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= (lose-the-Loop process overview example

= Possible Hierarchy & Roles

= Repoll survey concept



VOC ACT

INPS - Close-the-Loop process example
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VOC ACT

Group Roles & Hierarchy averview

SUPERVISOR

(SUPERVISOR is also an AGENT with SUPERVISOR ROLE)

TEAM 1 TEAM 2




VOC ACT

Group Roles & Hierarchy overview

TITLE DESCRITPION COMMENT

BUSINESS
TOUCHPOINT

DEPARTMENT

GROUP

SUPERVISOR

TEAM

AGENT

It is a contact point for the customer.
(e.g. POS, Shop, Customer Service or Online)

It contains multiple GROUPs which handle specific services (e.g.
Field Force)

a GROUP is part of a DEPARTMENT and contains multiple TEAMS
(e.g. General Service Residential)

A SUPERVISOR is responsible for more teams and he is therefore
the member of one GROUP.

A TEAM consists of approx. 10-30 employees which handle
customer requests

the AGENT is responsible for handling the tickets / cases for a
specific TEAM and GROUP.

One Business Touchpoint can but must not contain more departments (for example the
DEPARTMENTS “Customer Service & Sales” + “Small Business Sales” are part of the
BUSINESS TOUCHPOINT Customer Service).

The GROUP is leaded by a SUPERVISOR

For example, in Austria the SUPERVISOR is monitoring the performance of his TEAMS and
has no active role.

To monitor the performance, he needs to see the number of open/closed etc. cases in a
specific time for all his TEAMS.

Remark: the SUPERVISOR can also be an AGENT with SUPERVISOR ROLE.

The AGENT is also responsible to handle the tickets of more TEAMS within his GROUP — if
the GROUP contains more than 1 TEAM




VOC ACT :

Repoll Concept ,Rules & Information

REPOOL RULES (Group pre-defined process’s rules)

CLOSED REASON FLAG REPOOL COMMENT

CLOSED — NO CTL NEEDED Flag: O NO-REPOLL survey
CLOSED WITH INFO & APOLOGIES Flag: V REPOLL survey IS TRIGGERED
CLOSED WITH CORRECTIONS Flag: V REPOLL survey IS TRIGGERED
CLOSED W/O ANSWER Flag: O NO-REPOLL survey

A Information

= |f “Send Repoll” is empty “= 0” NO Repoll is send to the customer.

= |f “Send Repoll” is checked “= ¥’ Repoll is send to the customer.

By DEFAULT the system has “Send Repoll = o”, that means if no action is taken NO repoll is send to customer.

If the agent want to send a Repoll SMS he/she MUST manually set the “SEND REPOLL = +".




= Account creation

= |nterface overview

= Ticket handling & statuses

= Task reminder

= (ustomer base management

= Filtering



AGENT ACTIVITIES

Account creation invitation mail & password reset

sandsiv support
VOCACT Staff Password Reset 14:24
Hi vaolkan,

1. Open the invitation mail and start the password reset process by selecting the mentioned link
Hi volkan,

A password reset request has been submitted on your behalf for the helpdesk at https://vocact-al-test.sandsiv.com.

If you feel that this has been done in error, delete and disregard this email. Your account is still secure and no one has been given access to it. It is not
locked and your password has not been reset. Someone could have mistakenly entered your email address.

Follow the link below to login to the help desk and change your password.

» https://vocact-al-test.sandsiv.com/scp/pwreset.php?token=0j 3uGsRcSNCOMQPS0isSAAhIMSwsHNVIirUwwAIb4GRLUMA

Your friendly sandsiv+ Customer Support

2. Enter your business mail address and push

sandsiv+

Please enter your username or email

volkan.uzakgoeren@sandsiv.com

Login

3. Enter a new password and push

Change Password

Confirm your current password and enter a new password to continue

Enter a new password: *

Reset Cancel

4. Welcome to your Team VOC ACT (CTL) tool (team tickets overview)
Training Address: https://vocact-xx-test.sandsiv.com/scp/login.php

Production A

e e i

sandsiv+

Dashboard users

samsiv.com) ey

rasks Tickets Knowledgebase
9 Open (0) (¥ Closed [ New Ticket

Q | (advanced
< Open Tickets

NUMBER  ®  LAST UPDATED + SUBIECT

Thece are 0o tickets matching rour criteri,

Copyright © 2006-2019 A1 Test Ara AllRights Reserved.

ddress: please ask to your Supervisor and/or Customer Experience r

+  PRIORITY

esponsible
oa

n o

Welcome, volkan. | Agent Panel | Profiie | Log Dut

*  DEPARTMENT
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https://vocact-a1-test.sandsiv.com/scp/login.php

AGENT ACTIVITIES

Interface overview

1. Go to your VOC ACT instance and login with your credential

Training Address: https://vocact-xx-test.sandsiv.com/scp/login.php

Production Address: please ask to your Supervisor and/or Customer Experience responsible

Which information do you see at glance?

