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Dear Jan,
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v o Send a confirmation email to the customer
Create: E-maik Service Case:CAS-01028-T4ZQRI has been received and

¢ Details

de Rlant gestuurd.

lSlatuu Succeeded

L

- Doordat de case is opgenomen in de ‘Broken ftem Queue is het
behandelingsproces van de Rlacht in gang gezet.

» Een bevestigingsmail (Rlacht goed ontvangen) werd reeds naar




A4 Microsoft Dynamics CRM WDQU

“ E-mail Customize VirtualLaunchB o
(=8 Reply all l I L) Save & New _:/ @ To Case ﬂ m kA Sharing « 0 II '
kg Forward X Delete ¢ .4 Promote to Response &% Copy a Link

Reply Save Save & To = Connect Add to Queue ltem un Start Run
Close Opportunity @ To Lead - Queue  Details j E-mail a Link Workflow Dialog Reporte
Respond Save Convert Activity Collaborate _Process Data
Information f_4 E-mail Activities vi | ®
E-mall Service Case:CAS-01028-T4ZQRI has been received and is under investig...
Attachments
Details * E-mail ...
Related From @A e
S - To lan Stoklasy 3
&) Connections Ce e
g A
ﬂ udit History Bec 3
4 Proc
,ﬁm Subject I
Cé# Workflows
4 Dialog Sessions Regarding wi) Broken Product v ]
Dear Jan,

Thank you for registering your service case details with us. We apologize for any inconvenience caused and will work to resolve
your Broken Item Problem as quickly as possible.

Please contact us if you have any questions! We anticipate resolving this case for you within 2 working days.

Kind regards,

The Service Team » Lisa vindt de bevestigingsmail terug door de

processtap aan te klikken.

Status Reason Sent
| A—
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“ Case Add Customize VirtualLaunchBDM o
Save & New £ - J Sharing - —
HRY " 38 &8 8 3™ <o 8
: X Delete &% copy a Link
Run Start Run

Save Save & Resolve Cancel Connect Addto Queue ltem Assign

Close Case  Case . Queue  Details ﬂ E-mail a Link Workflow Dialog Report
Save Actions Collaborate Process Data
. Start Dialog
Information [?li] Case v & @
l‘ - CAS—01028-T4ZQRI Start a dialog for this Case.
- Notes and Article Customer Title Owner
&4 Jan Stoklasa Broken Product 8 usa
Related
- cc;mn - General - Om de Rlacht professioneel op te volgen start Lisa =~ ik :
Activities : .
LA e A Overview Andrews een Dialoog. (= voorgeprogrammeerd script) [RAREEEE =
iﬂ Connections Title * laroken Product Form Assistant Help -
<) Documents
::; &ud:‘t ol Cistiiasas® o Stokl a Select a lookup field.
4 Proc Subject Wl repair Ty  CaseType | Problem -
G workflows Case Origin [ E-mail |  Case Category | Broken ltem v
‘J Dislog Sessions Satisfaction ]Neuhal _v]
Assignment Information
Owner* @ Ls A e Status Reason | In Progress -]
Follow Up By | B Priority | High -
Contract and Product Information
Contract a Product P Produdt B (SKU L2 a
Contract Line a Serial Number |
Service Level | Gold =]

* Notes and Article

Status Active

— | R =
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LsaA @
VirtualLaunchBDM &

Case Add ustomig

l I l ! E]Save&mw
)( Delete Enter your search criteria and click Search to find matching records. Filter your results and view different columns
Save 5""‘;5 of data by using the View options. Then, select the record you want and click OK.
. ] T Show Only My Records
Information View: IOn Demand Dialogs ] v @@
General
, Search: | o
Notes and Article
Related
Process Nan:} Created On Modified On Status
4 Common ™ Z. Troubleshootthg 12/9/2010 5:33 ... 12/22/20109:43... Activated i 2
S Activities e, Product Cross-Sell 12/9/2010 5:53 .. 12/22/20109:53... Activated » Assistant Help =]
@ Closed Activities
B} Connections ) Assistant Help -
) Documents . ‘ . g ! taer lookup fiel
d.
S A i - Lisa Riest in dit geval voor de Troubleshooting dialoog. e e
4 Processes

