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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 casebds |list to seeyibeanslimgggad. cacenbtas ae¢dlelad:
technician wil!/ search for a solution and fild]l up t
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 (youdr e | ogged as the
manager responsible to get a solution for your customer).

1. Search for a Customer

On the home page | aunch a s ear cameady mthe ddtdiaseNUBAMIRET t 0 v e
search engine located in the upper right of the home page.

& M CONTACT Go

The search returns MYCONTACT who belongs to MYCOMPANY:

The search of mycontact has returned
1 results in 00:00:02.3124704 seconds

Microsoft (http://crm2007-en.hosting-sharepoint.com/microsoft) = Contacts (1 results)

MYCONTACT MYCOMPANY +41 32 710 17 00 mycontact@mycompany.com

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 wondédt give us any result in this exampl e. It
form and assign it to the TECHNICIAN who is responsible to solve the case.

Just click on fAiNew Caseodo in the contact details for m:

Cases

MNew Case

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.

Cases: New Item
¥ The content of this item will be sent as an e-mail message to the person or aroup assigned to the item,
oK ] [ Caneel
Il Attach File * indicates a required field
Title * MYCZASE
Assigned To MYTECHNICIAN & W
Case Number cas001
Priority (1) High hd
Status Not Started hd
Start Time 5/30/2007 | oam w00 v
Date/Time Closed | 12 AM v (| 00 [w
Product Product »
Case Origin Case Origin
Case Reason Case Reason
Case Type Case Type %
Description The customer wants a new feature to display colors in the
shared calendar.
Account MY COMPANY |
Contact MYCONTACT w

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

Cases

New Case

Title Case Number Priority Date/Time opened Status
3K wmvcase cas001 (1) High 5/30/2007 9:00 AM Not Started

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 hebés ready to fill out a new solution form

Open the case form and clicki New sol uti onod:

Solutions

Mew Saolution

This way your case form will inherits the parameters from the case form like the cased same.
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Solutions: New Item

¥ The content of this item will be sent as an e-mail message to the person or group assigned to the item.

[ O ] [ Cancel ]
[[) Attach File * indicates a reguired field
Title * MYSOLUTICN
Assigned To System Account 8w
Solution Number =olool
Status Completed v
Category Catl |+

Description The calendar hab been updated with colour options.

Case MYCASE

Publication Date 5/30/2007 :ﬁ

[ QK ] [ Cancel ]

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. Youbl |l be auto

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 ALog a Callo from the contact details form.

Activities History

LogaCall || Send email

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

Activities: New Item

¥ The content of this item will be sent as an e-mai message to the person or group assigned to the item,

Ok ] [ Cancel

1] Attach File * indicates a required field

Title * call

Description Explained him the solution.

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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Activities History

ogacal | sendema |

You can copy and paste the fADescriptiono field of yo
send. I f the solutionds detail is an attachment, you

EE_J Send Email

Home | Accounts | Contacts | Opportunites | Cases | Solutions | Documents | Reports | Campaigns | Settings

Send | Cancel | Save astemplate | Selectatemplate | Attach Files

Message Format Text Message

To [myconTacT |
cc | |

BCC | |

Subject |

Add signature

Body This is the solution. See attachment.

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:

Status Not Started v
. Mot Started
Start Time In F’rDEress
[
Date/Time Closed Deferred
Waiting on someane else
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