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WELCOME TQUEWEBQUSTOMERARE

Thank you for using QueWeGustomer Care, created by Queplix. The QueWeb
CustomerCareOpen Source (OSHJition systemis designed to help your organization
efficiently manage relationships wittustomers andrganize and maintain information
which is crucial to alCustomerCare aspects of your business. QueWeb software is a
powerful blend ofdbest of breed functionality and ability to accommodate 100% of
specificbusiness requirements, thus creating a unique and effective solution to address
all yourCustomerCare needs.

QueWeb provides integrated management of corporat®imation, such asCustomer
Accounts andProducts management capturing Interactions andreation of Tickets,
Customer Portal and Knowledge Base. QueWebenables various communication
channels such as email, phone, CTI, #&mel Web. QueWeb will streamlinesxisting
workflows within yourCustomerCare organization, as well as allow creation of e
enhancedprocesses.

1 TheQueWebsystem offerseveralreporting and analytical tools: buiib Ad-Hoc
reporting module Rolebaseddashboards and data export tdicrosoft Office©
programs

1 QueWeb offers seamless integration with athyrd party software and can
connect to anycorporate databaseQueWeb can work witldata from other
systems natively, so that users will haaeB60-degree view ofthe customer
without the need to switch to other systems

1 QueWeb offers the most robust security, scalability and {agailability in the
Customelproducts, by utilizing the most advanced technical architecture.

Most importantly, QueWeb careffectively adapt to a set of reqirements of any
complexity,depending on the needsf your CustomerCare organizationQueWeb can
help your organizatiolstandout from the competitionby providing excellen€ustomer
Experienceand enableCustomeroyalty.
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ABOUT THISUIDE

This Guidalescibes in detail operation proceduras QueWebCustomerCare3.0. It is
designed for userswho ate i (0 KS & 6 S 3QugWeBEalsd nSt@nSrougly ¥
familiar with CustomerRelationshipManagementsolutions orweb-based applications
in general.

The information in this Guide describes how to use a personal computer and a web
browser to access QueWeb to perform a broad rang€uwtomerCare activities.

Readers are not required to have any programming or software development
knowledge, but should beegerally familiar with the use of a personal computer and
Internet browser software, such as Microsoft Internet Expl@rer Fire FOx©

WHO SHOULDREAD THISSUIDE?

QueWebCustomerCareOpen Sourcé&dition Guideprovides information primarily for
users whaare actively engaged in daifustomerCare activities and task¥his manual
will guide users through basic QueWeb workflows, as well as advanced features.

GETTINGSTARTED

This Guide assumes that the resources you need to access the system are avadable a
that you are familiar with how to use them. If you are not sure whether your system
meets the requirements or how to use required thpdrty tools, such as a web
browser, talk to your manager or system administrator.

TECHNICAREQUIREMENTS

Before you legin using the system, ensure that you have the required software installed
and configured on your system. You will require the following:

wA web browseinstalledon your computer.

QueWebCustomerCare3.0 has been tested with and supportdozilla Firef 2.0 and
Microsoft Internet Explorer versio®.0 and higher with any combination of thHe
Service Packs released by Microsoft

wNetwork access to QueWebCustomerCareserver.

Your system or network administrator can provide you with an Internet agd(eifL)
from which the system can be accessed.
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QueWeb is designed for a minimum 1024x§68el screen display resolutio®lease
also download and review the Minimum Hardware requirements docunieoh the
Queplix web site Download section

LOGINPROCESS

Before you can start working in the system you need to lqgnpply the credentials to
identify yourself to the system. This is done with two purposes: one is the security;
second purpose is to identifyou to the system. There are many actions in tlystem

that will be customizedand directed specifically tqyou. The login screen requires
supplyingthe login and password; you should harexeived thesefrom your system
administrator:

3 NOTE

Depending on your
personal configuration,
some Internet
Welcome to QueWeb Customer Care browsers can save the
passwords yoenter.
remember their
passwords. Please use
features according to

pl.ix

When Customer Care is Critical

Login |

Easseond | QEPENVSXEQ 82 dzNJ 02 YLI
- If you are not sure if
o your corporate policy

will allow use of this
feature please consult
with your system
Administrator.

