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CRM TRAINING




GOALS
Improve customer service
Visibility into customer requests (types and quantity)

ACCESSING CRM
Internet browser (http://crm)
Outlook client

GENERAL CRM CONCEPTS

Accounts Vehicles
Contacts Queues
Cases My Workplace
Centers

CASE CREATION

Incoming emails into cases
Each CSS email address has separate queue
Each department has a queue

REVIEW AND UPDATE CASE

Original email Update subject

View Case assignment

Reply Accept case

Email tracking Assign to a department queue
Account Working the case

Emkay unassigned cases Updating notes

Accounts matched by Resolving cases

email address Assigning cases

VIEWING CASES

QUESTIONS & ANSWERS
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CASES AUTOMATICALLY CREATED BY EMAILS

Cases automatically created by emails sent
into the test CRM Cases queue.

Bl Mew GoTo

Took 360 Took  Help

IN G

1 G 3 3 T 5 & mewreod - | (]l AdvancedFrd |

[(5 (=] § O userpreferences  more Actions ~

Case Number .
gl CAS-D1510K3YSVT
il CAS-01511-PULMYQ
gl CAS-01512ENVTSI
il CAS-01513-¥KSPND
gl CAS-D1514-XBEZSH
gl CAS-01515-BWALGE
gl CAS-01516-VY6UHO
gl CAS-DIS17EN4IR
gl CAS-01518-67AY37
gl CAS-D1518-6ALSHC
gl CAS-01520-13768Q
gl CAS-D1521KF1ZWS
gl CAS-01522-HBSOBB

| Title/Subject

Vehicle order
Approved selectors
Expired registration
Vehicle status
Driver change
Vehicle quote

Out of stock

Add upfit

Proof of insurance
Short payment
Qutstanding invoices
Driver viclations

Qil change reminder

| Created On
11/14/2006, 4:54PM
11/14/2006, 4:57 PM
11/14/2006, 4:57 PM
11/14/2006, 4:58 PM
11/14/2006, 5:05 PM
11f14/2006, 5:06 PM
11/14/2006, 5:06 PM
11/14/2008, 5:06 PM
11/14/2006, 5:06 PM
11/14/20086, 5:07 PM
11/14/20065, 5:07 PM
11/14/20086, 5:07 FM
11/14/2006, 5:08 PM

i
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ORIGINAL EMAIL THAT GENERATED THE CASE

The email that generated the case can be
found in the History section of the case.

o New Activity | § [] | § X

W | Subject

» B il change reminder

| Activity Type

| Activity Status

Completed

| Regarding
Qil change remin... MNormi

| prig

<

1

of 1sakected.

o Page 1
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ORIGINAL EMAIL THAT GENERATED THE CASE

I
' ardeewdn @ e [P
L ? |y CRM s [ B £l
o charge reminder |
=-mail b=l ar conbent that = podentislly hemmid and has besn bocked. Unblock

-
......................... &
Regarding | ] O chanae remincer |
e [ Eradw [P]

Duration |se]  pricrty

be I | [ [E]
Category [ | Sub-Category |
8] core 4 Lol ntranet

He Actons tep

=

To |3 Andrew Griffith

- e

Ei'lsanea'!iﬂm h;'(-| 3)9a|d 1 Lﬂmmtmcmomnty

Choose the queue as
the from address.

8 miman
Subject |P.E: Oil change remindsr |
[ BB a2z y S== £EiE £E& A A A Bicttewss | e
The e-mall helow might contain soript or content that s harmfid and has been blodked.
The regarding field ties
S the email to the case.
i o rﬂ-l — et | ||
Owner [ fndiew Grftin -
D [ Tv] min | Regarding il Qil change reminder
Cue T

& |ocdl intranet

Look for: | Queue

oK Cancel Remove Vale
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EMAIL REPLY FROM CRM

il change reminder

R AP Iy |

From: i‘ CRM Cases [crmcase2@emkay.com]

To: Andrew D. Griffith

Ee=

Subject: RE: Qil change reminder Emkay Tracking#:00050017

ot vour securnity, Inks are wmed off n this messaga,

Sent: Tue L1/14/2008 10:22PM

Pleasze get your oil changed.
------—-—-————--- Original Message ----------— R
From: Andraw Griffith

Sentx 11/14/2006

To: CRM Cases

Subject: il change reminder

CRM tracking in the subject line automatically
routes emails into the history area of the case.

