Buttons and Shortcu

Managing Call Records ‘

New Journal CTRL+J
New Assignment CTRL+A
Go to Call ID CTRL+G
Place Call on Hold CTRL+H WP
Add to My Hot List CTRL+M
Refresh Call Record CTRL+F5
Move Between Call Groups  CTRL+TAB
Toggle Upper & Lower Pane F6
. /
V Managing Customers ‘
Change Customer Type CTRL+T
Customer Search 83\

Limit Call History
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Help F1
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Getting Help
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HEATBoard

HEATBoard, AutoClose

HEATBoard, New Issue

HEATBoard, Open Group

\.

HEATBoard, Issue Details

HEATBoard, Link Current Call

HEATBoard, Current Call Info

CTRL+ALT+C

y

Reports
Run Call Ticket Report
Run Crystal Report

Run/Edit Report Shortcut
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CTRL*ALT+R |

CTRL+SHIFT+D

CTRL+ALT+D

B
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' AutoTasks
Quick Assignments
Quick Calls

Quick Journals

PO Calculator
PO Iltems

Training

HETMNO0044
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CTRL+A

CTRL+J
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Simply Powerful™
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Service & Support.

VERSION 8.0

Quick Reference Card
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Call Logging Window

H-
| CALL STATUS
BANNER

Displays information about
the Current Call Record.

) MENU BAR |
LR (el MoveHlCEERA Accesses common
Reply (CTRL#R) | ’V |—Copy (C-I&Lgattached menu functions.
View Mail Groups — Call (CTRL+A)
D\‘.’JL‘:&J@%@%‘@X?!
New Message (CTRL+M)J Delete (DEL) il J ' CallLogging - [Work Group - 1 of 1]
New Folder Refresh Messages (CTRL+E) @ Ele Edit View Group Customer® Soltion  Accessory  Repgrt  AutoTask
Create Journal (CTRL+J) P APVL KRV LA BT eE 4P
VieW Broadcasts (CTRL+B) _tE’_ - — Xi Ca\IID: 00000042 Stopwatch:
CalllD: 00000042 &

SUPPORTMAIL
TOOLBAR (F11)
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Call # 00000042

=& Call Info
-0 CalType: PC Incident |
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L save CallRecord  Refresh Cal

(CTRL#S)

New Call Record 4
(CTRL*N)

Window  Help

Validate Field (F9)
Quick Close (F10) Spell Check
Abandon Changes q | [ (SHIFT+F9)
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Print Call Ticket (CTRL+P)

New Call Group
Open Call Group (CTRL+0)
Call Record Browse (CTRL+B)

Customer Profile (F5)
r View Contacts
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| Group (CTRL+E)d Customer Configuration 4 |
Display MyHot List Caller History
First Level Support (CTRL+F)
FLS Solution Search

FrontRange Solutions Online Support

CALL LOGGING
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Count: Status:  Closed

- MHendric

ASSIGN HIGHEST PRIORITY

TOOLBAR

Fully customizable, user-
definable toolbar.

- Category: BreakfFix

Employee D |NHendr\c

| First Name |Marcia Last Mame |Hendric

cusTO

MER PROFILE SUBSET)

| - g zﬂi"ﬁw FRERTEES e-mail |MHendric@global.not | PhoneExt |(719) 555-4593 [[7599 |
= B Customer Departrment |Manufacturing | Farility | ‘ Service Level | COLDI
- City: Colorado Springs | (
- State: Colorado Incident I_O STATUS BAR
0 ZIPCode: 80920 | g
O SupportExphate:
INFOCENTER 0 Alert: ASSIGN HIGHEST || *Incident Description Solution Description Resolve in Order Indicator S rtMail
(CTRL+ALT+|) -~ CustType: Employee || Marcia's computer is running very slowly. | had her delete the temp internet files and files from her V Id t F Id F9 |_ UPpO al
) 01 Department: ManuFackur | ternp directory. We freed up over 4GB of space and alidate riel ( )-l Indicator (F11)
O Faility: | computer is running okay again. e T |
Displays the HEATBoard and the Call Map: a i'tEName ‘ HEAT L <
- Fax: |
A ts (0 q S | L .
*J The HEATBoard enables members of a team to post bt [% e HEAT data  Required Field f‘slarlrl':‘.rlﬂg;cf)tm
and read issues from other team members and - [l Customer Caledjchis | *Call Type  PC Incident vl Gause [Low Resources v source name HEATBoard Indicator
receive system-wide information.) Category Break/Fix v| Owner |chris S
(CTRL+ALT+B) | | e s ———{ CALL RECORD FORMS |
« The Call Map is an expandable and collapsible - E= At -l ¥
summary view of the current Call Record.l Clock Mot Running Time Spent E Calculare  Milestones
+ALT+ | E—
(CTRL ALT M) | @ Resume Call COMPLETED Assignrments U‘ Received ‘Chrls |
Send Warning |07/02(2003 [03:13:15pm |
\_ J
|oooozoo [orjosszoos  [o3isisem | Ll
EOFIpIEERy Combined | i Closed | Chris |
[oozoomo  [orjoagzoos [osnsisem | @ \07/u4/2003 |0319:05pm | )
< Il | =] [ ATTACHMENT
Bacall Map | &, HEATRO=rd | @ El Al Lo® (B Deal (1) | [ Assigrment ) |l Joumsl (1) | W B M4 b M TOOLBAR
CALL RECORD ‘ Bl B soreenshataee | Posa7aez2doc | @ | : Display Global Attachments
TAB BAR jallleccrption [HEST Display Mail Attachments

The numbers represent the number of
the corresponding Assignments/Journals
— there are for that call record.

Toggle Lock/Unlock Call (Ctri+L)
r—oggle Grid/Form View

—— Attachments —————

— New Entry

2 E] [Acsllo | (B Detail (1) ] F Assignment (3 HE dd PM
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The Detail form shows
information specific to
the type of issue entered
into Call Logging.!
(ALT+2)

\

The Assignment form
shows information about
the person/group
assigned to the issue.l
(ALT+3)

The Call Log form shows
information about this specific
issue, such as the Call Type
and Close information.l
(ALT#1)

\ — Abandon Record

The Journal form
shows notes or other
useful information
regarding the issue.l
(ALT+4)

‘@ Screenshot.doc | |
L Display Attachment Menu (Add | Edit | Remove)

F03475822 doc

Display Call Transfer Log
Display Activity Log
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Save Node (CTRL+S)
— Abandon Changes
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|[HEAT Tree
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FLS Search
Return to Search
(Ctrl+Shift+S)

New Tree (CTRL+N)
Open Tree (CTRL+0)
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Return to Call Logging
FLS Post Solution
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FIRST LEVEL SUPPORT
l(FLS) TOOLBAR