6verdue

NUMBER

In this moment our department has 3 overdue tickets. These tickets can be my (you find it again

in “My ticket”) OR of an other agent working in my department.

< Overdue Tickets

# DUE DATE

¥ SUBJECT

O I El 00000018 |

14/03/2019 16:00

] The new brand phone of Mr... #

~

Department Open tickets ) O 00000019 14/03/2019 16:00 £ volkan is always annoying with th...
My department(s) has right now Open (4) tickets which are - R — ey Mereuy Account s dis.
. lect: All I
not assigned to an agent. Selectt A1 None Toadle
J
\ | Tickets present in “My Tickets”- AND in “Overdue” view /
<« C o @ @ nhttpl//vocact-a1-testsandsiv.com/scp/findex.php - N D =
/Persona| ”My Tickets” \ S n d siv I Welcome, volkan. | Agent Panel | Profile | Log Out
As agent | have 2 open tickets which need to be closed.
Da oard Users Tfks Tickets Knowledgebase
= My Tickets [l Open (4) & My Tickets (2) B Ovelue (3) (7 Closed [ New Ticket
| i} [advanced] IF Sort «
NUMBER +  LAST UPDATED R —— — _—
= Open Tickets we a«|e]|ls
O 14/03/2019 16:22 & Freddy Mercury Account is dis...
[m] 14/03/2019 15:46 & The new brand phone of Mr.... # NUMBER ¢ LAST UPDATED 4+ SUBJECT ¢ FROM PRIORITY DEPARTMENT +
Select: All None Toggle ] 00000015 14/03/2019 14:06 Customer does not have access oni... Pippo Paperino Aergency Support
NS ~ O 00000023 15/03/2019 15:30 Cable signal at home doesn't work Bob Marley High Support
Greview Ticket (push on Ticket,s NUMBER) \ O & 14/03/2019 16:02 Mobile phone is not working < 7 Volkan Uzakgoeren Normal Support
POSSlblllty tO see different Ticket’s information in a fast Way O Eoogpoo17 14/03/2019 15:43 No account on My Al Internet page Volkan Uzakgoeren Low Support
4Ut|||$€ thIS view to Ticket #00000023: Cable signal at home doesn't @ Select: All ffpne Togdle
. work
access d|rect|y the J—‘ Page: [1] Export Showing 1 - 4 of 4
. . = Ticket Summai
different Ticket’s "
i i Ticket State: Open — High
Settlngs & OptIOnS, Created:  15/03/2019 15:30 —
. Due Date:  16/03/2019 17:00 Priority
(i.e. Thread, Reply, | ..o . - : e
) Assigned | zcsigned - The ticket Priority level plays a role in the visualization of the
ASSIgnI etc') From: Bob Marley Bob@Marley.com tiCketS Onl .,
Department: Support Lickets only.
Help Topic: _ Close The Loop - CTL Tickets with an higher priority are visualized at first in your list.
\ Thread (1) Reply =~ Assign Transfer Post Note = Edit Ticket )
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AGENT ACTIVITIES

Manually ticket creation & new customer creation

1. Select “New Ticket” 2. Enter Customer (User) information and select [AGERVES

&« (& ‘Q‘ oF* https://vocact-a1-test.sandsiv.com/scp/tickets.php?status=open Lookup or create a user

- ©® Search existing users or add a new user.
San S Iv I Search by email, phone or name

Dashboard Users Tasks Tickets Knowledgebase Create New User:
] Open (0) = Close»l} New Ticket Email Address: Volkan. XX B X000 COM
( 3 Volkan Usooxsaomany
|. Q | [advanced] Full Name olkan
Phone Number: 0041 76 381 xx xx Ext:

2 Open Tickets

Internal Notes: 9 aAa B I u A 1

5

New customer creation test on 12.03.2019
NUMBER # LAST UPDATED # SUBIECT

There are no tickets matching your criteria.

Reset Cancel

([}
N
iil
"
iil

(=]

Remark: if the
Customer (User) is
already in your

customer base you
can use the “search
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AGENT ACTIVITIES
Manual ticket creation (1/2)

1. Complete the fields according your needs

<) C @

Dashboard

@ & httpsyvocact-al test.sandsiv.com/scp/tickets.php?a=openfuid=5

sandsiv+

Users Tasks Tickets Knowledgebase
[ open (0) [ Closed [ New Ticket

Open a New Ticket

User Information:

User:

& Volkan Uzakgoeren <volkan.uzakgoeren@gmail.com>

Ticket Information and Options:

Ticket Source:

Help Topic: Close The Loop - CTL [v| * <

Department: Support E <

SLA Plan: Default SLA (48 hours - Adtive) |~| <

Due Date: 15/03/2019 = 17:00 ME | Lime is hasad op your Hme zone (GMT )
Assign To: — Select an Agent OR a Team — zl:

Ticket Details:

Phone v| *

3 Change | «¢

User Information: check customer (user) information for correctness and/or Change them if needed

Ticket source: Phone, Email or Other

<

Help Topic: Group default is Close The Loop - CTL

Department: please select the department where the ticket has to be address to

SLA Plan: Default SLA (48 hours — Active)

Remark: since during this “simulation” I’'m working in the Support | decide to assign the ticket to the Support
department

|—Due date & time definition if needed

Please Describe Your Issue

Issue Summary:

< 9 ha B I

Phone is not working *

U A @A &5 = o=E = &= @ B BE ©

Customer arrived to our shop and his phone was not working

Assign the ticket to a Team or an Agent within your Department (reference to “Group Roles & Hierarchy
overview”

Remark: if no selection is done the ticket is assigned to your team (team tickets overview)

[«—— Describe customer issue with an adequate Issue Summary (Title) and text. Attached file(s) if needed.

Priority Level: Low, Normal, High or Emergency

@® Drop files here or choose them
Priority Level: Normal v | <
Send Repoll: [ <

Repoll Option: please refer to slide 6 “Repoll Concept ,Rules & Information (Group directives)”
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AGENT ACTIVITIES
Manual ticket creation (2/2)

1. Complete the fields according your needs

Response: Optional response to the above issue.

Canned Response: — Select a canned response — ~ | [Append

O 5 = = = /= @ 60 B ©® = —

<> 9 A B I U A

Initial response for the ticket

Canned Response settings and message possibility. If no selection is done even with ticked box the customer

® Drop files here or choose them

will NOT receive any canned mail.

Ticket Status according Group CTL Process statuses (New Ticket = Open)
—Signature: create and apply your Department Signature (if set)

— Internal Note recommended in case of assignment to an other agent or team

Sarvs: Lopen “ <
Signature: ® None O Department Signature (if set) <¢

Internal Note

<> 9 A B I U A A 5 = = = &= B O B & = —

Optional internal note (recommended on assignment)

Open

Reset

Cancel

2. Acknowledge the ticket creation by pushing Open

2020



AGENT ACTIVITIES

Manual ticket creation confirmation & Assignment to an Agent

1. Select “Open” to see all YOUR Department open tickets and select the Subject to open it 3. Add a comment and acknowledge the ticket assignment by pushing M

e A of Yot sandsn.com . - - 2% + @D = = -
[mimicine] Ticket #00000013: Assign to an Agent ®
sands|v+ Welcome, volkan. | Agent Panel | Profie | Log Out
Assignee: *
rd users Task Tickets Kno volkan uzakgoeren ~
Closed [ New Ticket
@ | [advanced] IF sort ~ 1 A B I U A @A 5 = =E = = @
= Open Tickets m-| (a-| (2] [
Dear Volkan.
NUMBER *  LAST UPDATED ¢ SUBJECT *  FROM *  PRIORITY * DEPARTMENT * thanks to care about this ticket.
O 5 ooooe01s 12/03/2015 16:26 one s not working Volkan Uzakgoeren Normal Suppor
Select: &1l Home Tagale
Page: [1] Export Reset Cancel

2. Open the ticket & assign it to an Agent or to a Team
Remark: Claim is an auto-assignment function, it directly assigns the ticket to yourself (My Tickets).
[#] Transfer offers you the possibility to assign the ticket to an other Department.

0 sandsiv+

« ¢ @ D

4. Ticket appears now in the personal “My Tickets” box of the agent you assigned the ticket

<« c o @ @ httpsi//vocact-al-testsandsiv.com/scpytickets.php?status=assigned

_ Dashboard Users Tasks Tickets Knowledgebase
@ sandhsivoom . g -9 @ =
5 - (# open (0 My Tickets (1) (7 Closed [ New Ticket
sa nd s |V+ Wekome, volkan. | Agent Panei | Profe | Log Out
| 4 Q \ [advanced]
Dashboard Users Tasks Tickets Knon base

Closed  [b Wew Ticket

= My Tickets

< Ticket #00000013

- #lla-m|le

Phone is not werking

satus: open users & Volkan Uzakgoeren (5) NUMBER ¢ LAST UPDATED - SUBJECT ¢ FROM
Priority: Normal Email: volkan, uzakgoeren@gmal.com

Department: Sugport source:  phane O & 00000013 12/03/2019 16:26 Phone is not working

Create Date: 12/03/2019 16:26

= 2 Volkan Uzakgoeren
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AGENT ACTIVITIES
Personal tickets "My Tickets”

1. Select “My Tickets” to see your personal assigned tickets and open the assigned ticket by
selecting the NUMBER or SUBJECT

(&) c @ @ @ https;/fvocact-ai-test sandsiv.com/scp/tickets.php?status=assigned
sandsi
Dashboard Users Tasks Tickets Knowledgebase
3 open (D»My Tickets (1) [ Closed [ New Ticket
| 4 Q \ [advanced]