(4 New Activity | 4 (] | £ X
[~ | Subject | Regarding | Priority &

» B RE: Oil change reminder Emkay Tracking#:000...  E-mail Completed Qil change remin... MNormal

| Activity Type | Activity Status

RE: Ol change remnder Emkay Trackng=:000....
RE: O change reminder Emkay Tracking#:000. ..
RE: Ol tharge reminder Emkay Tracking2:000...
il chanige remirdsr

| Lofsseeced, ) %= vage | =

Customer response shows up in the queue but it does
not automatically create a case due to the tracking.

Remove from queue option in More Actions.
g
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UPDATE CASE

-
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Look for | 2count
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Update case information fields.

rview

Title

Customer L Emka igned Cases

cener [ ol subsea

Case Origin 'E-mail v| CaseType

Vet [ ] soocen | “l
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Add Activity »

Add a Note

Attach a File
[d] Subpuct [ mpm=naos :

Delete Case M et B e [ =
@ e =

Resolve Case L e e 3

Cancel Case :::D Y | i I'!: : :‘YM IMW :

& Cartract || Product [
Assign... Cartract Lre [a2]  sendl rumber [
Sharing... . "
n
Apply Rule...

& Lazalrirarat:

Assign to another user or queue.

CASE IS NOW IN THE DEPARTMENT QUEUE

The case has been moved to the
department queue.

| Case Number .

5] CAS5-01522-HB50B8 il change reminder

i Cases 3 o) vahicks Panarts
o ——— 2
£] Cantracs = g
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CASE IS NOW IN THE DEPARTMENT QUEUE

Accept the case to move out of
queue into My Work.

More Actions |

| Accept.
Remove From QLIELIE

UPDATE CASE NOTES

Add notes to the case.

Notes and Article

RESOLVE/CLOSE CASE

Choose Resolve Case.

Add Activity

Add a Note
Attach a File

Delete Case

Resolve Case

Cancel Case

Assign...
Sharing...

Apply Rule...

£0Tock b Uszn Andrew Grefith
Fd &
z | Toemden 2|
Some o e
- s S {12} RM Cases

Nﬁ.u:l-‘. - d =] {C) Accountng. -
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&1 rone

1] 1114,/ 2006 16:50 P by Ancrew Griffith
Helped driver g=tan of change.

Edibed 13/14/2006 10:50 PM by Andrew Griffith

4 Local rzret.
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RESO LVE/C LOSE CASE 2} Resolve Case - Web Page Dialog

. . . Resolve Case
Enter case resolution information.

Provide information in the following

Resolution Type | Problem Solved “ |
Resolution |Assisted customer |
Total Time 30 minutes |
Billable Time | 30 minutes M
Description

Assisted customer with oil change.

oK || Cancel

VIEWING CASES

View open cases by team
regardless of queue.

View: | Active Major Cases L * .. . oo eaorco

System Views
Active Cases
Active CSS Central Cases
Active CS5 East Cases
Active CS5 West Cases
Active EFM Driver Team Cases
Active Major Cases ol
Active Premier Cases e T
All Cases 13/14/2006 Maices Ermbaay Unessign... mM.
My Active Cases 11142006 ators Emiay Unzsson... R
My Resolved Cases m LG Morers Emow Lozssn.. (M|
Resolved Cases P etmrxiig voices 11/14/2006 Majors Ebcay Unessi.. CRM
HyEvaﬁizsases Drver viclstians 11/14/2006 Majors Embay Unzesan...  SRM|
%m ‘;UF!.Zzle:ted. . I Poge 1 -’
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