
the branches of a knowledge tree. You can quickly find
answers in First Level Support by browsing through a
knowledge tree’s nodes with the keyboard or mouse or by
searching for key words or phrases.

First Level Support lets you install, build, and use as many
knowledge trees as your system resources allow. When you
need to preserve important knowledge, you can quickly
build your own knowledge trees or add to existing ones.
You can attach external files such as word processing
documents, spreadsheets, even video clips, to provide
knowledge trees that are rich with information.

First Level
Support

First LEVEL SUPPORT 6-1



Accessing First
Level Support

First Level Supportis
launched from Call Logging.

If the First Level Support Program
Location dialog box appears in front
of this window, the path from Call
Logging to the First Level Support
module has not been set up.

6-2 CaLL LoGcGING AT A GLANCE

Access First Level
Support from the
Menu

Select First Level Support
from the Solution menu.

Call Logging - [All Calls - 23 of 23] [_[O[x]

% Flo Edt View Gioup Customer RN Accesson Autlask Window Help T
S i 0 Perform Search ChikShift+5 ity
FICEEIEEAE e LR
AT E S Y T ddtional Search
Call ID: [00000046_ Stopwatch: | AuoSearch s: [Reopened
Auto Populate..
By e Company | Acme Stff,Ine | ciobar |
port. Chil+F
2 G0 8| P j c com | Service Class.
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Toolbar

@ Click the First Level
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The First Level Support

Window

First Level Support has a tree and branch structure. The main
topic, First Level Support, is the tree. Each topic s called a
“branch” or “node.” Topics can branch out into more

detailed information subtopics.

The First Level Support screen has four windows.

¢ The Tree Display window is on the left side of the
screen. Use it to navigate through your tree and

display the

Abstract ——

* The Problem description is on the upper right-hand
screen. It displays a detailed description of the
problem.

* The Solution description is on the lower right-hand

screen. [t describes the solution to the displayed
problem.

* An Abstract appears above the tree window. It

Tree Display

Attachment —
Icon

nodes and branches. describes the currently selected node.
% First Level Support - [KNOWLEDG] _ O] x|
%3 File Edit Yiew DNode Branch Search Options Tools Window Help .= ﬁ
[SI=TE) [F) (1= [#]7] [2[€] [« [s«][-owTo.openapocy -]
How to: Open a document from the taskbar Times Solution Used: 0
0 - Corporate Info Description
(0 - Help Desk PROBLEM: ~1— Problem
0 - Hospital How to: Open a document from the taskbar -
0 - Knowledge Sources v Description
0 - Printers =
&0 WORD 7 Solution
0- CREATING, OPENING, |[How o ﬂ
£190 - CREATING DOCUMEN |[©pen an Office document from the taskbar.
B0-ERROR: MICROSOFT Y
B0-HOWTO: CREATEAB [[SOLUTION:
B0-HOWTO: CREATE AN |[Choose the 'Start' button on the taskbar and select 'Open Office Soluti
BO- HOWTO: INSERT TEX ||[Pocument”. olution
B0-HOWTO: OPENADOC Description
BO0-HOWTO: QUIT WORD |[1) Choose the "Start’ button on the taskbar. (A pop-up menu appears.)
20 - DISPLAYING DOCUMEN |[2) Select'Open Office Document’ from the pop-up menu. (The Open or File
90 - DOCUMENT FEATURES. |[Cpen dialog box appears.)
L0 - FORMATTING DOCUME! |[3) Select the drive that contains the desired document from the 'Look in’
L0 - MACROS... drop-down list. (Alist of all the folders and files within the drive is
310 - NAYIGATE THROUGH D |(displayed.) )
L0 - OBJECT LINKING AND 4] (Optional) Cpen the folder that contains the document.
L&20 - PRINT DO CUMENTS... a) Select the desired folder. (The folder is highlighted.)
Lenn - SECURITY. b) Choose the 'Open’ button. -|
= | Security
-1
T ~7 status




Im

dit “iew Mode Branch 5Se

Opening Open a Tree File
Knowledge @ select Open from the File HE” h

menu in First Level Support.

. . Ehoosle (tjhe afpropnate —r—
Cé ¢ > nowiedge tree.
Yf)u can open a tree from the g P E —
File menu in FLS. Click Select Tree Name | Last imported | =
0 ICK Select. Knowledge 1993/02/05 11:30 Cancel |
Fibd, Informatione 1556/0517 10:04 |

Help

Tree Description:
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Closing
Knowledge
Trees

You can have several
knowledge trees open at the
same time. Closing a tree has
no effect on other open trees.

Close a Knowledge

[XEW Edit “iew Mode Branch S

Tl'ee Mew... Crl+M
Open... Chrl+0
@ Select Close from the File Delete... _
menu. Chil+F4
Close All Window W=
Knowledge Trees Cascade
Tile Harizantal
0 Select Close All from the Tile Vertical

Window menu.

Arrange lconz

Cloze all
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Importing and Exporting
Knowledge Trees

You can import knowledge trees created by colleagues in
your organization. You can also purchase knowledge trees
from GoldMine or third-party developers, giving you instant
access to specialized knowledge.
If you've created a tree, it's also easy to export. You can then
distribute the tree to your coworkers.
There are two ways to export knowledge trees:
* Distribution files (*.DST) contain a copy of the
knowledge tree, plus all attached files (if you choose), in
a compressed format. Use Distribution files to recreate a
complete knowledge tree at a different location.

A Distribution file assumes that the new knowledge tree
will not have access to the original attachment files. If
you choose to include attachments, a Distribution file
includes copies of the actual files.

6-6 AT A GLANCE

Generic files (*.DAT) are specially formatted ASCII text
files that contain all of the tree's information, plus
instructions for recreating its structure.

A Generic file is a bridge between First Level Support
and other applications. A Generic file is an
uncompressed ASCII text file. You can edit one in any
word processor, or create one with a good database
application.

Unlike a Distribution file, a Generic file assumes that it
has not left home. If you choose to include attachment
information, a Generic file records the DOS path and file
name of attached files but does not contain copies of the
files themselves. If you use a Generic file to recreate a
knowledge tree at a different site, you must also send
copies of all attached files.



Importing a Distribution file
When you import a Distribution file, First Level Support
decompresses the file to create a knowledge tree in the

database. If the distribution file includes attachments, you
will be asked to choose a directory for those attachments.

Since a tree's original attachment files may have been drawn
from many locations on a network, attachment files are
renamed to prevent conflicts. The new file names include
"FLS" plus a sequence number, and retain their original
extensions. For example:

FLS0001.PCX

FLS0002.TXT

FLS0003.AVI

You can replace an existing knowledge tree by importing a
Distribution file over it. You will typically do this when
installing updated copies of commercial knowledge trees. If
the Distribution file includes copies of attachment files, you
will need to decide what to do with the original attachment
files. For example, let's assume you once used a Distribution
file to import a knowledge tree with attachments into the
directory C:\TREES\ASPEN .

When you begin to import the updated version of ASPEN,
First Level Support sees that C:\TREES\ASPEN already
contains attachment files. At that point, it displays the Tree
Import dialog box, asking you to decide what to do with the
files.

Importing a Generic file

When you import a Generic file, First Level Support interprets
the file to create a knowledge tree in the destination
subdirectory.

A Generic file assumes that it won't leave its original location,
so attachment files are not copied. Instead, the path and file
name of each attachment is stored in the .DAT file.

Since a Generic file is an ASCII file that you can create or edit
in a text processor or database, First Level Support inspects
each Generic file before importing it. The results of this
inspection appear in the Import Statistics dialog box.
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Importing
Knowledge
Trees

At times, you may want to use
knowledge trees created by
other parties. You can easily
import distribution files
(*.DST) or generic files (*.DAT)
into First Level Support.

6-8 CaLL LoGGING AT A GLANCE

Import a Tree

@ seclect Import from the File
menu.

e Click Select Source.

€@ Select the file you want to
import. You may need to
navigate to the file.

O click Open.

@ Click Select Target Tree.
The Tree Selection dialog
appears.

@ cChoose the tree into which
you want to import the
information or click New
Tree to import the
information in a new
knowledge tree.

@ Click Select.

0 Click Attachment
Directory.

@© Navigate to the folder where
attachments for this tree are
to be stored.

@ click oK.

Import Tree

e

Select Taiget Tree. 6
Attachment Directory. 0

Dpen
Look o @ [l % ﬂ
Mascl? (1TB1€ng
Mulimedia Flles CTemp
My Documents Cwinnt
Pt nzef)
Program Files
| Recycler 0
4 []
File name: |5ample dat Dpen |
Files of type: ID\stlibulion [~D5T) j Cancel
Help
Tree Selection [x]
Available Tress o s
Tree N [ Last imported
Kn‘eu:;\e:g: GE%BU/E: T30 Caneel

R4 Information 1933/09/17 10.04
0 =

Tree Deseripion

Browse for Folder HE
Select folder for Tree Attachments
| C:%\Program Files\HEAT
ED Program Files d
C e Adobe
{27 Borland
{21 Comman Files o
+-{_] Copemric 2000 J

10 FullShot 6.0

{27 10w ntemet Connection Wizard
{27 InstaliShield Installation Informatiol

<] - | »

1 0 Cancel |




Exporting
Knowledge
Trees

You can export the currently
selected branch or an entire
tree from First Level Support.
Files exported must be a
distribution file (*.DST) or a
generic file (*.DAT).

TIP

You must have edit or
admiinistrator privileges before you
can export a tree.
Options>>Editing Allowed or
Administrator Options must be
enabled.

Export a Tree

o Select a node or tree from
First Level Support.

@ Select Export from the File
menu.

€@ sSelect the export type. You
can export a tree or the
currently selected branch.

O click OK.

© Type a filename in the File
name field, then navigate to
the location where you want
the tree saved.

@ cCheck Remove Links if you
want to remove any
attachment references. Clear
the box if you want to retain
attachment references.

@ ciick save.

XN Edit “iew Mode Branch S
Mew... Clrl+M
Open... Chrl+0
Delete. ..

Cloge Clrl+F4
Properties...
Imnpart...

Expart...

Export Tree or Branch E

Ewpaort
" Entire Tree
O

0
Cancel |

Save As

HE

Save in: I@ Goldmine

=l & e e

Anzwer Wizard Reports [ 05WFiles
Common [ Reports
Data [} Template
Drerno

GMBaze

GMS5Data

IH ozpital Tree 6

File name:

Save

Save as type: IDistribution [~D5T]

el' Remaove Links

File: Infarmation

j Cancel

Help

IR

Properties...
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Setting
Knowledge
Tree
Properties

By setting properties, you can
include identifying
information in a knowledge
tree, define text area captions,
store a user limit to control
access, or add password
protection. You may set or
change the properties of any
knowledge tree that you can
edit.

If the Administrator Options item
is disabled in the Options menu,
the Properties are read-only.

See also Setting Passwords, in this
chapter.

6-10 CaLLLoGGING AT A GLANCE

Define the First
Level Support Path

o Select Properties from the
File menu.

e Type the maximum number
of users with simultaneous
access to this tree. A zero
grants unlimited access.

0 Type names for the upper
text area and lower text area
in the Text area descriptions
box.

0 Type a description for the
current knowledge tree or
record copyright information
in the Tree Information
box.

@ Click Password to setup a
password forthe
Administrator (see next

page).

Note: The Administrator
password must be set before
the Editor or Tree Deletion
password can be set.

@ Click OK.

&8 Edit “iew MNode Branch

Mew... Chrl+M
Open Chrl+01
Delete

Cloze Clrl+F4

I

Properties...

Tree Properties

Tree name: Iknnwledge tree

M awirurn number of uzers: |1 9

) |

Cancel

— Text area descriptions:

Upper: ID escrphion

il

Help

Lower: IS olution

i Tree Infnrmation—e

Line 1: INew Tree

Line 2: |

Line 2: I.&dministrator pazsword is "manage’’.

Triee Deletion:  Password iz not required.

— Security
Editor: Password is not required. Password...
Administrator:  Pazsword iz reguired. 6 Pazsword...

Pazsword...

il




Setting
Passwords

You can set three passwords to
prevent unauthorized editing
of a knowledge tree.

Setting the Editor password
prevents a user from adding,
editing or marking nodes for
deletion. Setting the Tree
Deletion password prevents
users from deleting entire FLS
trees.

These options are not available
unless the Administrator
password is set.

You must have the
Administrator Options

enabled to set a password.

Record your password in a safe
place. If you forget your password,
it cannot be recovered and you will
not be able to edit your knowledge
tree.

Passwords are case-sensitive.

Set a Password

o Select Properties from the
File menu.

@ Click Password for either
the Editor, Administrator
or Tree Deletion.

Note: The Administrator
password must be set before
the Editor or Tree Deletion
password can be set.

0 Type the current password.
0 Type the new password.

6 Type the new password
again to verify it.

0 click OK.
@ click oK.

Tree Properties [ x|

Tree name: Iknowledge tree

Maximum number of users: I‘I

(]9

i

Canhicel

— Teuxt area descriptions:

Upper: IDescription

Help

i

Lower: ISqution

— Tree Infarmation

Line 1: INew Tree

Line 2: |

Line 3: I.&dministratnl pazzword iz "manage’.

Tree Deletion:  Pazzword is not required.

— Security
Editar; Password iz not reguired. Password...
Adminigtrator,  Pazsword is required, e Pazzward...

il

Pagsword...

Change Administrator Password.
Old Pazzward:

Mew pazzwond:

Confirm new password: I 6

I ©
I ¢’ Cancel |

First LEVEL SurrorT 6-11




Removing

Passwords

If you have already set a
password and decide to allow
access to all users, you can
remove the password.

6-12 CaLL LoGGING AT A GLANCE

Remove a Password

@ sclect Properties from the
File menu.

9 Click Password for either the
Editor, Administrator or
Tree Deletion.

o Type the current password.

Leave the New Password
field blank.

@ Leave the Confirm New
Password field blank.

@ cClick OK.
@ click OK.

Tree Properties

Tree name: Iknowledge tree

M asirmurn number of users: |1 0

— Test area descriptions:

Upper: |D escriphion

Laower: |S olution

oK.

Cahcel

diil

Help

r— Tree Information

Line 1: |New Tree

Line 2: |

Line 3: |ﬁ-\dministrat0r pasaword is "manage'.

Tree Deletion:  Password iz not required.

— Security
Editor: Password is not required. Password... |
Administrator:  Pazsword iz reguired. e Paszsword... |

Paszword...

Change Adminigtrator Password. E3
Ixxxxxx 6 oK !,

I l’ Cancel |
Lonfirm nesw password: || 6

0Id Pagzword:

Hew pazsword:




Changing
User Status

In each knowledge tree, you
can have one of three levels of
editing rights. You can check
your user status through the
menu as described on the
right, or by the icon
represented in the First Level
Support status bar.

To change your user status,
you must have the
appropriate security rights.
The icons represent the
following;:

i== Administrator: Has
full rights

I—» Editing Allowed: Can
add and edit nodes, subject to
the Administrator’s approval.
Can also mark nodes or
branches for deletion subject
to the Administrator’s
approval.

—r Viewing Only: Has
no editing or administrator
rights.

Change User Status

€@ To allow edit rights, select
Editing Allowed from the
Options menu.

e Type your password then
click OK. A check mark
indicates you have edit
rights.

Note: In order to use this
option, a password must
have already been set in the
Tree Properties menu.

€@ To getAdministrator Rights,
click Administrator
Options, then type your
password and click OK.

Options

Tools

Wfindow

v E diting Allowed
v A dministrator Options 0

v Save Settingz on Exit
v Prompt far Data Source
RBeturn ko Call Logaing

Sort By

System Settings...

zer D

Pazsward

| oK. |
[ Cancel |
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Adding Nodes

When you need to add more
information to an existing tree,
you can add a node to a
knowledge tree. When you add
anode, you are creating a
child of the current node. The
branch automatically expands
to display the newly created
node.

TIP

Before you can add nodes, you must
have edit or Administrator rights.
Options>>Editing Allowed
must be enabled in First Level
Support.

SEEALSO

Adding Nodes Through the Search
Results Dialog, in this chapter.

6-14 CaLLLoGGING AT A GLANCE

Add a Node

@ Highlight the node that will
be the parent of the node
you want to create.

@ Select Add Child from the
Node menu. A new Dialog
box appears.

€ Enter atitle for the node’s
label.

0 Enter an abstract for the
node.

6 Enter text for the
Description window.

0 Enter text for the Solution
window.

@ ciick save.

Hospital Information
=)/ 0 - Sample Tres

First Lexzal Support - [knowledge tree]

£ 0-Banking
! 0- pin
0-Rou

Options  Took Window Help =l2] x|
= = » A4 |[Hospital -l
Seve (il #5 Times Solution Used: 0
Abendor Changes
D P
Delete

Mark Node for Deletion
Undzlete

ns an example of information a hospital might use i’
atient. Other examples might include hospital

0- bout FL

- Corpora

-City/Gio v Display Times Solution Usad

LChange Times Solution Used

Solution

- GaldMir
spilc]
~Knowle:

Appioye
Agmoye Nodes,

0-WiORD 7

ge you have gained with First Level Support. =

]
SI W, graphs |%Musm |%chan
Add a child node to the current position [NumM = v
First Level Support - [knowledge tree] =] 3
B2 File Edt View Mode Branch Seasch Options Took Window Help T
DS D] 5 B a9 %] « » «|[Hospital =
| Labels E: |Hawm print labels
=/[2) 0-Sample Tree | Description
E;?l;::’\g“ng - Question: How do | print mailing labels? 6 =
0 - Routing Transit Nbr |

0- bout FLS

- Hospital

0-%0RD 7

- City/Giow't Agencies ‘
-Carporate Infa
-~ GioldMineHelp Desk

0~ Unlabeled
0 - Patient Checkn
- Knowledge Sources

Solution

different add|

To print labels:

by merging d

16

1. Insert labels into printer.

“You can print a single label or print the same name and address on a
sheet of labels. You can also print a large number of labels with

M )

INUM =TV




Editing Nodes

You can edit information in an
existing knowledge tree at any
time.

Your ability to edit First Level
Support is based on your
security rights.

Before you can edit nodes, you must
have edit or Administrator rights.
Options>>Editing Allowed or
Options>>Administrator
Options must be enabled in First
Level Support.

Edit a Node

@ Highlight the node that will
be edited.

@ select Edit from the Node
menu.

€ Edit the node.
O cClick save.

First Level Support - [knowledge tree] [_100]
ﬁ File  Edit Wiew Branch Search DOptions Tools Window Help =121 x|
0= | @ ‘ Add Child Chrl+d (Y ||Lahe\s j
How to print lahets Save [Skrl+5 Times Solution Used: 0
[ 8 0 Sample Tren Atsendon Changes ) B
-4 0 Banking  pefers | print mailing labels? =
0 prin | et Wnde for Deletion
0-Rouf e delere I|
[&] 0-bout FL Solut
0-City/Go v Display Times Solution Used ot
0-Copora Change Times Salution Used 3 . =l
0 - GoldMir gle label or print the same name and address on a
AppIovE u can also print a large number of labels with
N Apprave lodes.. s by merging documents.
0 Patient Checkn i
0- Knowledge Souces To print labels:
0-WORD 7 5 .
1. Insert labels into printer.

&

Edit current node

[manage | MU (= [+,

First Level Support - [knowledge tree]

%}] File 4 Yiew Mode Branch Seaich [Options Took Window Help ) 5‘
D @ EBRE[ @S 7o« «|abes =
ILabe\s IHDWID print lahels
B @ 01- Sample Tree ‘ Description
B 0-Banking Jouestion: How do | print mailing labels? =
01- printing invoices
01 - Routing Transit Nbr =
Ee-[£] 0- bout FLS -
[ 0- City/Govt Agencies Solution
[ 0- Corporate Info
B 0 GoldMineHelp Desk You can print a single label or print the same name and address on a

sheet of labels. You can also print a large number of labels with
different addresses by merging documents.

0 - Haspital

0-Labels

01 Patient Check-In
0- Knowledge Sources
-] 0-WORD 7

To print labels:

1. Insert labels into printer.

K1l E— L

manage | [NUM[= T+
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Adding and
Viewing
Attached Files

First Level Support provides a
great deal of flexibility to
document problem
resolutions. You can attach
files and documents to a node
to further explain problem
resolutions.

The Attachment bar displays
files and applications
attached to the current node.
Attachments can be word
processing documents,
spreadsheets, graphics files,
even video clips.

6-16 CaLL LoGGING AT A GLANCE

Add an Attachment

© Highlight a node.

@ Click the Attachment icon in
the Attachment bar.

0 Select Add Attachment.

0 Enter a description for the
attachment.

0 Enter the attachment
location or click Browse to
navigate to it.

O click oK.

g Fie Edi Yiew Mode Branch Seach Options Iook Window Help

# First Level Support - [knowledge tree] [ E1=]

=l8] x|

Ok @ % i a2 6| « » «|[Hospa

7|

Hospital Information Times Solution Used: 0
5 &) 0-Sample Tree [ Description
0 -Barking This branch ins an ple of i ion a hospital might use for =]
8] 0-boutFLS checking in a patient. Other examples might include hospital
0 - City/Giov't Agencies €s, i of i and drugs, and much more.
0 - Corporate Infa
£ 0- GoldineHelp Des|
0 - Hospital
0 - Knowledge Sources 7l
0-WwORD 7 I Solution
Share the knowledge you have gained with First Level Support. =
I-]
| chart | graphs |

&% Music

L=

Add Attachment..

Enter New Attachment Information

Description ‘a oK.
Igraphs 0
Cancel
File: Mame ﬁl
IE:\HospitaIInfo\glaphs1.doc 6 { Browse i Help |
View an Attachment |#e= BT

@ Highlight a node.

9 Click an attachment in the
Attachment bar.




Changing the
Sort Order of
Trees

You can sort a tree’s nodes
alphabetically or by the
number of times a solution has
been used. You can then sort
by Ascending (lowest to
highest) or Descending order
(highest to lowest).

TIP

Times Solution Used numnbers are
incremented when you post a
solution back into a Call Record. If
your help desk does 1ot post
solutions, zero appears for all nodes.
You can also change this with
Node>>Change Times Solution
Used>>Increment.

Change the Sort
Order of a Tree

@ select Sort By from the
Options menu.

9 Select Alphabetical to sort
the tree alphabetically or
select Times Solution
Used to sort the tree by the
number of times a solution
has been used.

o Select Sort By from the
Options menu.

0 Select Ascending or
Descending.

T oolz

Options

v Editing Allowed

Administrator Options

Window H

, ¥ Save Settings an Exit

Prompt for Data Source

Bt bo Eal Logamg
Sort By 1

3

k| Alphabetical

Ssten Sethings...

Times Solution Used

v Azcending
Dezcending

o
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Searching
Knowledge
Trees

To perform a search, you must
tell First Level Support to find
certain words within nodes.
First Level Support finds the
nodes that contain some or all
of those words. You can search
within the current knowledge
tree, or search several trees at
once.

A search query can contain
any number of words or
phrases, up to a limit of 100
characters. You may use
logical operators and quote
marks to build simple and
complex queries. To find nodes
or paths that contain all the
words in the query, connect
words with AND. First Level
Support assumes words are
connected with OR unless you
say otherwise. Place double
quotes around strings of text to
search for exact matches.

Adding Nodes Through the Search
Results Dialog, in this chapter.

Search the Current
Knowledge Tree

o Select Search Tree from
the Search menu.

e Enter the search query in
the Query box. To view
previous queries, click the
down arrow.

e Select the area to search.

© Click Current Branch or
Entire Tree to set the range
of the search.

@ Check Match case to
perform a case-sensitive
search.

© check Whole Words Only
to search only for words that
match.

@ click OK.

Tocls

Windoe,

Queny: q‘ I
Iprinter j

ak
Cancel |

o

[~ Abshact
[T Upper Text &rea
[~ Lower Text Area

Help |

Scope
&' Cument Branch
" Entire Tree

[ Match case 6

v whale Wards Only 0
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:
Searching Search Multiple P =
uery: oK
Trees [printer | —I
< rea Trees b Search ﬂl
Multlple . I~ Allareas " Search All Open Trees &I
@ select Search Multiple o * SouchLana o
Trees Trees from the Search o
menu. ™ Lower TextArea
If you have more than one , ‘ (1)
; I Match case Delete Tree
knowledge tree, you can e Eype thte) search queryinthe | Z0eee
uery box.
search all your trees
simultaneously. € seclect the area to search. Search Mulliple Trees
@ Check Match case to Query 10 12)
perform a case-sensitive [printer @ [ Caneat
search. Areas——— 1 [ TmeestoSearch——————————
If you selected “Search Listed [ Al seas  CeachAlD Hel |
I Open Trees Aelp
Trees,” you can add one or more 6 Check Whole Words Only o & Search Listed Tross 0
trees. to search only for words that ﬁ Lateed -
Abstract
match. =
™ Upper Test Area
@ Select either Search All I Lower Test Area
Open Trees or Search
Listed Trees. I Match case 0 Delete Tree m,
@ !'fyou select Search Listed I wihole Wwords Only
Trees, click Add Tree to
add a tree to the list. Y e
@ Highlight atree. Avaiable Trees: O |
; Tree Mame | Last imported |
0 Click Select. Knowledgs 0 1995/08/06 1130 Cancel |
RM&, Information 199940917 10:04
@) Click OK to begin a search. _ teb |
@ Toremove atree fromthe

|iSt, hlgh“ght it and click Tree Description:
Delete Tree.

P Click OK.
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Using
Confidence
Values

Nodes can be sorted based on
the percentage of search words
found in each node. This
percentage is called the
Confidence Value.

For example, if you search for
the words Lotus AND files, all
nodes containing both Lotus
and files receive a score of
100%. All nodes containing
either Lotus or files receive a
score of 50%. If you search for
3 words, you might see scores
0f100%, 66% and 33%.

Set up Confidence
Values

o Select Calculate

Confidence Value from the
Search menu. A check mark

appears next to the menu
item.

Optione  Tool:  Windoy
Search Tree...

Search Multiple Trees. ..

wiet Search Hesults.

Emzh Seanzh) Soliticn

Calculate Confidence Values
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Using Search
Results

The Search Results dialog box
displays the name and
knowledge tree of each node
that meets your search
conditions. To see each node’s
complete path, select the Full
Path Names option in the
Display box.

The lower left of the Search
Results window displays your
query as well as the starting
node of the search.

You can sort the search results by
clicking on the colummn headers.
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View Search Results

@ After you have completed
your search, select a node
name from the Search
Results window.

Q Select a Display type to see
only the node names or the
full path name.

@ Click Select. The node you
select is highlighted in the
Tree display.

3 T

Cancel

Help

il

Auta Populate. ..

Search Results E
Search Besults:
# | Mode
0 Labels

knowile 100 ] HOW TO: CHANGE THE

knowile 100 ] HOW TO: PRIMT &M EM

knowledge.. 100 ] EMYELOPES PRINT BLA

knowledge ... 100 ] EMYELOPE TEXT PRINT

knowledge ... 100 ] HO'W TO: CREATE MAIL

knowledge ... 100 ] HOW TO: CREATE A ha

knowledge ... 100 ] MAIL MERGE...

knowledge ... 100 ] HOW TO: CREATE A LE

PR 2
Solutions Found: 9

Search Input; labels

Start Mode: Foot Mode

Dizplay
’7 & Modes Mames Only 9 = Eull Path Names




Finding Text
in Nodes

You can use the Find option to
locate text in a node’s upper
text area or lower text area.

Highlight the first occurrence of the
word or phrase before you select
“Find” ... or press F3. When the
Find dialog box appears, the
highlighted text is already in the
“Find What” box.

Find Text in a Node

@ Highlight the node.

Click in either the upper or
lower text area.

o Select Find from the Edit
menu.

In the Find What field, type
the word or phrase you want
to find.

Q Check Match Case to
perform a case sensitive
search.

0 Select the direction of the
search, starting from the
current cursor position. Up
searches up to the root of
the tree. Down searches
down to the last node of the
tree.

@ Click Find Next. The first
occurrence of the text is
highlighted in the text area.

First Level Support - [knowledge tree] [_ O[]
By Fie [ Yiew Mode Bianch Seach Opfions Iook Mindow Help |
D e Ch2 lan |7 9| 4 » 4 |[Caveis =l

Lopy LGk #5
lm rint labels
Copy Soecil,
=08 0 Lirls Description
I?---E Easte Cifr/ Question: How do | print mailing labels?] 9 =
) E
[z Beplace. -
‘ Solution

0- Cilp/Giow't Agencies
0 - Corporate Info

0- GoldMineHelp Desk
0 - Haspital

0- Labels

0- Patient Check-In
0 - Knowledge Sources
0-WORD 7

&

different add

by merging d

2]

To print labels:

1. Insert labels into printer.

You can print a single label or print the same name and address on a
sheet of labels. You can also print a large number of labels with

S |5

Find the specified text within the

current text field. [manage |

NUM=[+

Find

Find what: IIabelsl

™ Match cage 6

4] v |

Cancel |

Direction

C Up & Down
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Adding Nodes
through the
Search Results
Dialog Box

After running a search, you
can quickly add new nodes by
clicking the Auto Populate
button.