FIGURE QUEWEB LOGIN SCREEN

ACCESSECRITY

Users in QueWeb system are distinguishedh&jr RolesEach user must be assigned at
least one RoleThis assignment might be based on one or several Workgroups user
belongs to.Depending oryour Rolewithin your organization oBusiness Procesdgthin

this systemyou will gain access to certain areas of the system

Queplix Corp. [Getting Started-




In addition, any Employemay have severdRoles In this case, the system will combine the
permissions and create an effective set of permissions for your session. For more on ¥ser Rol
and permissions please see Access Security chapter.

APPLICATIONSERNTERFACE

Upon a successful authentication you will see the nsgstem screen. If this is your first
login, by default you will be placed in My QueWeb section of the application. Feoen

you can navigate to any other areas of the system, available to you through your Role
assignment, start a workflow execution or perform oth&ustomer Care or
Managementasks.

QueWeb Customer Care is designed for various sizes
Enterprises as wellsamany 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.

[ SGQa tBetopDdjeRtSaNmbeus. QueWetpplication

is in fact acollection of various Focuses. Each Focus
represents a complete set of business processes
corresponding to a unique business Role. In other words
any user cariully complete his or her most commaasks
within a specific Focusccesdo Focuses is assignég the
SystemAdministrator based on Roles.

FEREE]

FIGURR APPLICATION OBJECTHRARCHY

QueWebCustomerCareOpen Sourcedition contains the following focuses:

My QueWeb
Administration
Management
eService
Solutions

Log

= =4 =4 =4 =48 =4

My QueWeb is a&pecial Focus which is used to combine all wekzvant information
and is a good starting point for your daily tasks. It provides quick navigation ability to
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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.

lﬂ My QUBNEBFOCUS

PRI Admmmtrscion | Mamagonent _eferwn _ Knowtdon Sase 100

Sepli | @ B BRAY S 2[4 SQ QueWeb

B | KLl vy pccount | oy Queus My Bugets | 1y Dashbosn |
= T8y e &
N . Em
ol e Erobeee Setnas Change emoLree personal trgs
“mpem Wodaieun Maraye wongrowos
& 20 oy Accird £ sexurtty

* O wy Gvee

VLT

FIGURB MY QUEWEB FOCUS

My QueWelFocusprovides access to severbhbs

My QueWeb
My Account
My Queue

My Reports
My Dashboard

= =4 =4 4 A
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MY QUBWEB TAB is an Application Map, providing quick navigation to all available
functions andtasks within your RoleA functionalobjectin My QueWelis represented
by itsicon,name and description, grouped usitige application object hierarchdiagram

For example:

Focus ¢ Administration

2 Employee
— Employee Manage employvee user accounts
SubFocus J—
Form Task Description

You can click on any object here to quyckhvigate to the appropriate screen.

MYACCOUNTAB

You can navigate to My Account by clicking on the sed@idn the My QueWeb Focus
or by clicking on My Account link in the top right portion of the Main Toolbar.

[y Queweb | LI My Queue | My Reports |

lQﬂﬂ?ﬁﬁ—:‘;‘
Key User ID Employee ID @ m
First Mame Last Name Full Mame
Title Department E-mail Notes  []
Location Site Building audit [
Phone Alt Phone Fax
Webpage Pager Mailstop
ReachBy @+ Organization #  Manager
Q %
Full Mame User ID @m
MNew Password Confirm Password
Q B
Employee # Date Patten - Language = @m
Timezane ~  Time Pattern ~  Date Position - m
Q B
Address Type - Employee [ ] @ m
Address Address2 City m
State - Zip Country Motes  []
Phone Fax Other

FIGURE MY ACCOUNT TAB

My AccountTabis used to maintain your personal information: Your name, User and
Employee ID, address and phone numbers, reset your password and locale settings.
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There are four Forms in thisab

My Profile
My Password
My Settings
My Addres

=A =4 =4 =

Once your information is displayed in all four Forms, you can click CHANGE button in
individual Forms and correct any information in tikierm Click SAVE to update your
changes.

