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Easy CRM SharePoint - Tutorial N° 2 - Customer Service 

Objectives of this tutorial  

Discover the basic features of Easy CRM through a typical customer service process. We recommend 

you to follow tutorial N° 1 first. 

Customer Service Scenario 

A customer has bought your product and contacts you to get help about an issue related to a product 

update. He asks you for a technician to help him resolving the issue. The technician will take a look at 

the caseôs list to see if a similar case has already been logged. If not, heôll open a new case. The 

technician will search for a solution and fill up the related solutionôs form. As youôre automatically 

alerted by email, you can now send an email to your customer explaining him the solution and close 

the case. 

Tutorial 

Connect to Easy CRM using the received connection parameters (youôre logged as the account 

manager responsible to get a solution for your customer). 

1. Search for a Customer 

On the home page launch a search for MYCONTACT to verify if itôs already in the database. Use the 

search engine located in the upper right of the home page. 

 

The search returns MYCONTACT who belongs to MYCOMPANY: 

 

Just click the last name to display the contact details.  

2. Create a new Case 

During the phone call with your customer, you can search for similar cases in the database. The 

search wonôt give us any result in this example. It means that itôs a new case. Just fill out a new case 

form and assign it to the TECHNICIAN who is responsible to solve the case. 

Just click on ñNew Caseò in the contact details form: 

 

This way your case form will inherits many parameters from the contact form like company name and 

contact name. 
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You can fill out the form and give a description of your case. You can assign the case to 

MYTECHNICIAN and save. The « assigned to » person will automatically be alerted by email. 

 

The new case appears in the contact details form (or in the cases list): 

 

If the customer contacts you by email, you can directly add the received email in the activities history 

of the related contact using our Outlook connector. The Outlook connector is not available to be tested 

in the trial but is part of the delivered solution (Outlook connector works for Outlook 2003 or later 

versions). 

3. Create a new solution 

MYTECHNICIAN has got an alert and opened the case. He found a solution that solves the issue. 

Now heôs ready to fill out a new solution form linked to the case.  

Open the case form and click ñNew solutionò: 

 

This way your case form will inherits the parameters from the case form like the caseôs name. 
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The solution appears in the case form and in the solutions list. If needed you can add an attachment 

linked to the solution to get a detailed printable document. The technician can assign the solution to 

you (your name is displayed in the case form as the person who created the case) so that you can call 

back your customer and close the case. Youôll be automatically alerted by email. 

4. Log your Customer Call 

You can call MYCONTACT to let him know that its case has been solved. Then you can log your call 

using ñLog a Callò from the contact details form. 

 

You can give a short description of your call in the « Description filed » and save. 

 

5. Send your Customer an Email with the detailed Solution 

You can send an Email to MYCONTACT including the detailed solution directly from Easy CRM.  
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You can copy and paste the ñDescriptionò field of your solution in the ñBodyò field of your Email and 

send. If the solutionôs detail is an attachment, you can add it to your email.  

 

You can also send your email using Microsoft Outlook. You can directly add the sent email in the 

activities history of the related contact using our Outlook connector. The Outlook connector is not 

available to be tested in the trial but is part of the delivered solution (Outlook connector works for 

Outlook 2003 or later versions).  

6. Close the Case 

You can now close the case: 

 