You must have edit or
admiinistrator privileges before you
can add nodes.
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Add a Node

o In the Search Results
dialog box, select a tree and
node.

Click Auto Populate.

Enter a name for the tree if
you want to add a node to a
different tree. The current
knowledge tree appears by
default.

2]
©

Enter a label name.

Enter an abstract for the
new node.

®© 0

Enter text for the upper text
area. Your query words
appear by default, but you
can overwrite them. (Noise
words will not appear in the
default text.)

Enter text for the lower text
area.

7

@ cClick OK.

Search Results E
Search Besults: Select I
| Mode
Labelz ﬂl

HOWw TO: CHANGE THE
HOW TO: PRIMNT &M EN
ENVELOPES PRINT BL&
ENVELOPE TEXT PRINT
HOWw TO: CREATE MAIL
HOW TO: CREATE & Ma,
MAIL MERGE..

HOw TO: CREATE A LE

Help
emmo Populate...

#

0

. 0
knowledge ... 100 0
knowledge . 100 i}
knowledge ... 100 a
knowledge ... 100 a
knowledge ... 100 a
0

0

knowledge ... 100
knowledge ... 100

K |

Solutions Found: 3

Search Input: labels

Start Node: Fioot Mode

€ Eull Path Mames

Display
’7 * Modes Mames Only

Auto Populate FLS E
Tree: Iknowledge tree 0 Browse... |

‘:’ oK I
Label: IF'rint an envelope 0 Cancel |
Abstract: IHow Lo print an envelope 6 Help |

Upper Text Area:

printing an envelope 0

Lower Text Area:

10 Select the desired printer.
27 Choose the open buttan,
Mote: If the desired document is in one of the subfolders; repeat step 4.




Posting
Solutions to
HEAT

If your help desk stores
problem solutions in the lower
text area, you can transfer this
information to a designated
memo field in the current Call
Record.

Before you can use this feature,
the current Call Record in the
Call Logging Module must be
editable.

If an empty Work Group is in the
foreground or if the current Call
Record is closed or locked, First
Level Support cannot transfer a
solution.

Post Solution to a
Call Record

€@ Make sure that the Call
Record is displayed in Call

Logging.

@ InFirst Level Support,
highlight the node that
contains the solution.

0 Select the Post Search
Solution from the Search
menu. The text in the lower
text area of the current node
is sent to the memo field
defined in the Administrator
Module. The node’s “number
of times solution used”
counter is incremented by 1.

?g File Edit Wiew Node Branch Search Options Tools Window Help ;lﬂﬂ
mEIE [ ]®] [2]&] [((]» [#¢] [How To: 0PEN A DOCU -]
How to: Open a document from the taskbar Times Solution Used: 0
0- Knowledge Sources B Description
&0 - Printers PROBLEM: i‘
How to: Open a document from the taskbar

20 - Hewlett Packard
ta0-1BM
&0 - Linotronic
£=0-WORD 7
£=0- CREATING, OPENING,
0 - CREATING DOCUMENT
E0- ERROR: MICROSOFT W
B0-HOW TO: CREATE A BA
B0-HOW TO: CREATE A NE _ |
B0-HOW TO: INSERT TEXT
B0-HOW TO: OPEN A DOGU
E0-HOWTO: QUIT WORD W
&30 - DISPLAYING DOCUMENT -

Solution

How to: i‘
Open an Office document from the taskbar.

SOLUTION:
Choose the 'Start’ button on the taskbar and
select 'Open Qffice Document'.

Optionz Toolz

Search Tree..
Search Multiple Trees. ..
Yiew Search Reszultz. .

Post Search Solution

LCalculate Confidence Values

Select Search Engine...

Window
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Copying Text
You can copy selected text in a
knowledge tree or parts of a
node or branch. The
information can then be pasted
into another application, such
as a Call Logging journal or
solution description.
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Copy Text

o Highlight the text you want
to copy.

9 Select Copy from the Edit
menu. Information is copied
to the clipboard.

 First Level Support - [knowledge tiee] |_[O] x|
E E\\ayiew Mode Branch Search Options Took ‘Window Help =18 1[
D@3 00 07 las |76 «» | =
How to pi e | Times Solution Used: 0
[ER Wil Description
Faste [t Question: How do | print mailing labels?
Find... F3
| BEeplace.. Solnt
(& T G Deek glution

-+

0+ Hospital

- Labels

- Patient Check-In
z 0- Knowledge Sources
4] 0- Print an envelope
(&) 0- Insurance

] 0-WORD 7

sheet of labels. You can also print a large number of labels with
different addresses by merging documents, o

1+

To print labels:

|53}

-

Solution: -
'ou can print a single label or print the same name and address on a

L

|

Capy the selection and put it on the Clipboard franage MUK =+
manage | [NUM = [+
Co Part of a Node “ First Level Support - [knowledge tree] [-[DI=]
py By Fie [ Yiew Mode Bianch Seach Opfions Iook Mindow Help ==l
O e D0 g 8| 0|« » 1 |[Laness -
or Branch S e AR I
Howto pi m@'_ Times Solution Usad: 0
E-[8) 05 Gu B I Description
H H Easte LEG Question: How do | print mailing labels?
@ Highlight the text you want
Find Fa
tO Copy Hsplacs. Solution

@ Select Copy Special from
the Edit menu. The Copy
Special dialog box appears.

Click Current Node or
Current Branch.

@ Select the parts of the node
or branch you want to copy.

@ Click OK. Information is
copied to the clipboard.

|
B4 0-Hospital

~Labeks

0 - Patient Checkn
~Knowledge Sources
~Piint an envelope

0- Insurance
0-WORD 7

sheet of labels. You can also print a large number of labels with
different addresses by merging documents.| o

To print labels:

|

|

Solution: -
'ou can print a single label or print the same name and address on a

=]

&

Selectively copy text to the clipboard. manage UM IEIT 4
Copy Special [ <]
5

| Range LR
" Current Node ) Tiree Stiucture.
£ Currert Brarich & Modes [Separate with a blark line |
- Node Information

Cancel |
Help |

¥ Label

¥ abstract

™ Attachment summary
I Times solution used

¥ Upper text

¥ Lower text

™ Approwal status
™ Path to node




Copying Text
Into First Level
Support

You can copy plain text (ASCII
format) from other Microsoft
Windows applications into
First Level Support by using
the Copy and Paste functions.
First Level Support does not
support word processor
formatting such as boldface
text or special fonts. Tabs are
preserved, but you cannot set
tabs from First Level Support.

Copy Text into First
Level Support

o Copy text from the other

application.

9 Select Edit from the Node
menu.

Place the cursor where you
want to paste the text.

Select Paste from the Edit
menu.

Child il
Sample Knowledge Tre SEH }_Em‘a

arie’s Sample]
Branch Search Dptions  Tooks

“ First Lovel Supp
g File Edit Wiew

Window Help -

> 44 [[sample Tree =1

tiing Staned" Times Solution Lised: 0

Abandon Chenges

Description

0-AboutF 1o

lknowlcdge tree provided with First Level Support (FLS). The -]

Ty Fie B View Hode Branch Seach Options Tooks Window Hep _&]x|
Unds D gm |7 9| 4 [sampleTree -
Cony Chili
Press <F1> and review "Gelling Started" Times Solulion Usert: 0
Copy Specl -
it Chir Description

Q-Banking  piar: Node for Deletion mple tree is to demonstrate a few of the possible uses of FLS.
0-CitydGo e E tree contains many examples, there are an endless number of
0-E ons for FLS. Before going any further. press <F1> and click on
0 Help De v Display Times Solution Ussd L' icon for an introduction to FLS.
0-Hospita | Change Times Solution Used 3 =l
0- Knowle: =
vve i Solution
Appiove Hodes, lick on the "Getting Started" icon for an introduction to FLS. =
|
Edit current node [rcurry [ MUM (= [~
 First Level Support - [Marie's Sample] [-[OI=]

his is a sample knowledge tree provided with First Level Support (FLS). The -]

S o urpose of this sample tree is to demonstrate a few of the possible uses of FLS.
y fH‘" . While this sample tree contains many examples, there are an endless number of
- i ications for FLS. Before going any further, press <F1> and click on
) 0-Help Desk the "Getling Started" icon for an introduction to FLS.
0 - Hospital [
0 - Knowledge Sources "
0-WDRD 7 I Solution
Press <F1> and click on the "Getting Started” icon for an introduction to FLS. =

©

=

5

Insert Clipboard contents. [reurry |

UM (==~
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Printing

Information

First Level Support offers fast
and simple printing to help
you capture information from
a knowledge tree. You can
print a single node or an entire
tree.

Page numbers are
automatically placed at the
bottom of each page.
Certain text printing options
are preset. These options
cannot be changed within
First Level Support:
¢ Font: Times Roman (or
closest equivalent on
your printer)
¢ Size: 10 point
¢ Margins: 0.5 inches on
all sides
¢ TAB stops: 0.5 inches

If you need more control over the
look of your printed output, print to
a File destination. Then use a word
processor to format the output file
to your specifications.
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Print a Single Node
Highlight the node to print.

Select Print from the File
menu.

Select Current Node.

Select the parts of the
node you want to print.

Click OK.

® 00 00

Print
Printer:  System Printer (MDOC_SERVER\D oc)

—Range

[t
%) Tiree Strstine.
ch ) Hiodes ISeparate with a blank ling.

[

— Mode Information

¥ Label ™ Upper test

W Ahstact ™ Lower begt

[~ Attachment summary ™ Approval status
¥ Times solution used [~ Pathto node

oK
Cancel

Help

dudil

Setup..

Print a Branch

o Highlight the branch to print.

@ select Print from the File
menu.

0 Select Current Branch.

Select Tree Structure to
print a graphic representation
of the tree. Select Nodes to
print the text stored in each
node.

6 Select the parts of the
node you want to print.

0 click oK.

Print
Frinter.  System Printer [\WDOC_SERYERADoc)

—Range Olutput 0
 Cument Mode = Tree Stucture
& Current Branch % Mades ISeparate with a blank line.

=

[V Label

W &hshract

r Aftachment summary
V' Times solution used

— Made Infarmation

(=7]
IE

OK
Cancel

Help

il

Setup...




Print a Knowledge Print
First Level Support can pri”t 32 Tree Printer:  System Printer (MDOC_SERVER\D oc) 6
levels of nodes in a single branch.
Nodes at the 33rd level or beyond, [ Rana= Pl Cancel |
relative to the brancl’s parent o Highlight the tree to print. @ i ¥ L= |
! oo 14 . & Cument Branch [OM T (S e arate with & solid line. Help
node, do not appear in a printout. ] .
@ Select Print from the File ~ Node Information Setwp. |
menu. ¥ Label ¥ Upper text
¥ Abstract 6 V¥ Lower text
[~ Attachment summary ™ Approval status
e Select Current Branch. ¥ Times solution used [~ Path to node

0 Select one output option:

e Tree Structure: Prints a
graphic representation of
the node labels and
branch icons.

* Nodes: Prints the text
stored in each node, in
the order the nodes would
appear in the Tree display
or a Structure printout.
You must also select a
separator type from the
drop-down box.

6 Select the parts of the
node you want to print.

0O click oK.
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Creating
Knowledge
Trees

All First Level Support users
can create new knowledge
trees, even if they do not have
security rights to edit an
existing tree.

You can type three lines of text that
describe the current knowledge tree
or record copyright information.
You may type 70 characters per
line.
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Create a Tree
@ sclect New from the File

2]
(3]

Enter the filename for the
new tree.

Enter the maximum number
of users with simultaneous
access to this tree. A zero
grants unlimited access.

Enter names for the upper
text area and lower text area
in the Text area descriptions
box.

Enter a description forthe
current knowledge tree or
record copyright information
in the Tree Information
box.

(6]

Click Password to set up a
password for Administrator.

@ Click OK.

YWiew Mode Branch 5
Chrl+M

0

Tree name: Iknnwledge tree

Maximum nurmber of users: m

— Text area descriptions:

i

oK

Caticel

s

Upper: ID escription Help

4]

Lower: ISDIution

—Tree Information—e

Line 1: INew Tree

Line 2 I

Line 3 IAdministrator pazsword is "manage’.

— Security
Editar: Pazzword iz not reguired, Pazsword... |
Administrator:  Pazsword is required. 0 Pazsword... |
Tree Delgtion:  Fazzword iz not reguired, Pazsword... |




Customizing
First Level
Support

You can customize First Level
Support to meet your needs.
For example, you can adjust
the sizes of the Tree display,
the upper text area, and the
lower text area. You can also
hide or display the
Attachment Bar, Toolbar,
Status Bar, text area captions,
and Times Solution Used.

Customize First ol Hode  Eranch
Level Support Attachment Bar
v Captionz

o Select Attachment Bar from
the View menu to hide or v Status Bar
display the Attachment Bar. v Toolbar

e Select Captions from the
View menu to hide or
display the captions on
upper and lower text areas.

Select Status Bar from the

[{-W Branch Search Options  Tool:

View menu to hide or Add Child il
display the Status Bar. Edit Fz2
Saye [Srls
Select Toolbar from the Abandon Changes
View menu to hide or S
display the Toolbar. Mark Made far Deletion
Uhdelete

Select Display Times

Solution Used from the v Digplay Times Solution Used

Node menu to hide or Change Times Solution Used 3
display the Times Solution

Used.
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Adding Links
to Other

Programs

You can build a list of
shortcuts to your favorite
programs and tools. Any
application file (.EXE or .COM)
or Program Information File
(.PIF) can be added to the Tools
menu, then launched directly
from First Level Support.
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Add a Link

@ select Configure from the
Tools menu. The Tools
dialog box appears. The
Menu Contents displays
the current list of programs
in the Tools menu.

9 Click Add.

@ Inthe Open dialog box,
navigate to the application
or PIF you want to add to
the Tools menu.

O cClick Open.

@ Enter the title you want to
appear in the Tools menu.

0 If your application needs to
be run from a particular
directory, enterthe
directory in the Working
field.

Check Ask for arguments
to allow arguments, such as
a file name, to be passed to
the program before it
launches this application.

© ciick oK.

II:I [n] |:E:

Wfindom

Configure. .

Tools

Menu contents: Add...

Delete | Cancel

=] | Help

[ e DS

Command line: IC \ProgramiAccessories\pWordpad exe

Menu text: IWordpad

(5)

working directony: I

™ Ask for arguments 0

(6]

Open [2]x]
sl i Ia ACcessories j ﬁl I_ =
Imagevue
File name: IWordpad ‘! Qpen I
Files of type: IExecutabIe *exe)

j Cancel |




When you rearrange or delete a tool
in First Level Support, only the link
to the tool is removed. The
application or file does not get
removed from your systen.

Rearrange Link List

@ Select Configure from the
Tools menu.

9 Highlight an application
name in the Menu
Contents dialog box.

Click Move Up to move the
item up in the list.

0 Click Move Down to move
the item down in the list.

© Click OK.

Menu contents: Add... |6 OK |
Calculator Delete | Cancel |
0 Move Up | Help |

OMDVE Down

|C:\DFFICE\MSACCESS.EXE

Command line:

Menu text: |MS Access

Initial directory: |

" Ask for arguments

Delete a Link

@ select Configure from the
Tools menu.

@ Highlight an application
name in the Menu Contents
dialog box.

0 Click Delete to remove the
link.

O Click Yes.
@ cClick OK.

Menu contents: Add. . 5

Calculator

WORD 7.0 Q Delete | Cancel ‘
Mowve Up | Help ‘

Move Down

|C:\DFFICE\M5ACCESS.EXE

Command line:

Menu text: |MS Access

Initial directory: |

[~ Ask for arguments

First Level Support .

\?I) Delete MS Access from list of tools?
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IN THIS CHAPTER

HEAT Answer Wizard
Reports

Crystal Reports

Running Crystal Reports
Displaying Crystal Reports
Printing Crystal Reports
Saving Reports

E-Mailing Reports

Call Logging Reports
Previewing Call Tickets
Printing Call Tickets

Printing Call Tickets for a
Call Group

Viewing Reports
Printing Reports
Printing by Call Type

EAT can produce reports about your support
Hcenter and customers. You can view a report on-

screen or print it. HEAT gives you several ways to
produce reports:

* HEAT Answer Wizard — You can run over 250
predefined reports, or create your own.

* Crystal Reports — You can create reports with the
industry’s leading report writer, and produce them from
Call Logging.

* Call Logging — You can print, view, or e-mail
information from a Call Record. A printed Call Record
can include information from the Profile Subset, the Call
Log, Details, Assignment, and Journal.

Reports
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HEAT Answer Wizard
Reports

HEAT Answer Wizard reports answer key business questions.
You can use one of the standard reports, or create new ones.
HEAT Answer Wizard has six categories of reports:

» Favorite Reports: contains copies of any reports you have
saved to this directory.

* HEAT: contains predefined reports specifically related to
HEAT.

* Combined Reports: contains predefined reports that use
information from HEAT and the Manager’s Console.

You must have the appropriate security rights to access
information from each module.

For more information refer to the HEAT Answer Wizard
User’s Guide in the System Administrator manual.
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Printed on 9/16/98

Active Calls by Tracker

Call ID Cust ID Status Call Type Priority Received
Chris  #Calls: 5
00000047 MH7435 Open Software 4 4/4/98 152136
00000050 000350 Open Software 3 4/5/98 102848
00000051 FRSOFT Open Training 4 4/6/98 083824
00000057 HE5935 Responded Network 3 4/9/98 125736
00000064 GI7142 Responded Word 7 2 4/13/98 133818
Don  #Calls: 4
00000029 AGDOOR Solved Printing 3 3/26/98 1324:10
00000040 GB4435 Open Printing 1 4198 14:09:36
00000055 JL5635 Open Purchase Order 3 4/8/98 152136

Active Calls by Tracker

Total Calls: 10

Printed on 9-24-08 Page 1 of 1

Don 40%%

Kathy 10% o

FNY

H Y

_ ]
N o

Chris 50%




Crystal Reports

Crystal Reports is a report generator application that comes
with HEAT. With it, you can design, create, and print reports.
You can select a report format, or design your own. Each
report can extract information from a data file or database,
and display the information in the selected format. After you
design a report, you can run it from Call Logging.

For more information, refer to the Crystal Reports User’s
Guide.

Call Summary by Status and Priority

Date: 12/28/1933 Fage: 1
Statoy Iotml Call Fecords i of Group 4 of lotal
CLOSED
Priority: 3 3 50006 11.11%%
Priocity. 4 1 250084 37004
Toumi: 4 14.81%
OPEN
Priority: 1 1 667 37Re
Priority: 3 14 93334 51854
Toal: 15 55.56%
RESPONDED
Priority: 2 1 125046 30
Pricrity. 3 & 750084 2%
Priority: 4 1 125084 378e
Toal: 8 29.63%
Total Call Records processed: 7
al . - e - S i R
Calls by Customer Type - Summary
Date: 12/28/1%! Page, 1

B6.7%

Calls for Customer Type

Calls for Customer Type

Calls for Customer Type

Total Calls

143%

1254

CustType
Equipment 4
Exteniml 5
Interral 18

External

Internal
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Running Run Crystal Reports  FEE=R e winen e

Aiszet Config Window.

= Call Transfer
Crystal @ select Report Writer from e '
the Accessory menu. HERE :

Reports

You can start Crystal Reports AT o ol
from Call Logging. Before =
running Crystal Reports, you
must set the path to the
application through User
Preferences.

Fiun Fleports. Chl+5hift+R

1 LAl ek

Setting Paths in “User
Preferences,” Chapter 10.
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Displaying
Crystal
Reports

After you create and save a
report with Crystal Reports,
you can display it from Call
Logging.

Display a Report

o Select Run Reports from
the Accessory menu.

@ Select the report to display.

Select Window in the

Output To drop-down box.

O cClick Run.

AutoTazk  ‘Window Help

Table Maintenance...

Call Tranzfer »
Locked Calls...

lzzueBoard 4
14 ail »

Fiepart ‘Wwriter. ..

Bun Reportz... Chl+Shift+R

Report Name

All Calls.rpt

Eruna.nt

Calls Mot Acknowledged.rpat
Hulda.rpt

Jo&Eo.rpt

MNancy.rpt

Nigel.rpt e
Faul.rpt

Sales.npt

Tahitha.rpt

Tech Supportrpt

Wem.mpt

Walter.rat
Wendy.rot

Output To

ind o ﬂ

Eat

Help

Add

Edit.

PEE b EE

Delete

Printer
Disk File
Send via hail
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Printing
Crystal
Reports

You can print a report created
in Crystal Reports from within

Call Logging.
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Print a Report

o Select Run Reports from
the Accessory menu.

@ select the report to print.

Select Printer in the Output
To drop-down box.

@ click Options.

6 Select printer options.
@ click OK.

@ Click Run.

mAulolask Window Help

Table Maintenance...
Asset Config "Windaw. ..

Call Transfer 3
Locked Calls...
HEATBoard 3
il 3
Fieport wiiter....

Bun Reparts... Ctrl+5hift+R o

abieH EAT - TiransfenEalz.
Set Up MobileHEAT Database...

1 LA ek

Repart Mame e

actaxc C:\Program Files\HEAT \Answer Wizard Beports\actaxc._ipt
C:\Program Files\HEAT \Answer Wizard Reportshactsa.ipt

Exit

Help

Edit

Delete

b

Output To

D w |
Cancel |

Mumber of Copies I'l_ i’ [ Collated

Start at Page |1— i’ ﬁl

Stop at Page |1 i’

Selected Printer




Saving Reports
You can save a report to a file

on disk.

Save a Report

Select Run Reports from
the Accessory menu.

@ Select the report to save.

Select Disk File in the
Output To drop-down box.

O Click Browse to locate the
output file name or type the
name in the Output File
Name box

@ select an export file
format.

@ Click Run.

AutoTask  Window Help
Table Maintenance...

Azeet Config Windou.

Call Transfer

Locked Callz.

HEATBoard

b ail

Report Writer
Bun Reparts

Cirl+5hift+F

e EST - ransfen £l .
Set Up MobileHEAT Database.

A ek

Feport Name

All Calls.rpt
Bruna. ot

Calls Mot Acknowledged rpat
Huldaurpt

Joo.rpt
MNancy.rpt
Migel.rpt

Paul rpt
Sales.rpt
Tahitha.rpt
Tech Support.rpt
Wern.rpt
‘Walter.rpt
“Wendy.rpt

Output To

Exit

Help

Edit..

Delete

bl | 18

[Disk File o

Qutput File Mame (required)

=]

Export File Format

Character Separated Values

i Browse l ’
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E-Mailing E = M a i I a Re po rt %mﬁ::iizzk window  Help

Aszet Config Window

Reports 0 Select Run Reports fromthe | 27w i

Accessory menu. el :
From Call Logging, you can e- HQ' —
mail a report created in Crystal e Select the report to e-mail. I TR o
Reports. . L W BbiEHES T - Tirarsren balen.
€) Seclect Send via Mail in the ~ setUpsbieHeT Database.
- 1 sk Dk
Output To drop-down box.
.
O click browse to locate the N
output file name. Al Call.rt e
LN Bt
Ea\ls NE‘( Acknowledged.rpt
© select an export file vy 02)
format. s Help
Paulrpt
Salesrpt
- - Tahithar)
@ Click Delete File After T S e
Mailing if you want the file oo Edi
deleted after it is sent. Daiete

Output Ta
€ Click Run. ETERETE— ) — -

Output Eile Name (required)

‘ ‘: ’ Browse...

Export File Format

‘CharacterSepara\edValues 6?
™ Delete File After Mailing 0
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Call Logging Reports

A Call Record, also called a Call Ticket, is an electronic record
of a support center Call. The example shown includes
information about the customer, Call Log, Call Details,
Assignments, and Journals.

You can print information from a Call Record as shown on
the right. You can also view a Call Record on-screen, save its
data in a file, or send it by e-mail.

Service Class:

Gold

Faculty/Student ID: )(L?TH Department: | Administretion

First Hame: Kenneth Phone # (214) 342-0122

Internal

Last Hame: | Lambert Extension: | 376 Alert:

Support Rep: | CHRIS = Received by: | CHRIS 08/27i08 12:20:44am
B e —( I
Priority: |5 7] Cpen o

Activity:

|

Call Description

CallRecord

Call ID: 00000054 Stopwatch: 0:00:30 Count 1 Status: Open

FacultwStudert 10: KLT 77T Departrent:  Administration ServiceClass

FirstName:  Kenneth Fhone #(21435342.01 22 Internal Geld
Last Name: Lambart Estension 876 Alert:
SupportRep: CHRIS Reseived BAHR 15 0827 8B 1223 14am
Cal Type: fudio \dsual Last Modfied:  CHRIS 0827 8B 1223 dam
Priority: 3 Call Ststus:  Open
Aetivity: SLA Urgency: SLA I

Call Description
Closed By: b

Description: Cause

Printout of Call Record
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Previewing
Call Tickets

Use Print Preview to view a
Call Ticket on-screen before
you printit.

7-10 CarL LoGGING AT A GLANCE

Preview a Call Ticket

@ select Print>>Preview from
the File menu.

Use the Preview window
buttons to view the Call
Ticket.

(2]

* Next page — Displays the
next page.

®* Prev page — Displays the
previous page.

* Two page — Displays two
pages at a time.

® Zoom in — Magnifies the
preview image.

® Zoom out — Reduces the
preview image.

Click Print to print the Call
Ticket.

Click Close to close the
preview window.

[N Ecit “iew Group Customer
Mew Call Record Cirl+M
Lock Call Record Cirl+L
Customer Type... Cirl+ T
Quick Close F10
Goto CalllD Ctrl+G
Delete Call Record(s)...
Eemove Call from Group
Assignment/ Jourmal 3
Print Setup Call Ticket.. Ctrl+P
o N Group. Ctrl+Shift+P
UEEIHELS Beport Cirl+R
Exit

By Call Type Cirl+Shift+B

FErint... | ‘ Zoom In e Zoom out | Close ‘

Call ID: 00000054 Stopwatch: 0:00:30 Count 1 Status: Open

FacultyiStudent ID: KLTT777 Departmert: Administratio n

FirstName:  Kenneth Phone #(214)342:0122

Last Name: Lambert Extension=76

SUPPORtREp: CHRIS Recelud DEHRIS

Call Type: Audio Msual Last Modified:  CHRIS

Pricrity: 3 Call Status:  Open
Actiutty: 5L Urgeney
Call Description:
Closed By:

Dessription

ServiceClass
Internal Gold

Alert

0827 08 1229:14am

0BT R 12249 sam

sLAID:

Cause:




o o H H JEEW Eclit ‘iew Group Customer
Pnntlng Call Print a Call Ticket oy o
Tickets @ select Print>>Call Ticket boskCelRecord el
from the File menu. Customer Type CleT
You can print the current Call hick Close fio
Ticket from Call Logging. A 9 Select a Print Quality, if
Call Record must be saved your printer offers a choice. Goto Call D. Gl
before it can be printed.
© Type the number of copies  fectfee,
to print in the Copies field. pesignment/Joumel , o
ot 1] icket printi . review..
SLt: up[g”ito]l” gﬂél Tlf[l:,tfi’]l]lt;{”g CheCk COIIate Coples to rmtSetgp.. aHIu::I-..Ed... Ctrl+P
using AutoTask. See “AutoTask, : . . Gowp CHl+GhifteP
Chapter 8. Co”?llti Imultlple pages (if Anachmers e o
available). B By Call Type Cirl+GhifeB

@ Click Setup if you want to

specity adifferent printer. | ENCA R
@ sSelect the parts of the Call Frinter: ﬁiﬁ%%PéiEELEHhD :
Record to print from the - o
Sections to Print box. Cancel |
@ Select a spacing option in Pl Dl Im
the Section Spacing box.
Copies: m [ Collate Copies o Q Setup... |

@) Select key items to print

above each Call Ticket from Sectionz to Print Section Spacing Header Info
the Header Info box. ¥ Calllog @ | | ¢ smal @ | [ calin
0 Click OK. v Detfall i+ Medium V¥ Stopwatch
V¥ Assignment = Large v Count
W Joumal " Huge ¥ Status
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Printing Call
Tickets for a
Call Group

You can print a Call Ticket for
each Call Record in the current
Call Group. A Call Record
must be saved before it can be
printed.
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Print Call Tickets for
a Call Group

Select Print>>Group from
the File menu.

9 Select a Print Quality, if
your printer offers a choice.

9 Enter the number of copies
to print in the Copies field.

Check Collate Copies to
collate multiple pages (if
available).