MY QUEUHAB

My Queuedisplays all records that requingersonalattention and designated for the
current user or his/her workgroupgMy Queuemay contain incoming emails routed to
you, Tickets assigned tgou or your workgroup, alerts, notifications and escalations.
You can start daily tasks by reviewing new recorddyrQueue

System Administrator designates email accounts to be monitored by the system. All
emails that come into these emaalccountswill be routed using appropriate routing
NHzt Sa (22 2 35S ¥ N@Edxed® Debending on the Routing Rule, an incoming
Emailcould automatically create @icketor Interaction: if a Routing Rule distributes the
email to an Agent or a Workgroup in your company, then Theketis automatically
created and linked to the email. If the system did not find any Routing Rules based on
the criteria specified, then the system will create an Interaction record only and link it to
the email.In this caseAgents carchoose to create dicketfrom the Interaction upon
reviewing it.

i My QueWeb Hﬂy Account |l ‘;l'ly Reports_ﬂrb_'ly Dashboard |

LU MY QUEUE

Sender # Sender Emai [ Search | Clear |
Recipient #4  Workgroup 4 w “ﬁ 'y‘
E-mail TO E-mail CC

Subject

Message -l
Sent Date ) Date Received —Izj
Object Type = Object ID [ Open
Date Replied g

Figure5 MyQueue Form
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In My Queueyou can perform the following actions:

Search for and review My Queue entries

Reply to Email

Forward Email

Open theTicketor Interaction which system created based on the original eril
clicking on the Open button next to tf@bject Type an@®bject IDfields, whidh indicate
the object type Ticketor Interaction)andits unique D number.

1 Deleteentriesfrom My Queue list

=A =4 =4 =

MYREPORTRB

In this personallabAgents can create and schedule their custombat reports. The
report must be first created iorder to be placed on the execution schedule.

[ My Queweb |[ My Account |[ My Queue | liG ol
neduled Repao

"oty S

.
- I Ll Search | Clear ]
Period Period Unit - [ New |
Mext Date [Z] Created By ] Active [d
To Address
CC Address
Subject

FIGURB MY REPORTS FORM

To put a report on the schedule you need to chiw button and thenselect your
report in theReferencdield Report and specify Period and Urasoften asyou want
to run this report. You must provide the Subject a@hd distribution email list for the
Scheduler. In order to quickly disable execution of the report without deletiqg it
uncheck the Active button.
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QUBWEBGRAPHICAUSERNTERFACEG UI)
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4. Forms Frame

QueWeb User Interface consistsfofir main frames:

Main Toolbar
Search Grid

Tools Frame
FormsFrame

WP

You can rege frames by moving the splitters between themS (i Q &

frames individually.

MAINTOOLBAR

Woset  Meb  Abowt  Adiex fepat

QueWeb

!
DO

FIGURE QUEWEB GUI FRAMES

f2219

Main toolbar consists of Focuses and SubFocuses navigational Menu, asanalbs
buttons. Depending on your Role; availability of modules in your\@ele ornumber of
customizations you might see different Focuses and SubFocusesMenu
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Out of the box QueWeb Main toolbar loskke this:

repT— My Account My Quess  Meb  Abosd Addioc Repert Legout
< Admemtnation Masagement  sServws  Raowiedge fase  Log