G Workflows
Zd Dialog Sessions

L] -
1-10f10 selected) M 4 Pagel b
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Case Add Customize
H (v
Save Run
port «
Data
Informatic Tip . i@ @
t G ! Hi Jan, my name is Eric and I'd like to help you with your service case.
Notes ani fo = z Determine the customer's
| RG0S =l requirements. Owner
8 usa
Related What is the exact problem with the product?
2 Broken during shipment. I e Rt >
4 A
‘3 - ]Form Assistant Help ;]
-._& Clos
ﬂ Con Form Assistant Help -
:,, Doc ‘Would you like a refund or a replacement?
;. " Refund 3 Select a lookup field.
o Audi
‘s Replacement -
4 Processes v

Click to add comments

Contract Line re | Serial Number
Service Level | Gold ;j
» Notes and Article -

Status Active
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Case | Ads  Customize VirtualLaunchBOM &

S50 Gift Certificate

"G =1 Jan, as a very valued customer we'd like to convey our sincere apologies L
:::mmﬂ $50 gift voucher which spend at WU M S i, Doy
ey s e we value their business! Owner
one of our stores or online. We hope that this shows how important you ,
are to us as a valued customer. 8 Lsa
Related You will receive the voucher in the mail in the next few days!

4 Common “  Form Assistant
Can | confirm your address as follows:

1234 1st Street | Form Assistant Help

18350 wa Form Assistant Help

Is this correct?
* Yes

- Het script laat toe om heel vlot door het proces te gaan.
Alle benodigde informatie is voor handen.

Click to add comments

Contract Line

Service Level | Gold =]

* Notes and Article

Status

Active
==

Select a lookup field.



o Troubleshooting

Replacement

1am sending you an email with all the details on how the replacement g

process works. After explaining these steps

an email will be sent to Jan
Essentially, you will need to send the damaged goods to the following which outlines all the

details of the process.,
1234 Orange Grove Way o Pr
Seattle, WA, 98104

We will need your proof of purchase receipl. The replacement AX305 will
be sent to you within 2-4 working days.

Again, apologies for the inconvenience caused.

Thank you for your time today and please contact us again if there are any
problems with your Replacement request

Click to add comments

Contract Line Senial Number

Service Level [ Gold -

* Notes and Article

Status Active

gl X
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VirtualLaunchBDM &

Owner

8 usa

-

Select a lookup field.

- J &

. Form Assistant »
[ Form Assistant Help ;,
Form Assistant Help -
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piaad /X Delete Activity " + nnect | Share ' A : 3
@ B - rou © & S
' 2X Bulk Delete b Add to Queue N Copy a Link %
Add New Add Existing Edit Include Assign Filter Chart Run Start Run Export
Activity Activity - Activities a| E-mail a Link Pane. Workflow Dialog Report. Activities
Records Actions Collaborate Current View View Process Data
Information [‘.r' | Case : -
- General - CAS-01028-T4ZQRI
= Notes and Article e e ,
Lusiomer e UWiner
%4 Jan Stoklasa Broken Product 8 usaa
Related
4 Common r Subject Activity Type Activity Status Regarding Priority Due Date <
o Activities [ =4 Product replacemen&rﬂen Steps CRM:00010... E-mail Completed gl Broken Produ Normal
LO Closed Activities ‘l_ A Service Case:CAS-010M8-TAZQRI has been rec...  E-mail Completed @) Broken Prodt Normal
& Connections
3 Documents
ﬂ Auoll HI;tor}‘ . l . . L] ' "e . '
e - \lia Closed Activities Rrijgt Lisa een pdf-versie van de
3 Workfl "
S Waion verstuurde e-mail aan de klant.
ﬂ.j Dialog Sessions
‘ b
1-20f2[0selected) {4 4 Pagel b
All u A B C D E F G H 1 ) K L M N O P Q R S T U w X Y Z
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_ E-mail Customize VirtuailaunchBDM &
(= Reply all l I ﬁ Save & New X : & To Case 'ﬂ m kg Sharing « @ ﬂ ‘
3 Forward X Delete : o4 Promote to Response lnCopy a Link .
Reply Save Save & Connect Addto Queue ltem Run Start Run
Close Opportumty @ To Lead Queue  Details di"““ alink Workflow Dialog Reporte.
Respond Save Convert Activity Collaborate Process Data
Information . E-mail Activities --_ DY
F E-mail Product replacement - Next Steps CRM:0001072
" B S ~ Attachments =
Related wi) E-Mail Attachments: Activity Attachment Associated View ~ | Search for records e
4 Common ™ | File Name ~ | File Size (Bytes) ] 5.
) Connections ™l Replace Product Form.pdf 83,412
\J Audit History
4 Processes
Gi Workflows
E Dialog Sessions
1-1o0f1 0 selected) M 4 Pagel b

