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Introduction

Customer Care is issue management for LiveLink: it enables your organization or project to process and
to manage issues, such as comments, complaints, inquiries, etc. in an efficient and optimal fashion.

What is an issue?

Issues can be defined as follows:

Issues are unplanned activities, project and business situations that affect business processes (of the
customer) and/or project goals. They originate from the roll-out of projects and / or day-to-day business (of
customers). If no action is taken, these issues get delayed and will endanger the general roll-out schedule
or affect the results of the (customer) business process.

Almost every organization faces issues and debates if and what actions to take, and sometimes is not
even aware of these issues. Issues such as: questions, complaints, concerns, suggestions, requests for
change, problems, barriers, risks, failures, incorrect actions or activities, etc.

Typical application fields of Customer Care are:
T Help desk

i Complaint management

T Customer services

T Issue management in projects

i Quality & Product improvement
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Web Interface: Improved Navigation and Usability

In release 951_1 0, The Customer Care Interface is updated again to take advantage of the enhanced
capabilities of the latest Web Browsers and LiveLink 9.5.1 as well. The changes have improved the visual
layout of the Customer Care interface. To present the available Customer Care functionality (and nothing
else) in an efficient and usable way (fewer clicks to perform functions), an own interface is designed.

Home | New query | Running queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Retail Services Helpdes) | \ ( \ |

Customer will change to CC 951_1_00 in the coming New version for Customer Care New employee

month Milestre has developed a new version of Customer Care for At November, 1st 2006 a new employee will join Milestre
In the first week of December 2006, customer will move to Livelink: CC 951_1_00
the new version of CC

Figure 1 Customer Care - Opening Screen
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Issue tickets: automatic name generation

Adding a new issue (request, call, complaint etc.) is easy by simply pressing a menu-item. In the following
imagemenu-i t em ONew queryo6 is shown as an exampl e.

m | New query | Ruhning queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Customer will change to CC 951 i New version for Customer Care New employee

month Milestre has developed a new version of Customer Care for At November, 1st 2006 a new employee will join Milestre
In the first week of December 2006, cus' Livelink: CC 951_1_00
the new version of CC

Creation of a new issue

Figure 2 Customer Care i New Issue

When a new issue is added, different actions are handled automatically. First of all an issue is created.
This issue will get a name that is based on a number, generated by a so-called number generator. The
format of the number can be modified.

Besides of that a workflow is initiated to handle the issue conform the defined procedure. The first task in
the workflow is activated. Now the details of the issue can be defined.
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ew query | Running queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Retail Services Helpdesk CUSTOMER CARE

administrator - Version - 951_1_00 FOR LIVELINK

Livelink & Version 9.5.0, Copyright © 1995-2005
Open Text Inc. Al rights reserved.

date: & |

HEEHEeE

Automatic generated Issue Name

<None= LI Query subtype: (& |<Nnne> LI

AT =1
First task of workflow is initiated =l
| [
Task Attributes
Next step: m
Action: Update | SendOn | |Delegate task | Delegate all tasks |

Figure 3 Customer Care i New Issue

Actually when a new issue is added, also an issue dossier (folder) with the same name as the issue itself
is created in which all information, related to the specific issue, can be stored. Besides of the issue seven
other objects can be added to this issue dossier: Discussion to handles discussions around the issue,
Logbook to log relevant information apart from the standard issue attributes, Tasklist to activate new task
separately from the defined workflow procedure, Business Contacts to store contact moments with a
customer, documents, aliases and urls.

