
 

   

QueWeb Customer  Care 
Open Source Edition  
Administration Guide  Version 3.0 
 
 
 
 
 
 



Queplix Corp. | Welcome to QueWeb Customer Care 2 

 

TABLE OF CONTENTS 

Welcome to QueWeb Customer Care ................................................................................ 4 

About this Guide ................................................................................................................. 4 

Who Should Read this Guide? ............................................................................................ 5 

Getting Started .................................................................................................................... 5 

Technical Requirements .............................................................................................................. 5 

Application Overview .................................................................................................................. 6 

Application Login ......................................................................................................................... 7 

Access Security ............................................................................................................................ 7 

Application User Interface .......................................................................................................... 8 

QueWeb Graphical User Interface (GUI) ............................................................................ 9 

Main Toolbar ............................................................................................................................... 9 

Search Grid ................................................................................................................................ 11 

Search Grid Toolbar................................................................................................................... 12 

Tools Frame ............................................................................................................................... 12 

Forms Frame ............................................................................................................................. 13 

Standard Operations in Forms .................................................................................................. 14 

Working with Employees .................................................................................................. 14 

Create New or Modify Existing Employee User ........................................................................ 14 

Organize Employees into the Workgroups ............................................................................... 16 

Application Security .......................................................................................................... 18 

Security Architecture Definition................................................................................................ 18 

Access Rights Permissions ......................................................................................................... 20 

Functional Permissions ............................................................................................................. 21 

Managing Security ..................................................................................................................... 21 



Queplix Corp. | Welcome to QueWeb Customer Care 3 

 

Email Queue Administration ............................................................................................. 23 

Administering Email Server Accounts ....................................................................................... 23 

Configuring Junk Filters ............................................................................................................. 25 

Configuring E-Mail Routing Rules .............................................................................................. 25 

General System Administration ........................................................................................ 27 

System Properties ..................................................................................................................... 27 

Managing User Database Locks ................................................................................................ 31 

Setting Up Jobs for Scheduled Execution .................................................................................. 31 

Working with Report Scheduler ................................................................................................ 33 

Setting Up Records Audit .................................................................................................. 34 

Contact Queplix................................................................................................................. 35 

Email Contacts  ....................................................................................................................... 35 

Corporate HQ USA ................................................................................................................. 35 

 

 Table of Figures 

Figure 1 QueWeb login screen ........................................................................................................ 7 

Figure 2 application object hierarchy .............................................................................................. 8 

Figure 3 QueWeb GUI Frames ......................................................................................................... 9 

Figure 4 Main toolbar .................................................................................................................... 10 

Figure 5 Main Toolbar Zoom In ..................................................................................................... 10 

Figure 6Main Toolbar Zoom In ...................................................................................................... 11 

Figure 7 Search Grid ...................................................................................................................... 11 

Figure 8 Interaction Form .............................................................................................................. 13 

 

file:///C:\Users\syaskin\Desktop\QueWeb%203%200%20OSS%20Administration%20Guide.docx%23_Toc163308085
http://titan.queplix.com:88/typo3/alt_doc.php?edit[tt_content][28]=edit&columnsOnly=header, [header_layout | header_position], [header_link|date]&noView=0&returnUrl=/company/corporate-contact.htm?
http://titan.queplix.com:88/typo3/alt_doc.php?edit[tt_content][29]=edit&columnsOnly=header, [header_layout | header_position], [header_link|date]&noView=0&returnUrl=/company/corporate-contact.htm?


Queplix Corp. | Welcome to QueWeb Customer Care 4 

 

WELCOME TO QUEWEB CUSTOMER CARE 

Thank you for using QueWeb Customer Care, created by Queplix. The QueWeb Customer Care 

Open Source (OSS) Edition system is designed to help your organization efficiently manage 

relationships with customers and organize and maintain information which is crucial to all 

Customer Care aspects of your business. QueWeb software is a powerful blend of άbest of 

breedέ functionality and ability to accommodate 100% of specific business requirements, thus 

creating a unique and effective solution to address all your Customer Care needs. 

QueWeb provides integrated management of corporate information, such as: Customer 

Accounts and Products management, capturing Interactions and creation of Tickets, Customer 

Portal and Knowledge Base. QueWeb enables various communication channels such as email, 

phone, CTI, and the Web. QueWeb will streamline existing workflows within your Customer Care 

organization, as well as allow creation of new and enhanced processes. 