M
2§13 8Q QueWeb|

pix @B 34

FIGURB MAIN TOOLBAR

[ G Q4 dn el sidley

Repeat Last Save Last Compose Save User
Focus Mnu Search Search Email Settings

mﬂ] Administrath T[ M agement V /Service \r Owledge Base l] Log ]

i e | —0 / /
“"... -.._.". ( | : —, —h —
SulFocus e [)Il\ <_-' |:> @ %L 'o‘ﬁ] D lj |15'j Q System
Menu ) 7 / J f ( . Status
[ f | I \ Indicator
Your Browse Clear All Print Ad-Hoc
Logo Controls Forms Tab Data Report FIGURB MAIN TOOLBAR ZOOM IN

Systemmemarizesall objectsyou navigateto; 6 & Of A Ol Ay 3 2PackadR gaS [/ 2
Forwardbuttons you can retrace your stepsck and forwardvithin the workflow. This

Ad az2YSGAYSa 1y2ey | aoydl Ak Mbyddh used® G o NS R
quickly reset all information entered in all objects in the application. Clicking ohakie

Searchbutton you can recreate the last search performed by you, along with all search

criteria. Furthermore, you can clickd Arrow icon next to this button and have your

last search saved or recall previously saved search. This is useful when you perform a
repetitive search and using this function you can creasearch templatelesignated by

a name you can remembédprint Tab will send theFormwith currently displayed data in

it to your printer.Compose Emalbutton will open a window in which you can compose

FYR &aSYyR SYIlFLAfa o0eé2dz R2y QG ySSR (G2 O2yTA3d:
installed in order to use email calpitities in QueWeb)Ad HocReport button will switch

the systemto the reporting mode allowing you to create Atbc reportsSave Settings

will memorizeall personal configuration changes in your current sessiot will load

them next time you login
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Sydem Statusindicatorwill change taeflect current state of the system:

Ready (System idle) Q

Reading Data from Server @

Busy (No User Operations

Possible) (}

NowSidiQa T22Y Ay 2y (KS NARIKG airARSY
Go To My Go To My Display About the System Ad Hoc
Account Queue Help Report

My . ccount My gueue He.n  About,” Ad-Hoc Repert  Logout
. L

QueWeb

OPEN SOURCE

Logout and
End Session

FIGUREOMAIN TOOLBR ZOOM IN

SEARCHGRID

Search Grid is used to display the results from searches performed in the Forms area.
EveryFormin QueWebis represented by its own Search grid, which is a collection of

columns:

| Catrmwes  internat Gestomer | Vo]
) Countae MacantwPage: 2 | Laades b ) SEoES
Takat ID ALEITEY Pruaty Tibert Type et et Hegwrted nvwmene st Tosted Virpwemernnt 1 aosh swmnns

1ol Cpatasant

FIGURE1SEARCH GRID

Any farchwithin the givenFormwill always bring the results into the dedicated Search
Grid. Because @abcan contain several Forms, there are as many Grids on the screen as
there are Forms. You can switch between Grids by clicking on their.l3hel&ridwill
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become active and visible automatically when the search is performed from its
associated~orm

By positioning the mouse over the columns divider you can resize them, as well as
double-clicking the dividers will autcesize the column to the left basexh the width of

the widest cell. It is possible to sort the data displayed in the Grid by clicking on the
column header. First click will resize the data in the ascending order; second click in
descending and third click will esort the column.

You can antrol how many records you can view inside the Grid for demmat a time

If you would like to find out the total numbeaf records in the Table on which therm

is based click the Counter check boQueWeb Grids alsoequipped with the Records

per Page control, which allows browsing the search results page by page or jumping to
first or last pages. This is useful when the search results contain a large number of rows.

SFARCHSRIDTOOLBAR

. Active Grid
Swnch b/w Print Export to
Grids Search Grid Word
Export to
| | Customer || Internal Customer |M Excel
Counter [ Counter Records/Pagr {20 | Loaded: 0 A11 B[] Sl T
Checkbox Ticket ID St mis Priority Ti ‘et Type
Sorting
Indicator
Number of Pages of Customize

Rows/Page ™ Data ™ Grid |

You can select rows in the Grid irder to perform certain functions on them by using
the CTRland SHIFT keys combinations with mouse or use a Record Select Control on the
right of the GridToolbar to select all records or invert your current selection.