@ Click Setup to change the
printer settings.

Select the parts of each Call
Record to print.

0 Select a spacing option.

Select the items you want
printed above each Call
Ticket.

@ Click OK.

Edil “iew Group Customer

Mew Call Recard Cirl+M
Lock Call Record Cirl+L
Customer Type... Cirl+T
Quick Close F10
Goto CalllD. CHrl+G
Delete Call Record(s)..
Bemowve Call fram Group

Assignment/ Journal > o

Print Setup. Call Ticket Cirl+P
Ctrl+Shift+P

Aftach| t:
achments SRt

Beport..

Edt By Call Type  Cil+ShifeB

Print Call Ticket H|

Printer:  Swstem Printer
[\SDOC_SERVER\Dac)

Print Quaity:  [EEEMNEIN_~ |
Copies: m [ Collate Copies 0

Sectionz to Print Sechon Spacing

¥ Call Log ™ Small
Iv | Dietail & dedium
v Aszsighment ™ Large
v Joumal ™ Huge

Cancel

Setup...

[ Lk

Header [nfo
I Cali

¥ Stopwatch
v Count
v Status

"0




Printing
Reports

After you create reports with

Crystal Reports, you can print

them from Call Logging.

Print a Report

(1]
(2]

(3]
(4]
(5]

(6]

Select Print>>Report from
the File menu.

Click Browse to select a
report, or select one from
the drop-down menu.

If you check the Set as
Default Report check box,
this report appears in the
drop-down box.

Click Printer.

Click Setup to change the
printer if you don’t want to
print from the default printer.

Click Print.

Edll Wiew Group Customer

Dlew Call Record Ctrl+
Lock Call Recaord Cirl+L
Customer Type... Cirl+T
Quick Close F10
Goto Call D CHrl+G
Delete Call Record(s)

Bemaove Call from Group

Assignment/Joumal 3 o

Praiew
Frint Setup. Call Ticket.. Ctrl+P
Group... Ctrl+Shift+F
Attachments »

Beport... Chl+R

Exit By Call Type Ctl+Shift+B

Print Report

Report Hame
IEI: “Program Files\HEAT \nswer Wizard Heports\actaxc.rptj

I™ Set as Default Fepart o :
Frrint
Frint To Cancel |
' Window Help |

Frinter ﬁetup..e

WWBEMDATA_PDCADocumentation on
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Printing by
Call Type

Print By Call Type prints
Crystal Reports based on the
currently displayed Call
Record. It uses a separate
Crystal Report for each call
type and prints the report to a
specific printer. For example,
you can use this print method
to setup a report for all
Software Call Tickets and
print them to the HP Laser]et
IV in your department.

The Call Type reports must be
defined in Crystal Reports
before you can print by call
type. Your system
administrator can tell you
which reports are available in
your system.

7-14 CarL LoGGING AT A GLANCE

Print a Call Type

Select Print>>By Call Type
from the File menu.

Click Browse to select a
report, or select one from the
drop-down menu.

€@ If you check the Set as
Default Report check box,
it will set this report as the
default when printing.

O Click Printer.

@ Click Setup to change your
printer settings, if necessary.

O Click Print.

W Ecit ‘“fiew Group Customer

MNew Call Recard Crl+M
Lock Call Record Ctel+L
Customer Type... Cirl+T
Quick Close F10
GotocCallD.. Curl+G
Delete Call Record(s)..

Bemowe Call from Group
Assignment/ Joumal 3
Print Setup...

Attachments 3

Exit

Print Report

Report Mame

Praieu.

Call Ticket.. Ctrl+F
Group... Cirl+Shift+P
Beport Cirl+F

By Call Type  Ctrl+Shift+5

IE:\Program Filez\HEAT “Anzwer Wizard Heporls\aclaxc.rptj erowse... |
™ Set as Default Report 0

Print Ta
 WWindow

i Setup. |°

SABEMDATA_ PDCWD ocumentation on

6 I
Cancel |
Help |




IN THIS CHAPTER

Running an AutoTask

Creating Folders
Creating Tasks
Creating Alarms
Sending Messages
Running Programs
Writing Files to Disk

Printing Call Ticket
Information

Creating Activity Log
Records

Creating Calls

Creating Assignments
Creating Journals
Updating Calls

Editing Tasks and Actions

Creating Toolbar Buttons
and Menus

Inserting Variables into
Actions

utoTask lets you link a series of actions to a task. AutOTaSk
With one click, AutoTask follows a series of steps
that you have defined, saving you time and effort.

You may often perform tasks such as sending e-mail,

paging, and running reports. With AutoTask, you can

define the Actions you need to accomplish, combine them
in a Task, and run the Task from a button on the toolbar.

AutoTask automates the process of creating an Activity
Log, printing a Call Record, or writing information to a file.
AutoTask can update Call Records and create new Call
Records.

You can set up a Task to perform one or more steps.
AutoTask will follow any set of logical Call Logging
instructions.
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Running an
AutoTask

You can run an AutoTask
three ways.

From the AutoTask window,
you can run a Task against the
current Call Record or the
current Call Group.

From the menu, you canruna
Task against the current Call
Record.

From the toolbar, you canrun
a Task against the current Call
Record.

You can see different
AutoTasks in different views.

¥ $ The Personal view displays
your personal AutoTasks.

The Team view displays all
AutoTasks associated with
the selected team.

The Global view displaysall
the AutoTasks created in
the Global view.

The All view displays
personal, primary team,
and global AutoTasks.
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Run a Task from the
AutoTask Window

@ sclect Run/Edit a Task from
the AutoTask menu.

@ select the view where the
Task is saved. If you select
the Team view, choose a
team from the drop-down
box.

@ select the Task you want to
run.

@ To run the Task against the
current Call Record, click
Run.

@ To run the Task against the
current Call Group, click
Group Run.

@ Click OK.

AutaT ask

Wwindow  Help
Run/Edit a Task...

= Run A Task

—View—e

" Personal

' Team
" Global
(oYl

I Support Staff

L1 Tasks

- Call Templates

- Copy Calls

- Quick Calls

F-[Z1 Quick Contact

-0 Quick Jaumnals

----- #4 10 Mirute Alam for cal

----- #@ Aszsign to Accounting to bil

----- e :=ion to Shipping

----- #g Copy Profile Address -+ Detail

----- #@ Generate RMA Mumber

----- s @ Launch Browser to GoldMine

----- #4 Mail Journal to Clignt

----- # @ Mofify AutoCloge Customers
F.om . -

W Show Empty Falders

| v

©

||

Aszsociated Toolbar Button: |

=] B3

Group Run
Close

Help

=%
=0

BEEEE kT

Edi...
Delete...
Copy...

Mew Folder...

Call Logging

@ Fur e-mail Price Lizt to customner for all recards in &l Calls?

] Cancel |




You can set up frequently used
tasks on the Call Logging toolbar or
AutoTask menu for easy access.

Creating Toolbar Buttons and
Creating Menu Items to Run
Tasks, in this chapter.

Run a Task from the
Menu

Select an AutoTask item
from the AutoTask menu.

LN W=t Y indowe Help
Run/Edit a Task...

[ Copy Calls

[ @uick Contact
gCall Templates
[Quick Calls

[ Quick Journalz
#aCopy Profile Addres

¥ ¥ vy v w

Run a Task from the
Toolbar

o Click the toolbar button
associated with your Task.

C2Y ¢V

Status: [Open
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Creating Create a Folder

Folders @ seclect Run/Edit a Task from
the AutoTask menu.
You can organize your = Run A Task BEE
AutoTasks in folders. This e Click New Folder. i i |
procedure explains how to  Persandl —
create a folder. 9 Type a name for the folder. ¢ Team  [Support Staft El G |
€ Global ks |
O ciick OK. The new folder & al o |
appears in the AutoTask
window. L1 Tasks = Add..
- Call Templates
-4 Copy Calls Edit... |
-0 Quick Calls
-1 Quick Contact
[0 Quick Journals
----- #¢ 10 Minute &larm for cal EDL'
g Assign bo Accounting to bil Mew Folder...
LY ccion o Shipping 6_4|
----- #@ Copy Profile Addriess -+ Detail
g Generate RMA Number -
----- #@ Launch Browser ta GoldMine
----- #4 Mail Joumal to Client
----- #a@ Nafify AutaClose Customers LI
V' Show Empty Folders Azzociated Toalbar B utton: _l

New Folder E2
IFu:urm Letters 6 ;
Cancel |
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Creating Tasks

An AutoTask is a task that
contains one or more actions.
When you create an AutoTask,
you must first name the task
and save it. After that is
completed, you can start
adding the actions the task
will perform. The following
steps show you how to begin
setting up a task.

You can save a task in a personal
view, in team view for a tean you
belong to, or a global view. You can
see all of these views by clicking All,
but you cannot save to the All view.

Create an AutoTask

Select Run/Edit a Task from
the AutoTask menu.

Click a view where the new
task will appear.

To see empty folders, click
Show Empty Folders.

Select a folder where the
new task will be stored.

Click Add.

@0 606 0 o0 ©

Go to the next page.

= Run A Task

I[=1 B3

—View—e

" Personal

™ Team

IHardware Techs j

=
=

[T Et
Close

Help

1 Tasks

-Ed Call Templates 9
[-Ed Copy Calls

-2 Quick Calls

----- #g asignes

----- #@ MNofify AutaClase Customers

----- #g Open Work Drder with M5 Word
----- +g@ Page Assignee

----- “g@ Set 5 min alarm for this call

™ Show Empty Folders 0

Edit:.
Welete

[Eopm..

LLLE FLL

Mew Folder...

Sgsoniated Taalbar Buttarn: |
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After you create the Task, add

an Action. A task can have one
or more actions, but each must
be set up separately.

You can add any of the
following Actions, as
described on the next few

pages:
e Create an Alarm
¢ Send a Message
¢ RunaProgram
* Write a File to Disk

¢ PrintCall Ticket
Information

e Create Activity Log
Record

e Create a Call
¢ Create an Assignment
¢ Create a Journal Entry
¢ Update a Call

8-6 CaLL LoGGING AT A GLANCE

Create an AutoTask

7
18]

(9]

Type a name for this Task.

If you want this task to
appear on the menu, click
Display on menu.

Select the view where this
Task will be saved. If you
select the Team view, select
ateam from the drop-down
box.

Click Add. The Specify
Action Type dialog box
appears.

Select the first Action to be
performed by this Task.

Click OK. See the following
pages for instructions for
each Action. Depending on
your security rights, the
following Actions can appear
in the Specify Action Type
dialog box.

T =] B3
Mame: IFOlm Letter 1 6 [ I
0 ™ Display on menu Cancel |
~Save To Viewe
& Personal Help |
" Team ISupport Staff j
" Glabal
Folder |Form Letters j
— Action:
Py
1) add.
Edit:..
Hemave:.. |
Edit Blocks... |
B
Specify Action Type [ x|

[ Creste An Alamn

|+ Send a Message

= Run a Program

| ite & File To Disk

== Print Call Ticket Information

Create Activity Log Record
¢ Create Cal

Create Aszsignment

Create Journal

Update Call

12 Cancel |




Creating
Alarms

Use an alarm to remind you to
perform a Task or to mark a
time interval. For example, you
can set an alarm to warn you
that 5 minutes have elapsed
since you began a Customer
call. You can set alarms to
remind you to call a customer,
attend a meeting, or any other
activity. You can also attach a
Call Record to an alarm.

Complex Tasks, Inserting Variables
and Additional Information, in this
chapter.

Create an Alarm
@ sclect Create an Alarm.
@ Click OK.

0 Set the time when the alarm
will go off after the task runs.

G Set the calendar you wish
to use.

6 Type a Subject name for
this alarm.

0 Type any descriptive text
about this alarm.

Check the Attach Current
Call box to attach a copy of
the currently active call to
this alarm.

@ Click Insert to add call
information to the alarm.

© click oK.

Specify Action Type [ |

[l Creste An Alam

] it & File Ta Disk

<= Print Call Ticket Information

Create Activity Log Record
 Create Cal

Create Azsignment

Create Journal

Update Call

Cancel |

> X

@ AutoTask Alarm Action [ o] %]
Title: |Crea|e An Alarm 9
Cancel
Help
‘when
0 Time: [I [Hows  ~] Calendar  [7Dayx 24 Hour jo
Subject
|Follow up with custormer 6
Note:
{|Subset CustID} -
at##{|Subset Phone} 0
=

[v' Attach Current Call e

‘:’ Insert
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Sending
Messages

AutoTask can send a message
to SupportMail or any VIM- or
MAPI-compliant mail system.
Your system administrator can
tell you which mail system
your company uses.

You can set up a message to
send to a specific recipient,
such as Joe Smith. You can
also insert a field code that
sends the message to
recipients based on variable
Call Information, such as
{Asgnmnt. Assignee}.

You can attach a Call Record
only to a SupportMail
message.

Type or select an address in the CC
field to send a courtesy copy.

Complex Tasks, Inserting Variables
and Additional Information, in this
chapter.
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Send a Message
Select Send a Message.
Click OK.

Click Address.

Select the mail system.
Double-click the recipient.

Type the message subject
in the Subject field.

Type the message in the
Notes field.

Click Insert to add variables
to a field.

O © 0 00000

Click the Attach Current
Call check box to attach the
currently displayed Call
Record to a mail message.

@ To save this message in your
Outbox for later reference,
click Save to Outbox.

@

Click OK.

Specify Action Type

) White a File To Disk.
==y Print Call Ticket Information
'5 Create Activity Log Record
% £ Create Call

Create Assighment

Creats Joumal

Update Call

2 Cancel |

4 AutoT ask Send Mail Action

0[]

Title: IFmr\l Range

o]
Cancel
Help

Io IChris

6’ Addiess

o ICralg

Subject

Address

Mote:

|Ca\| Front Range Software 0

@

¥ #ttach Curent Call o

¥ Save ta Duthax 0

Forward If Unread

|

Attachments 0 Insett

: Address Book
“Hardware Techs Team = Cancel |
*HEAT User Team

“Help Desk Team Hel
“Metwaork Support Team Help I
“Software Techs  Team

*“Telecom Team

Adriin Emergency Passward

Ajay Ajay Subramaniam

Alec Alec Byme

Anin Ann Meyers

Chiig Chiis Tracker

Dave Dave Ng

Denise Denise Marowitz

Dick Dick Yan Andel

Don Don Clark

Ed Ed Trout

Evelyn Evelyn Swaift

Fritz Fritz Bemheimer

Haikou Haikou Tongha

Harnld Harnld Rsnl{g\n =




Forwarding
Unread
Messages

Sometimes an important
message must be read within a
particular timeframe. If the
primary recipient doesn’t read
the message, another

individual should read it.

With AutoTask, you can send
amessage that is forwarded to
another person, if the primary
recipient doesn’t read it within
a specified time.

This feature works only with
SupportMail, although you
can forward a message to any
VIM or MAPl address.

Attaching a File, and Inserting
Variables and Additional
Information, in this chapter.

Forward a Message

@ cClick Forward if Unread.

@ Check the Forward if
Unread check box to
activate the dialog box.

@ click Address.
@ seclect the mail system.
© Double-click the recipient.

@ set the amount of time that
should elapse before this
message is forwarded.

@ sSet the calendar to use.

© Click Insert to add
information to the recipient
list.

© ciick oK.

OAuluT ask Send Mail Action

O] =]

o]

Title: IFlonl Range

Cancel
Help

Io IChr\s

Address

oo ICra\g

Subject:

Address

ICaII Front Range Software

Hate:

=l
¥ Attach Cunernt Call 0 Eorward IF Unread... Aftachments... Insert... |
V¥ Save to Duthox
0 Forward if Unread (O]

—¥ Fonward if unrsad e
T IChris

Aifter
’Vnme- 1| [Hours @ Colendar [7Dapn2dHow = e

‘:’ Ihsert

Help 0 aK | Cancel I

: Address Book

*Hardware Techs  Taam

“HEAT User Team

“Help Desk Team

“Network Support Team

“Software Techs  Team

“Telecom Team

Admin Emergency Passward
Ay Ajay Subramariam
Alec Alec Byme

Ann Ann Meyers

Chiiz Chris Tracker
Dave Dave Ng

Denise Denise Marowitz
Dick Dick Yan Andel
Dan Don Clark.

Ed Ed Trout

Evelyn Evelyn Swift

Fritz Fritz Bermhaimer
Haikou Haikou Tonghai
Harnld Harrld Renkin

(5]

Cancel
Help
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Attaching Files
to Messages

When you send an e-mail
message, you can attach a file
that gives the recipient more
information about a particular
Call Record.

File attachments are only
supported by VIM or MAPI
systems.

Complex Tasks, Inserting Variables
and Additional Information, in this
chapter.
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Attach a File

0 Click Attachments.

@ Type the path of the file or
click Browse to navigate to
the file location.

Click Insert to insert
variables, such as filenames
or counters.

O Click OK.
© cCiick OK.

OAuloTask Send Mail Action

o1
5 P

X

Title: IFronl Range

Cancel |
Help |

Subject:

To IChns Address |
oo ICra\g Address |

ICaH Front Range Software

Mote:

¥ attach Curent Call
¥ Save to Dutbox

EERET T

Fomward If Unread... oAllachmEnts . Inzert...

& Attach Files

[_ (O] ]

Filenames:

Browse...

i

Inzert...

Help |‘:’ ak. I Cancel |




Running
Programs

Use Run a Program to launch
a program. For example, you
can set up a Task to run a
paging program to page your
assignee. This function can
launch file types such as .exe,
.bat, and .com.

You can add arguments in the
Run a Program dialog box. An
argument is any input that a
program needs to run. For
example, if you have a
program that dials a pager,
that program may require the
pager number as an argument.
Not all pager programs accept
arguments.

Complex Tasks, and Inserting
Variables, in this chapter.

Run a Program

@ sSclect Run a Program.
@ Click OK.

@ Click Browse and navigate
to the program file.

9 Define any arguments you
want to pass to the program.

0 Type a directory path if
your program must be run
from a specific directory.

0 Type the number of
seconds the program should
wait after being launched.
This keeps temporary files
from being deleted too soon.

@ Click Insert to add
additional information.

© clickoK.

Specify Action Type

fij Create &n &lam
sz Send a Message

| “rite a File To Disk

== Print Call Ticket [nformation
Create Activity Log Record
{7 Create Cal

Create Azsignment

Create Jourmal

|Update Call

q ] I Caticel |

48 AutoT ask Bun Program Action

[ O] ]

Title: ‘F!un a Program

Filename:

8 I

Cancel

Help

|Word

Arguments

6’ Browse

O

whorking Directory

|C AProgram Files'DMicrosof WIS Word.ex e|

Pause after unning: |0 [zeconds] 0

(5]

Gl Inzert...
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Writing Files
to Disk

Use this function to capture
files or temporary files for

further use.

TRY THIS

Capture Call Record information,
write it to a temporary file, then
pass it to an assignee’s pager. The
Call Record information appears on
the pager. This gives the assignee
the customer’s Call Record, along
with a request to call the customer
back.

Complex Tasks, and Inserting
Variables, in this chapter.
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Write a File to Disk

@ select Write a File to Disk.
@ cClick OK.

0 Enter a file name, or click
Browse to navigate to afile
name.

If you want to convert this file
to Rich Text Format, click
Write in RTF Format.

o

If you want to add this
information to a file, click the
Append to existing file
check box. The previous
information will not be
overwritten.

Type the information you
want written to the file.

Use the formatting toolbar to
format an .rtf file.

Click Insert to add variables
to a field.

© click OK.

Specify Action Type [ x|

i Create &n Alam

|27 Send a Message

I£=] Run a Program

R rite & File To Disk

253 Print Call Ticket Information
Create Activity Log Record
i Create Call

Create Agzzignment

Create Journal

Update Call

Cancel |

> e

. AutoT ask Write File Action

Title: ‘Wrile a File To Disk

Filename:

Cancel

Help

‘M emorandum doc

[ ‘wiite in RTF Format o [T Append to existing file 6

Browse

Inzert

(7]] T e[z]y]

File Contents:

Customet is satisfled.
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Printing Call
Ticket

Information

With this function, you can
print selected fields of the
current Call Record instead of
printing the entire Call Record.

Click Insert to insert any fields from
the call ticket that you want to
include in the printout. After
typing your text, you can format it
using the standard text formatting
toolbar above the message field.

Complex Tasks, and Inserting
Variables, in this Chapter.

Set up Printer

@ select Print Call Ticket
Information.

@ Click OK.

@ select either the default
printer or a specific printer
to use when printing this
information.

» Default: Use the default
printer.

» Specify: Select any printer
in your system. If you
select Specify, click
Printers and select a
printer from the Printer
Setup dialog box.

Click Insert to add
information.

4

0 Set up formatting.

0 To set up a page, click Page
Setup. Use the standard
windows setup boxes.

@ Click OK.

Specify Action Type E3

fij Create &n &lam

Loz Send a Message

1¥=] Run a Program

] Wiite a File To Disk.

B= ] Frint Call Ticket Information (4
Create Activity Log Record

{7 Create Cal

Create Azsignment

Create Jourmal

|Update Call

e

Caticel |

#8 AutoTask Print Action [ [O[x]
Title: ‘an Call Ticket Information 7
Cancel
Printer
& Default  Specity 0 ‘ Help ‘

S = s[z[u][=,

[Bookman Ol Style

Insert

f

Page Setup. ‘ 3
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Creating
Activity Log

Records

When activated by your
system administrator, the
Activity Log tracks activity
within a Call Record.

For example, Call Logging
creates an Activity Log record
whenever the Stopwatch
starts. An Activity Log tracks
the name of the Tracker who
has the Call Record open, the
status of the record at that
time, the number of minutes
that the tracker worked on the
record, and other information.

Complex Tasks, Inserting Variables
and Additional Information, in this
chapter.

When you send a Call Record to a
tracker, you may want to create an
Activity Log record to note when it
was sent.
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Create an Activity
Log Record

@ select Create Activity Log
Record.

@ cClick OK.
@ Select the type of record.

@) Select the duration of the
activity.

6 Select the calendar to use
for the duration cycle.

Type a description of this
activity.

add information to the log.

(6

Click Insert if you want to
(7
(8

Fill in any remaining fields.
Your system administrator
defines which fields appear
on this window so your
screen may look different
from our example.

© click OK.

Specify Action Type

i Create &n Alam

200 Send a Meszage

I¥5] Run a Program

|| White: & File To Disk

2=y Print Call Ticket Information
Create Activity Log Record (4
{; Create Cal

Create Azsighment

Create Joumnal

Update Call

Cancel |

a=|

AutoT ask Create Activity Action [_ (O]
;4
Title: ICleate Activity Log Record LI
Cancel
Hecord Type: - Hel
I 6’ j p
Duration
Time: |1 IHours j LCalendar: I? Day # 24 Hour je
Activity Description:
SLa Urgent Il 0 7 -jnsell. .




Creating Call
Records

You can use AutoTask to
create a Call Record template
that already has fields filled
in. For example, create a Call
Record template with the
Cause Type, Call Description
and Solution already set up in
the Call Record.

A lightning bolt next to the
field name identifies it as a
required field. When you
create a Call Action, supply a
data value to each required
field. If a required field has a
default data value of
“System,” you do not have to
supply a data value.

For new calls, you can create a
new Call Record, use the
current one, or ask for a
prompt.

Use the Insert button to add

information to the currently
selected field.

Create a Call Record

0 Select Create Call.
@ Click OK.

@ select a New Call option for
opening the Call Record.

¢ Always create a new call
creates a new Call Record
each time the AutoTask
action is launched.

* If the current call is new
call, then use it uses the
new Call Record when the
AutoTask action is
launched.

* If the current call is a new

call, ask prompts HEAT to
ask which Call Record to
use when the AutoTask
action is launched.

@ Make a selection from
Options.

© select a table.

@ cChoose afield for which you
want to specify a value.

6 Click Validate, if available.

© Double-click a data value, if
available.

© Goto next page.

Specify Action Type [ x]

[ Create An Alam

|2 Send a Message

1% Run a Program

| | Wiite 5 File To Disk

=3 Print Call Ticket Information

.5 Create Activity Log Record
7 W .

) Create Assignment

tr Create Jounal
“u, Update Call

2 N

'¥ AutaTask Create Call Action

Title |Create Call

New Call
" Always create a new call

 Ifthe current callis & new call, then use it e
 Ifthe current callis a new call, ask

Table: CallLog G, -

Fields

Options

I Close call o

' Save call when done

Cancel
Check

Help

Field Value

% AcivType

00 CallCaunt

© CallDesc

z CallSource
% CallStatus
EZS i Type
g Cause
g ClosedBy
ZlClosedDate
¥ CloseDesc
Y ClosedTime

Walue far Textfield CallLog. CallType

‘Soﬁware

 Validate from CallType

Owerarite?

—

es -
Yes
=

0 Validate Insert

CallType
NewEmployes
Printing
Productlssues

Purchase Order
Quick Call

Pieset Password
RhiA

Training
Virus
\Word 7

4]

&l

Cuick Search

B Search Boolean Search

Showadl |

oK
Cancel
Help
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C reate a Cal I Reco rd '¥ AutoTask Create Call Action [ o] x]

Use the Insert button to add Tie: [Gemecal 12030
information to the currently Select an overwrite option New Call Gyt Cancel
selected field. The button is active if from the field’s drop-down ot  Closs call Check
the field contains data. box. Yes overwrites existing e ep———p—, ¥ Save callwhen done Help
values. No writes values in Toble [Calleg =]
blank fields. Fields
Figld! Walue Ovwerwtite? -
zActivTyps
Repeat steps 6-10 for each B Calbase j
z CallSource

field for which you want to
specify a value.

D3

'
iz CloseciBy
ZlClosedDate
# CloseDesc

@ CcClick OK. <

Yalue for Textfield CallLog.CallType

Software J Waliclate. Inser.
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Creating
Assignments

You can use AutoTask to
create an Assignment.

If you select the Acknowledge
Assignment option or the
Resolve Assignment option,
the data value changes in
some fields.

Create an
Assignment

o Select Create Assignment.
© Click OK.

0 Make a selection from New
Assignment to open the
Assignment.

¢ Always create a new
assignment creates a new
assignment each time the
AutoTask action is
launched.

¢ |f the current assignment
is new, then use it uses the
new assignment when the
AutoTask action is
launched.

¢ |f the current assignment
is new, ask prompts HEAT
to ask which assignment to
use when the AutoTask
action is launched.

Make selections from
Options. These options may
change default data values in
some fields.

Select a field for which you
want to specify a value.

© Go to next page.

Specify Action Type [ <]

3 Create An Alam

L5 Send a Message

1= Run a Program

| ] "rite & File To Disk.

== Print Call Ticket Information

", Create Activily Log Record
Ui Create Call

Fiz Create Joumal
“w, Update Call

p) Corcer_|

3 AutoTask Create Assignment Action

Tille |CrgaIeAss\gnmenl

Mew Assignment
@ Alweys creafe a new assignment

© Ifthe current assignmentis new, then use it
© Ifthe current assignment is new, ask

Fields

(3)

'Options

I Acknowledge assignment

Cancel

i

Check

I Resolve
W Save call when dane

o Help

d

Pavel Cheloy

T Comments
| DateAcknaw
| DateAssign
| DateResalv
'w EMail
'z Grouphlame
% HEATLogin
% Pager
' Phane

Walue for Textfield Assignee

[Pavel Chekow

‘E’ Walidate... Insert

Qverwrite?
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When the Insert button is active,
you can use it to add information to
the Assignment.
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0 Click Validate, if available.

Double-click a data value, if
available.

Select an overwrite option
from the field’s drop-down
box. Yes overwrites existing
values. No writes values in
blank fields.

@ Repeat steps 5-8 for each
desired field.

@ click OK.

3¢ AutoTask Create Assignment Action

Title: ‘Creale/-\ss\gnmam

New Assignment

& Ahways create a new assignment

€ lfthe current assignment is new, then use it
€ Ifthe current assignment is new, ask

Fields

=

—
i

=

"Options Cancel

™ Acknowledge assignment
I~ Resolve assignment
W Save callwhen done

Check

Help

i

Field

Value

> Comments
| DateAcknow
Z|DateAssign
ZlDateResolv
z EMail
2 Grouphame
'z HEAT Login
g Pager
2 Phone

Value for Text field Assignee

Owerwrite?

[Pavel Chekov

i

Yalidate

Insert

1 Validate from Assignee

Assignee GrougName

Haroldl Benkin
Irene St Hiliare
Joy devos
Jerome Trejo

Telecom
Software Techs

Software Techs

Hardware Techs
Software Techs

Network Support
Hardware Techs
Hardware Techs
Network Support
Telecom

FPhonda Rouncires Hardware Techs

Quick Search

% Search

Saftware Techs

EBoolean Search

[ Avail | 0K

6:00am- 300pm MF =

6:00om - 300pm M-F Concsl
Help

9.00am - 6:00pm M-F
OnYacaton
8:00am-5:00pm M-F
3:00am - 6:00pm M-F
Anytime

6:00om- 300pm M-F
9.00am - 6:00pm M-F

g:00am-500pm MF =
»
‘ Show All




Creating
Journals

You can use AutoTask to
create a Journal entry.