2 My Tickets

NUMBER % LAST UPDATED ~ SUBJECT % FROM
A

00000013 12/03/2019 16:26 Phone is not working 2 2 Volkan Uzakgoeren

Select: All None Toggle

Page: [1] Export

2. Open the assigned ticket and start the “Tactical” TNPS Loop Process exercise (next page)

Remark: if you need to change some of the ticket information/settings (incl. REPOLL OPTION) you

can Edit the ticket in any moment

L @ @ bitps:fvocaci-a1-test sandsivioom/scpickets o
dsiv
Dashboard users Tasks Tickets Knowkedgebase
(Popen (0) & My Tickets (1) (9 Closed B New Ticket

= Ticket #00000013
Phane is not working
sttus: open

Priority:  Normal
Depanment: support

Create Date: 12/03/2019 16:26

volkan uzakgosren

SLA Plan:  Default SLA
Due Date:  15/03/2019 17:00

Ticket Details
DO NOT Send Repall: No

a —-9a o

Welcome, volkan. | Agent Panel | Frofile | Log Out

@ ERERE |’>?,.

ser: & Volkan Uzakgoeren (5)
Email; volkan, Lzakgoe ren@gmail.com
source: Phone

Help Topic:  Close The Loop - CTL
Last Message:  12/03/2018 16:26
Last Response:

Ticket Thread (2) Tasks

Customer arrived to our shop and his phane was. not working

# Created by wolkan uzakgoeren 03/2019 16:26
wolkan uzakgoeren posted 12/03/2019 16:34  Ticket claimed by vokan uzakgoeren

Dear Volkan,
thanks to care about this tcket.

volkan uzakgoeren claimed this 12/03/2019 1

4icket history panel (Thread)

In this section (Ticket Thread) you can see the
whole history of the ticket.

(i.e. opening, Assignment, Tasks & Actions,
Status changes Overdue time, etc.)
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VOC ACT

“Tactical” TNPS Close-the-Loop Process exercise

Check customer

base history

Trigger(s)
- 0-3 detractors
- 4/10 churn alerts

Alert triggered

VOC
ACT

Set Ticket
HEW
“in progress”

Create customer case to
forward

Set Ticket status
“forwarded”

Create Task-reminder to
check forward status

Select & Open alert in
“My Tickets” and
sort by open date

ascending

Collect customer
issue info

Call to
inform
Cust. about
status?

AGENT
CTL

A 4

Try call to inform
(optional)

EXTERNAL
SUPPORT

Must be

forward
2nd Jevel?

Forwarded
to CRM?

Case forwarded
by CRM

Update call-back track
“info and apologies”

Close with correction

Set Ticket status

Set Ticket status
“2nd Call attempt Done”

Create Task-reminder to
check call back status

Set Ticket status

Create Task-reminder to
check call back status

Set Ticket status
“1st Call attempt Done”

Call-back
(1st Call attempt
Done)

Answer
available?

Need to
call back?

Discuss with

customer
Forwarded
via e-mail?

Discussion
enough?

Case forward via

e-mail
Can agent
solves it

Open forwarded-
task and check
status

Process issue
and solve it

alone?

Resolution Task solved

/~  Set Ticket status ™\

R oo 4

Call-back
(3rd Call attempt
Done)

Call-back
(2nd Call attempt
Done)

Answer
available?

Answer

EVEUEL] S

Check and close
Ticket’s created
Tasks

Check and close
Ticket’s created
Tasks

Check and close

Ticket’s created
Tasks
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AGENT ACTIVITIES
Open Ticketin "My Tickets™ & set Ticket status to “In Progress”

1. Open the assigned Ticket in “My Tickets” and start the “Tactical” TNPS Loop Process 2. Change Ticket status to “In Progress”

<« Cc @ @ @ httpsy//vocact-a1-test.sandsiv.com/scp/tickets.php?id=14 sandsiv+ Welcome, volkan. | Agent Panel | Profte | Log Out
L Dashboard Users. Tasks Tickets Knowledgebase

sandsiv+ e

< Ticket #00000013

Dashboard Users Tasks Tickets Knowledgebase Phone is not working
[ Open (0) & My Tickets (1) [ Closed [b New Ticket Status: Open user: & Volkan Uzakgoeren (3)
priority:  Normal Email: volkan. uzakgoeren@gmai.com
= Ticket #00000013 Department: Support Source: Phone

Create Date: 12/03/2019 16:26
Phone is not working

Assigned

e volkan uzakgoeren Help Topic:  Close The Loop - CTL
Status: Open User: & Volkan Uzakgoeren (5) SIA Plan:  Defauk SLA Last Message:  12/03/2019 16:26
Priority: Normal Email: volkan. uzakgoeren@gmail.com Due Date:  15/03/2019 17:00 e e e

Department: Support Source: Phone

Create Date: 12/03/2019 16:26

volkan uzakgoeren Help Topic: Close The Loop - CTL
Last Message: 12/03/2019 16:26
Last Response:

Assigned
To:
SLA Plan: Default SLA

Due Date: 15/03/2019 17:00

3. Give an appropriate message and save with m

Ticket Details

DO NOT Send Repoll: No .

