Creating CRM Tickets
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Click the ‘Add’ button.

2. For customer contacts: From the main menu select Sales -> Customers. Locate the customer
and select the ‘Detail’ tab.

For supplier contacts: From the main menu select Purchasing -> Suppliers. Locate the
supplier and select the ‘Detail’ tab.

. T
[cd Customers = B 8% |
[ Customner Statistics | & Item Pricing | &% Descriptor Pricing | £ Custemer Types | (2 Customer Regiens | £} Customer Codes | ZF Customer Shipping Metheds | [ Customise 7]
List  Detail { { > W W
Close
Customer Contact Details
Phone Fan Mabile ] Add
Cuslomer Printout Mame 07 839 3043 021 521 847 g
APG Architects ‘Wwiebsite Email :
Postal Addiess ———eo K.emn PGarchitects com Ly
P O Box 206 Customer Style Primary Cantact x
Custamer - | |Keiin Hoad Ve
Gij Related
General | Pricing & Irwoicing | Defaults | Dutputs ]
Billing Cust =] Reports
City |Hamiton State Iz CRE G

3. To remove a Primary Contact, first delete the name that is in the Primary Contact field.

Click on the pencil-on-paper icon to the right of the Primary Contact field; this opens up the
Contact Master table, filtered for the customer/supplier you are viewing.
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Click ‘Add’ to add a new contact, click ‘Delete’ to delete the contact you have highlighted.
To edit, double click on the contact you have highlighted, or click the ‘Detail’ tab at the top.
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7. Edit the information as required (note: the Contact Name field is the unique field for the

contact and cannot be changed once it has been saved).

Click the ‘Save’ button and ‘Close’ button to close the Contacts screen.

9. Back at the customer/supplier ‘Detail’ screen, click on the magnifying glass and select a new

Primary Contact.
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10. ‘What Type of Call’ section: Populate as appropriately

11. ‘Call Relates to’ section: If this is not just a ‘Call Only’ ticket you have the option to link this

ticket to one of seven systems
a. Job Order

Sales Order

Iltem

Customer Asset

Company Asset

Purchase Order

@m 0o 0T

Sales Invoice

Prepared by SOLUTION MANAGEMENT
Ostendo 15/10/2021

102

Page 2 of 4



Creating CRM Tickets

12. ‘Call Notes’ tab: Allows you to enter a detailed note relating to the ticket.

Call Notes ;b_\_gt_\_pr_v__\r_v_[o_g_r_'ngl\gr;" Call Resolution Information H Service Level ” Semvice Response ” Standard \nfolmallon” Time: L\nel

13.  ‘Action Information’ tab: Allows you to assign employee to specific tasks and also capture

when these tasks have been completed.

Call Motes | Action Infomation | Call Fiesolution Information | Service Level | Service Fesponse | Standard Information | Time Line |

Resolution Cade =]

14. ‘Call Resolution Information’ tab: Allows you to document the resolution.

| Call Nates " Action Infarmation " Call Resolution \nlolmallon” éS_gr_y_lc___e !:e__\_qe_[H Service Response H Standard Infarmation " Time: Lmel

Service Agresment Severity Level
A

Motes

15. ‘Service Level’ tab: Allows you to document the service level requirements.

| Call Notes | axtion Informaion | Call Resolution Information | Service Level| Service Frespanss | Standard Informaion | Time Line |

Planned response Time | Planned Duration  |Actual Responge Time  [Actual Duration | Comment
501 L

18410/2021 05:01 5.00 (Hours)

. Completed 2041042021 09:01 16.00 [Hours]

16.  ‘Service Response’ tab: Allows you to document the service response.

Prepared by SOLUTION MANAGEMENT
Ostendo 15/10/2021

102

Page 3 0of 4



Creating CRM Tickets

| Call Mates " Action Infarmation " Call Resolution \nlolmallon” Service Level H Service Responze H ;ﬁ__tqr_'\q__ar_g I_pfg_lm,a!_\_or_’fll Time: L\nel

130.00

Manual Probabiliy %
Calculated Probability %
Responsibility

Strengths

Wesknesses

17. ‘Standard Information’ tab: Allows you to capture a set of standard information related to the

ticket.

" CallN ules‘”’ Action \nfolmallon‘”’ Call Resolution Inlormatlun‘”’ Setvice Leve\‘”’ Service Hesponse‘"’ Standard \nlolmallon‘” ;T__!_n'!g |:_II’_V_§|

Uu;uu-ii 22:46:45 21:33:31 20:20:17 19:07:03 17:53:49 16:40:34 15:27:20 14:14:06 13:00:52 11:47:38

18. ‘Time Line’ tab: This displays the time line of the various events that you have identified in the

previous screens.
19. When you have completed entering the appropriate data then click the ‘Save’ button.
20. Click the ‘Close’ button to close the CRM ticket.
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