Create a Journal

o Select Create Journal.
® click OK.

o Make a selection from New
Journal Entry to open the
Journal Entry.

* Always create a new
journal entry creates a new
journal entry each time the
AutoTask action is
launched.

¢ If the currentjournalis a
new call, then use it uses
the new journal entry when
the AutoTask action is
launched.

¢ If the currentjournalis
new, ask prompts HEAT to
ask which journal entry to
use when the AutoTask
action is launched.

Q To save the Call Record
when it is completed, click
Save call when done.

@ select a field for which you
want to specify a value.

e Click Validate, if available.

@ Goto next page.

Specify Action Type [ x]

73 Create &nAlam

|5 Send a Message

[¥=] Run a Program

| ] Write a File To Disk

<= Print Call Ticket Information

'@ Create Activity Log Recard
\; Create Cal

2% Dreale Assignment n
P, Update Cal

2
B AutoTask Create Journal Action M= B3
-EIK
Tl [Crcate Joumal 10
C | |
1~ Mew Journal Entry Snee
5 Always create a new jourmal entry Check I
" If the current joumal is new, then use it
£ If the curent joumalis new, ask ¥ Save callwhen done 0 Hep |
 Fisld:
Field | Walue \ Owenwrite?
T EntyDate {I5ustem} Tes
#a EntryTent M aluelt Append
L1 EntryTime: {8 ysteml} e
Ay HelpLabel {Ma v aluelt
A Type Billing Info

A Tracker [5ystemly

“Walue for Text field Journal Tup:
[Eil\ing Infa

j y$| Inset ‘
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When the Insert button is active,
you can use it to add information to
the Call Record.
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Double-click a data value, if
available.

Select an overwrite option
from the field’s drop-down
box. Yes overwrites existing
values. No writes values in
blank fields.

@ Repeat steps 5-8 for each
desired field.

@ ciick oK.

B4 AutoT ask Create Journal Action

a8

Title: ICraale Journal

r~ Mew Journal Entr

= Always create a new jounal entry

1 |f the curent journal is new, then use it
1~ If the current journal is new, ask.

¥ Save call when done

-—
—

Cancel
Check
Help

| Jilling
Ay Tracker {15 pster

- Field:
Field | Walue | Owerwrite?
nirypD ate {5 psteml} ‘ez
#5 EntryTest {No Waluel} Append
L EntrTime {5 psternl} Yes
g HelpLabel {Mo Waluelh

—alue for Text field JournalT yps

Billing Infa

j Malidate..l Ingert...

i Validate from JournalType [ (O] =]

JoumalType
fix

Billing Inif Fl the wing into the bill for
Called Custamer e called the customer with the fallowing informatio
Complaint Fieason for complaintM&ngy with: tech name, overall 58

Could nat reach ‘wie tried to reach the customer but didn't reach them. Did no

Customer Called Customer called us with this infamation:

EMail Customer

Hint Here's something to tell the customer o b

Left Wi Couldn't reach custamer, left Yoice Mail

Mema

MUST READ

Promize ‘e promized the customer we'd do the following:

Status Check Customer called to check status of issue

LIRGFMT ***| linpnk
1|

Quick Search
’7 % Search | Boolean Search Shaow Al I

-

119 I
Cancel |
Help |




Updating Call
Records

You can use AutoTask to
update Call Records.

Fields with a “System” data
value cannot be edited.

When the Insert button is active,
you can use it to add information to
the Call Record.

Update a Call Record

(1]
2]
©

© 060 6 O

)

Select Update Call.
Click OK.

Close or save the Call
Record when you are
finished.

Select the table you want to
modify.

Select a field for which you
want to specify a value.

Click Validate, if available

Double-click a data value, if
available.

Select an overwrite option
from the field’s drop-down
box. Yes overwrites existing
values. No writes values in
blank fields.

Repeat steps 5-8 for each
desired field.

Go to the next page.

Specify Action Type

E0 Create An Alam

|%> Send aMessage

1771 Aun a Program

] Wiite a File To Disk.

==y Print Call Ticket Information
} Create Activity Log Record
\£ Creole Cal

= Create Assignment

Lo Cieate Jounal n

2 Canecel |

® | AutoTask Update Call Action

Title: |Upda«s Call

Options

I~ Close eall o

W Save callwhen done

Fields

Table: [Calllag 0 >

.
Cancel
Check
Help

Field value
U ModTime

4 A Priority

' A RecudBy

' Z|RecvDate

7 URecudTime
2 5LAD

2 SLAUent
¥ ves ~
z Userl v

z User2

“alue for Textfield CallLog Tracker

‘Irene

Overwiite? -]

i Walidate from Tracker

= E

Cancel

Sechroup ﬂ OF. |
G|

Help

LoginlD FullMame
i Emergency Password Administator
Aiay Aijay Subramaniam Suppart Staff
Llec Alec Byme Support Staff
AuteSery | Automated Services Auta Ticket Generator
Chrig Chris Tracker Administrator
Craig Craig Willarn Administrator

ave ave g upport Stalf

enise enise Marowitz uppart Staff
Fiitz Fiitz Bemheimer upport Stalf
Harold Harold Benkin 7

liare

upervisor

Support Staff

o
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U pd ate a C al I Reco rd ® , AutaTask Update Call Action BEER

When the Insert button is active, Trle; [t ol 19
you can use it to add information to m Select the Subset table. Options Cencel

the Call Record. Check

@ Go to the first field for which ¥ Sevaelnendans e |

you want to specify a value. . W

Fields

(P click validate, if available. Gwne? 2]

iz Caller

% Compan
(@ Double-click a data value, if o
ava"able :E;s;lrlustim

quulpmemType

? 43 Flvszama

=

@ sSelect an overwrite option
from the f|e|d1S drop_down “Walue for Textfield Subset.CustiD

. .. MEWOA0 Validate Insert
box. Yes overwrites existing @_1 [ |

values. No writes values in

blank fields.
@ Repeat Steps 12-15 for each : Validate from Profile [ [ox]
i 1 CustiD Company [ Alert [ City [ State [ 2PCade ~ oK
deSIred fleld EXECPLAN  Executive Planners F Honalulu 96821 l—l
FRSOFT Front Range Software F Colorado Springs CO 80903 Cancel
- IDB-111 International DataBase. Inc, F Denver co 90202 4
m Select the Detall, IHCARE  Internal Health Care F Edina MM 5435 Help
- JOWORKS  Joe's Oyster Warks F Hurdsfield ND 82855
ASS|gnment or Journal LESCO  LighBulsSuply Campeny T Ogeer UT 8405
. Machado Mapp M Springs €O
table. Other options are o St I LCLE U
1 H MNEL Inc. F Colorado E‘.pnngs CO 8090
available for Assignments and Fone e e

Pavement Management Comps F Fhoenix AZ 85012
Journals TYLORFCI  Tylar Fence Company, Inc, T MNorman 0K 73089
UFI-4055 United Funding Inc. F Albany Ny 02045 =
4 »
(® Repeat steps 12-16 for any '
. . Quick Search
Other erIdS yOU deSIre ’%7 Search Boolean Search.. ‘ Show All

@ CcClick OK.
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Editing Tasks and Actions

You can add more Actions to create a complex Task. A Task
can contain a series of Actions. It performs each Action in
order. The following scenarios illustrate AutoTask’s power.

Follow-up Calls

You often schedule follow-up calls with your customers for a
specific time frame, such as promising to call them after four
hours. Define a four-hour alarm in AutoTask and associate
the Task with a button on your toolbar. Include an activity log
record so that each time you use the alarm, the Activity Log
records the Action.

Form Letters

You can use a form letter to send a customer satisfaction
survey to your customers. Design the letter with print
options.

Remote Control

You use remote control software to take control of a
customer’s workstation for troubleshooting and repair. Track
the IP address in the HEAT system and launch your remote
control software with the proper arguments from the Call
Logging screen. Track your use of remote control in the
activity log, and you can report how many times you used
remote control, and for which customers.

E-Mail

You often send similar e-mail messages to your customers,
updating them on the status of their issues or giving them
written solutions. Define the message to be sent, insert field
data, send it to an e-mail ID from a customer profile, and have
the activity log record when the message is sent. You can
perform the entire Task with the touch of a button.

Paging

You often page your technicians to alert them to important
issues. Use AutoTask with your server paging software tool
to send the information they need. Have the activity log track
when the page is sent.

Call Tickets

You need one type of printed Call Ticket to give to your
internal technicians, and another type for a printed work
order going to your vendor. Customize your output using
Crystal Reports and associate it with a button on your
toolbar.

Call Templates

Set up templates for calls that come in frequently, such as
Password Change or Printer Jam.

AutoTask 8-23



Creating
Complex
Tasks

A complex Task contains two
or more Actions. When you
run the Task, it performs each
of the Actions in serial order.

After you create a Task and
add an Action, you can add
another Action.

You can add many Actions to
any Task.
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Add an Action to a
Task

o Select a Task.
@ click Edit.

@ Click Add.

@ select an Action.
© cClick OK.

0 Repeat steps 2-5 for each
action you want to add.

@ Click OK.

© ciick Close.

%; Run A Task
Wi

* Personal

" Team
 Global
Al

I Tasks

L1 Quick Calls

¥ Show Empty Folders

=1 Calls fram Cold Fusion
#1 Cold Fusion Alert o

Associated Toolbar Button

Group Run
Close

Help

f Delete.. |

Capy.

14y

MNew Folder.

I

MName: |Cn\d Fusion Alart

Save Ta Yiew

& Persanal

" Team
" Global
Folder Calls frc

Actions

Specify Action Type ﬂ

™ Display on menu

Y Create An Alarm
B =end ah by
(7= Run a Prograrm
] Wite & File To Disk

== Print Call Ticket Information

28 Create Activity Log Record e

(4]

K¢ Create Cal

&2 Create Assignrment
= Create Journal

¥, Update Call

@ =]

Cancel ‘

Edit Blocks...

]
x

0K

Cancel
Help




Changing
Action Order

When you run a Task, it
performs its Actions in the
order they are listed in the
Actions window. You can edit
the order in which the Actions
are performed.

Change Action
Order

@ select Run/Edit a Task
from the AutoTask menu.

Select the view where the
Task is saved.

Select the Task.
Click Edit.

Select the Action to be
moved.

© 000 ©

Click the Up or Down arrow
to move the item up ordown
one level in the window.

Click OK.

(o I~

Click Close.

AutoT ask

Run/Edit a Task...

Window Help

Z-E Run A Task .En
Wiew 9 Run
o ]
Personal GEnpRD
« Team | J
 Global ‘:’ Close
o5 Help
| Taske Add
= [ Calls from Cold Fusion
#4 Cold Fusion Alert 0 Edit
L Quick Calls =
Copy.
Mew Folder.
W Zhow Empty Folders Associated Toolbar Button:
= Add/Edit Task [ [O] x]
[Nl ol Fusion Ale M
™ Display on menu Cancel
Save ToView
& Personal Help
C Team J
 Glohal
Folder Calls from Cold Fusion j
Actions

U Create An Alarm
' Send aMessage
\‘/ Create Call

Wooeca (60

Add
Edit

Bemove

Edit Blocks

Rl
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Removing
Tasks

You can remove a Task from
the Task List.
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Remove a Task

@ sclect Run a Task from the
AutoTask menu.

@ select the view where the
Task is saved.

@ select the Task.
O Click Delete.
© Click OK.

© Click Close.

Window Help
Run/Edit a Task...

AutoT ask

Z—E Run A Task

View e

& Personal

 Team | J

 Global
c oAl

1 Tasks
=1L Calls from Cold Fusion
‘4 Cold Fusion Alert
L1 Quick Calls

©

¥ Show Empty Folders Agsociated Toolbar Bution:

S

Group Run
Close

Help

Edit..

elete.. !

1Bkt #

Hew Falder.

Call Logging E3

@ Remove Tazk Cold Fugion Alert?
Cancell




Editing
Actions

You can edit an Action to
change information or add
new information.

You can also remove an
Action.

Edit an Action

Select Run/Edit a Task from

the AutoTask menu.

Select the view where the
Task is saved.

Select the Task containing
the Action to be edited.

0 Click Edit.

Select the Action to be
edited.

e To remove the Action, click
Remove.

e To edit the Action click Edit.

@© Gotonext page.

AutoT ask

Window Help
Run/Edit a Tazk...

-E Run A Task

& Personal

o Team ‘
" Global
Al

Run
Group Run
Close

Help

1 Tasks
=1 Calls from Cald Fusion
#¢ Cold Fusian Alert

1 Quick Calls

v Show Empty Folders

Assoriated Toolbar Buttan:

A,
Edit

[ Delete. |
Copy.

New Folder..

IR

= Add/Edit Task

Save To View

™ Display on menu

& Parsonal

 Team J
© Global

Eolder Calls from Cold Fusion j
Actions

Y Create An Alarm
7 Send a Message
g‘/ Create Call

%

OK

Cancel

(i

Help

Add
Edit

Bemove

Edit Blocks

-

[
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Inserting Variables and Additional
Information, in this chapter.

When the Insert button is active,
you can use it to add information to
the action.
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Edit an Action

@ Edit the Action. (You can
change any attribute in any
field.)

@ click oK.

* , AutoTask Update Call Action [ o] x]
| o]
Tile:  [Update Call 0
Opions Cancel
Check
I~ Close call
¥ Save call when dane Help
Table:  |Calllog =
Fields
Fiele! Value Ouerwrite? B
UModTime
o7 % Priarity
o g RecydBy
| RecvdDate
7 U RecudTime
2 SLAID
'z SLAUrgent
5 T - -
'z Userl Ves
zUser v

Value for Text field CallLog Tracker

‘Irene

Valiclate Insert




Creating
Toolbar
Buttons to Run
Tasks

You can create a toolbar button
to run an AutoTask against the
current Call Record.

You can put the button on the
toolbar or in the Update Tools
collection. The Update Tools
collection only adds the button
to the Toolbar Customize
window; it does not place the
button on a toolbar. If you put
the button in the Update Tools
collection, you must select it
from the Toolbar Customize
window to putit on the
toolbar.

Customizing the Toolbar in “Call
Logging,” Chapter 2.

Create a Toolbar
Button

o Select Run/Edit a Task from
the AutoTask menu.

Select the view where the
Task is saved.

(2]
(3]

Browse through the folders
to select the Task you want
to put on the toolbar.

Click Associated Toolbar
Button.

Select an icon to place on
your toolbar button or click
None to leave the toolbar
button empty.

Select a toolbar option:

+ Puton Toolbar Immediately
puts the button on the
toolbar.

» Update Tools Collection
Only adds the button to the
options in the Toolbar
Customize window.

@ Click OK.
© ciick Close.

|

Run/Edit a Task...

Window Help

= Run A Task

M= E3

— Wiew

= Personal

Group Run

" Team
& Global
Al

ISupport Staff

Claze

Help

i

1 Tasks

- Call Templates

- Copy Calls

- Quick Calls

-4 Quick Contact

L Quick Joumals

----- g Hssign bo Accounting b bill
----- Y@ Hesign to Shipping

----- “@ Mofify AutoClose Customers
----- #@ Piint Packing Slip
----- Y@ Set 5 min. alam For thiz call

I Show Empty Folders

----- “@ Copy Profile &ddress -> Detai
----- e Cicreate BbA Number,
----- @ Launch Browser to GoldMine

Add...
Edit...
Delete...

Copy

Lilds

Hew Folder...

Azsociated Toolbar Button: _ﬂ

Generic Toolbar Bitmaps

Cancel

|El

¢

PR S EI

©

F‘W(ﬂﬂ"ﬂ@fg

[

& Put on Toolbar Immediately

¥ © Update Tools Collection Only
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Creating Menu

Items to Run
Tasks

You can create a menu item
that runs an AutoTask against
the current Call Record.
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Create a Menu Item

@ Sselect Run/Edit a Task from
the AutoTask menu.

@ sSelect the view where the
Task is saved.

@ select the Task you want to
put on the menu.

O Click Edit.
@ cClick Display on Menu.
@ click OK.

@ cClick Close.

Window Help
Run/Edit a Task...

= Run A Task [ [o]]
View Bun
& P I
Eersens Group Run
© Team [ =l
* Glohal e Close
L Help
1 Tasks Add
= 1 Calls from Cold Fusion —
#+ Cald Fusion Alent 0 Edit
L1 Quick Calls

¥ ShowEmpty Folders

Associated Toalbar Button:

Copy.
IewFolder

= Add/Edit Task

Neme: |CD\d Fusion Alert

OF Display on rmenu

Save To View

& Personal

" Team J
" Global

Eolder Caills fram Cald Fusion j
Actions

U Create An Alarm
= Send a Message
% Update Call

1S

Cancel

[ O]
Q=1
_ Conedl |
ek |

Help

Add
Edit
Remowe

Edit Blocks




Inserting Variables and
Additional Information into
Actions

Several AutoTask windows have an Insert button which you
can use to display the Insert menu. The button is unavailable
until you activate certain fields, which differ from screen to
screen. Use the Insert menu to add variables and additional
information to an AutoTask Action.

Insert Button Insert Menu
Irzert. . | Inzert Field
Inzert Filename k

Inzert Temporary Filename  »

Inzert All Azsighments
Inzert All Journals

Inzert Blank W alue
Inzert Mew Line
Inzert Counter k

You can insert the following types of variables:

Field

The value of a field or an @function, such as the current date.

Filename

Inserts a file name variable, which will be replaced with a
real file name.

Temporary Filename

Inserts a temporary file name, which will be replaced with a
permanent file name.

All Assignments

Inserts all assignments from the Call Record.

All Journals

Inserts all journal entries from the Call Record.

Insert Blank Value

Inserts blank data to blank out empty fields. Be sure to set
overwrite to Yes.

Insert New Line

Inserts a line break.

Insert Counter

Inserts an automatic number generator..

The procedures on the following pages show how to add
each type of variable. Each procedure begins with the Insert
menu.

AutoTask 8-31



Inserting
Fields

Use Insert Field to add fields
with variable information.

For example, you can set up a
generic template to page
assignees when calls are
assigned to them. If your
company has many assignees,
any one of them can receive the
message. If you insert a field in
the template, the Action
automatically pages the person
listed as the assignee in the
Call Record.

The Insert Field dialog box
contains all table and field
types in a Call Record,
including Customer Profile
data, and general functions for
variables such as the current
date.

When running a task against a
Call Group, you can elect to
have information come from a
master record (the currently
selected Call Record of the
current group) instead of the
current Call Record.

@Functions, in this chapter and in
Appendix C.
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Insert a Field

@ sclect Insert Field.
@ sclect a Table.

o Select a Field. (If you select
@Function, you may need
to select a format or prompt.
See next page.)

4

If you will run this task
against a group, click the
check box to use
information from the group’s
starting record instead of the
current Call Record.

Click OK. The table type and
field type appear in the field.

Inzert Field

Inzert Filename r
Ihzert Temporary Filename  #

Inzert All Azzignments
Inzert All Journals

Inzert Blank YW alue
Inzert Mew Line

Inzert Counter K
= Insert Field [ x|

T [EEE— @ o
Figld: ICaIIEount ‘, vl Cancel |
Help |

When unning for group, should information come from
[~ the starting record in the group [instead of from the
current record being modified)?




Inserting
@Functions

@Functions are fields that let
you customize data based on
variable criteria. For example,
you can set up an AutoTask to
insert the current date (see
example).

Select from the following
@Functions:

*@Current Date

*@Current Time

*@Prompt()

* @TrackerSupervisor
e@UserID()

*@DateAdjust()
*@DDERequest()
*@TimeAdjust()

*@ReadFile()

Use the @Tracker Supervisor
function to automatically notify a
supervisor of an upcoming deadline.

TRY THIS
Use the @Prompt() function to

automatically notify you of a call
that needs updating.

‘ @Functions, Appendix C.

Format a Date Field

(2]
(3]
(4]

Select @Functions from the
Table drop-down box.

Select @Current Date from
the Field drop-down box.

Select a date format from
the Format drop-down box.

Click OK.

= Insert Field

Table: CallLag j lLI
CallLag

Field: Subzet Cancel |
Detail
Prafile Help |
Azgrmnt
Jumal )

when running for group, should information come fram
[~ the starting record in the group (instead of from the
current record being modified)?

= Inzert Field [ x|

Tahle: I @Functions j 4
Field: I@EurrentDate 0 VI Canecel |
Fommnat: [\ DD =] Help |

rCr-M-DD -

MDD

DO bk S0 =

"Whet running for group, should information come: from
[~ the starting record in the group [instead of from the
current record being modified)?
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Inserting File
Names

The Insert Filename feature is
used to insert file names that
are common within several
Actions for an individual Task.
For example, if you want to
run a particular text file, you
could set up the field as

follows:
{|Filename1}.TXT

The file names are assigned by
HEAT and are unique (for
example, HFW1234, HFW
1235, etc.). The file names are
stored locally and remain the
same for all Actions within an
AutoTask item.
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Insert a File Name

o Select Insert Filename.

Q Select a generic file name
from the list.

Inzert Field

Inzert Temporary Filename  #

Inzert All Azsignments
[nzert Al Journals

Filename 1
Filename 2
Filename 3
Fileniame 4
Filename 5

Ingert Blank Y alue Filename B
Ingert Mew Line Filename ¥
Inzert Counter »  Filename 8

Filename 9




Inserting
Temporary
File Names

You can use this feature when
you run a program that
requires a temporary file. For
example, when you run the
pager utility, assign a
temporary file name to the
message.

After the AutoTask item is run,
the temporary file name is
deleted. The temporary file
name appears like this:

{| Temporary filel}
Temporary file names are
unique and have full paths,
such as:

C:\temp\ hfw1237.tmp

Insert a Temporary
File Name

o Select Insert Temporary
Filename.

Q Select a generic temporary
file name from the list.

Inzert Field

|nzert Filenanme

Inzert Temporary Filename  #

|nzert All Azzignments
Inzert All Journals

Inzert Blank Y alue
Inzert Mew Line
|nzert Counter r

10

Tempaorary File 1
Temporary File 2
Tempaorary File 3
Tempaorary File 4
Temparary File 5 t)
Temporary File &
Tempaorary File 7
Tempaorary File 3
Tempaorary File 3
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Inserting
Assignments

and Journals

Select Insert All Assignments
to display the information for
all Assignment records in a
call. The field appears as:

Insert All
Assignments

@ Click Insert All
Assignments. The All
Assignments expression
appears in the selected field.

|ngert Field

Inzert Filename
Inzert Temparary Filenarne

-

Inzert &l Aszignments

Inzert All Journals

Inizert Blank ' alue
Inzert Mew Line

{] Al Assi ents) |nzert Counter 3
Select Insert All Journals to
display the same information
for all Journal records in a call.
The field appears as:
PP Insert All Irzert Field
{| All Journals} l
Journals Inzert Filename r
Inzert Temporar Filename ¥

Before inserting Assignments or
Journals, establish the format by
clicking “Edit Blocks.”

‘ Editing Blocks, in this chapter.
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© cClick Insert All Journals.
The All Journals expression
appears in the selected field.

Inzert All Azsignments

Inzert All Joumnals

Inzert Blank Y alue
Inzert Hew Line
Inzert Counter




Inserting
Blank Values

Select Insert Blank Values to

overwrite empty fields with

blank data. Be sure to set the
overwrite option to Yes in the

Specify Action dialog box.

Insert Blank Value

@ cClick Insert Blank Value.

Inzert Field

Inzert Filename b
Inzert Temporamy Filename  #

Inzert All Azzignments
Inzert All Journalz

Inzert Blank Yalue
Ingert Hew Line
Ingert Counter »
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Inserting New | Insert New Line Tt o

Lines © Click Insert New Line. A e Pl ¢
line break appears in the Insert Temparary Filenarne  #
Select Insert New Line to insert selected field.

Inzert All &zzignments
Inzert All Journalz

a line break in the body of text.

Inzert Blank Walue

[nzert New Line
Inzert Counter 3
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Inserting
Counters

Select Insert Counter to
automate number generation.
For example, use a counter to
automatically generate an
RMA number in a Quick Call.
Counters are set up by your
system administrator. Your
ability to modify counters is
based on your security role,
but you can modify some
parameters within Call
Logging.

Formatting Counters, in this
chapter.

Insert Counter

@ ClickInsert Counter.

@ Sclect a counter (an RMA

counter is used in this
example).

Inzert Field

Ihzert Filename 3
Inzert Temporary Filename  »

Insert &l Assignments
Insert &l Journals

Inzert Blank % alue
Ihzert Mew Line

[ insert Coter 4 ¥

Format Counter

[ 0RMA Nurber (2]
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Formatting
Counters

You can format counters to
display numbers differently.

Your ability to modify counters
is based on your security role.

Use “Increment the number when
used” option to prevent a number
from being used twice.

Use a splitting character such as a
Iyphen to break up a long number.

For example, 123456 becomes
123-450.
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Format Counter

@ Click Insert Counter.

@ Sclect Format Counter. The
Format Counter dialog box
appears.

€@ Click Increment the
number when used to
automatically increment the
number after it has been
used.

O Click Pad number with 0s
to place Os before the
number.

© select the total width of the
number. (For example, if you
choose 6 as the width of the
number, the generated
number will be a total of 6
digits.)

@ Click Split the number
every x digits to insert a
character between digits.

0 Select a splitting number.

Select the splitting
character.

© cClick OK.

Inzert Field

Inzert Filename 3
Inzert Temporary Filename  »

Inzert All Azsignments
Insert All Journals

Inzert Blank Yalue

Insert New Line n

Format Caunter

0 RMA Humber

Format Counter

Counter: | Ria Number

Increment the number when uzed
v Pad number with Os (e 0003) ——
Wwidth of the number: IE 6 E

v Split the number every = digits [ex: 333,333] —
Split gvery m digits
Inzert the character: I ‘:’ 'l

Current Format;  000-005

Ok

Cancel

il

Help




Editing Blocks

Use the Edit Blocks to specify
the text and formatting of All
Assignments and All Journals.
You can change formatting
preferences, edit text, insert
fields, and change alignment.

Edit a Block
@ click Edit Blocks.

9 Type text or insert variables
in the Assignment Block or
Journal Block.

€@ Click OK.

= Add/Edit Task

Actions

Save To View

I Display onmenu ﬂ

& Personal Help |

€ Team IE

© Global

Eolder Calls from Cald Fusion ~]

U Create An Alam
> Send aMessage
RZ Create Call Edlit
o [ Cal

Remove

EditBlocks

= T

Edit Assignment/Journal Blocks

When “All Assignments” or "All Journals” are inserted into an AutaT ask Action, each
Aszighment or Journal iz inserted, formatted as they appear here.

| ITimesNewHUmaﬂ j |1D j B | IIQI I;T

Azsighment Block

i Asgnmnt Timedesign]

& cknowledged {Asgnmnt Whot cknow} - {Asgumnt Dated clnowf3VITEM} @
1 & sgnmnt Tim eA chnow}

Resolved: {Asgumnt WhoResolv) - {Asgumnt DateResolv3VETELM} @

1 & sgnmnt Tim eR esolv]
fffff T @

Journal Block.

(loumnal Trackes) - | Journal EntryDate@VITEM} @ {Tournal EntryTime)

1 Journal B oty T ext} e

[— 3

L
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IN THIS CHAPTER

L]
Alert Monitor EAT contains numerous ways to share Sharlng
Start-up Menu information. Alert Monitor lets you set up o
P alerts to notify you each time you get a call or Informatlon

PETRE) CELLIE D L0 assignment. SupportMail lets you exchange information

Alert Definitions with other support center workers.

Polling e Alert Monitor — Tell Alert Monitor when, where, and

Acknowledging how to alert you and others about new calls or

Assignments assignments.

At or Away From Your Desk * SupportMail —Exchange e-mail messages with others
. on internal or external mail systems. You can also

Alerts for SupportMail .

send broadcast messages to everyone on your mail

Message Alerts system.

SupportMail

Broadcast Messages
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Logging on to Log on to Alert HEAT Dato Souco

. M o n ito r .”I-‘i‘ Source to use with HEAT
Alert Monltor ’7 unmalia\lsis Data Source in the future.
. Select Programs>>
You can start Al.ert Monitor HEAT>>Alert Monitor from ) o | conel |
from a desktop icon or from the Start button.

the Start menu.

Select the data source from
the drop-down list.

@ cClick OK.

@ Enteryour User ID and
Password.

@ Click OK. The start-up menu
appears. _

Copyright @ 2000 Goldhine Software Corporation. For more
infortnation, please see Help About.