—_— Open Ticket #00000013 ®
| Ticket Thread (2) | Tasks

Customer arrived to our shop and his phone was not working § A B I U A 5 = = o

# Created by volkan uzakgoeren 12/03/2019 16:26

| (Volkan) started to work on this ticket

volkan uzakgoeren posted 12/03/2019 16:34  Ticket claimed by volkan uzakgoeren

Dear volkan,
thanks to care about this ticket.

<& volkan uzakgoeren claimed this 12/03/2019 16:34 Reset Cancel
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AGENT ACTIVITIES

Execute 1st call (no answer available) & Create Task-reminder

1. Check status change in your Ticket history panel

Ticket Thread (3)

Volkan Uzakgoeren posted 12/03/2015 16:26

Customer armived to our Shop nd Nis pRonE Was ot working

7 volkan uzakgocren

volkan uzakgoeren
volkan uzakgoeren posted 12/03/2019 16:54  Status ©

I {olkan) started to work on this ticket

.’. P

© Ticket status changed to In Frogress

2. Check customer base history in your CRM system and collect customer issue information
3. Call to inform Customer about status => NO

4. Must be forward 2nd level (by CRM) => NO

5. Need to call back => YES

6. Call-back the customer (1st Call attempt done)

7. Answer available => NO

8. Open "Tasks” tab and create your Ticket Task-reminder. Select Add New Task

Welcome, volkan. | Agent Panel | Profie | Log Out

sandsiv+

Dashboard Users Tasks Tickets Knowledgebase
[P Open (0) & My Tickets (1) (7 Closed [ New Ticket

© Ticket status changed to In Progress
2 Ticket #00000013

Phone is not warking

Status: In Progress users
Priodity:  Nomal Emait: volkan.uzakgosren @gmal.com
Source:  Phone

Department: Support
Create Date: 12/03/2019 16:26

Help Topic:  Close The Loop - CTL
Last Message: 12/03/2019 16:26
Last Response:

;‘:‘_‘9""’ volkan uzakgoeren

SLA Plan:  Default SLA
Due Date:  15/03/2019 17:00

Ticket Details

DO NOT Send Repolly No
i ket docs PP eny s ‘ ]
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AGENT ACTIVITIES
Create Task-reminder & Set Ticket status to " 1st Call attempt Done”

1. Complete needed fields and select

Ticket #00000013: Add New Task ®
Please Describe The Issue
Title: *
Call back customer (Task-reminder)
Description: *
<> 9 A B I U A @A 5 =E =E =E = B B H © F —
Customer called (1st attempt) but NO answer available.
Therefor | create this "Task-reminder”.
Drop files here or choose them éSk'V'ISIblllty &.ASS|gnn"ent \
Possibility to assign the ticket to
Task Visibility & Assignment an other Department and/or
Department: * Assignee: Agent and to define the Due Date
Support E| volkan uzakgoeren E| Of the t|Cket
Due Date:

16/03/2018 [ | 165 |v| (CET)

Reset Cancel

Create Task

. )

2. The new created Task appears now in the ticket “Tasks” list

Ticket Thread (3) Tasks |

All Tasks (1) / Task #6
Call back customer (Task-reminder)

» Customer called (1st attempt) but NO answer available.

Therefor I create this "Task-reminder”.

#  Created by volkan uzakgoeren 12/03/2019 17:02

[ 4] volkan uzakgoeren claimed this 12/03/2019 17:02

3. Change Ticket status to “1st Call attempt Done”

< Ticket #00000013

Phone is not working
Status: In Progress.

users & Volkan Uzakgaeren (5)
prioritys  Normal Email: volkan uzakgoeren@gmal.com
Departments Support Source:  Phone

Create Date: 12/03/2015 16:26

Assigned y51can uzakgoeren Help Topic:  Close The Loop - CTL
AT e Last Message:  12/03/2015 16:26

Due Date:  15/03/2013 17:00 ()

4. Give an appropriate message and save with m

Open Ticket #00000013 @

Status: | 1st Call attempt Done E| g

1 Aa B I u A & = =

‘
il
.

iil

(=]

I (Volkan) called the customer a 1st time but NO abswer

Reset Cancel
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AGENT ACTIVITIES

Znd Call attempt & new Task-reminder creation

1. Check status change & message in your Ticket history panel

Customer arrived to our shop and his phone was not working
7 Created by Fvolkan uzakgoeren 12/03/2019 16:26

volkan uzakgaeren posted 12/03/2019 16:34  Ticket claimed by volkan uzakgoere

Dear Volkan,
thanks to care about this tickes.