ToOOLSFHRAME
Tools Frame consists thfree tools:
1 NavigationTree

9 Shortcuts
1 Last Viewed Objects
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You can switch between tools by clicking on the appropriate labMsvigation Tree

tool displays the hierarchical list of all objects you have access to within the system. It is
similar to My Qu&Veb navigational frame, but it is always available in any screen. The
Navigational tree will refresh when you navigate the system using any method:
navigational tree, tabs on top or My QueWekhortcutstool displays additional menu
items for the curreny selectedForm Typical shortcuts could be: Delete, Local Search
(perform a search without any external constraints), or for example inTibketForm

My Queue, Open Tickets, etaast Viewedool will keep track of all objects you select in

the SearchGrid. You can quickly return to them by clicking on the objects in the Last
Viewed tool.

FORMIRAME

EachTabmay consisbf one or moreForns. EactFormrepresents one business Entity,
for exampleTicketForm DefectForm and ProducForm Tals sometimes can have the
same names akBorns they containFormrepresents a table in QueWeb database. Each
Formhas a name, displayed as labeFormnQ & dzLJLJISNJ f SFG O2 Ny S NI

FormExample:

Minimize Menu
Mpde Form Label Control Control
Indicator
l@;l‘lﬂm‘ﬁﬂf_‘_?_‘,‘l
Interaction ID Agent #8 Tickets | |
Customer #8 Int Customer *
Communication Type M Action Taken [ﬂ
Subject
Description 2] Notes [ ]
History D
=] Int Comments [ ]
Received On [Z]  Modified On %] Phone Time [ Hang up Call |
Modified By #

FIGUREZINTERACTION FORM

The business processd the sequence of objectfor whichthe information is stored
and retrieved define théayoutof a Taband Forns within it. Usualworkflow in QueWeb
assumes filling of the information frotop to bottom; bypositioning somd-orns above
the others, QueWd system designers insure the correct amatuitive flow of

information within eachTah
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EachFormhas a title bar, whichantains its &dbel, Mode Indicator anéform controls.
FormMode Indicator represents one of tfeormQa OdzZNNBy i 2 LISNI GAy 3 Y2F

SearcHClear)*
Display (Filled®’
New (Create a new Record,

= =2 4

Change (Changing existing Reco éf

FormQa O2y GNRfa | fitadsplagfodNi (RPRRAYAYKEIS aSydz 6{

STANDARMDPERATIONS FORMS

There are four Basic operations whiggents can perform in Forms:

1 Search

1 Clear Form

T New Record
1 Change Save

Each operation is represented by the corresponding Button. Note, that depending on
the state of the form (see above) some standard buttons will behave differently
(active/disabled).

Addtionally, depending on your permissions, you can use Delete command. Deleting
records can be accomplished by first performing a Search operation in the Form,
highlighting the record or multiple records in the Grid amekssingDELETE on your
keyboard or skecting Delete command in the Shortcuts panel.

FORMOBJECTS

A FormObject is a basic building block of the QueWeb system. Eawchcontains a
number of these objects. ThroughForm Objects users interact with the system by
entering search criteria and rdang data displayed in them as well as activating some
objects toperform an action.Types ofObjectscould be Datdrields, Buttons and Custom
Objects.
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The following types oBUIObjectsare available in QueWeb

Object Name Image Purpose Data Type
Labe_lor Interaction I De3|gnates_t_he name of th_e field None
Caption usually positioned next to it.

Stores and displays text

informationin a single line of a

finite length. Length of the text it

can store is limited by the lggh | Stringof any

Text Field of the associated database characters
column. During searchegslength
of the query text is limitedo 256
characters.
Allows user to select from the list Array of text
Combo Box ~| | of predefined values. Only one
. values
value is selectable.
Check Box v @ Allowsthree settings: Checked, Binary

Uncheckedand Not Specified

A Combination of a searchable
text field and a Push Button, Date (Date
which qens a Calendar widget. | Time)
SeeDate Fields

Text field which allows the text to

continue on several lines. Scroll | Variable

bar appears when text is longer ' characters of
than the visible linesmscreen. limited

Same text length limitations apply length

as for singldine text fields.