Data Source: copy of HEAT B.0 1§ 4

5 [Mo password needed
UserID: |[WTR Password: ¢ E\zluation System] 5 Cancel |
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Using the
Startup Menu

Alert Monitor’s start-up menu
displays the module
components, explains their
purpose, and lets you access
them quickly.

You can enable and disable
the startup menu.

Run an Alert Monitor
Task

@ Highlight a task. An
explanation of the task
appears in the text pane.

@ Click OK to run the
highlighted task.

[ Welcome to Alert Monitor

O Welcome to Alert Monitor

Alert Monitor allows vou to determine the calls vou need to be
notified of without having to be at your desk or logged into Call

Logging,

r— Option:

Create a new Alert definttion

% Open an existing Alert definition o

Define the Call Groups Alert Manitor will notify wou about, and what actions Alert Maonitor will take.

™ Do not show this startup menu again

c' oK I Close Help

Show or Hide the
Start Menu

o To hide the start menu, click
Do not show this start-up
menu again.

@ Click Close.

To display the start menu,
click the Start Menu icon.

'  Welcome to Alert Monitor

- .
O Welcome to Alert Monitor

Alert Monitor allows you to determine the calls vou need to be
notified of without having to be at your desk or logged into Call

Logging,

 Option:

( E nition

& Open an existing Alert definition

|Deline the Call Groups Alert Maritor will notify wau abaut, and what actions Alert Manitar wil take.

I~ Da not show this startup menu again

|
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Defining Call
Group Alerts

Alert Monitor can notify you
when certain events occur in
selected Call Groups. The first
setup step is to define these
Call Groups and the events to
which you or others will be
alerted.

Alert Monitor can notify you
when it detects:

* A new call assigned to you
or your group.

* A new SupportMail, or
VIM or MAPI e-mail.

* Analarm is tripped.

Creating a New Call Group in
“Call Groups,” Chapter 4.
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Define a Call Group
Alert

o Select New from the File
menu.

@ Click New.

0 Type a title for this new Call
Group Alert. The default title is
the call group name.

0 Click Browse.

@ select the view where the Call
Group is stored.

o Select the Call Group.
@ click open.

0 Select the conditions that you
want to be notified of:

* Any calls are Found in the
selected Call Group.

* Any Calls are Added to the
selected Call Group.

* Any Calls are Removed from
the selected Call Group.

@ cClick OK.

() Click Exit. The new Call Group
Alert appears in the Alert
Monitor window.

Wiew
CrieN (1]

Call Group Alert Definition
‘ | : ! Exit |
Help |

2]
Exdit |
Welete |

Dptions

Define Call Group Alert
Title: [Priarty One 6 G! ok |
— Call Group: Cancel |
?U IF'riority‘I Giid |

— Generate an alert ..

I &y Callz are Foun
¥ Calls are Added

I Calls are Bemoved

2 Open Call Group

€ Persanal

 Team |Support Staff -

€ Global
(]

7o Aclive fssignments  Urresolved assignments

T Al Active Calls Allnanvelosed cal recards

T AlCalls

7o AlCals Oldest1st Al callrecords. reverse order

T Assignments by Gioup  View assignments for a selected group

T Call by Region &l ative calls by Region

T MpActive Assignment  Aetive assignments for my lagin 1D

T MyNew Assignments  Unacknouledged sssignments for my Login 1D

Tg Mew Calls with unac] g
T Open Cali far Tope Allnan closed calls for a speciied CallT ype
7o Open Fid &)l Open AR issuss

T@ Overdue Calls Calls w/nverdue assignments

Priority 1 Open Calls

Priority 2 & 3 Oipen Calls
Calls with SLA activily

T SLA Triggered Calls

[_[o]]

Close
Help

Add
MWew Hot List..




Defining What
Alert Monitor
Does

The second setup step is to
define what Alert Monitor
does when your selected
events occur in your selected
Call Group.

You can receive notification of
events when you are at, or
away from, your desk.

Alert Monitor can send a
message to a compulter or
pager. It can:

* Sound an alert on a
computer running Alert
Monitor.

* Send an e-mail message.

* Page someone using

third-party paging

software.

Go to the Call Group

Alert Action Screen

0 From the Call Group
Definition Window, select
Define>>Call Group Alert
Action. The Call Group
Alert Action screen
appears.

Note: The procedures on the
next four pages show how to

fill in this screen.

“iew  Aindow  Help

Call Group Alerts... Ctrl+3
Systermn Message Alerts.. Cirl+h

Call Group Alert Action...

Call Group Alert Action [ %]
e
¥ Sound Send Mail
souns = ‘
& System B
ystem Beap | D
C Eile: Address
Browse
Run Program
Command Line [ Browse
Arguments |
Away Fram My Desk
Send Majl
-
Address
Run Program
Command Line | Browse.
Arguments |
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If you have a sound card, select a
unique sound file, so you will know
the message is from Alert Monitor.

9-6 CaLL LoGGING AT A GLANCE

Set up Alert Monitor
to Make a Sound on
Your Computer

@ cClick the Sound check box.

9 To produce a system beep,
click the System Beep radio
button.

0 To produce another sound,
click the File radio button.

O cClick Browse.
© select a .wav file.
@ cClick Open.

0 The .wav file appears in the
File field.

Call Group Alert Action [ x]
Aty Desk

oK

Cancel ‘

Help

¥ Sound Send Mail

C System Beep e I
0(; Eile C:\Wawve Files\Tweetyway "

Address

4
Run Program
CommandLine | Browse
Arguments [
Away From My Dask.
Send Mail
=
Addiress
Run Program
Command Line | Brawse
Arguments [

open____________HA

Look in ‘ i WWawve Files ﬂ ﬂ

4] Barnesy wan )Locomotive way <8 Trombone waw

{7 Bossiewaw FMoose Hormwaw

J] Camera.waw ¢ Pollywaw &) Type waw

4] Cat wass GReminderway  <E]Whooshweaw

4] Dog.waw G| Foosterway

4] Duck e ] Sealswaw 6

{7 Fog Hornweay ] Siren wanw

] Laserwaw ¢ Tootwaw

File name: |Tweety.wav 6
Files of type: |Wave Files *waw) ﬂ Gzl




TIP

Be sure to set your e-mail programnt
to alert you when new e-mail
arrives.

SEEALSO

Setting Up External E-mail in
“User Preferences,” Chapter 10.

Set up Alert Monitor
to Send an E-Mail
Message to Your
Computer

o Click Address.

Select a mail system from
the Mail System drop-down
box.

€@ Click your name.
© Click OK.

Call Group Alert Action [ x]

AtMy Desk

~ Sound

" System Beep

0K

Cancel |

Help

Send Mail

 File

Fun Program

[Cywave Files) Tweety wav

‘. Address

Erowse,

Command Line ‘

Browse

Arguments ‘

Ay From by Desk
-

Run Program

Send Mail

Address

CommandLine |

Browse

Arguments ‘

i Address Book

'S
|

*Hardware Techs
"HEAT Usger
"Help Desk
“Metwork Support
“Software Techs
“Telecom

Admin

Ajay

Alec

Ann

Chiig

Dave

Denise

Dick.

Don

Ed

Ewelun

Fritz

Hailou

H.arnld

Team - Cancsl |
Team
Team
Team Help |
Team
Team

Emergency Pagzword
Ajay Subramaniam
Alec Byrne

Ann Meyers

Chiis Tracker s
Diave Mg

Denise Marowitz
Dick Wan Andel

Don Clark

Ed Trout

Evwvelyn Swift

Fritz Bernheimer

Haikou Tonghai
Harnld Renkin LI
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Sending a Page, in this chapter.
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Set up Alert Monitor
to Run a Program on
Your Computer

o Click Browse.

@ Select an executable file to
launch as an alert. For
example, you can launch
your paging utility.

@ cClick Open.

0 Define arguments to pass
to the program in the
command line. For example,
you can enter your pager
number.

Call Group Alert Action [ %]
Aty Desk oK
¥ Sound Send Mail
Cancel ‘

" System Beep ‘

Help

& Eile ‘C\Wave Files\ Tweetyway

i Browse.. |

Address

Browse ‘ .

Run Program

CommandLine |

Arguments [ 0

Ay From My Desk

Send Mail
5

Address

Run Program

Brawse

CommandLine |

Arguments [
Open [ 7] x]
Lok in | 2 SuperPage ﬂ @ 2
|1 Contacts
™ Oldpage.exe T Elemental.exe
T Setup.exe {#l SuperPage.exe e
B4 Fi v 4] Dictiohary. exe
4 Dial.exe ™ Mevwdix.exe
4 Dos exe Bl Screens.exe
™ Dialup.exe % Questions exe

2} Maonitor.exe
i Address Book exe

7 Basketexe
™ Letup.exe

File name: |5uperPage exe 6’ Open |
Files of type: |Executﬁh|e Files (* exe™ com™ hat* pif) ﬂ Cancel




Sending a Page, in this chapter and
“User Preferences,” Chapter 10.

Set up Alert Monitor
to Page You

@ cClick the Send Page check
box. Note that the Send
Page check box is enabled
only if you have previously
defined the paging command
line in the User Preferences
dialog box.

Call Group Alert Action [ x]
oK

Cancel |

Help

AtMy Desk

V¥ Sound Send Mail

" System Beep

& Eile |C\Wave Files Tweety way

Address

Erowse,

Fun Program

Browse

Command Line ‘

Arguments ‘

Ay From by Desk

Send Mail
¥ Send Page o

Run Program

Address

Browse

CommandLine |

Arguments ‘
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Sending a Page, in this chapter.
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Set up Alert Monitor
to Send an E-Mail
Message to a Pager

© click Address.

9 Select a mail system from
the Mail System drop-down
box.

@ Click the name of the
person to be paged.

@ Click OK.

Call Group Alert Action [ x]

AtMy Desk

oK

Cancel ‘

Help

¥ Sound Send Mail

© System Beep ‘

& File ‘C'\Wava Files!, Tweaty waw

Browse..

Address

Run Program

Browse

CommandLine |

Arguments [

Away From My Desk
Send Mail
v Send Page

Address ‘.

Browse.

Run Program

CommandLine |

Arguments [

! Address Book E3

'S

*Hardware Tech:  Team “ Cancel |
SHEAT User Team —

*Help Desk Team Hel
*Metwork, Support Team He=p |
“Software Techs  Team

*Telecom Team

Adrnin Erergency Pazswaord

Ajay Ajay Subramaniam o

Alec Alec Byne

Ann Ann Meyers

Chiriz Chiris Tracker o

Dave Dave Mg

Denise Denize b arowitz

Dick. Dick Wan Andel

Dan Dran Clark,

Ed Ed Trout

Ewvelyn Ewelyrn Suift

Fritz Fritz Bermheimer

Haikou Haikow Tonghai ;I

Harnld Harald Bewkin




| Sending a Page, in this chapter.

Set up Alert Monitor
to run a Program as
an Alert

© cClick Browse.

Select an executable file to
launch as an alert. For
example, you can launch
your paging utility.

€@ Click Open.

0 Define arguments to pass
to the program in the
command line. For example,
you can enter your pager
number.

Click OK.

Call Group Alert Action
&t My Desk 5
¥ Sound Send Mai Cancel |
" System Beep IChlis

i File IC:\W’ave Files\Bell.way

Browse... |

Address...

r— Fiun Program

Command Line IE \SuperpagehSuperpager. exe

Browse...

Arguments

|a|5587152

i~ Awwap From My Desk.

I= | Gend Page

Send M ajl

IChris‘ Pager

Address. |

Fun Program

Command Line IE \SuperpagetSupeipager. exe

Browse... ‘i

Arquments |9, 5557182 G
Open 71
Laak jr: | i SuperPager j @
[ SuperPager exe E
File narme: ‘SuperPager.exd Q Open |
Files of type: ‘Exe:utable Files *.exe*.com™ bat™pif)

j Cancel
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Editing Call
Group Alert
Definitions

You can edit the attributes of a
Call Group Alert Definition.
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Edit a Call Group
Alert Definition

@ sSelect Call Group Alerts
from the Define menu.

@ Select a Call Group Alert
Definition.

Click Edit.

Edit the attributes of the
Call Group Alert Definition.

To modify the fields in grid
view, click Grid.

© © 00

To move an available field to
the list of selected fields,
highlight the field and click
Add.

0 To remove a selected field
from the list of selected
fields, highlight the field and
click Remove.

@ click OK.
© click oK.
{ Click Exit.

Wiew  Sindow Help
Call Group Alerts...

Cirl+G

o

Call Group Alert Definition | x|

|Active g

Title: IF'riority Ore a
— Call Group:
?u IF'riority‘I

— Generate an alert if...

™ Ary Calls are Found
¥ Calls are Added
™ Calls are Remaoved

3 Grid Definition [x]
Auvailable Fields: Selected Fields 8
CellLog AcivTvps 2 add

CallLog CallCount 4‘ CallLog CustiD I |
CallLog.CallS: CallLog Pr =]
C:HLES CZUSS“'EE P Bemove ‘) c:ung c;ﬁg‘éms

CallLog CDuration CallLog CallType Help
CallLog.ClosedBy CallLog RecvdDate

CallLog.CloseDesc = CallLog ModDate

Calllog.ClosedTime

CallLag CustType

CallLog DTLastMod

CallLog ModBly

CallLog ModTime

CallLog RecvdBy

CallLog RecvdTime

CallLog SLAID

CallLog SLAUrgent

CallLog. Stop\Watch hd

CallLog ClosedDate

¥ Move Down CallLog.CallDesc
Clear




Deleting Call
Group Alerts
from the List

You can delete a Call Group

from the Alert Definition list.

Delete a Call Group
Alert from the List

o Select a Call Group.
© cCiick Delete.

@ Click Yes.

O cClick Exit.

Call Group Alert Definition

|ﬂ-.n:tive O :. |
Help |

]|

Alert Monitor

& Are pou sure you want to delete Priority One?
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Yiew Window Help

Defining How | Define the Polling

Interval Call Group Alerts... Cirl+G

Often Alert Systern Message Alerds.. Cirl+hd
. @ select Polling Interval from Call Group Alert Actian..
Monltor the Define menu. Eolling Interval...
ChECkS fOI' @ Select the type of interval
(in minutes or hours) from

Calls the drop-down box.
The polling interval Enter the numerical : Minte(s) =]
determines how often Alert 6 interval in the number field. - O o Cancel
Monitor checks the database Hel
for Call Group or messaging, o Click OK. QQ F
changes.
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Starting and
Stopping
Polling

When you have set up Alert
Monitor, you can start polling
the database for alert
messages. When you start
polling, HEAT waits for the
prescribed polling interval,
then polls the database.

You can also poll the database
on command.

Defining How Often Alert Momnitor
Checks for Calls, in this chapter.

Start Polling

0 Select Start from the
Options menu. Agreen light
on the signal icon means
that polling is active.

Define  Yiew ‘Window He

Stop Polling

o Select Stop from the
Options menu. Ared light
on the signal icon means
that Alert Monitor is not
polling.

Yiew \Window He

o

Options RS

Poll Now

0 Select Poll Now from the
Options menu.

(01Tl Define  Wiew Mindow He

Stop
Eoll Mow
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Acknowledging
Alert Monitor
Assignments

You can acknowledge an
assignment while running
Alert Monitor. The control is
enabled only if an assignment

exists.
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Acknowledge an
Assignment

@ When Alert Monitor
announces a new
assignment, select
Acknowledge Assignment
from the Options menu.

m Define Wiew MWindow He
Start Fz2
Eoll Mow F5
Away from my desk F?
Launch Call Logging *

Acknowledge Assignment  Cirl+A,



Telling Alert
Monitor When
You are Away

From Your
Desk

When you set up Alert
Monitor, you defined how you
will be notified of alerts, both
atand away from your desk.
With this procedure, you can
tell Alert Monitor when you
are at or away from your desk.

Defining what Alert Monitor Does,
in this chapter.

Tell Alert Monitor
You are away from
Your Desk

o Select Away from my
desk from the Options
menu. The Away from My
Desk icon shows an empty
desk.

Define

Options

Start
Eoll Mow

Awvay from rmy desk

Fz
F5

Yiew Window He

Tell Alert Monitor
You are back at
Your Desk

0 Select Away from my
desk from the Options
menu. The At My Desk icon
shows a person at the
desk.

mgeﬁne Yiew  Window  He

Start
Eoll Mow

Fz
F&

v ey from my desk

)
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Launching
Call Logging
from Alert
Monitor

From Alert Monitor, you can
launch Call Logging in one of
three modes:
e Launch Call Logging
launches Call Logging.

e Launch Call Logging for
Call ID launches Call
Logging open to the Call
Record currently selected
in the Alert Monitor
window.

* Launch Call Logging for
Call Group launches Call
Logging open to the Call
Group of the Call Record
currently selected in the
Alert Monitor window.
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Launch Call Logging

@ sSelect Launch call
Logging>>Launch from the
Options menu.

O[T Define  Wiew  Window
Start F2
Poll Mo F&
Away from my desk F7

Launch Call Logging

Call |D: 00000063
Call Group: Active

Launch Call Logging
Open to the Current
Call Record

@ select the Call Record you
want to view from a Call
Group Details window.

@ Select Launch Call
Logging>>Call ID from the
Options menu.

I Alert Monitor - At My Desk H=E
File m Define View Window Help
6 o 7 (gg=fe i e%w
" PolMow F5 L
.E Away from my desk F? 9 2 B=E
m Launch Call Logging
Acknowledae dssignment Cliled - il TargetDal Cellbog Priority | Gal=
AC Call Group: Active: 2 Ope
AC User Preferences... I!Sluﬁ, Inc 3 Ope
ACME Acme Stuff Inc 2 Ope
DEG135 2 Ope
FA3835 2 Ope
KM1135 2 Ope
q | ]

Launch Call Logging for Call 1D




This procedure launches Call
Logging with the highlighted Call
Record displayed.

Launch Call Logging
Open to a Call
Group

@ Select the Call Group you
want to view from the drop-
down box.

@ Select Launch Call
Logging>> Call Group:
from the Options menu.

i Alert Monitor - At My Desk

|
[_ O[]
Eile Y Deiine View Window Help
Start F2 = - o
& iton 5 '“ B | |actie n R ERAR
,E Ay from my desk, [_[Ofx]
B Lunch Cal Logging
n Ashnowledae Assiarment) Bl TargetDad]_CallLog,Priority | Cal
A 2 Qpe
|ac User Preferences 3 ope
ACHE 2 Ope
DEG135 2 Ope
FA3835 2 Ope
K135 2 Ope
) 2 Opel

Launch Call Logging for Call Group ’_ A
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Saving Alert
Monitor
Definitions

You can save Alert Monitor
definition settings as separate
files. This lets you have your
own Alert Monitor definitions.

You can save multiple
definition files. For example,
you may have one set of call
groups to monitor during the
week and another set on the
weekend.

Alert Monitor saves the file
with the extension .alr.
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Save Alert Monitor
Definitions

o Select Save from the File
menu.

Type a file name in the File
name field.

@ ciick save.

Rl Options  Define

Mew... Cirl+M
Open... Ctrl+0
Close

Save As

Save in Ia GoldMine

Answer Wizard Reports
Attach

Data

05 WFiles

Alert1. alr

File name:

3

Save as lpe: | Alert Monitor Files (% k]

j Cancel |




Viewing Alert
Summaries
and Details

After a poll you can view the
Alert Summary. The Alert
Summary shows each Call
Group and the number of
alerts generated, added, and
removed. A redbellicon
appears for a current alert.
Each Call Group Details
window displays the selected
Call Group and all Call
Records that meet the alert
criteria. It displays all calls in
the call group regardless of
which ones tripped the alert.

View the Alert
Summary and
Details

@ select Alert Summary from
the View menu.

@ To view a Call Group’s
details, double-click the Call
Group.

o To view a Call Record in Call

Logging, double-click the
Call Record.

Window  Help

Alert Summary FB m

Alert Summary as of 12/14/98 9:32 am [ x|
Call Group All Added Remowved Wiew
® Active 23 1 1]
L8 Cold Fusion 3 ﬂ
Help
4 Active = E3
Call Group Details

Subset Comparn =
Eisley Industries

ACME Acrme Stuff Inc

CallLog. Prior

2
ACME 6 Acrne S Inc 2
DEB135 2
LESCO Light Bullx Supply Company 2
FAI835 2
KM1135 2 -
ik - I ot - .

Pat Fujiimora L 8.
Frlltz Eemheimer Shipping | 07 0/00 oo:o0 9/22/99 11.12am =
1 3
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Viewing Lists
of Journal
Entries

You can view a list of all
Journal entries associated with
a Call Record.
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View a Call Record’s
Journal Entries

@ select Journals from the
View menu. A list of Journal
entries for that Call Record
appears.

@ Sclect the Call Record
from the list of Call Group
Details.

YWindow Help
Alert Summary F&

Journs

< Journals for Call ID: 00000073

EntryDote | EningTime | Tracker | Quikdoumal | EntryText
T2/ 2/98 TM08am  Jogo ‘Atians reports similar problem with this software:
12/2/98 1M0%am  Jodo Andy says there's a patch to fixthis problem
12/ 2/98 1116am  LuWanda The software patch is on the way.
12/ 2/98 11:16am  Darla Installed the software patch
12/2/98 11:22am Luwvanda With software patch, the problem is intermittent.




Setting Alerts
for SupportMail

You can specify how Alert
Monitor notifies you of
SupportMail messages.

Defining What Alert Monitor Does,
in this Chapter.

Set Unread
SupportMail
Notification

o Select System Message
Alerts from the Define
menu.

To be notified of new
SupportMail messages when
you are at your desk, click
the At My Desk check box.
To be notified of new
SupportMail messages when
you are away from your
desk, click the Away From
My Desk check box.

(2]

Click Action.

Fill out this form as shown in
Defining What Alert
Monitor Does, in this
chapter.

o0

Define

Wiew ‘Window Help
Crl+ G

Ok

Cancel

Help

il

Alarm Matification

™ At My Desk
Define. .. |
Messaging Alert Action [ ]
F Sound Send Mail
Cancel |
-
Swstem Beep | T
@ Fila Forward Mail
Browse

Run Program

Command Line ‘ Browse...

Argurnents ‘
Away From My Desk

Send Mail
-
Foruard hdail
Run Program
CommandLine | Browse

Argurments ‘
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TIP

You may have alarms defined in
Call Logging. You may use this
procedure to add or edit them.

SEEALSO
Defining what Alert Monitor Does,
in this chapter.

9-24 CarL LoGGING AT A GLANCE

Set Alarm Notification

@) Sclect System Message
Alerts from the Define menu.

@ Click At My Desk.

€ Click Define.

O Click New.

6 Type a subject.

0 Type a descriptive note.

@ In the Date field, click the up
ordown arrows to increase or
decrease the alarm date by
one day.

© 1n the Time field, click the up
ordown arrows to increase or
decrease the alarm time by
one minute.

© ciick oK.
@ ciick Exit.
@ click OK.

Wiew  Window Help

Call Group Alerts... Ctrl+G
e Alerts... Cirl+M

System Mess

Messaging Alerts
Unread Supporttdail Motificaion—————— 11
: : : Cancel |
™ Away From My Desk Action... |
Help |
Alarm Motification
™ AtMy Desk
e’ Define... |
Alarms n
Date Time Subject (1) et
4 NN

Create Alarm

oK

Cancel
Help

5
i




Setting User
Preferences for
Message Alerts

You can select the means of
alert notification.

If you will use Alert Monitor to
dial your pager, set the pager
command line here.

Set the options for Alert
Monitor at start-up.

Set Alert Notification

@ select User Preferences
from the Options menu.

@ To display the Alert
Summary dialog box as an
alert, click the Summary
Dialog button.

@ To display the Alert Monitor
window as an alert, click the

Restore Alert Monitor
Window button.

@ To display the Alert Monitor

button in the taskbar, click
the Alert Icon button.

Define  Yiew ‘Window H

DOptions

Start F2
Poll How F5
Away from my dezk F?
Launch Call Logging 3

Scknewledae Sssianment B+

User Preferences E

—&lert Motification oK I
 Symmary Dialog 9
Cancel |

T~ Restore alert Maonitar Window o
i Alert loon o Help |

Paging Utility D efinition

Command Line IE'\'\S uperpagethSuperpage. exe

Browse. .. |

Arquments  |9.5557162

— Startup Optiohs

[ Minimize bain window
[ Automatically Start Polling
[~ Set dway From My Desk,

Jslert1 2l

Browse... |

Open Alert Defintion:
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Specify Paging Utility [I[slaltl Define  Yiew ‘Window H

Set up Alert Monitor to Rumn a Start F2

Program on Your Computer, in this o Select User Preferences FollMow Fa

chapter. from the Options menu. fway Fram my desk F7
Launch Call Logging 4

9 Click Browse.

Scknewledae Sssianment B+

@ select your paging utility’s
executable file.

User Preferences

O click Open. L
— Alert Motification
Ok I
Enter your pager number, or ¥ Summary Dislog
6 y p g " Restare Alert Maonitor Windaw ﬂl
any other necessary & Alertleon el
conditions for launch, in the - _ e |
Arguments field. — Paging tility Definition
Command Line IC\\Superpage\Superpage.exe Q Browse... |
Arguments  |3.5557182 6
— Startup Optior

™ Minimize Main ‘window
™ Autornatically Start Polling
™ Set Away From My Desk

Open Slert Definition: IAIerH.aId Browse... |

Open [ 7] ]
Look in: ‘ 3 SuperPage ¥ |2
|1 Contacts
™ Oldpage.exe T Elemental exe
[ Setup.exe {8 SuperPage.exe
k4 Fix.exe (4] Dictionany.exe
kad, Dial. exe ] Mewfix exe
M8 Dos.exe i Screens.exe
|~ Dialup.exe % Questions.exe
=) Monitor.exe 7 Basket exe
|4 Address Book exe = Letup.exe

File name: SuperPage exe 4
Files of type ‘Executable Files (*exe*.com*bat™ pif) ﬂ Cancel
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Starting and Stopping Polling, in
this chapter.

Set Start-up Options

@ sclect User Preferences
from the Options menu.

@ To start Alert Monitor in
minimized mode, click the
Minimize Main Window
check box.

0 To begin checking for alerts
without a manual start, click
the Automatically Start
Polling check box.

If you will be away from your
desk at start-up, click the
Set Away From My Desk
check box.

6 To open an alert definition at
start-up, click Browse.

@ select an alert definition.
@ click Open.
© click oK.

B Defne Wiew ‘Windomy H
Start F2

Poll Now F5
Away from my desk F7
Launch Call Logging 2

Scknowedae Sssianment. Stk

User Preferences

—&lert M atification

& Summary Dialog
¢~ Restare Alert Manitor Window
 Alert lcon

‘:‘ oK I
Cancel |

Help I

— Paging Utility Definition

Command Line IC\\S uperpage\Superpage.exe

Argumerts  |9.5557182

Browse... |

— Startup Dptions
™ Mimimize M ain window e
™ Automatically Start Poling e
™ Set fway From My Deska

DOpen Alert Definition: Alert1.alf Browse...
Open 71]
Look in ‘ i SuperPage ﬂ @
|| Contacts
I~ 0ldpage.exe T Elemental.exe
|l Setup exe L#] SuperPage exe
4 Fix.exe 4] Dictionary.exe
4], Dial.exe [ Newdix exe
M Do s e ) Screens.exe
™ Dialup.exe % Questions.exe

T} Basketexe
™ Letup.exe

=) Monitor.exe
4 Address Book.exe

|SuperPage exe 0

File name:

Q Open

Files of type

|Executab\e Files (* exe* com*hat* pif)

ﬂ Cancel
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SupportMail

SupportMail is HEAT’s e-mail system. You can use it to
exchange e-mail with other HEAT users. You can also use it

to send and receive external e-mail messages.

You can store sent and received messages in special folders.
You can also send a broadcast message to every person on

your mail system.

<7+ Call Logging - [SupportM ail]

@ File Edt %iew Message Group Customer Accessory  Autolask  Window  Help =7 x|
o (] ks € P
Call ID: 00000058 Stopwatch: | 0:01:15 Count: | 2 Status: | Open
O ] 90 | (sa) 4]
| Folders | Contents of Inbox
] Drafts g BS99 T10Eam  Cheis {11 hans \deff00fonttb MO swizs AnalHie -
= B 8593 11:09am Chiz {1 \ansi \deff0{Mantthi{\04swiss Arial e
] Outhox EJ 8416499 251 am Chiz  Repeat customer prospect
= 3/16/93 851 am  Chrz  Price List
IEJ 8/16/93 851 am Chriz Repeat customer prospect
=  916/93 851 am  Chiz  Price List
=  816/99 853am  Chiz  Widget Addendum
= 86/99 853 am  Chiz  Widget Addendum ﬂ
v R AL AYCYE S
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Starting
SupportMail

When you start SupportMail,
the screen displays the
messages in your in box. A
closed envelope icon identifies
an unread message. An open
envelope icon identifies a read
message. A telephone icon

identifies a message with a
Call Record attached.