€ [volkan uzakgoeren claimed this

volkan uzakgoeren posted 12/03/2019 16:54  Slalus ©

1 (volkan]) started to work on this ticket

#  Flvolkan uzakgoeren changed the status to Tn Progress 12/03/2019 16:54
volkan uzakgoeren posted 12/03/2019 17:08  Status Changed
1 (volkan) called the Customer & 15t bime bUt NO abswer,

# [volkan uzakgoeren changed the status to 1st Call attempt Done 12/03/2015 17:08

* © Ticket status changed to 1st Call attempt Done

2. Call-back the customer (2nd Call attempt done)

3. Answer available => NO

4. Open "Tasks” tab and create your Ticket Task-reminder. Select Add New Task
sandSiv+ ‘Welcome, vollan. | Agent Panel | Profie | Log Out

Dashboard Users Tasks Tickets Knowledgebase
9 Open (0) & My Tickets (1) 7 Closed [ Mew Ticket

[ micket status changea to 15t cat attempt Done

< Ticket #00000013 wln m-a-le|a-] | 8-
Phone is not working

Status: ist Call attempt Done users & Volkan Uzakgoeren (5)

Priority: Normal Email: volkan.uzakgoeren @gmat.com

Department: Support Source:  Phone

Create Date: 12/03/2019 16:26

Assigned o0 wzakgoeren Help Topic:  Close The Loop - CTL
e — Last Message: 12/03/2019 16:26
Due Date:  15/03/2019 17:00 e
Ticket Details
DO NOT Send Regl; o
Tickat Threa Tasks (1)
showing 1 - 1 o1 1 ok e
NUMBER DATE sTATUS e DEPARTMENT ASSIGNEE
o 6 12/03/2019 17:02 open Call back customer (Task-remindar) Suppart 8 vokan uzakgoeren




AGENT ACTIVITIES

New Task-reminder creation & Set Ticket status to “2nd Call attempt Done”

1. Complete needed fields and select

Ticket #00000013: Add New Task

Please Describe The Issue
Title: *

Call back customer (Task-reminder)

Description: *

<> 9 s B I U A RA & = = = = @ G = -

Customer called 2nd time but NO answer available.

Therefor | create this "Task-reminder” for the 3rd call attempt.

@ Drop files here or choose them TaSk_V_Islblllty &_ASSIEnn:‘ent

Possibility to assign the ticket to a

Task Visibility & Assignment other Department and/or Agent
Department: * Assignee: and to define the Due Date of the

Support ~ volkan uzakgoeren

Due Date:
16/03/2019  [7] | 17:00 || (CET)

ticket.

Reset Cancel

Create Task

2. The new created Task appears now in the ticket “Tasks” list

DEPARTMENT

ASSIGHEE

3. Change Ticket status to “2nd Call attempt Done”

= Ticket #00000013

Phone is not working
Status: 15t cabsrampt oo
Priority: Normal
Departments Support

Create Date: 12/03/2019 16:26
Assianed . on ursigoeren

SLA Plam:  Default SLA
Due Date:  15/03/2019 17:00

user: & volkan uzakgoeren (5)

Email; volkan.uzakgoe reni@gmail.com
Source: Phone
Melp Topie:  Close The Loap - CTL

Last Message:  12/03/2019 16:26

Last Response:

4. Give an appropriate message and save with m

Open Ticket #00000013

Status: | 2nd Call attempt Done |~ | *

1 A B I u A B 5 =

i
N
il

I (Volkan) called the customer a 2nd time but NO answer

Reset Cancel

.
il

(==

2020



AGENT ACTIVITIES

3rd Call attempt, Discussion with customer & Close Ticket's created Tasks

1. Check status change in your Ticket history panel 5. Discussion enough => YES

Ticket Thread (3)

Volkan Uzakgoeren posted 12/03/2019 16:26 7R 6. Open Tasks tab

7. Select open Tasks

volkan uzakgoeren posted 12/03/2019 16:34

8. Set Task’s status on Close

2. Call-back the customer (3rd Call attempt done)
3. Answer available => YES

4 Discuss with customer

2020



AGENT ACTIVITIES

Close Ticket's Task-reminders & Set Ticket status to “Closed-with info & apologies”

1. Set Task’s status on Close 5. Give an appropriate last message before closing the Ticket and select

Ticket Thread Tasks (2)

Showing 1 - 2 of 2 tasks

NUMBER DATE STATUS TITLE DEPARTMENT ASSIGNEE
=] 7 2/03/2019 17:15 open Call back customer (Task-reminder) Support & vokan
=] 6 12/03/2019 17:02 open Call back customer (Task-reminder) Support

& voke

Close Ticket #00000013 ®

Status: | Closed - with info & apologies |~ *

1 A B I U A @A &5 = =

il
i

= o

This ticket can be closed successfully and the customer is now happy )

2. Give an appropriate reason for closing the Ticket’s Tasks and select m

Close selected tasks ®

[ Are you sure you want to CLOSE selected tasks? ]