Seartable field used to storea CLOBIF

[~=8

Date Field

Multi-Line Text
Field

Lo b

Long Text Fielc .j or 3

largeamount of text. BLOBr TEXT
reforance A lookup field, used to link rSe;[greesnce -
) Agent M | records.ltslabel could be a
Field another

hyperlink to another Form record

Performs an action, designated b N/A

Push Button )
its label.
FIGURB3GUI OBJECTS & FIELDS
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DATEHELDS
Date Fields store the date and sometimes tinméormation. They consist fotwo
elements: text field anadalendar widget buttonDate stringfield is searchable and you

can type in the date in it to constia your searchYoucan
caivad O+ Calondar also click on the calendar button to open the
February | ]2007 CalendaWidget(See figto the leff).

1 2 3 4
> |81 718]5°|19)11 When opened with an empty date text fielgithe
1213 [14][15] 16|17 | 18 . ) .

19 |E00 21 [22] 23 [ 24 | 25 calendar will displayurrent date and time(time
2112 |28 onlyif Form is in New or Change modegherwise
it will displaythe date and timepreviouslytyped
into the text field. When the widget opened with
exiting record in thé=orm¢ it will display the date

FIGURE4 CALENDAR WIDC and time saved in that record.

Time:

When searching for a date, you can select any mamith year andhen doubleclick on
any date to select it. In order to select a date range for a search you caroalittie
initial date and then on the final date in the range. When you are done selecting the

date(s)c press ¥ and your selection will fill into the egesponding text field. For date

N

N} y3Sa &aeadsSy dzasSa aoové 0SGoSSyFanaS (62 RI G

and other advanced dates operations please Adganced SearghUsers can utilize
RIFEGS &akyayNdg@ @ziRd € ¢ 2 NJ willetirislatédAinfo & current
date or date and time.

When Calendar widgets openg you cannot use any other controls in the system until
you close theCalendar

NOTEPAIHELDS
Notepad orNotepadfields are used to store thlargeamount of text.This type of a field
is used for example in History @icketProblem Description. The field has two modes

indicated by itstwo icons:empty notepad 'j and filled notepad Ijwhich contains
data.
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Notepad fields could be of several types:

= =2 =4 =

Appendc when User can only add text to the end of the existing text
Prepend- when User can only add text to the beginning of the existing text
Readonly ¢ User can only read text (usually system generated History

Editableg User can edit and delete any text in the field.

Figure16 Example of Notepad in a Search M Figurel5Example of Notepad in an Edit Mc

You can
constrainthe Formsearchusing a combination of

regular fields and Notepatfields. In order to constraigour search open theNotepad

field (whenFormis clear) and type in the sezh string, pres<¥ and then use Search
Button in theFormcontaining theNotepadfield. When Notepad is opeq you cannot
use any other controls in the system until you close the Notepad.

CoMBOBOXEA.K.ACDROPDOWSFIELDS

FIGURE7DROP DOWN FIELD |

These fieldallow searchingdr or saving a record with a single
predetermined value. In the search mode however, you can
select multiple values as constraints by selecting OR \atlue

the end ofany dropdown field valuedVhenOR isselectedg a

new window will operwith the same chices available in the
combobox, but in this window you can make multiple
selections at the same time. For examplgou need to search
F2NJ ¢AO01SGa GKanda!l &NBA WS REt SayUR-Alydza
this case you will use th@RSearch in the Status fieldelect

Gt SYRAY 3¢ | yR -baxesidick™ yasiRen udeK S O
the Searchbutton in the Form You can also invert yowalues
selection by using the correspondifgvert button. This is

SEARCH MO
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