Add a SupportMail button = % to

your toolbar for easy launching. See
Customizing Toolbars in “Call
Logging,” Chapter 2.

Start SupportMail

o Select SupportMail from the
View menu. The
SupportMail screen appears.

m Group  Customer  Solution
v CallLog Alt+1
Dietail Alt+2
Azzighrment Alt+3
Journal Alt+d
il
v Aftachment Bar
v Lall Statuz Banner
v Status Bar
Toolbar...
InfaCenter 3
Alarrms Shift+F11
Achvity Log..
[ Callogging [Suppartail @]

=l x|
[T aE alz=e [ Ee O aEE s =S e
Call ID: 00000058~ Stopwatch: | 0:01:15  Count: | 2 Status: [Open

O 60 o | e o [ 535 0 ¢ (20| G5

(5 Fle Edt View Message Group Customer Accessony AutoTask Window Help

[ Folders [ Contents of Inbs

[E] (8  8/99  1T06am Chis N Sans \defOporttbHS 0 swiss Aral e =
=i (B2 8599 1109am Chis  {HF1%ans \deffD{\orntbHyDNswiss Arial: e

(1 Dutbox =, #16/99 851 am  Chis Repeal customer prospect

B 816/89  &51am  Chis  Price List

=,/ B/6/99  BSTam  Chis Repeat customer prospect

=1 876/3  B5Tam  Chis  Price List

=1 8A6/3  B53am Chis widget Addendumn

Bl %116/93 ®53am Chis ‘Widget Addendum LI

=R .

e
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Viewing E-Mail
Messages

Your messages can come from
coworkers or from automated
tools like the Business Process
Automation module. You can
also receive messages from
external e-mail sources.

Your system administrator
controls rights to send and
receive external messages.

Setting Alerts for SupportMail, in
this chapter.
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View an E-Mail
Message

o Double-click an e-mail
message.

9 Click the Previous or Next
arrow buttons to view other
messages.

1
Call Logging - [SupportMail] =1 &3

(o Fle Edt View Message Group Customer Accessony AutoTask Window Help NETE]

PR FA R AR S S = = RN - Y l=la= 1R

CallID: |[D0DO00SE  Stopwatch: | 0:01:15  Count: | 2 Status: [Open

O (] 80 | 5 e o) 3 0 %€ | 29[ 63

[ Folders [ Contents of Inbs
[ Drafts &  8/5/93  TT06am Chns (01 hansi SosfO[onttbi o swiss Anal TG =
3 [ fBF B8 1T am Chis 0 hans bdef0i ottt thfewiss Arial e
(1 Ouibox .0 /1649 B5lam  Chis Fiepeal customer prospect

= 81649 &5 am  Chis Fiice List

[0 #16/99 @51 am  Chis Fepeal customer prospect o

= 8/16/99 851 am  Chris  Price List

= 8/16/99  &53am  Chris  ‘Wwidgst Addendum

= 8/16/99  &53am  Chris  ‘Wwidgst Addendum LI
3 il 7l

BEEEP

1 SupportM ail

£

To Craig

[=1nd

From: Chriz

Date: 8/18/99 324 pm
Subject: Cold Fusion

Cald Fuzion's computers won't baot. | think EMP haz erazed the memory.

J]

@ petete | BoRepy | (DFowad | Esave. | o2 ooooooss |

= ttached Files:

| [

[Detach | Launeh I




Saving and
Deleting
E-Mail
Messages

You can save and delete
e-mail messages.

Save an E-Mail
Message

o Click Save. The message is
saved.

Delete an E-Mail
Message

9 Click Delete. The message
is deleted.

1 SupportM ail

e e |

Ta: Craig ;I
ce
From: Chiiz

Date: 8/18/93 324 pm
Subject: Cald Fugian

Cold Fusion's computers won't boot. | think EMP haz erazed the memony.

=l
i Deleteﬂ BoBerh | @Fomad | Save...ﬂ o Donoose |

= ftached Fies:
I d [etach I LLatmeh |
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Replying to
E-Mail
Messages

When you reply to a message,
SupportMail prepares a
Compose Message screen with
the recipient filled in.
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Reply to an E-Mail
Message

© cClick Reply.

9 Type a subject for the reply.

0 Type the message of the
reply.

O click send.

1 Support ail [ =]

4 2
Tox Craig ;I

CC:
From:  Chris

Date: 8/18/93 324 pm
Subject: Cold Fusion

Cold Fusion's computers won't baat. | think EMP has erased the memary.

|
@ Delte | B Reply " WD Foward | [ Save. | 20000008 |

Attached Files:
’7| j Detach Launch ‘

: Conpase Message X
From:  Chiis 104/93 1218pm 4
To

I\ Acdress... &I

Cancel
i;C Aedress... =
Eelp

Subject:
Note:

File £Eachments:

Biawse
¥ Attach Cal: 00000031

¥ Save to Dathox
I} Fead Recet

Forward If Nt Freart
Forgiare




Forwarding Forward an E-Mall D Delete | B Beply | o Forward 0 H save.. | & 00000083 ‘

. Message
E-Mail
o Click Forward. ;roum Chiis 101793 1218 pm 6
Messages i Q| o= |
. 9 CI'Ck AddreSS (S Cancel |
Use this feature to forward a | Acdiess. |
received message to another 0 Select a Mail System. Subject: [E
person. | .
@ Double-click a recipient. = .

Repeat steps 2-4 for all
recipients and cc recipients.

@ Click Send.

Eilestactmerts:
| Eraovise..

¥ Attach Cal: 00000031
Forward |f Mot Bead: ¥ Save to Outbox
I Fomwanc... I= | el Receint

1 Address Book

Ml System: [TESMMG— - Q

ddi

*Hardware Techs  Team - Cancel
*HEAT User Team

“Help Desk Team Hel
“Metwork. Support Team DElp
“Software Techs  Team

“Telecom Team

Adrmin Emergency Passward

Ajay Ajay Subramaniam

Alec Alec Bymne

Ann Ann Mepers

Chrig Chiriz Tracker

Dave Dave Mg

Dienize Denize Marowitz

Dick Dick Wan Andel

Con Don Clark

Ed Ed Trout

Evelyn Ewelyn Swift

Fritz Fritz Bemheimer

Haik.ou Haikou Tonghai LI

Harnld Harnld Renkin
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Sending
E-Mail

Messages

Use SupportMail to exchange
e-mail with other HEAT users,
and to send external e-mail
messages. E-mail messages
can be sent directly from
SupportMail or from the Call
Logging and Customer
Windows.

You can forward a message if it is
not read. See Forward Unread
Messages, in this chapter.

You can attach e-mail messages and
Call Tickets. See Attaching E-Mail
Messages to Call Tickets, this
chapter.
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Send an E-Mail
Message from the
SupportMail Window

Select New Message from
the File menu.

@ Click Address to view a list of
recipients.

@ select a mail system.
0 Double-click a recipient.

6 Repeat steps 2-4 for each
recipient and cc recipient.

0 Type a subject.
e Type the message.

@ select the Attach Call check
box to attach the currently
displayed Call Record to a
SupportMail message.

e To save this message in your
outbox to refer to later, click
Save in Outbox.

@ click send.

Edit “iew Message
Mew Call Becord  Chel+M
Goto Call 1D, Ctel+ G

Crl+d

X

: Compose Message

Fiom: Chiis 104/99 1218 pm 1002
Io

[ t) Acdress E
[ Acdress

| (6)

Mote:

r7) |

[
Eile Atachments:
Bratse 0
[V Attach Cal: 00000091
Forward If Mot Read: ¥ Save to Duthox 9
FOMaIC. | [ B Roceipt

it e ET -] €)
*Hardware Techs Team - Cancel
"HEAT User Team

*Help Desk Team Hel
*Netwark Suppart  Team Help
“Software Techs  Team

*Telecom Team

Admin Emergency Password

Ajay Ajay Subramaniam

Alec Alec Bpine

Ann Ann Meyers

Chis Chrig Tracker

Dave Dave Ng

Dienise Denize Marowitz

Dick Dick Wan Andel

Don Don Clark

Ed Ed Trout

Evelyn Ewelyn Swift

Fiitz Fritz Bemheimer

Haikau Haikou Tonghai LI

Hazrald Harald Rankin




Send an E-Mail
Message from the
Call Logging Window

Select Mail>>Send Mail
from the Accessory menu.

Click Address to view a list of
recipients.

Select a mail system.
Double-click a recipient.

Repeat steps 2-4 for each
recipient and cc recipient.

Type a subject.
Type the message.

Select the Attach Call check
box to attach the currently
displayed Call Record to a
SupportMail message.

00 660 6 ©

)

To save this message in your
outbox to refer to later, click
Save to Outbox.

Click Send.

M ucTask Window
Table Maintznance.
frsset Config Window.
Cal Transfer
Locked Calls
HEATBoard

Report Writer.
Run Reports.

Help

»

»

ChhShiteR

A Eb{ A - rensierals
Set Up MobileHEAT Database:

DEHDER

+ Compose Message X
Fiom: Chiis 101/98 1218 pm 100

To

I\ e Acdress... &I

co Cancel

| Aodigss...

Subject: 0

Note:

(7 E
[-|
File £Eachments:
Biawse
¥ Attach Cal: 00000031
Forvad If Mot Read: ¥ Saveto Datbax
Forwarc

I} Fead Recet

1 Address Book

Mail Syster: 1’ s

*Hardware Techs
*HEAT User
“Help Desk
“Network Support
“Software Techs
*Telecom

Admin

Ajay

Alec

Ann

Chiriz

Dave

Denize

Dick

Don

Ed

Evelin

Fritz

Haik.ou

Harald

Team -
Team

Team

Team

Team

Team

Emergency Password
Ajay Subramaniam
Alec Byrne

Ann Meyers

Chirig Tracker

Dave Mg

Denize Marowitz
Dick Wan Andel

Dron Clark

Ed Trout

Ewelun Swift

Fritz B emheimer

Haikou Tonghai
H zarald Rerkin

Lo |
Cancel |
_ b |

Help

=
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Type or select an address in the CC
field to send a courtesy copy.

9-36 CaLL LoGGING AT A GLANCE

Send an E-Mail
Message from the
Customer Window

0 Select Send Mail from the
Mail menu in the Customer
window.

@ Click Address to view a list of
recipients.

@ select a mail system.
@ Double-click a recipient.

6 Repeat steps 2-4 for each
recipient and cc recipient.

© Type a subject.
@ Type the message.

Select the Attach Call box to
attach the currently displayed
Call Record to a SupportMail
message.

e To save this message in your
outbox to refer to later, click
Save to Outbox.

@ click Send.

Fiom: Chii 101/39 1218 pm ([)) sed |

Save

To:
|

Q Acdress... |

CC: Cancel

|_ Acdress... |

Subiject

| (6]

Mote:

o

Eelp

J IElek

K%

Eilesttachments:

Browse..
¥ Attach Cal: 00000031 0

Forwad If Mot Read: W Save to Dutbox

Forware..

7| Read Receist
1 Address Book [ <]
il Systr - 0
“Hardware Techs Team - Cancel
“HEAT User Team —I
“Help Desk Team
“Netwark Support  Team Help
“Software Techs  Team
*Telecom Team
Adrmin Emergency Passward
Ajay Ajaw Subraraniam
Alec Alec Bune
A Ann Mepers
Chris Chris Tracker
Dave Dave Mg
Denize Derise Marawitz
Dick Dick Yan Andel 0
Don Don Clark
Ed Ed Trout
Evelyn Ewelyn Swift
Fiitz Fritz Bemheimner
Haikou Haikou Tonghai
Harald i d 54|




Attaching Call
Records to
E-Mail

Messages

SupportMail allows you to
link Call Records and e-mail
messages. Use this feature to
attach Call Records to
important messages.

You can set up “Save to Outbox”
and “Attach Current Call” defaults
in the User Preferences dialog box.
See “User Preferences,” Chapter
10.

Attach a Call
Records to an E-Mail
Message

Select New Message from
the File menu.

Click Address to view a list
of recipients.

Select a mail system.
Double-click a recipient.

Repeat steps 2-4 for each
recipient and cc recipient.

Type a subject.

Type the message.

00 600 ©

Select the Attach Call box
to attach the currently
displayed Call Record to a
SupportMail message.

)

To save this message in your
outbox to refer to later, click
Save in Outbox.

Click Send.

Edit

Mew Call Becaord  Chel+M
Cirl+G
Ctrl+hd

Goto Call 1D,

Wiew Message

i Compose Message

X

File Atackments:
Bratwse

Forward If Mot Bead:

From Chris 107/33 1218 pm ) =a |
1o
[ t’ Acdiess.. s |
I Acdiess..
kel

Subject: ﬁ
E— G
Note

(7] :

[ |

[# Attach Cak 00000031

M Save to Dtbox
I=| Read Recsit 0

Forware...
i Address Book
el e [EE—_] )
“Hardware Techs  Team - Cancel |
"HEAT User Tearn
“Help Desk Team Hel
“Metwork Support Team oep |
“Software Techs  Team
*“Telecom Tearn
Admin Emergency Pazzward
Ajay Ajay Subramaniam
Alec Alec Byrne 0
Ann Ann Meyers
Chirig Chriz Tracker
Dave Dave Mg
Denise Drenise Marawitz
Dick Dick Yan Andel
Dan Dron Clark.
Ed Ed Trout
Evelyn Evelyn Swift
Fritz Fritz Bemheimer
Haikou Haikou Tonghai
Harald Harld Ranlcgin ;I
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Viewing
Attached Call

Records

SupportMail lets you link Call
Records and e-mail messages.
You can view an e-mail from a
Call Record or a Call Record
from an e-mail.
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View a Call Record
Attached to an
E-Mail Message
o Click the Attachment

button. The attached Call
Record appears.

1 SupportMail [ ]

s o
To

ci

From: Chiriz

Drate: 8/18/99 324 pm
Subject: Cold Fugion

Craig

Cold Fusion's computers won't boot. | think EMP has erased the memory.

-]
@ Delets | BoRepy | (MFowed | Esave. | Juunuonsso

= Attached Files:

I j [Ietart | Lanmeh |

Call Logging - [Work Group - 1 of 1] M= B
(%] Fle Edt View Gioup Customer Solufion Accessoy Autolask Window Help =T

[2®adssy ieeloaaR v rvEaBIEga]2|
Call ID: [00000058 ~ Stopwatch: | 001:15  Count: | 2 Status: [Open

Company ID | acvE Company | Acms Stulf, Inc | Global I

Caller | Rhoda Runner | =] e-mail |Rrunner@oiobaisurt.com Service Class

Silver
Phane (520) 555-7898 | Ext.|3468 Fax |(520)555-7699

Call Record sasas [
Status | Open = Owner Chris =

Fustomer warts status on a bill or paymert. | souwee
Crested assignment far Accourting

Phone ~|

Call
Description

N R |

Close Informetion Chronology

Solution = Received b
Last Update

| | ciosedm

B v

G, VCallog | Detal | «dssigrment | wdana | @] e 0]

&l lFT -l

|Full description of the callissue [ Y=

Cauzel




View a Call Record attached to an
e-mail divectly from a Call Ticket.

View an E-Mail
Message Attached to
a Call Ticket

o Select Mail>>View
Attached Messages from
the Accessory menu.

9 Select the message you
would like to view.

9 Click Open. The message
appears.

=) Autolack Window Help

Table Maintenance.
Asset Canfig Windaw..

Call Transfer »
Locked Cals.

HEATBoard >
Fepait wiier Wiew Attached Messages
Fun Fleports. CulShiteR
BB Tiasie Cals
et Up MobileHEAT Database
S =
Mail Attachments E
[rate Time Subject 3
Cold Fusion
4o Cold FLsion p Exit |
8/18/99  329pm Alert Summary —
8/19/93  2:08 am
8/19/99 809 am Alert Summary Help |

< 2|

Ta Craig o
EE
From:  Chiiz

[rate: 841899 324 pm
Subject:  Cold Fusion

Cold Fusion's computers won't boot. | think EMP has erazed the memary.

I-]

£ Delete | Do Beply | ) Forward | & save... | o D0000058 |

= Attached Files:

| J

[retach | Launch |
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Forwarding
Unread
Messages

You can forward a message if
it is not read by the original
recipient within a specified
timeframe.

9-40 CarL LocGING AT A GLANCE

Forward an Unread
Message
© cClick Forward in the

Compose Message dialog
box.

@ To forward the message if
not all recipients read it,
click By All Recipients. To
forward the message if no
recipient reads it, click By
Any Recipients.

€@ Click Address.
O Select a mail system.
@ Double-click a recipient.

@ Set the time and date that
should elapse before the
message is forwarded.

@ Click OK.
© cilick send.

: Compose Message X
From: Chiis 10/1/83 1218 pm 8

To

] Acchess &I

e Cancel
[ Acdigss.
Felp

Subject:

Note

L]

K1

Elle Aiachments

Biowise
¥ Attach Cal: 00000031

Forward If Mot Resct ¥ Save to Dibox
‘. Foratc - | [ Resd Receipt

Ok |
To Cancel |
’]E,a\g 6’ Addiess... I ‘ Heln I

{gate; BreE 2 Time <[40 :o

€ By &l Recipients
& By any Recipients

1 Address Book [ x|
*Hardware Techs  Team - Cancel
*HEAT User Team

“Help Desk. Team Hel
*Network Suppot Team oep
“Software Techs  Team

*Telecom Team

Adrmin Emergency Password

Ajay Ajay Subramaniann

Alec Alec Byme

Ann Ann Meyers

Chrig Chrig Tracker

Dave Dave Ng 6

Denise Denise Marowitz

Dick Dick ¥an Andel

Dan Do Clark

Ed Ed Trout

Ewvelyn Evelyn Swift

Fritz Fritz Bernheimer

Haikou Haikou Tonghai LI

Harnld Harald Renlin




Sending
Broadcast

Messages

SupportMail can send a
message Lo every personin
your group.

The message appears on every
user’s screen.

Send a Broadcast
Message

o Select Broadcasts from the
View menu.

© cClick New.

0 To attach the current Call
Record, click Attached Call.

0 To save this message in the
Outbox to be reviewed later,
click Save Broadcast to
Outbox.

© Type a subject in the Subject
field.

G Type the text of the message
in the Note field.

@ Set a time and date for the
message to self-delete. Any
users who log in before the
expiration time and date will
see the broadcast.

0 Click the up or down arrows
to set a time for the message
to self-delete.

0 To prevent the message from
self-deleting, mark the
Disable check box.

@ ciick send.

TR Meszage Group  Custome
w fittachment Bar

w Lall Status Banner

v Status Bar

Toolbar...

InfoCenter 4
Goldkine Alert Bar

Shift+F11

Alarms. .
Broadcasts...

Groups...

Refrezsh Meszages Chi+E

Expiration Subject Exit
Help

Create Broadcast

W aitached Calt 000000}
™ Save Broadcast To Outhox 0

=y

(=)
(4]
i}
=
=%

Cancel

Subject

il

Help
ID efective Stitching

Haote

"widget 10071 containg defective stitching.

(6]

— Expiration

Date: [3/21/39 ja Time: m - Djsab|eb
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Editing
Broadcast
Messages

You can edit and resend a
broadcast message. Recipients
who have read the old
message will not receive the
new message. Recipients who
have not read the old message
will receive the new message.

9-42 CarL LoGGING AT A GLANCE

Edit a Broadcast
Message

o Select Broadcasts from the
View menu.

9 Select the broadcast
message to edit.

@ cClick Edit.

O Edit the fields and check
boxes as necessary.

© click send.

Meszage Group  Custome

v Attachment Bar

v Call Statuz Banner

v Status Bar
Toolbar...
InfoCenter 4
GoldMine Alert Bar

Shift+F11

Alarma...
Broadc

Groups...

Befresh Meszages Chl+E

Broadcasts

Expiration

E
Subject Eit |

Help

Edit

Delete

Q= |
BN
Create Broadoast |

Create Broadcast

v &ttached Call: 00000058

™ Save Broadcast To Outbox Cancel

Subject

Help
|D efective Stitching

i

MNote

WWidget 1007 contains defective stitching.

(4]

— E spiration

Dotz [37217398 o Tme: f823am o T Disable




Deleting
Broadcast
Messages

You can delete a broadcast
message from your
workstation.

Delete a Broadcast
Message

Select Broadcasts from the
View menu.

@ select the broadcast
message to delete.

9 Press Delete. Any users
who have not yet received

the broadcast will not see it.

ENE Mezsage Group  Custome

v Attachment Bar

v Lall Status Banner

v Statusz Bar
Toolbar...
InfoCenter 4
Goldrine Algrt Bar

Alarma... Shift+F11
Cil+B

Groups...

Befresh Mezsages Chi+E

Broadcasts

Expiration Subject

9/21/99  9:28 am  Defective Stitching

Exit |
Help |

Edit |
e! Delete |
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Organizing
SupportMail

You organize your mail in
folders. You can create a folder
to hold incoming mail from a
certain person, or copies of
mail sent regarding a certain
subject.

You can change the default namnes
of mail folders. See Changing Folder
Names in “User Preferences,”
Chapter 10.

9-44 CarL LoGGING AT A GLANCE

Create a New Folder

o Select New Folder from the
File menu.

e Type a name for the new
folder in the Name field.

@ Click OK.

==l Cdit

Mew Call Record  Ciel+M
Goto Call 0.,
e bessage
Mew Folder

New Folder

Marme:

ColdFuse 9

Wiew Message

Ctrl+5
Chrl+hd

x| ©

Cancel

MI

Helg




Moving

Messages from
One Folder to

Another

You can move an e-mail
message from one folder to

another.

Move a Message
from One Folder to
Another

@ sclect an e-mail message
to move.

Select Move from the
Message menu.

€@ seclect a new folder for the
message.

Click OK.

Call Logging - [SupportMail] =] 3

¢ Fle Edt Yiew Message Group Customer Accessorp Auolask Window Help N
[T 2 [ e e G [T o v e
Call ID; 00000058 Stopwatch: | 0:01:15  Count:| 2 Status: [Open

O G0 [ e || o | i iy |20 g5

[ Folders [ Contents of Inbrox
[ Drafts & 8583 1T06am Chis (1 hansi deffO{onttbil T swiss ArialTHic -
ST | &0 9599 1109am Chis  (81%ansi \defi0fanttbl 0N swiss Arial} e
(1 Qutbox =, #/16/99 &5 am  Chis Repeat customer prospect
= &16/9 &51am Chis PriceList
=,0 #/16/99 &5 am  Chis Repeat customer prospect o
=1 846/93 851 am  Chris  Prics List

=1 846/93 853am Chiis  Wwidget Addendum
=1 846/93 853am Chiis  Wwidget Addendum j

BEOR

e

Group  Customer A

Bephy... Ctrl+R,
Forward ... Cirl+F

Ctrl+C

Folder: oK
|CDIdFuse

Cancel

Help

1;
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Copying
Messages from
One Folder to

Another

You can copy an e-mail
message from one folder to
another.

9-46 CaLL LoGGING AT A GLANCE

Copy a Message
from One Folder to
Another

o Select an e-mail message
to copy.

Q Select Copy from the
Message menu.

0 Select a new folder for the
message.

O Click OK.

1
Call Logging - [SupportMail] =1 &3

(o Fle Edt View Message Group Customer Accessony AutoTask Window Help

o[-

PR FA R AR S S = = RN - Y l=la= 1R

Call ID: 00000058

Stopwatch: | 0:01:15

Count: | 2

Status: |Open

O (] 80 | 5 e o) 3 0 %€ | 29[ 63

[ Folders [ Contents of Inbs
[ Drafts &  8/5/93  TT06am Chns (01 hansi SosfO[onttbi o swiss Anal TG =
5 [ (B P 8599 1109am Chis  {HF1%ans \deffD{\ontbiyDswiss Arial: e
(1 Outbiox =, #16/99 851 am  Chis Repeal customer prospect

= 81649 &5 am  Chis Fiice List

[0 #16/99 @51 am  Chis Fepeal customer prospect

= 8/16/99 851 am  Chris  Price List

= 8/16/99  &53am  Chris  ‘Wwidgst Addendum

= 8/16/99  &53am  Chris  ‘Wwidgst Addendum LI
sl [

BEEEP

Beply...

Forward ...

Ctrl+C

Group  Custarmer

Ctrl+F
Ctrl+F

A

Copy To Folder m

Folder:

|CDIdFuse

Cancel
Help




IN THIS CHAPTER

Customizing the Display
Showing Call History
Counting Calls

Auto Search Interval
Tracker Information
Changing Passwords
Call History Chronology
Assighment View
Journal View
Configuration Fields
Frequency of Notifications
Alarm Options

Mail Folder Labels

Mail Format

HEAT Display Language
Default Data Source
Time Zone Offset

Paths

Sounds

HEATBoard Issues
Teams

Call Map

way HEAT operates. The settings affect only your

workstation, not the entire HEAT system. PrEferenceS

Your system administrator controls your access to many
areas of HEAT, but you can customize many of the HEAT
features to your personal preference. For example, you can
show or hide the Information Center, set sounds associated
with assignments, set external e-mail, etc.

You can customize many settings that control the User
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The Display Tab

From the Display tab, customize the Call History display, the
Call Counting Hot Keys, the Auto Search interval, and the
Tracker’s name, e-mail, and password

Uszer Preferences
Fathz ] Soundz ] Prompts ] HEATEoard ] Call bap ]
Display Grd Setings | Mal | wIM/MAPL | Location |

[v Check Marks on Tabs
[V Magimize Group 'Windows
Auto-Show Call Hiztorny

[ Show Call History on new calls

-

K.evz for Call Count Increment/Decrement

* Usze +/ Keys
" Usze CTRL + Eeys

Tracker

[ Usewindows colars for forms

Auta Search Intereal

a0 il Seconds

Default Tracker | Chriz

Change Password... |

=~

E-tail Mame |I:Tra|:ker

o |

Cancel Help
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Customizing
the Display

You can change the size of the
Profile Subset to view as much
or as little of the customer
information as you like. HEAT
can adjust the size of the
Profile Subset to display all
Profile Subset fields. It can
also maximize Call Group
windows automatically.
HEAT can put a check mark
on the tabs of active tab
screens (Call Log, Detail,
Assignment, and Journal). A
check mark on the tab
identifies a screen that has
information.

Customize Display

0 Select User Preferences
from the Edit menu.

@ Click the Display tab.

@ Click the AutoSize Subset
check box to display all
Profile Subset fields.

o Click the Check Marks on
Tabs check box to put a
check mark on active tab
screens (Call Log, Detail,
Assignment, and Journal).

@ Click the Maximize Group
Windows check box to
maximize the windows
automatically.

@ cClick OK.

View Group Customer S

[ Btz

[Euit Bt
[Eanr [Efr{+E
Easte (B4
Walidate Field F9
spellEheck Shift+Ea
Stopwatch 3
Counter 3

Uzer Preferences...

Toolbar 3

Uszer Preferences E

Paths I

Sounds I Frompts
9 Dizplay

Gid Settings | Mai

¥ Check Marks on Tabs o
¥ taximize Group Windows 6
—Auta-Show Call Higtory

[ Use ‘windows colors for forms

| HEATBoad |
| wimsder |

CallMap |
Location

[T Show Call Histary on new calls

I 1 & enisting callis selected) abandan nevw call without asking

— k.eps for Call Count Increment/Decrement
& Use +/- Keys
" Use CTRL +* Keys

Auta Search Interval

ISD ﬂ Seconds

 Tracker

Default Tracker I Chriz

j Chatge Pazsword... |

EddalMame  [CTracker

Q = |

Cancel Help
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Viewing Call
History

HEAT can display a
customer’s Call History when
you enter a Customer ID into a
new Call Record. If a Call
Record exists for this problem,
you can update that record
rather than begin a new one.

You can configure HEAT to
display the customer’s Call
History or prompt you to go
automatically to an existing
Call Record.

You can also configure HEAT
not to show existing Call
Records.

Setting Call History Chronology, in
this chapter.

10-4 CarLL LoGGING AT A GLANCE

View Call History

Select User Preferences
from the Edit menu.

@ Click Show Call History on
New Calls on the Display
Tab to show the Call History
when you first select a
customer for a new call.

To automatically abandon
the new Call Record if you
select an existing Call
Record from the Call History,
click If an existing call is
selected, abandon new
call without asking.

O cClick OK.