¶ The QueWeb system offers several reporting and analytical tools: built-in Ad-Hoc 

reporting module, Role-based dashboards and data export to Microsoft Office© 

programs. 

¶ QueWeb offers seamless integration with any third party software and can connect to 

any corporate database. QueWeb can work with data from other systems natively, so 

that Users will have a 360-degree view of the customer without the need to switch to 

other systems. 

¶ QueWeb offers the most robust security, scalability and high-availability in the Customer 

products, by utilizing the most advanced technical architecture. 

Most importantly, QueWeb can effectively adapt to a set of requirements of any complexity, 

depending on the needs of your Customer Care organization. QueWeb can help your 

organization stand out from the competition by providing excellent Customer Experience and 

enable Customer Loyalty. 

ABOUT THIS GUIDE 

This Guide describes in detail administrative operation procedures in QueWeb Customer Care 

3.0. It is designed for QueWeb System Administrators who possess a thorough knowledge of the 

business processes in the Customer Care Center, as well as sufficient understanding of basic 

system processes. 

This Manual will guide you through the process of setting up QueWeb environment and 

enabling the system operation for the Users. It introduces step by step instructions on how to 

set up the system as well as how to customize and automate tasks. 
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Readers are not required to have any programming or software development knowledge, but 

should be generally familiar with the use of a personal computer and Internet browser software, 

such as Microsoft Internet Explorer© or Fire Fox©. 

WHO SHOULD READ THIS GUIDE? 

¢Ƙƛǎ ƳŀƴǳŀƭΩǎ ŀǳŘƛŜƴŎŜΥ  

¶ QueWeb System Administrators (SA) 

GETTING STARTED 

This Guide assumes that the resources you need to access the system are available and that you 

are familiar with how to use them. 

TECHNICAL REQUIREMENTS 

Before you begin using the system, ensure that you have the required software installed and 

configured on your system. You will require the following: 

¶ A web browser installed on your computer. 

QueWeb Customer Care 3.0 has been tested with and supports Mozilla Firefox 2.0 and 

Microsoft Internet Explorer version 6.0 and higher with any combination of the IE 

Service Packs released by Microsoft. 

¶ Network access to a QueWeb Customer Care server. 

Your system or network administrator can provide you with an Internet address 

(URL) from which the system can be accessed. 

QueWeb is designed for a minimum 1024x768-pixel screen display resolution. Please also 

download and review the Minimum Hardware requirements document from the Queplix web 

site Download section (http://www.queplix.com/download).  

 

http://www.queplix.com/download
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APPLICATION OVERVIEW 

aƻǎǘ ƻŦ ǘƘŜ vǳŜ²Ŝō ƳƻŘǳƭŜǎ ŀǊŜ ŎǳǎǘƻƳƛȊŜŘ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǎǇŜŎƛŦƛŎ ōǳǎƛƴŜǎǎ ǊŜǉǳƛǊŜƳŜƴǘǎΦ 

Most likely your system is also a custom implementation, therefore it is expected that the 

System Administrator will possess the knowledge about the business processes that are fulfilled 

by the QueWeb system. This document will describe standard Administration tasks performed in 

the QueWeb system.  

Basic Out-Of-The-Box (OOB) QueWeb system allows agents to log tickets related to the specific 

problem or question. Customer could be defined as internal to the company (i.e. employee, 

other departments or groups of Users) or external (i.e. vendors, consultants, customers) 

depending on your specific business needs. 

The task of the QueWeb System Administrator is to maintain the system processes, rules and 

data to enable and enforce the workflows within the application.  

Administrators usually work in the Administration Focus of the system; however they typically 

have unrestricted access to all parts of the system. Other Users usually do not have access to the 

Administration Focus.  

Depending on your tasks, you may need to set-up and maintain the following business entities in 

QueWeb: 

¶ Employee Records and their Logins 

¶ Customer Records 

¶ Workgroups 

¶ Field Audits 

¶ System Settings 

¶ Email Queue accounts and Routing rules for the incoming email 

¶ Access permissions (Roles and Assignments) 

¶ Notifications (Email Messages sent by the System when a record changes its status) 

¶ Escalations (Email Messages sent but the System if a certain record remains at the same 

status for a set length of time) 

 

 

 



Queplix Corp. | Getting Started 7 

 

 NOTE 
Preconfigured admin 
User account will be 
created during the 
installation and will be 
included as member of 
System Administrators 
workgroup with System 
Administrators security 
role. That will make the 
Administration functions 
available. 