Al # A B € D E F 6 H I J K L M N O P Q R

TUVWKVZ_

=]

* Details
Owner* @ Lsaa @  Priority [ Normal
Duration (]  Category |
Due | Swv Li] Sub-Category |

Status Reason Sent
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[ st Yool |

LsaA ¥
VirtuallaunchBDM o

ase Add Jstomize Activities
vy X Delete Activity + onnect . share " - * E
4 = | < ol @ W s
2X Bulk Delete b Add to Queue : # Copy a Link : x
Add New Add Existing Edit Include Assign Filter Chart Run Start Run Export
Activity « Acthity . Activities 'l E-mail a Link Pane~« Workflow Dialog Report~ Activities
Records Actions Collaborate Current View Iew Process Data
Information [‘)} Case v & @
- General CAS-OIOZG-T4ZQRI
Notes and Article Customer Title Owner
%4 Jan Stoklasa Broken Product 8 usa
Related
4 Common ) Activities: Open Activity Associated View ~  Search 1 Jo
é :Ttm::d . B Subject Activity Type Activity Status Priority Due Date » Created E'.g'
ose ivities
) Connections [T & Send $50 Gift v§hmonn Stoklasa Task Open High 10/31/2010 1200 AM Lisa A
j Documents S€nd S50 Gift Voucher to Jan Stoklai‘]
Audit History ;
i Via > Activities ziet Lisa dat taand
& Vi - Via > Activities ziet Lisa dat er nog een openstaande
b : ; e
il Obtog Sessions taak is. Van zodra afgewerkt zal ze deze taak uitvinken.
q v
1-10f1 [0 selected) M 4 Pagel b
All = - B C D E F G H i J L4 L M N O P Q F S T U W W . Y 4
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VirtualLaunchBDM &

sl Sharing «
Q Copy a Link

© & 8

Contract Line

e |
:ﬂ Serial Number [
=)

Service Level | Gold
* Notes and Article .
Status Active

Save & Resorve Cancel Connect Addto Queue Item Assign Run Start Run
Close Case Case . Queue Details .j E-mail a Link Workflow Dialog Report~
Save Actions Collaborate Process Data
Resolve Case
Information AR AR .
Close this case ay
|' General
= Notes and Article All related activit Provide information in the following boxes to resolve this case, Ownes
before this case ' <
= 8 usaa
3 (DIOCE AT19) de c3se Resolution Type * [Plobl!m Solved
- ral Resolution * |Replacement processed| “ | Form Assistant ’
[} a a
L ' L
ow Yotal Time ' | Form Assistant Help -]
Closed Activities 10 ut
Billable Time * minutes
& Connections Title * Form Assistant Help -
=
) Documents
" ; Select a lookup field.
' Audit History Customer Description
T Subject
Gj Workflows Case Origin
&3 Dialog Sessions
Assignment
Owner *
Foliow Up By
Contract and
Contract Product @ Produat B skU =+ (3
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) Reverse Sort

=) Add Columns

View
Settings
Lurrent View Arrangement
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4 VirtualLaunchBDM
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ﬁ Resource Center
&) Sales
‘ﬂ Service
a Service Calendar
uii) Cases
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¥ Produds

£ Services
@ Goals
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_5] Settings
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Search My Active Cases O | Fiter ~ : Cases By Pniority (Per Owner) > -
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Scenario
/ =

Lisa Andrews
Customer Experience
Manager

Adventure Works, Inc.

Optimizing Customer
Engagement and Experience

» Track Call Center Statistics

« Manage Caseloads with
Queues

« Deliver Consistent Dialogs
« Track Follow-Up Activities
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