Eiew Group  Cugtomer S

rdt Btz

ISt (Bt

| e (Bt
Easte Bt
Yalidate Field F3

Spell Ehesk St
Stopwatch »
Counter 3

Uszer Preferences E

Pathz |
Digplay

r
¥ Check Marks on Tabs
v Magimize Group Windows

Auto-Show Call History

Sounds |
Grid Settings

Prampts |
| Mal ]

HEATBoard |
VIMMAR |

E ™ Use windows colors for forms

Call Map
Location

[ Show Call History on new calls

= [F aryewistitin callis selected) abandom new callwithout asking

r— Feyz for Call Count Increment/Decrement
£ Use +/- Keus
" Use CTRL +* Keys

Auta Search Interval

IT :’ Seconds

— Tracker

Default Tracker I Chriz

j Change Password. . |

E-bail Hame |ETracker

QO = |

Cancel

Help




Counting the
Number of
Calls

If several people call about the
same problem, you do not
have to open a new Call
Record for each one. Instead,
use the Call Counter to record
the number of calls about the
problem. You can increment or
decrement the Call Counter by
pressing hot keys on the
keyboard. The Call Counter
appears in the Call Status
banner.

If you use the + and - keys to
change the call count, you can’t use
the numeric keypad for data entry.

Change the Keys to
Count Calls

(1]
2]

Select User Preferences
from the Edit menu.

In the Display Tab, click Use
+/- Keys to use the + and —
keys.

Click Use CTRL +/- Keys to
use the CTRL, +, and —
keys.

Click OK.

Eiew Group  Customer S

(L] (Bt

ISt (Bt
[Eapn (St e
Easte (St
Yalidate Field F3

Spell Ehesk St
Stopwatch 3
Counter 3

Uszer Preferences E

Paths |
Dizplay

|  HEATBoad |
VIMMaR |

CallMap |
Location

Sounds I Prompts
GridSettings | Mal |

[~ Use wWindows colors for forms

v C arks on Tabs

¥ M agimize Group ‘windows
Auto-Show Call Historyg

™ Show Call Histary on new calls

1

I} [ s esisting callis selected) standan reweallwitiout ssking

Auto Search Intereal

ISD ﬂ Seconds

Feevs for Call Count Increment/Decrement
* ze +/- keys
Usze CTRL +/- Keps

Tracker

Default Tracker I Chiriz

j Change Pazsword... |

E-MailMame  [CTracker

=

Cancel Help
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Changing
Auto Search

Intervals

You can set up HEAT to search
a knowledge base
automatically while you enter
information into a Call Record.
These searches must be
defined in the Administrator
module. Contact your system
administrator to define these
searches.
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Change the Auto
Search Interval

Select User Preferences
from the Edit menu.

In the Display Tab, enter an
Auto Search interval in
seconds, or click the arrows
to change the interval.

@ cClick OK.

Eiew Group  Customer S

[ e [t 2

(S0 [etr
[Eapy [t
BERtE [etr s

W alidate Field F3
SpelEteet ShiftrkEe
Stopwatch »
Counter 3

0

User Preferences E3
Pathsz | Sounds I Frompts I HEATBoard I Call Map
Display GridSetings | Mal | WIM/MAP | Location

[ Use Windows colors for forms
¥ Check Marks on Tabs

W tawimize Group Windows

—Auta-Shaow Call History

™ Show Call History on new calls

I} [ anexisting callis selected) abandan new eal withaub asking

Auta Search Interval

ISD ﬂ Seconds

— k.eps for Call Count Increment/Decrement
& Uze +/ Keys
™ Use CTRL +* Keys

— Tracker

Default Tracker Ich[is

j Change Pazsword... |

EailMame  [CTracker

@ v |

Cancel Help




Changing
Tracker
Information

When you open a new Call
Record, HEAT enters the
default tracker’s name into the
Tracker field. You can change
the default tracker name if you
don’t want to use your own.
For example, if you want calls
logged by Call Screener Dave
to be owned by Technician
Chris, then Dave would have a
default tracker of Chris.

The e-mail address is used for the
tracker in the Business Process
Automation module.

Set the Default
Tracker

o Select User Preferences
from the Edit menu.

In the Display tab, select a
tracker name from the drop-
down box.

o Type your tracker’s e-mail
address in the E-Mail Name
field.

O Click OK.

View Group Customer 5
e} [t
i (St
[Copy (S
Easte (S
Walidate Field Fa
el et ShiftrEe
Stopwatch
Caunter

User Preferences E
Paths: |  Sounds I Prarmpts | HEATBoard I Call Map I
Display GridSettings | Mal | WIMAMAPI | Lacation

¥ Check Marks on Tabs
V¥ Magimize Group ‘Windows

[ Usze Windows colors for forms

—Auta-Show Call History

[T Show Call History on new calls

71 1 existing calliz selected) abandan new call without asking

& Use +/- Keys
€ se CTRL +/- Keys

— k.eps for Call Count Increment/Decrement

Auta Search Interval

IT :’ Seconds

— Tracker

Default Tracker I Chris

9 j Change Password. . |

E-Mail Mame

IETracker

©

Cancel

a1

Help
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Changing

Your Password

You can change your HEAT
password. For security
reasons, your support center
may require that you change
your password periodically.
Your password may contain
1-8 letters, numbers, or
spaces. Passwords are case-
sensitive.

Your System Administrator can
reset a forgotten password.
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Change Your
Password

@ select User Preferences
from the Edit menu.

@ cClick Change Password.

0 Enter your old password in
the Old Password field.

@ Press Tab.

Enter your new password in
the New Password field.

@ Press Tab.

0 Enter your new password in
the Verify New Password
field.

© click oK.

© click OK.

B view Goup Customer §

Uk Cifiz
i CHi
oy Cifss
Eeste Gty

Yalidate Field Fg
5ol Check GiftEd)

Stopwatch 3

Counter ,
Toolpar »
User Preferences
Pathz | Sounds I Pramptz I HEATBoard I Call Map
Display | GridSetfngs | Mal | VIMMBPI | Location

i - UseWwindows colors for farms

¥ Check Marks on Tabs

W Magimize Group Windows

—Auto-Show Call Histary
™ Show Call History on new calls

= [Fan existinig callizselected, abandarm new callwithaut asking

— Keyz far Call Count Increment/D ecrement Auto Search Interval
& Use +/-Keps

ISD :I Seconds
" Use CTRL + Keys

— Tracker e
Default Tracker IChris vl Change Paszsword. .. |

E-tail Mame |CTracker

Q0 = |

Cancel | Help I

Change Password E3

0d Passward ||

Mew Password I Cancel

Yerify New Password I o Help

Pk




The Grid Settings Tab

From the Grid Settings tab, set Call History options, the
Assignment and Journal view and sort orders, and the fields
displayed on the Configuration screen.

Uszer Preferences Ed

Pathz I Sounds | Frompts I HEATBoard I Call Map
Display Grid Setings | Mal |  VIMMAPL | Location

— Call Histary Chronalogy
i+ ﬁ ing ™ Lirit Dizplay Ta Callz That Are Mot Clozed
" Descending [ Limit dizplay ta last |3 IYears j

— Agzignment :
— Open Using— [ Specify Order

C Gidview || | -l
f® Form Yiew %) Sscendng £ Descending

—Journal -
— Open Using— ™ Specify Order

© Grdview || | =l
' Form Wiew %) Szcendng ) Descending

— Common Config Grid Display Fields

Less tore ESS?'”TEQ ﬂ
onfigT ype
j J ﬂ Despliptian
Fields (B listed;: | EquinType |

QK I Cancel | Help |
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Setting Call Set Ca" History Eiew Group Customer S

[ [Etrl+2
. Chronology = .
Hlstory i it Fet
o Select User Preferences Lopy [Eiil <1
H Hagte [
Chronology from the Edit menu. ==
You can sort Call History from e Click Grid Settings. Spell Check Shift+a
lowest to highest or highest to e Click Ascending or Stopwatch N
lowest values. You can Descending to set the sort Counter ’
exclude closed calls from Call order. D
History. You can limit Call @ To limit the display to a Tooker y

History to arange of dates. reasonable time period, click

Limit Display To Calls That |[TE=IZrrem—" ]
Are Not Closed.
Paths l Sounds | Prompts I HEATBoard I Call Map I
View a Customer’s Call History in 6 To display the last call, click Display g GidSetings | Mal | WIMMARI | Location
“Call Logging,” Chapter 2. Limit display to last. Call Histary Chionalogy
e Enter a number o ﬂ g [ Limit Dizplay Ta Calls That Are Mat Clased
" Descending [ Limit display to last |3 IYears j
@ Sclect a time period from
Az t
the drop—down_box. If you _SSE::‘E’;”Q I Specity Drder
select a date field, the time  Gidv |—°_L|
field following will also be Gl vew
included g & Farm View % fzoending ©) Descending
Includead.
—Journal I Speciy Ord
@ Click OK. -~ Dpen Using i
" Grid View I 'I
' Farm Wiew % fzeending € Descending
— Common Config Grid Digplay Fields
Less Mare Aéss?tTTag il
anfigT ype
ﬂ J j Des_c:riptinn
Fields (6 listed) EquinTvpe |

6 kK I Cancel | Help |
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Setting the
Assignment
View

A Call Record can have
multiple assignments. You can
set the default view as a grid
list or as forms.

In grid view a grid displays a
list of Assignments. Each row
in the Grid represents one

Assignment for the selected
Call Record.

In form view each Assignment
appears in its own full-screen
form.

You can sort the assignments
based on one of several fields
and put them into ascending
or descending order.

SEEALSO

Viewing Assignments in “Call
Logging,” Chapter 2.

TIP

Sorting by date will also sort by the
tinie.

Select Grid or Form

Select User Preferences
from the Edit menu.

Click Grid Settings.

Click Grid View or Form
View to select the view.

Select a field to sort by from

the drop-down box.

o
2]
(3]
@ Click Specify Order.
(5]
(6]

Click Ascending or
Descending to set the sort
order.

@ Click OK.

Eiew Group Customer S

e [tz

il (Sl
[EapEy [Erl(E
Baste (Sl
Walidate Field Fa

el Ehesk Gt
Stopwatch 3
Counter 3

Toolgar 3 |
User Preferences K=
Paths I Sounds I Prompts I HEATEoard I Call Map I
Display 9 GridSetings | Mal | VIMMAPI | Location
— Call Hiztory Chronology
& fiscendng [ Limit Display To Calls That 12 Mat Clased
" Descending [ Limit display to last |3 IYears j
—Azzignment -
Dpen Using [ Specify Order
 Grid Yiew I :I'
& Farm VYiew %) fopending) £ Descending
Journal -
Tze Wsing [ Specify Order
 Grid Yiew I Es 'I
' Farm Wigw % fzoending € Descending
Coammon Canfig Grid Dizplay Fields
Less More """-SSEFTaQ ﬂ
j ConfigType
Despriptinn
Fields (Glisted)  |EquinTupe =l
6 ak I Cancel | Help |
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Setting the

Journal View

A Call Record can have
multiple journals. You can set
the default view as a grid list
or as forms.

In grid view a grid displays a
list of journals. Each row in

the grid represents one journal
for the selected Call Record.

In form view each journal
appears in its own full screen
form.

You can sort the journals
based on one of several fields
and put them into ascending
or descending order.

SEEALSO

Viewing Journal Entries in “Call
Logging,” Chapter 2.

TIP

Sorting by date will also sort by the
tinie.
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Set the Journal View

Select User Preferences
from the Edit menu.

@ Click Grid Settings.

€@ Click Grid View or Form
View to select the view.

O cClick Specify Order.

@ select a field to sort by from
the drop-down box.

@ Click Ascending or
Descending to set the sort
order.

@ cClick OK.

Eiew Group  Customer S

rd [t 2

ille [Str
[Eapy [Sr
Baste (S
Walidate Field Fa

spell Bhesk ShittEd
Stopwatch 3
Counter 3

User Preferences...

Toolbar 3 |

Uzer Preferences K2

Paths l Sounds | Prompts | HEATBoard | Call Map |
Display  (@)GridSettings | Mal | wiMMAP | Location
— Call History Chronology
(Of g [ Limit Display To Calls That Are Mot Clased
" Descending [ Limit display to last |3 IYears j
—Agzighment -
(Tzsn Weing ™ Specify Order
 Grid Yiew I j'
= Foim View % fscending ) Descending
Joumal I Speciy Ord
Open Using DECiy Drder
" Grid View I 6 'I
' Farm Wiew % fzeending € Descending
Common Config Grid Dizplay Fields
Less Mare ESS?FTTE'Q il
onfigType
ﬂ J ﬂ Despriptinn
Fields (6 listed) EquinTvpe =l
6 kK I Cancel | Help |




Setting the
Config Fields
Displayed in
Grid View

You can specify how many
Common Configuration fields
are displayed in the
Configuration table grid.

The list box displays the fields
that will appear in the
Configuration table’s grid

view.

Fields are selected based on how

many different configuration
screens they appear oi.

Set the Number of
Fields Displayed in
the Config Screen

2]
©

Select User Preferences
from the Edit menu.

Click Grid Settings.

Inthe Common Config
Grid Display Fields box
move the slider left or right
to select the number of
displayed fields.

Click OK.

Eiew Group Customer S

e [tz

il (Sl
[EapEy [Erl(E
Baste (Sl
Walidate Field Fa

el Ehesk Gt
Stopwatch 3
Counter 3

User Preferences...

Toolgar 3 |

Uzer Preferences E

Paths l Soundz | Frompts I HEATBaard I Call tap I
Display g GidGetirgs | Mal | WIMMAPI | Location
— Call Higtory Chronology

v ﬂ g ™ Limit Digplay To Calls That Are Mat Closed

" Descending [ Limit display to last |3 IYears j
_TSDSE::Er;itng— I Specify Order

€ Grid Yiew I j'

& Foim View % fscending £ Descending
_J_Dg:jn;ri Using— I Specify Order

" Grid Yiew I 'I

& Fom Wiew & fzcending € Descending

— Common Config Grid Display Fields

Less Mare agzetl ag e ﬂ
ﬂ J ﬂ ConfigType
Des_c:riplion
Fields (6 listed) EquinTvpe |
W‘ Cancel | Help |

User PrerFereNcEs 10-13



The Mail Tab

From the Mail tab, set the polling interval for e-mail messages
and alarms, alarm options, e-mail options, and mail folder
names.

User Preferences
Fathz ] Sounds ] Frompts ] HEATEBoard ] Call Map ]
Display |  Grid Settings Mal | VIMMAPI | Location |

Pall Ewen il Minutes

Alarm Popup

% Pop up when &lamn fires

" |ndicate Alarmn in Status Bar

Folder Labels teszsage Ophions

Inbos

Ii I Always Save to Outbox
Outhios W Always Attach Curent Call
Dirafts

o

Ok | Cancel Help
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Setting Polling
Intervals for
Notifications
HEAT polls for mail and
alarms at set intervals. From

this screen you can set the
polling interval.

Your System Administrator may
define boundaries for your polling
order.

Set Polling Interval

Klrjele)

Select User Preferences
from the Edit menu.

@ click Mail.

@ Type a polling interval in
minutes, or click the arrow
keys to set the polling
interval.

O cClick OK.
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Setting Alarm | Set Alarm Options B view Gow Customer 5

hda [t 2
Options @ select User Preferences o o
P from the Edit menu. Lo e
When an alarm fires, HEAT e Click Mail stz Eifksd
can open the Alarm window Yalidate Field F3
or display an icon in the @ Click Pop up when Alarm Sl Gheck S+
Status bar. fires to set the alarm window = g,.0aich ,
HEAT can also play a sound to open. Loz i’
when an alarm fires. @ Click Indicate Alarm in sz Prazices.
Status Bar to set only the Toskar 3
icon to appear.
| Setting Sounds, in this chapter. o Click OK. Uset Preferences ]
Paths I Sounds I Prompts | HEATEoard I Call Map I
Display | GiidSetings @3) Mal | vIMAMARI | Location
Fall Every I ﬂ Minutes
Alarm Popup

* Pop up when Alam fires

Indicate Alarm in Status Bar

—Folder Labele———  ~Message Options
Inbos

Ilnboz-c ¥ Always Save to Outbox

Outhox ¥ Always Attach Current Call

IDutbc-:-:

Drafts

IDrafts

6 Ok, I Caticel Help
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Setting E-Mail
Message
Options

You can set up defaults for e-
mail messages.

Select “Save to Outbox” to
automatically save a copy of
your e-mail message to your
outbox for later reference.
Select ” Always Attach Current
Call” to automatically attach a
currently displayed Call
Record to an e-mail message.
Both defaults may be
overridden at any time from
the e-mail message itself.

Set E-Mail Message
Options

o Select User Preferences
from the Edit menu.

Click Mail.

2]
(3]

Select the Always Save to
Outbox check box to save
this message in your outbox
to referto later.

Select the Always Attach
Current Call check box to
attach a currently displayed
Call Record to a SupportMail
message.

(4]

© click OK.

Eiew Group  Customer S

rd [t 2
ille [Str
[Eapy [Sr
Baste (S
Walidate Field Fa

spell Bhesk ShittEd
Stopwatch

Counter

User Preferences...

Toolbar 3 |
Uszer Preferences E
Paths | Sounds | Prompts: | HEATEoard | Call Map |
Display | Giid Satings (@) M VIMMAPL | Losation

Fall Every I ﬂ tinutes

—dAlarm Popup

&' Pop up when Alam fires

" |ndicate Alam in Status Bar

r— Folder Labels
Inbos

Outhox

Drafts

Ilnboz-c
IDutbc-:-:
IDrafts

—Message Options

V¥ &lways Save to Outhox o
W dlways Attach Current Call 0

Cancel Help

s X
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Setting Folder | Set Folder Labels
Labels o Select User Preferences

from the Edit menu.

Klrjele)

You can rename the three

SupportMail mail folders. 9 Click Mail.

Type the name of the Inbox,
Outbox, and Drafts folders
in their respective fields.

User Preferences. ..

O Click OK.

Uszer Preferences
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The VIM/MAPI Tab

From the VIM/MAPI tab, set up VIM and M API settings for

external e-mail.

User Preferences
Faths I Sounds I Frompts | HEATBoard | Call b ap
Dizplay I Gnd Settings I b ail I AMAR | Location
— 1k b il
zer D
Pazzword
| Dizable W Show Ol hread MEssages
— MAP] kil
Uzer D
Pazzword
V| Dizable W Show Ol lhead MEssages

(] I Cancel Help
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Setting Up
External
E-Mail

HEAT supports external
e-mail systems using either
VIM or MAPI formats. You can
enable or disable either format.
Both mail types are disabled
by default.

You can read all messages, or
only unread messages.

A mail system may run faster

when set to display only
unread messages.

10-20 CaLrL LocGING AT A GLANCE

Set Up External
E-Mail

@ select User Preferences
from the Edit Menu.

© Click VIM/MAPI.

To enable VIM, click the VIM
Disable check box to
remove the check.

0 To enable MAPI, click the
MAPI Disable check box to
remove the check.

@ Enter your user name.
© Enteryour password.

Click the Show Only
Unread Messages check
box to show only unread
messages.

© click OK.

Eiew Group  Customer S

rd [t 2

ille [Str
[Eapy [Sr
Baste (S
Walidate Field Fa

spell Bhesk ShittEd
Stopwatch 3
Counter 3

User Preferences...

Toolbar 3 |
User Preferences E
Paths | Sound: I Frompts I HEATBoard | Call tap
Display |  GridGettings | Mail e IR AP | Location
Wk b ail
Usger 1D
Pazsword 6
07 Disable. ¥ Show Onl Unread fMessages
— MAP Mail
Uzer D
FPazzword 6
07 Dieatler ¥ Shaw OnlUhread|ifessanes
‘:P 0k I Cancel Help




The Location Tab

From the Location tab, set the language used at your support
center, the time zone offset between your support center and
the main database, and the default data source.

Uszer Preferences Ed

Paths I Sounds I Prompts I HEATBoard I Call kap |
Display |  GridSettings | Mal | vIM/MARI Location

— Language

IEninsh [United States)

— Default D ata Source

I Select...

User |0 I LElear |

Pazsward: I

— Time Zone Offzet from Main Databaze

—

YWarning: Changing this walue affects how all
date/time data iz digplayed and stored.

] Cancel Help
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Selecting the Select the Language B vew Group Customer

HEAT Display
Language

Select User Preferences

from the Edit menu. Trerr—— =]

Click Location. Paths | Sounds I Prompts I HEATEoard CallMap |
You can run HEAT in one of Display | GridSetings | Mal | WiM/MaPI Location
several languages. You can Click Select. - LenEEsE

select the language to run at
your support center.

IEninsh [United States]

Select a language.

Click OK — Default Data Source

I Select... |
appropriate language. Only

Click OK. I— —
installed languages appear in User ID: (] |
the Select Application Password: I—

Language dialog box.

To use this feature you must
first install HEAT with the

Q00060 ©

r— Time Zone Offset from Main Database

=

“Warning: Chanaing this walue affects haw all
date/time data iz displayed and stored,

Q 0k | Cancel | Help

Select Application Language m

Cancel

Current Language File

HEWISASE LNG
English (United States)

3,

Language Choices: Help

rl

English (United States)
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Setting the Select a DefaUIt Data Sl “iew Group Customer

Source

Default Data

Select User Preferences User Freferences
Source from the Edit menu. Paths | Sounds I Prarmpts I HEATEBoard I CalMap |
HEAT connects to your 9 Click Location. Display | GridSettings | Mal | VIM/MAFI eLocatuon
database via an ODBC data ~Language
source that you select when 0 Click Select in the Default [Engiish [Urited States)
youlaunch Call Logging. Data Source field.

—Default Data Source

If you specify a default data
source, HEAT will not prompt 0 Select a data source. | esgle—dl

you to select a data source ) ] User ID- | Clear |
when you log in. 6 Click OK to exit. Password [

Select an existing data source

by C]iCkiIlg the Select button — Time Zone Offzet fram Main Database

o 3

Warning: Changing thiz value affects how all
date/time data iz displaped and stored,

6 QK. | Cancel | Help

HEAT Data Source E

Flease specify the Data Source to use with HEAT

copy of HEAT

¢ ’ ()8 I Cancel
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Setting the Set the Time Zone Eiew Group Customer S

. OffS et e [Chil+2

Time Zone e Ll
Select User Preferences Luy L
Offset from the Edit menu = o
Walidate Field F3

When a support center and its 9 Click Location. SpelEhesk G+
database are in two different Stopwatch ’
time zones, collecting and o Set the Time Zone Offset Counter 3
saving data with reference to a from Main Database. The
single time zone can be number should equal the Toobar ,
critical. You can set the time difference in hours between B
zone offset from the database, your location and the main
allowing your computer and database. User Preferences
the database to eXChange data . Paths | Sounds | Prampts | HEATEoard CalMap |
at the same numerical time. O Click OK. Display |  GridSettings | Mal | VIM/MAPI b Location
The Time Zone Offset shows P

the difference in hours
between your time zone and
the database’s time zone.

IEninsh [United States]

r— Default Data Source

I Select... |
UszerID: I [E[Ear |
This feature must be enabled in the P '

Al Pazzward: I
Administrator Module by your

system administrator.

— Time Zone Offset from Main D atabase

—

Wwharhing: Changing thiz value affects how all
date/time data is displayed and stored.

0 0k Cancel Help
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The Paths Tab

From the Paths tab, set paths to Crystal Report Writer, and
report and knowledge base executable files

Uszer Preferences
Display | GridSeftings |  Mal | wIMM&PI | Location |
Fathz l Sounds ] Prarmpts ] HE&TE nard ] Call ap ]

Cryztal [crw. exe]

| Browze. .

Reportz [*.p%]

| Browse. ..

Inference [Infer. exe)

| Browse...

ELS [FL532 exe]
| Browse. ..

414

(] | Cancel Help
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Setting Paths
to Programs
and

Information

HEAT searches for the Crystal
Report Writer application, its
reports, and the Knowledge
Base search engine in their
assigned directories.

Use the same procedure to set
each path. The example shows
how to set a path to FLS.
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Set a Path

© 66 6 060 ©

Select User Preferences
from the Edit menu.

Click Paths.

Click Browse for the
appropriate application.

Locate the path to the
application.

Click Open.

Repeat steps 3-5 for each
path.

Click OK.

Customer

Uszer Preferences E

GrdSettings | Mal | wiMmaR |
Sounds I Frompts | HEATBoard I

Location
Call Map

Dizplay |
epaths

Crystal [crw. exe]

I Browse...

Reparts [*p¥]

_Browse..|
| Browsze.., |
Inference [Infer.exe]

I Browse... |
FLS [FL532.exe)
I Broﬂse."

@

Cancel | Help

FLS Program Location HE

I[:l Heat
Answer Wizard Reports @A\ertBZexe

Look jr:

SRS

g,l IniT oR egisty. exe

BRMFiles @ answenwizard. exe ’E LH32 exe
Data ®/ Business Fule Editorexe ot ManagersConzole. g
Log Files @ CallLog32. exe 0 QuickStartwizard. ex
Q5wFiles P FLS32.exe %TktﬁenSZ.exe
Admin32.exe @ Heatpe.exe
1 | i
File name: Q DOpen I
Files of type: | Executable files [* exe) j Cancel |



The Sounds Tab

From the Sounds tab, set sounds to be associated with HEAT
functions.

Uszer Preferences Ed

Display |  GridSettngs | Mal |

WIMMAP |

Fathz Sounds | Prompts I HEATEoard I

Ewvents:

Mezsage

Alarm
HEATBoard lzzue
MHew Call

Save Call

Abart Call

Cuick Cloge
Salution Found

—Sound
Fath:

Browsze. .. Clear | Elaw

Location
Call bap
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Setting
Sounds

You can assign sounds to
several HEAT tasks and
functions. A sound can alert
you or confirm that a task is
done. You must have a sound
card and speakers to play
these sounds.
You can associate a sound
with each of these events:

* Message — Incoming mail

message.
e Alarm—Expired alarm.

* HEATBoard Issue —Issue
has been posted to the
IssueBoard

* New Call—Opening a new
Call Record.

* Save Call—Savinga Call
Record.

e Abort Call— Abandoning a
Call Record.

* Quick Close —Quick-closing
a Call Record.

¢ Solution Found — First Level

Support finds a solution to
the current problem.
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Set a Sound

00 00 ©

© o

Select User Preferences
from the Edit menu.

Click Sounds.

Click the HEAT event for
which you want a sound.

Click Browse.
Select a .wav sound file.

Click Open. A speaker icon
appears next to the event,
indicating that the event has
an associated sound.

Repeat steps 3-6 for each
sound you want.

Click OK.

Edit

User Preferences [ x|

Dizplay |
Paths

Ewents:

Grid Settings
Sounds

Wiew Group Customer

Location
Call Map

iM/MAPL |
HEATBoad |

| Mal |
Promipts |

Message
&larm

Hew Call
Save Call
Abart Call

HEATBoard |szue

©

Quick Clage
Solution Found

— Sound
Path:

|
QEIDWSE...

| Clear

| e

Cancel | Help

Q|

Select Wave File

[7]x]

Look in:

| i Wave Files

~ &l g

{]Cameraway
$1Dogwa

] Drivelbywan
£ 1D uck waw
{]Fog Horn.waw
£ Laserway

L Polhywanw

L IReminderwaw

&) Seals wan
&) Sirenwaw
&) Tootwaw

W) Tweetywan
) Type waw
WWhooshwanw

(5]

File name:

|’“.wav

q Open

Files of type:

|Wave Files Mwav)

ﬂ Cancel




The HEATBoard Tab

From the HEATBoard tab, set HEATBoard Issue sorting

options and HEATBoard teams.

Uszer Preferences

Dizplay ]
Pathsz ]

Grid Settings
Sounds ]

HEATBoard lzzue Sorting
Sart by
" Posted By

" Last modified datedtime
" Expiration datedtime

Direction
" Ascending
* Dezcending

| Mal ]
Praompts

Wk AP

HEATEBoard Call Map

Team Selection

Selected Teams: 2 Teams selected

Hardware Techs
Metwark, Suppart
Software Techs
Telecom

d

b ave Down |

T eam Conzalidation
" Show selected teams separately
* Combine selected teamns

" Combine selected teams except Glabal

Lacation ]

l

Cancel

o |

Help
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Sorting Sort Issues Wiew Group Customer S

rd [t 2
HEATBoard @ select User Preferences Gt Gl
from the Edit menu. Lopy Eiffae
Baste (S
Issues @ Click HEATBoard. Validote Fisld 3
You can sort the issues ] . o spelChesk Shift+EE
displayed on the HEATBoard o Click a sorting criterion. Stapwatch 5
by: Counter 3

Th ho posted @ Click a sorting direction.
° e person who poste

the issue © Click OK. Tookar >
¢ Posted date and time

¢ Date and time last User Preferences
modified Disply | GridSetings | Mal | vIM/MARI Location
° Expiration date and time Paths I Sounds I Frompts e HEATEaard Call Map
HEATBoard lssue Sarting— — Team Selection
~Sortby———————————| | Selected Teams: 2 Teams selected
" Posted By Global
Posted date/tim Hardware Techs

 Last modified date/time Network Support
Software Techs

" Expiration datetime Telecom LI
- Direction fl e Move Down I
" Ascending

- Team Conzolidation

& Descending

" Show selected teams separately
¥ Combine selected teams

" Combine selected teams except Global

6 (] 4 I Cancel Help
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Selecting
IssueBoard
Teams

You can select the teams
displayed on HEATBoard. By
default, HEATBoard displays
the teams of which you are a
member.