Reset Cancel Close
9 4 B I U A A 5 = = = = ©

| was able to speak with the customer and | solved the issue

6. Ticket status changes and the amount in “My Tickets” decreases/disappears from your User
Interface

sand s iv Weicome, volkan. | Agent Pansl | Profie | Log Out
Reset | | concel [ suome | +
O S

(5 open (0) ' Closed [ Mew Ticket

[[© Ticket #00000013 status changed to Closed - with info & apologies

3. Ticket’s Tasks Status change to “closed” = My Tickets
ket Thread (5 Tasks (2) NUMBER 4 LAST UPDATED ¥ SUBJECT 4 FROM *  PRIORITY +  DEPARTMENT .
Showing 1 - 3 of 2 tasks Ot maajraad) (IS oesensix There are no bckets matching your criterie.
NUMBER DATE STATUS TITLE

DEPARTMENT ASSIGHEE
o ] 12/03/2019 1 iosed Call back customes (Task-reminder) (2) G Suppo 8 volkan uzakgoeren
o s 12/03/2019 1 dosed Call back custome (Task-reminder) (2) G Supgort

8 volkan uzakgoeren

7. Update call-back track “info & apologies” in your CRM system
4. Change Ticket status to “Closed — with info & apologies”

sandsiv+ v

Dashboard users Tasks Tickets Knowedgebase
(Popen (0) B My Tickers (1) (¥ Closed [ New Ticket

= Ticket #00000013
Phone is not working
Status: 2nd Call attempt. Dane

T Compliment! Your Ticket is solved and the “Tactical”

o e TNPS Loop Process closed successfully!

Create Date: 12/03/2019 16:26

?:'v"td volkan uzakgoeren Help Topic:  Clase The Loap - CTL
SLA Plan: Default SLA Last Message:  12/03/2015 16:26

Due Date:  15/03/2019 17:00 Last Response:
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AGENT ACTIVITIES

Customers (Users) base management

1. Select Users and use the Search function to find an exact customer (user)

sandsiv+

4. Enter Customer (User) information and select [AGASS3

‘Welcome, volkan. | Agent Panel | Profile | Log Out

Lookup or create a user ®
- T 3 Tickets Rimriedgeac ©® Search existing users or add a new user.
& user Direclorf & Organizations
search by email, phone or name
com - Va d O Add User | | @ Import | @ More = Create New User:
Email Address: *
NAME - staws +  CREATED © UPDATED .
Full Name: *
O eavuc @ Guest 06/03/201 06/03/2019 11:29
o Phone Number: Ext:
[ Internal Notes: 9 aa B I U A @ S5 = = = = o
o
0
O volkon Uzakgomren @ () 02/2018 16:39
Selact: Al Hane Togdls
Page: [1] Export Reset Cancel Add User

2. By selecting the Customer (User) name you visualize ticket’s history and eventually manage
open tickets for that precise Customer (User).

5. Utilise Import function to import a Customer (User) list in the needed format
Create new Ticket button permit to open a Customer (User) ticket directly form this view.

sandsiv+

Dashboard users
2 User Directory & Organiza

= Volkan Uzakgoeren

Name: [# Volkan Uzakgoeren Status: Guest

Email: volkan.uzakgoeren @gmal. com Created: 26/02/2019 16:37

Organization: Add Organization Updated: 26/02/2019 16:39

@ Tickats X Hotes
Showing 1 - 2 of 2
TICKET LAST UPDATED STATUS supIECT DEPARTMENT ASSIGNEE
Flosoosors 12/03/2019 17:47 afo & Phone 15 not workng Support volkan uzakgoe
00000008 5 Clased - with ifo & Mobile phane Is not working s & Support
apolagies

Page: [1] Export

Welcome, vollan. | Agent Fansl | Profile | Log Out

Tasks Tickets
tons

Knowledgebase

@ nngister || @ elats Usar

@ More =

4+ Craate New Ticket

3. Select Add User in case you want register a new Customer (User) in your VOC ACT system

sandsiv+

users

8 user Directory & Organizations

valkan a

User Directory

Tasks Tickets Knowledgebase

Wekcome, volkan, | Agent Panel | Frofile | Log Out

» S| (Sl

Import Users

[# Copy Paste & Upload

Import a CSV File

Use the columns shown in the table below. To add more fields, visit the Admin

Panel -> Manage -> Forms -> Contact Information page to edit the available
fields. Only fields with “variable™ defined can be imported.

Email Name Phone Notes

Jjohn.doe@osticket.com John Doe

Mo file selected.