Home | New query | Running queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Retail Services Helpdesk CUSTOMER CARE Livelink ® Version 9.5.0, Copyright @ 1995-2005
administrator - Version - 951_1_00 EOR LIVELINK Open Text Inc. Al rights reserved.
Dossier
Dossier : 02006 0000 Add ttem hd
/\ Add ttem
7T N CCS Alas
CCS Busi Contacts

CCS Discussion
; ocument
CCS Logbook
CCS TaskList
CCS URL

0 tems 1,

E‘ Q2006112300002 )

Nt

Standard issues objects that are created
automatically when adding a new issue

Add other related information to
the issue

Figure 4 Customer Care ilssue Dossier
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Issue classification

Customer Care supports a customizable classification system for Issues. This classification system is
hierarchical structured to classify issues at different levels. In following image two classification levels are
shown as example: Query Type and Query Subtype

Home | New query | Running queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Retail Services Helpdesk L U S l L) '\/‘l k'_ l{ (. .A 1{ l

administrator - Version - 851_1_00 FOR LIVELINK

Livelink & Version 9.5.0, Copyright © 1995-2005
Open Text Inc. All rights reserved.

Log
Process Query: 2006112300002

Query owner: & |adm\nistratur B EK aate: & I LI |23 j' IZDDBLI
Customer name: (& I B
Customer Address: (& d

P— 7
Query type: & <None= =] Query subtype: & [<None> =]
How received: [\ <ND"E_’

Defectives
Additional inform. & / =]

E

Task Attributes Query type
Next step: |<Nune> ~|
Action: |Update ”Send On ”Delegate task I |De|egate all tasks I

Figure 5 Customer Care - Issue classification

Based on the selected Query Type the Query Subtype list is filled.

Home | New query | Running queries | Running claims | Reports | Tasks | Closed dossiers | Performance | Enterprise | Reassign Tasks

Retail Services Helpdesk L U S l L) '\/‘l k'_ l{ (. .A 1{ l

administrator - Version - 851_1_00 FOR LIVELINK

Livelink & Version 9.5.0, Copyright © 1995-2005
Open Text Inc. All rights reserved.

Log
Process Query: 2006112300002

Query owner: & [aeministrator BX date: & | = [23=] [2008 =]
Customer name: (& I B
Customer Address: (& d

Query type: & [invoices =] Query subty <None>

How received: /i |<N one= LI ;‘l‘::li:t error

Invoice reprint request

Additional information: (&

Pricing error
Re-date invoice
WAT error

Task Attributes
Next step: |<Nune> vl
Action: |Update ”Send On ”Delegate task I |De|egate all tasks I
Figure 6 Customer Care - Issue subtype classification
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Besides of the classification of the issue it is also possible to specify the responsibility for handling of the
issue. A responsible user can be connected to the lowest classification level. When this classification is
selected, the first task in the workflow will be redirected to the responsible user.
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Issue handling: Usage of LiveLink workflows

Each issue will be handled conform a specific procedure. This procedure can be defined in a LiveLink
workflow. It is even possible to define an escalation procedure in the form of a sub-workflow.

. -~ Workflow Map: P e FOWERED B
MQ Query Workflow Map | Thursday, 11232005 | Livelink
Personal -~ Enterprise - Tools - Help -
® Painter = My Workspace = Workspace # settings Contents
Save My Home Users & Groups For This Page

| =[5 Query Workflow Map |v |E|

BT 228G &E8d

T

<

Start Step  Process Query  Evaluate processed Query follo

=)

Claim Sub-workflow

Transfer Query

ce!

Close Query

[

Definition of workflow in standard
LiveLink environment

¥
«| | -

Livelink & Version 9.5.0, Copyright © 1595-2005 Open Text Inc. All rights reserved.

Figure 7 Customer Care i Definition of Issue Handling Workflow

When a new issue is created, the workflow is initiated and the first step of the workflow is placed in the
task list of the responsible employee.
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First task in workflow

Figure 8 Customer Care i Initiated task in task list

The task in the task list can now be activated and all information related to the issue it self and its position
in the workflow can be changed. All the necessary information is available in one overview.

The user can decide which way to go in handling the issue by defining values for the available workflow
attributes.

Issue specific information:
issue attributes

Figure 9 Customer Care - Activated task

Workflow specific information:
workflow attributes
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