APPLICATION LOGIN 

Before you can start working in the system you need to login ς supply the credentials to identify 

yourself to the system. This is done with two purposes: one is the security; second purpose is to 

identify you to the system. There are many actions in the system that will be customized and 

directed specifically to you. The login screen requires supplying the login and password; 

QueWeb OOB will be installed OOB with a preconfigured admin User account with an empty 

password: 

 

FIGURE 1 QUEWEB LOGIN SCREEN 

ACCESS SECURITY 

Users in QueWeb system are distinguished by their Roles. Each 

User must be assigned at least one Role. This assignment might 

be indirect and be based on one or several Workgroups User 

belongs to. Depending on your Role within your organization or 

Business Process within this system you will gain access to certain 

areas of the system.  

In addition, any User may have several Roles. In this case, the 

system will combine the permissions and create an effective set 

of permissions for your session.  For more on User Roles and 

permissions please see Access Security chapter below. 
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APPLICATION USER INTERFACE 

Upon a successful authentication you will see the main system screen. If this is your first login, 

by default you will be placed in My QueWeb section of the application. From here you can 

navigate to any other areas of the system, available to you through your Role assignment, start 

a workflow execution or perform other Customer Care or Management tasks. 

QueWeb Customer Care is designed for various sizes 

Enterprises as well as many industries. As such, it relies on the 

common set of business objects, represented in Application 

Object Hierarchy.  In order to better understand the hierarchy of 

objects used in QueWeb, please study the following diagram to 

the left. 

[ŜǘΩǎ ŎƻƴǎƛŘŜǊ ǘƘŜ ǘƻǇ ƻōƧŜŎǘΥ ŀ CƻŎǳǎΦ vǳŜ²Ŝō Application is in 

fact a collection of various Focuses. Each Focus represents a 

complete set of business processes corresponding to a unique 

business Role. In other words, any User can fully complete his or 

her most common tasks within a specific Focus. Access to 

Focuses is assigned by the System Administrator based on Roles.  

 

 

QueWeb Customer Care Open Source edition contains the following focuses: 

¶ My QueWeb  

¶ Administration 

¶ Management 

¶ eService 

¶ Solutions 

¶ Log 

My QueWeb is a special Focus which is used to combine all User-relevant information and is a 

good starting point for your daily tasks. It provides quick navigation ability to specific tasks 

available to your Role and displays all possible activities you can perform within all Focuses you 

have access to. My QueWeb also provides access to your personal account options as well as My 

Queue. 

A Focus can contain SubFocuses, which in turn consist of multiple Tabs, Forms and field objects, 

controls and data elements. 

 

FIGURE 2 APPLICATION OBJECT HIERARCHY 
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QUEWEB GRAPHICAL USER INTERFACE (GUI) 

[ŜǘΩǎ ƭƻƻƪ ŀǘ ǘƘŜ Ŝ{ŜǊǾƛŎŜ CƻŎǳǎΣ LƴǘŜǊŀŎǘƛƻƴ {ǳōCƻŎǳǎΣ LƴǘŜǊŀŎǘƛƻƴ Tab as an example: 

 

FIGURE 3 QUEWEB GUI FRAMES 

QueWeb User Interface consists of four main frames: 

1. Main Toolbar 

2. Search Grid 

3. Tools Frame 

4. Forms Frame 

 You can resize frames by moving the splitters between them. [ŜǘΩǎ ƭƻƻƪ ŀǘ ǘƘŜ ŦƻǳǊ ŦǊŀƳŜǎ 

individually. 

MAIN TOOLBAR 

Main toolbar consists of Focuses and SubFocuses navigational Menu, as well various buttons. 

Depending on your Role; availability of modules in your QueWeb or number of customizations 

you might see different Focuses and SubFocuses Menus. 

 

 

4. Forms Frame 

2. Search Grid 

3. Tools 

1. Main Toolbar 