See Viewing HEATBoard Issues in
“Call Logging,” Chapter 2.

Select Teams

@ seclect User Preferences

2]
(3]

o

(5]

from the Edit menu.
Click HEATBoard.

Select one or more teams.
Click Move Up to move up
the list. Click Move Down to
move down the list.

Select a method of
displaying team issues on
the HEATBoard.

* Show selected teams
separately puts all issues
pertaining to a team in a
team bar.

¢ Combine selected teams
shows all issues in one bar.

¢ Combine selected teams
except Global shows all
team issues in one bar, and
all Global issues in a Global
bar.

Click OK.

Wiew Group Customer S
e [Eti| 2
Wilje ISk
[Eapy [SE
Easte (S 4
Walidate Field F3
apellEhesk St
Stopwatch 3
Caounter 3

Toolbar » |
User Preferences x|
Display | GridGettings | Mal | WiIM/M&PI Location
Paths I Sounds I Fromptzs 9 HEATBoard Call Map

—HEATE nard lssue Saorting—
~Sort by
™ Posted By

 Last modified date/time
" Expiration datetime

-~ Drirection
" Azcending
&' Descending

— Team Selection

Selected Teamsz 2 Teams selected

Global

Help Desk
Hardware Techs
Metwork, Support
Saftware Techs
Telezom

©
=l

Morve Down I

- Team Conzolidation

" Show selected teams separately

% Combine selected teams
" Combine selected teams except Global

Q |

Cancel Help
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The Call Map Tab

From the Call Map tab, set the Call Map display and Call
Map categories.

Uszer Preferences
Display | GridSettings |  Mal |  wIMM&PI | Location |
Pathz ] Sounds ] Promptz ] HEATBoard Call tap

Wwhat categonies would vou like dizplaved in the Call kap’?
Axailable Categories Selected Categories
i Call Info
M Customer
Azzignment
<7 Remave Journal
e Remaove All
1 4
I+ i
Show/Hide
I+ Show Call Info Figld Mame [ Show Journal Figld M ame
[+ Show Cust Info Figld Mame [+ Show Azzignment Count
W Show Azsignment Field M amme v Showe Journal Count

(] | Cancel Help
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Setting Call
Map
Categories

You can set the categories
displayed on the Call Map.
The available categories are
controlled by the system
administrator.

Set Call Map
Categories

2]
©

(6]

Select User Preferences
from the Edit menu.

Click Call Map.

Select an available
category.

Click Move Up or Move
Down to move the selected
category higher or lower on
the list.

Click Add to move the
category from the Available
Categories into the
Selected Categories field
for your Call Map.

Click Remove to remove a
selected category from your
Call Map to the Available
Categories field.

Click OK.
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Setting the
Call Map
Display

You can set up the Call Map to
display or hide fields such as

names and call types. You can

also set up the Call Map to
display the number of
journals.
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Set the Call Map
Display

o Select User Preferences
from the Edit menu.

@ click call Map.

0 Choose what information to
display in the Call Map by
clicking the check boxes:

¢ Show CallInfo Field Name

displays call information
such as call type and
status.

* Show CustInfo Field Name

displays customer info such
as title and address.

* Show Assignment Field
Name displays
assignments.

¢ Show Journal Field Name
displays journals.

* Show Assignment Count
displays the number of
assignments available.

¢ Show Journal Count

displays the number of
journals available.

@ Click OK.

Eiew Group  Customer S

rd [t 2

ille [Str
[Eapy [Sr
Baste (S
Walidate Field Fa

spell Bhesk ShittEd
Stopwatch 3
Counter 3

Toolbar

User Preferences

Dizplay I
Paths |

Grid Settings |

Sounds

[ET]
I Frompts I

ViMAMARL |
HEATBoard

YWwhat categones would pou like dizplayed in the Call Map?

Auailable Categonies

o> Add |
<A Bemave |

= bdd Al |
i@ Remove Al |

ﬁ tMove Up |
@ ove Down |

Selected Categories
Call Ik

Cuistamer
Aszzignment
Journal

Location

e Call Map

— Show/Hide

[¥ Shaw Call Info Field Marne
¥ Show Cust Info Field Mame
¥ Show Assignment Field Name

[~ Show . Joumal Figld Mame

¥ Show Assignment Count
¥ Show Joumal Count

I

Help




The Prompts Tab

Use the Prompts tab to set preferences for prompts within
the system. Set the preferences for saving calls, journals
and assignments without asking or set the system to skip
“restoring saved call groups” on startup.

User Preferences



Setting Prompt
Options

Use the Prompts tab in the
User Preferences dialog box to
define the prompts that Call
Logging provides.

On this screen, you can define
prompts to:

* Automatically save calls
without asking.

* Automatically save
journals without asking.

* Automatically save
assignments without
asking.

*Skip restore saved call
groups prompt on startup.
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Set the user
prompts to
repress

Select User Preferences
from the Edit Meu.

@ Select the Prompts tab in
the User Preferences dialog
box.

Choose the user prompts
that you would like to
repress in the application.

@ Click OK.
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Appendix A: Keyboard Shortcuts

Function Keys

ONlNE HEIP ...t
Clear a date or time field ..............ccooiii
Fill in System Date/Time
Display Calendar in a date field ............ccccooiiiiiiiii e
Profile ...
Switching Between Upper and Lower Panes .
Validations ...
QUICK CIOSE ...

SupportMail ....
ALBIMS .o

Autosize the SUBSEL........cccoviiiiii e F12
First Call .

Previous Call..........oooviiiiiiiie e F7
NEXE Call ... F8
Last Call ... Shift+F8
Navigation Keys

Caall LOG e Alt+1
Detall ..o Alt+2
ASSIGNMENT ...t Alt+3
Journal

Current Call Information ..............cccccoeiiiiiiii e, Ctrl+Alt+C
ShowW INfOCENLEN .....ooiiiiiieccce e Ctri+Alt+
Go to Call Map

GOtO HEATBOAId ......ceevviieieeee e Ctrl+Alt+B
Moves cursor to next field ... Tab
Move back one field .

Moves Cursor within a field ................coooiiiiiii

Scrolls text ina memo field ...

Moves cursor one word to the left

Moves cursor one word to the right................c..ooe Ctrl+=>
Moves cursor to the beginning of the line ... Home
Moves cursor to the end of the line

Moves cursor to the beginning of text field ............................. Ctrl+Home
Moves cursor to the end of text field ...............cccoeeiiiiiiiiiiens Ctrl+End
Moves between call groups

First Assignment/Journal .............ccccoooiiiiiiniiiiiees Ctrl+Shift+PgUp
Previous Assignment/Journal............c.ccoooiiiiiiiiiiiiie Ctrl+PgUp
Next Assighment/Journal Ctrl+PgDn

Last Assignment/Journal .............ccccooiiiiiiiiiiiiiees Ctrl+Shift+PgDn

Text Editing Keys

Deletes character to right ... Delete
Deletes character to left ... Backspace
Ctri+X

Ctrl+P
Print Active Call Group .. .... CtrI+Shift+P
Print by Call TYPe ..o Ctrl+Shift+B
PrNt REPOI ... Ctrl+R
Mail Shortcut Keys
Reply t0 SENAEI ......ooiiiiii e Ctrl+R
Forward Mail ..o Ctrl+F
Go to Attached Call..........ooooiiiii e Ctrl+A
Broadcasts

Refresh Messages

VIOV L.

(07T <SSR USSP
Other Shortcut Keys

New ASSIGNMENT ... Ctrl+A
NeW JoUrnal ........coooiiiiiii i Ctrl+J
Displays the Call Record Browse Grid View ............cccocceeeinnnnn. Ctrl+B
Refreshes the Active Call Group

(except WOIKGIOUP) .....oooeiieiiiieaiee et Ctri+E
First Level Support Ctrl+F
Perform a Search ... Ctrl+Shift+S
GO tothe Call ID ... Ctrl+G
Put a Call on Hold .. ... Ctrl+H
Lock Call RECOId .........cciiiiiiiii e Ctrl+L
Add Call to My Hot List ........cccoooiiiiiiiiiie e Ctrl+M
New Call ... Ctr+N
Open an existing Call Group .........cccoeiiiiiiie e Ctrl+O
RUN REPOIMS ..o Ctrl+Shift+R
Save

Switch Customer TYPeS ......ooiiiiiiii e Ctri+T
Increment Counter Field ..o Numpad +
Decrement Counter Field ... Numpad -
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Appendix B:

Default Toolbar Buttons

A N O

B

—
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Open New Call Record: Creates a new
Call Record in the Call Log Screen.

Abandon Changes: Closes the current
Call Record without saving any of the
information.

Save Changes: Permanently records the
information for the current Call Record.

Quick Close: Closes the current Call
Record and saves itimmediately.

Print Call Ticket: Prints the current Call
Record.

Validate Field: Opens awindow which
displays a list of legal values for the
currently selected field.

Run Spell Check: Checks spelling in the
currently selected field.

Cut: Cuts the selected information to the
Clipboard, removing it from the field.

Copy: Copies the selected information to
the Clipboard.

Paste: Inserts the information from the

Clipboard into the currently selected field of

the Call Record.

New Call Group: Creates a new Call
Group.

CTRL+N

CTRL+S

F10

CTRL+P

F9

SHIFT+F9

CTRL+X

CTRL+C

CTRL+V

b

¥

i

¢
=2
g
¥

i

Refresh Group: Adds calls that have
been added to the database since the Call
Group was opened.

Open Call Group: Opens the Call
Group selection window.

Call Record Browse: Lists all calls in
the current Call Group.

First Call Record: Opens the first
record of the active Call Group.

Previous Call Record: Opens the
previous record in the active Call Group.

Next Call Record: Opens the next
record in the active Call Group.

Last Call Record: Opens the last record
in the active Call Group.

Customer Profile: Opens the Profile
Record for the current customer.

Customer Configuration: Opens the
Configuration Record for the current
customer.

Show Caller History: Lists all calls for
the current customer.

First Level Support: Launches the First
Level Support knowledge base.

View Contacts: Lists all contacts for the
current Call Record.

CTRL+E

CTRL+O

CTRL+B

SHIFT+F7

F7

F8

SHIFT+F8

F5

CTRL+F



Appendix C:  @Functions

@Functions

@Functions are fields that let you customize data based on variable criteria. For example, instead of using a new
lookup for each Tracker, you can automatically use the current Tracker’s ID.

How they work

The functions basically work by replacing the text of the function call with actual values before the SQL statement
is sent to the ODBC data source.
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@Function

Description

Available in

(@CurrentDate (in AutoTask)
(@Date (m Boolean)

Inserts current date (from
workstation clock)

AutoTask
Boolean Search

(@CurrentTime (n AutoTask)

Inserts current time (from

AutoTask

(@Tme (n Boolean) workstation clock) Boolean Search
. Inserts date adjustment AutoTask
(@DateAdjust() (parameters defined by user) Boolean Search
(@DDERequest() Inserts DDE request AutoTask
Returns the date the mobile unit
(@MHTransferDate() was hist synched Boolean Search
) Returns the time the mobile unit
(@MHTransfer Time() was last synched Boolean Search
. Returns calls that have no
(@NoAssignment() assienments Boolean Search
(@NoJournal() Returns calls that have no journals | Boolean Search
Inserts prompt (prompt defined by | AutoTask
(@Prompi() user) Boolean Search
] Inserts the contents of a file (file
(@ReadF1ile() defined by user) AutoTask
. . Inserts time adjustment AutoTask
(@TameAdjust (parameters defined by user) Boolean Search
(@TrackerSupervisor Inserts current tracker's supervisor | AutoTask

(@UnAcknowledgedAssignments- | Returns c;_i]ls that haye Boolean Search
0 unacknowledged assignments
(@Unresolved Assignments() Re. calls that have unresolved Boolean Search
assignments
, AutoTask
(@UserID() Inserts current User's ID Boolean Search
Inserts prompt that provides a list
((@ ValidatedPrompt() of values (validation mformation AutoTask

defined by user)

Boolean Search
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Index

Symbols

% Wildcard, 5-13, 5-15,
5-16

.DAT, 6-6

.DST, 6-6

@Functions
About, 8-33, Ap-3
How they work, Ap-3
Inserting in AutoTask, 8-33

A

Activity Logs
Adding Records, 5-7
Creating in AutoTask, 8-14
Deleting Records, 5-9
Editing Records, 5-8
Viewing, 5-6
Alarms
Creating in AutoTask, 8-7
Options, 10-16
Setting Notifications, 9-24
Alert Monitor

Acknowledging
Assignments, 9-16
Alarms
Setting Notifications,
9-24
Alerts
Defining Actions, 9-5
Defining Sounds, 9-6
Deleting, 9-13
Editing, 9-12
Preferences, 9-25
Saving, 9-20
Viewing, 9-21
Away From Desk, 9-17
Call Group Alerts
Defining, 9-4
Launching Call Logging,
9-18
Logging On, 9-2
Paging
Set Alert, 9-9
Utilities, 9-26
Polling
Defining, 9-14
Start, 9-15
Stop, 9-15
Run Program, 9-8
Run Task, 9-3

Running Program as Alert,
9-11
Setting Start-Up Options,
9-27
Start-Up Menu
About, 9-3
SupportMail
E-Mailing Pager, 9-10
Sending E-Mail, 9-7
Setting Alerts, 9-23
Viewing Journals, 9-22
Alerts. See Alert Monitor
AND Connector, 5-18
Answer Wizard Reports
About, 7-2
Assignment Tab, 2-9
Assignments
Abandoning, 2-18
Acknowledging, 2-20
Acknowledging in Alert
Monitor, 9-16
Creating in AutoTask, 8-17
Resolving, 2-21
Viewing, 2-19
Attachments

Index
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Adding
E-Mail to a Call Record,
9-37
Files, 6-16
Files to an E-Mail, 8-10
Files to Call Record,
2-31
Editing, 2-32
Removing, 2-33
Viewing
Call Record to an E-
Mail, 9-38
E-Mail to a Call Record,
9-39
Files, 6-16
Auto Search Intervals, 10-6
AutoClosing
from Menu, 2-60
from Toolbar, 2-60
Autopopulating, 6-24
AutoTask
Adding All Assignments,
8-31
Adding All Journals, 8-31
Attaching Files, 8-10
Call Templates, 8-23
Call Tickets, 8-23
Changing Action Order,
8-25
Creating
Activity Logs, 8-14
Alarms, 8-7
Assignments, 8-17
Call Records, 8-15
Complex Tasks, 8-24
Folders, 8-4

ii CaLLLoGGING AT A GLANCE

Journals, 8-19
Menu ltems, 8-30
Tasks, 8-5, 8-6
Toolbars, 8-29
E-mail, 8-23
Editing
Actions, 8-27
Blocks, 8-41
Tasks, 8-23
Follow-up Calls, 8-23
Form Letters, 8-23
Formatting Counters, 8-40
Forwarding Unread Mes-
sages, 8-9
Inserting
@Functions, 8-33
Assignments, 8-36
Blank Values, 8-37
Counters, 8-39
Fields, 8-32
File Names, 8-34
Information into Actions,
8-31
Journals, 8-36
New Lines, 8-38
Temporary File Names,
8-35
Variables, 8-31
Paging, 8-23
Printing Call Tickets, 8-13
Remote Control, 8-23
Removing
Actions, 8-26
Tasks, 8-26
Running

from AutoTask Window,
8-2
from Menu, 8-3
from Toolbar, 8-3
Programs, 8-11
Sending Messages, 8-8
Updating Call Records,
8-21
Writing Files to Disk, 8-12

(B

Blank Values
Inserting in AutoTask, 8-37
Blocks
Editing in AutoTasks, 8-41
Boolean Search
About, 5-18, 5-19
Creating Call Groups from,
4-5
Editing, 4-11
Modify Scope, 5-20
Branches. See also Knowl-
edge Trees: Nodes
About, 6-3
Broadcast Messages
About, 9-28
Deleting, 9-43
Editing, 9-42
Sending, 9-41

C)

Call Counter

About, 2-5

Quick Keys, 10-5
Call Group Alerts

Action Screen, 9-5
Defining, 9-4
Deleting, 9-13
Editing, 9-12
Call Groups
About, 2-2, 4-2
Creating
from Boolean Search,
4-5
from Simple Search, 4-8
Creating Hot Lists, 4-14
Deleting, 4-13
Editing, 4-9
Editing Criteria, 4-10
Hot Lists, 4-2
My Hot List, 4-18
Opening, 4-3
Predefined, 4-2
Put on Hold, 4-4
Saving Search Criteria,
4-12
Call History, 3-20
Chronology, 10-10
Searching, 5-21
Viewing, 3-21
CallID
About, 2-5
Call ID Number
About, 2-2
Call Logging
Call Status Banner, 2-5
Launching, 2-3
Launching from Alert
Monitor, 9-18, 9-19
Menu Bar, 2-5
Options, 2-12



Screen, 2-4
Sending E-Mail from, 9-35
Toolbar, 2-5
Call Logging Reports
About, 7-9
Call Logging Tab, 2-7
Call Map
Categories, 10-33
Display, 10-34
Opening, 2-49
Using, 2-50
Call Map Tab, 10-32
Call Records
About, 2-2
Assigning, 2-17
Attaching Files, 2-31
Browsing, 5-3
Closing, 2-35
Creating, 2-14
Creating in AutoTask, 8-15
Documenting Actions, 2-22
Filling Out, 2-15
Finding All for a Customer,
5-2
Holding, 2-30
Locking, 2-28
My Hot List, 4-18
Post Solutions, 6-25
Previewing, 7-10
Printing, 7-11
Printing for a Call Group,
7-12
Put on Hold, 4-4
Saving, 2-34
Searching, 5-2
by ID Number, 5-4

Searching Transferred
Calls, 5-5

Unlocking, 2-28

Updating, 2-29

Updating in AutoTask, 8-19

Viewing, 2-16

Viewing Attached E-Mail,
9-39

Call Status Banner, 2-5
Call Templates

About, 8-23

Call Tickets. See also Call

Records
About, 8-23

Configuration Fields

Display, 10-13

Configuration Records, 3-12

Adding, 3-14
Copying, 3-16
Deleting, 3-17
Editing, 3-15
Moving, 3-16
Searching, 5-21
Viewing, 3-13

Contacts Records, 3-7

Adding, 3-9
Deleting, 3-11
Editing, 3-10
Searching, 5-21
Viewing, 3-8

Control Buttons, 2-12
Counters

Formatting in AutoTask,
8-40

Inserting in AutoTask, 8-39

Using, 2-39

Crystal Reports
About, 7-3
Displaying, 7-5
E-Mailing, 7-8
Printing, 7-6, 7-13

by Call Type, 7-14
Running, 7-4
Saving, 7-7
Setting Path, 10-26

Customer ID
About, 2-2

Customer Records
About, 2-2
Viewing, 3-2

Customer Type
About, 2-2

Customer Window
Sending E-Mail from, 9-36

(D)

Data Source
Setting Default, 10-23

Default Toolbar Buttons, Ap-2

Detail Tab, 2-8
Display
Customizing, 10-3
Display Language, 10-22
Display Tab, 10-2
Distributions Files
Importing, 6-7
Documentation
Administrator Manual, 1-3

(E)

E-Mail. See also

SupportMail

About, 9-28

Broadcast Messages
Deleting, 9-43
Editing, 9-42
Sending, 9-41

Creating Folders, 9-44

External, 10-20

Folder Labels, 10-18

Messages
Attaching to Call
Record, 9-37
Copying, 9-46
Deleting, 9-31
Forwarding, 9-33
Forwarding Unread, 9-40
Moving, 9-45
Replying to, 9-32
Saving, 9-31
Sending from Call
Logging, 9-35
Sending from Customer
Window, 9-36
Sending from Mail
Window, 9-34
Setting Preferences,
10-17
Viewing, 9-30
Viewing Attached Call
Records, 9-38
Viewing Attached to Call
Records, 9-39

Polling Interval, 10-15
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Starting, 9-29

Fields
About, 8-31
Inserting in AutoTask, 8-32
File Names
Inserting in AutoTask, 8-34
Finding Information. See
Searching
FLS
Accessing
from Menu, 6-2
from Toolbar, 6-2
Adding Attachments, 6-16
Autopopulating, 6-24
Calculating Confidence
Values, 6-21
Changing User Status, 6-
13
Copying Text, 6-27
Customizing, 6-31
Defining Paths, 6-10
Defining Support Path,
6-10
Distribution Files, 6-7
Knowledge Trees
About, 6-6
Closing, 6-5
Creating, 6-30
Editing Nodes, 6-15
Exporting, 6-9
Importing, 6-8
Opening, 6-4
Printing, 6-29
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Search Multiple, 6-20
Searching, 6-19
Sorting, 6-17
Links
Adding, 6-32
Deleting, 6-33
Rearranging, 6-33
Nodes
Adding, 6-14
Autopopulating, 6-24
Copying Text, 6-26
Printing, 6-28
Searching, 6-23
Noise Words, 6-18
Passwords
Removing, 6-12
Setting, 6-11
Posting Solutions, 6-25
Printing, 6-28
Printing Branches, 6-28
Printing Nodes, 6-28
Search Results, 6-22
FLS Window, 6-3
Follow-up Calls
About, 8-23
Form Letters
About, 8-23
Form View, 10-10
Function Keys, Ap-1

©

Generic Files, 6-6
Grid Settings Tab, 10-9
Grid View, 10-10

HEATBoard

AutoClosing Calls, 2-60

Controls, 2-52

Issue Group
Opening, 2-59

Issues
Creating, 2-54
Details, 2-52
Editing, 2-55
Linking, 2-56
Setting Lead Call, 2-58
Unlinking, 2-57
Viewing, 2-53

Opening, 2-51

Tab, 10-29

Teams, 10-31

Using, 2-52

Hot Lists

About, 2-2, 4-2

Adding Records, 4-17

Creating
from Menu, 4-14
from Open Call Group,
4-15

Deleting, 4-20

Editing, 4-19

Opening, 4-3

Removing Calls, 4-21

InfoCenter, 2-11

o

Journal Tab, 2-10
Journals

Abandoning, 2-24
Creating, 2-22

Creating in AutoTask, 8-19
Editing, 2-25

Spell Checking, 2-23
Viewing, 2-26

(K

Keyboard Shortcuts, Ap-1

Function Keys, Ap-1

Mail Shortcut Keys, Ap-1

Navigation Keys, Ap-1

Other Shortcut keys, Ap-1

Printing Shortcut Keys,
Ap-1

Text Editing Keys, Ap-1

Knowledge Trees. See also

FLS
About, 6-6
Closing, 6-5
Copying Text, 6-26
Creating, 6-30
Exporting, 6-9
Importing, 6-8
Distribution Files, 6-7
Generic Files, 6-7
Nodes
About, 6-3
Adding, 6-14
Autopopulating, 6-24
Copying, 6-26



Editing, 6-15

Printing, 6-28

Searching, 6-23
Opening, 6-4
Printing, 6-29
Printing Branches, 6-28
Searching, 6-19
Searching Multiple, 6-20
Sorting, 6-17

L)

Location Tab, 10-21
Logical Connectors. See
Logical Operators

Logical Operators

AND, 5-18

Examples, 5-18

Modifying Scope, 5-20

OR, 5-18

(M

Mail Shortcut Keys, Ap-1
Mail Tab, 10-14
Menu Bar, 2-5
Menu ltem
Create in AutoTask, 8-30
My Hot List
About, 4-18
Adding Records, 4-16
Opening, 4-18

(N

Navigation Keys, Ap-1
New Lines

Inserting in AutoTask, 8-38

Nodes. See Knowledge
Trees
Noise Words, 6-18

©

OR Connector, 5-18
Other Shortcut Keys, Ap-1

(P
Paging

by Alert Monitor, 9-9
in AutoTask, 8-23
Specific Paging Utility,
9-26
Passwords
Changing, 10-8
Removing, 6-12
Setting, 6-11
Paths
Setting
to Crystal Reports, 10-
26
to FLS, 10-26
to Reports, 10-26
Paths Tab, 10-25
Polling Interval
About, 9-14
Defining, 9-14
Poll Now, 9-15
Starting, 9-15
Stopping, 9-15
Predefined Call Groups
About, 4-2
Printer

Set up in AutoTask, 8-13
Printing Shortcut Keys, Ap-1
Profile Records, 3-3

Creating, 3-4

Deleting, 3-6

Editing, 3-5

Searching, 5-21
Profile Subset, 2-6

©

Quick Search

About, 5-13

Characters
Anywhere in Word, 5-16
At Beginning of Word,
5-15

Select Another Field, 5-14

Validated Fields, 5-13

Wildcards, 5-13

®

Remote Control
About, 8-23
Reports. See also Answer
Wizard Reports; Crystal
Reports
Roles, 1-3
(S

Searching. See also Bool-
ean Search; Quick-
Search; Simple Search

Boolean Search

About, 5-18
by ID Number, 5-4
Call Records for a Cus-
tomer, 5-2
Characters
Anywhere in Word, 5-16
At Beginning of Word,
5-15
Knowledge Trees, 6-19
Multiple, 6-20
Results, 6-22
Text, 6-23
Search Criteria, 4-12
Table Entries, 5-10
Transferred Calls, 5-5
with Logical Operator, 5-17
with Wildcards, 5-13

Simple Search

About, 5-17
to Create Call group, 4-8

SLAAgreement

About, 2-6

Sorting Order, 5-10
Sounds

Setting, 10-28

Sounds Tab, 10-27
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Spell Checking, 2-23
Status Bar, 2-13
Stopwatch
About, 2-5
Changing Time, 2-37
Using, 2-36
SupportMail
About, 9-28
Broadcast Messages
Deleting, 9-43
Editing, 9-42
Sending, 9-41
Creating Folders, 9-44
External, 10-20
Folder Labels, 10-18
Message Options, 10-17
Messages
Attaching to Call
Record, 9-37
Copying, 9-46
Deleting, 9-31
Forwarding, 9-33
Forwarding Unread, 9-40
Moving, 9-45
Replying to, 9-32
Saving, 9-31
Sending from Call
Logging, 9-35
Sending from Customer
Window, 9-36
Sending from Mail
Window, 9-34
Viewing, 9-30
Viewing Attached Call
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Records, 9-38
Viewing Attached to Call
Records, 9-39
Polling Interval, 10-15
Starting, 9-29
Synchronized Displays, 5-3

Table Entires
Searching, 5-10
Tabs, 2-12
Tasks and Actions, 8-23
Team Category Bars, 2-52
Teams
About, 1-3
Selecting for IssueBoard,
10-31
Temporary Filenames
About, 8-31
Inserting in AutoTask, 8-35
Text Editing Keys, Ap-1
The Profile Subset, 2-2
Time Zone Offset, 10-24
Time-Zone Offset, 10-24
Toolbar, 2-5
Adding Buttons, 2-40
Create a Button in
AutoTask, 8-29
Creating, 2-42
Customizing, 2-40
Deleting, 2-46
Loading, 2-48
Moving, 2-44
Removing Buttons, 2-41

Renaming, 2-45
Resetting, 2-47
Resizing, 2-44
Restoring, 2-47
Saving Role, 2-48
Tracker Information, 10-7
Transferred Call Records
Searching, 5-5

U

User Preferences
Alarm Options, 10-16
Assignment View, 10-11
Auto Search Intervals, 10-6
Call History Chronology,
10-10
Call Map
Categories, 10-33
Display, 10-34
Call Map Tab, 10-32
Config Fields, 10-13
Counting Calls, 10-5
Display, 10-3
Display Language, 10-22
Display Tab, 10-2
E-Mail Message Options,
10-17
External E-Mail, 10-20
Folder Labels, 10-18
Grid Setting Tab, 10-9
HEATBoard Issues
Sorting, 10-30
HEATBoard Tab, 10-29
HEATBoard Teams, 10-31

Journal View, 10-12
Location Tab, 10-21
Mail Tab, 10-14
Notification Intervals, 10-15
Passwords, 10-8
Paths Tab, 10-25
Setting Paths, 10-26
Setting Sounds, 10-28
Sounds Tab, 10-27
TimeZone Offset, 10-24
Tracker Information, 10-7
VIM/MAPI Tab, 10-19
Users, 1-3
Users, Roles & Teams, 1-3

V)

Validated Fields
About, 2-2
Searching, 5-13

Views
Global, 4-12
in AutoTask, 8-2
Personal, 4-12
Team, 4-12

VIM/MAPI Tab, 10-19

W)

Wildcard, 5-13
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