Reset Cancel

@

Import Users




AGENT ACTIVITIES

Team/Department Ticket's overview & Advanced Ticket Search function

1. Select “sandsiv+” or “Open(#)” functions to visualize your organisation’s open tickets which are
still not assigned to an agent

3. Filter your ticket’s search according different rules and/or save your search criteria for future
identical searches
H Welcome, volkan. | Agent Fanel | Profile | Log Out
» sandsw+ S Advanced Ticket Search ®
< Open Tickets m-llal-l 2 n

O 5100000014

Keywords — Optional Saved Searches
—— Status Open Tickets by Support
Page: [1] Export
: is =
% Open
N o ) Department -
2. Utilise Advanced Search for more sophisticated ticket’s search ,
15 bl
san d siv+ T R
- * support
) open (1) Closed [ Ticket
‘.1 I or - [] Assignee
= Open Tickets | [a]-][e] [ .
] Help Topic
R —— e = b brEEY o e 5
R T— pEp—— e ———— = [ Created
s [ Due Date
| Open Tickets by Support
— Add Other Field — i E
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AGENT ACTIVITIES

Hltering according different hierarchy levels

1. Go to Advanced search

sandsiv+

Welcome, vollan. | Agent Fansl | Profile | Log Out

Dashboard Users Tasks Tickets | Knomedgebase
4 open (1) Closed [ M) Ticket
[advanced] IF sort =
= Open Tickets m-|[al-][2][n
NUMBER ¢ LAST UPDATED o+ susiEct o+ rRoM © PRIORITY  + DEPARTMENT .
Norml support

O #ooosoors 13/0372019 07:54 Volkan Internet is not working Volkan Uzakgoeren

Seleer: A1 None Toggle

Page: [1] Export

2. Select —Add Other Field— and choose for example Ticket/Department

Advanced Ticket Search

Keywords — Optional Saved Searches

Status
Department
Assignee
Help Topic
Created
Due Date

v —Add Other Fiold — Enter a title for the search

Closed Dat [
e

Last Response
Last Message
Source
State
Flags

Custom Forms

Ticket Details
Ticket / Issue Summary
Ticket / Priority Level
Ticket / DO NOT Send Repoll
Ticket / Questionnaire ID
Ticket / Business Touchpoint ID
Ticket / Main Department
Ticket / Department

Ticket / Supervisor Name.

Ticket / Agent Name.
Contact Information

User / Email Address

User / Full Name

User / Phone Number

User / Internal Notes

User / Customer ID
Organization Information

v

3. Save your search criteria for future identical searches

*Advanced Ticket Search

Keywords — Optional Saved Searches

Status
Department
Assignee
Help Topic
Created
Due Date
Ticket Details / Department
is e

| FTRESChannel |

ar

Ticket / Department Enter a title for the search B

4. Searches are only visible on your personal VOC ACT account and not for other users
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AGENT ACTIVITIES
Dashboard Tab/Statistic (Dashboard - Agent Directory - My Profile)

1. Select Dashboard to see all ticket’s trends related to your Department or to you (Agent)

2. Select the curve(s) you are interested for (created, closed, reopened, assigned or overdue) 2. With Vacation mode your name will disappear from the “Assignee” list and nobody can
3. Export the information if needed into an Excel file assign you tickets during your Vacation
SandS|v+ Weicome, volkan. | Agent Panel | Prafie | Log Out

]
Dashboard Users Tasks Tickets Knowledgebase Sa n S I V+
(3 Dashboard & Agent Directory & My Profile

Repart timeframe period: | Up totoday | Rafresh Dashboard Users * Tasks Tickets Knowledgebase
Ticket Activity oy

Dashboard &8, Agent Directo|

3. Utilise My Profile change personal setting concerning your account

My Profile

[ ‘Welcome back volkan! You are listed as 'on vacation' Please let your manager know that you are back.

/=
== My Account Profile
== Y
p & Account Preferences Signature
/‘
-
Py Wi
Statistics
Name:

Staristics of tickets organized by department, help topic, and agent

volkan uzakgoeren

~ . Email Address: volkan.uzakgoeren@sandsiv.com
Bepartment opics Agant
Department Opened Assigned overdue Closed Reopened Service Time Response Time Phone Number: Ext
suppon 8 s 3 2 1 &7 oo Mobile Number:
® Export
Authentication
Username: * vuzakgoeren & change Password
. ) I .
4. Export Ticket's statistic for Department, Topics or Agent
Status and Settings
A B © D E F G H
T T T T T T T [ Show assigned tickets on open queue.
p Opened Assigned Overdue Closed Reopened Service Time Response Time Vacation Mode
Support 8 5 3 2 1 5.7 o

oW

Save Changes 'O Reset @ Cancel

5. Utilise Agent directory in case you need to contact agent from other organisations

san d siv+ Wielcome, volkan. | Agent Panel | Profile | Log Out i

Dashb User s Tickets
3 pasl Agent Director
— ANl Departments — <] [Fitter

tory & My Profile

Agents

NAME ~  DEPARTMENT ¢ EMAIL ADDRESS ¢ PHONE NUMBER +  EXTENSION +  MOBILE NUMBER .
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Agent and Supervisor training session completed.

In the next document’s section we present user relevant
Admin features needed to run your VOC ACT instance as
Admin.
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