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The MX-Contact Support Module Tutorial

1 The MX-Contact Support Module Tutorial - Introduction
The Support Module consists of the following components:
1. Product File/Parts and Components Listings

Tutorial Exercises - Products

2. Asset Management/ Product Registrations

Tutorial Exercises — Registered Products

3. Service Contracts

Tutorial Exercises — Service Contracts

4. Incident/Service Request Management

Tutorial Exercises - Incidents

Please note the exercises are designed to be done in sequence, as exercises in the later sections
depend on data that is added earlier in the tutorial. Also, these exercises assume that you have at least
completed the exercises in section 2 of the Base System tutorial, namely Database Exercises. References
are made in this tutorial to the Companies and Contacts that are added as part of those exercises.

Note that for the e-mail exercises, please set Outlook's Mail Format (under Tools, Options) to Rich Text,
and do not set Microsoft Word as your E-Mail Editor.
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The MX-Contact Support Module Tutorial

2 Tutorial Exercises - Products

The Products Folder stores details of the products/services that your company sells. This folder is for
keeping details of not only major items (systems) but also components that can be attached to systems as
well as parts that might be used to repair faulty units (for cases where this is applicable).

In this section you will do the following exercises:
1. Add aProduct
Adding a Product : Exercise

2. Add a Second Product

Adding a Second Product : Exercise

3. Add aProduct Part

Adding a Product Part : Exercise

Once you have done these exercises you are ready to learn about adding Registered Products to
companies and contacts. (Tutorial Exercises — Registered Products)
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The MX-Contact Support Module Tutorial

2.1 Adding a Product : Exercise
Add the HP Pavilion Notebook to the Product Register

Complete the following information:

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793

Selling Price: $2015

Show me the Solution (Adding a Product : Solution)
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2.2 Adding a Product : Solution
Add the HP Pavilion Notebook to the Product Register

Complete the following information:

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793
Selling Price: $2015
Basic Steps:
1. Select the System Folder and then the Product Sub-Folder. Click on the New Item
button.
© ExchangeWise (Pty) Ltd www.exchangewise.com Page 4
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2. A blank Product Form will open:
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3. In the New Product form,

Complete the following information:

Product Code: |Zv5022AP
Description: HP Pavilion Notebook
Type: Product Type 1
Family: Product Family 1
Group: Product Group 1
Cost Price: $1793

Selling Price: $2015

add the details for the HP Pavilion Notebook:
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4. Click Save and Close.
Take me to the next Exercise (Adding a Second Product : Exercise)
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2.3 Adding a Second Product : Exercise

Add the Microsoft Optical Mouse to the Product Register.

Complete the following information:

Product Code: |ITE78CJ

Description: Microsoft Optical Mouse
Type: Product Type 2

Family: Product Family 2
Group: Product Group 2

Cost Price: $43

Selling Price: $55

Show me the Solution (Adding a Second Product: Solution)
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2.4 Adding a Second Product: Solution

Add the Microsoft Optical Mouse to the Product Register.

Complete the following information:

Product Code: |ITE78CJ

Description: Microsoft Optical Mouse
Type: Product Type 2

Family: Product Family 2
Group: Product Group 2

Cost Price: $43

Selling Price: $55

Basic Steps:

1. Select the System Folder and then the Product Sub-Folder. Click on the New Item

button.
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2. A blank Product Form will open:
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3. Inthe New Product form, add the details for the Microsoft Optical Mouse.
Complete the following information:
Product Code: [ITE78CJ
Description: Microsoft Optical Mouse
Type: Product Type 2
Family: Product Family 2
Group: Product Group 2
Cost Price: $43
Selling Price: $55
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4. Click Save and Close.
Take me back to the Exercise (Adding a Product : Solution)
Take me to the next Exercise (Adding a Product Part : Exercise)
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2.5 Adding a Product Part : Exercise

Add the following Product Part:

Complete the following information:

Product Code:

ST2550

Description:

Seagate 60 GByte Hard Disc

Type:

Product Type 1

Unit:

Product Unit 1

Show me the Solution (Adding a Product Part : Solution)
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2.6 Adding a Product Part : Solution
Add the following Product Part:

Complete the following information:

Product Code: |[ST2550
Description: Seagate 60 GByte Hard Disc
Type: Product Type 1
Unit: Product Unit 1

Basic Steps:

1.
button.
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Select the System Folder and then the Product Sub-Folder. Click on the New Item

www.exchangewise.com

© ExchangeWise (Pty) Ltd

K:\Web Sites\exchangewise.net\Downloads\Documents\02_Marketing\01_Product_Info\03_Guides\MXContact_Tutorial_Support.doc

Page 14



The MX-Contact Support Module Tutorial

2. Ablank Product Form will open:
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3. Inthe New Product form, add the details for the Seagate 60GByte Hard Disc

Product Code: |ST2550

Description: Seagate 60 GByte Hard Disc

Type: Product Type 1

Unit: Product Unit 1
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4. Click Save and Close
Take me back to the Exercise (Adding a Second Product: Solution)
Take me to the next Exercise (Tutorial Exercises — Registered Products)
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Tutorial Exercises — Registered Products

The Registered Products folder records the details of each product sold to a customer, either a company
or an individual client (contact) purchaser. Multiple components may be attached to a registered product,
which record details of each item that make up a main system or configuration.

In this section you will perform the following exercises:
1. Add a Registered Product from Registered Products Folder

Adding a Registered Product from the Registered Products Folder: Exercise

2. Add a Registered Product with Components from the Companies Folder

Adding a Registered Product with Components to a Company: Exercise

Now that you have some basic data in your system, you can learn how to link Registered Products to
Service Contracts. (Tutorial Exercises — Service Contracts)
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3.1 Adding a Registered Product from the Registered Products Folder:
Exercise

Premier Foods purchases a HP Pavilion Notebook from your Company.

Record the following details.

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: 2025

Reg.Date: 10/02/2005
Installation: 14/02/2005

Show me the Solution (Adding a Registered Product from the Registered Products Folder:

Solution)
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3.2 Adding a Registered Product from the Registered Products Folder: Solution
Premier Foods purchases a HP Pavilion Notebook from your Company.

Record the following details.

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: 2025

Reg.Date: 10/02/2005
Installation: 14/02/2005

Basic Steps:

1. Select the Registered Products Folder from the MX-Contact Folder List.

2. Click on the New Item button:
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3. A Dblank Registered Products form will appear:
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4. To enter the following details,:

Product Code:

Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJK231453RT

Selling Price: |2025

Reg.Date: 10/02/2005
Installation: 14/02/2005

click on the Open
appear.

button attached to the Product Code field. The Product Register will
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# Products - Microsoft Dutlook
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5. Select the relevant Product Code and then click on the Link and Close button.

6. Enter all the remaining details.

7. Click on the Contacts tab and select New Association.
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8. A Product to Contact Association screen will appear.
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e, Product: |R_Egua-ﬁjpr:d_|ctu:ﬂnl ﬂ Contact: | ﬂ
o Title: || ﬂ

Company: | ﬂ

Relationship: | j

Rale: | ﬂ

Infloence: | :J

Nozes! ;l
| -

9. Click on the Open button attached to the Contact field. A list of Contacts will appear.
Select the relevant Contact and then click on the Close and Link button.

3 Contacts - MIcrosoft Dutlook ;IElil
Fie Edt Miew Favories Tooks  Actions  Help Type & question for kel =
[E=fpew - | S 0T X | ¥ B 2o~ | Zarnd % | B Temeccokecttofind - | (F)
| ik > B EER | R @ 8 Cokat - Bfe.

A8 Mo e | Recert || = el E .,

P

o @ Contacts
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] Jim Eathell Eathwell, Jim JME Consdtants Jim Botbedl botre g, +1{780] 3.,
ﬂ'; Johrrey wizlker weslker, Jzhnny 'Cnmpaq Carparation (58, . | Johne Walker Cahnegy.... +1(780) 3.
Fy Tom wisteon wiabeon, Tom Czcalnga Redarant tormmatson®42 @hotiail +ET(OIL)S6... [+E7 [OL1) ... +2IT (082) ...

Enters y
10. Complete the rest of the details and then click on Save and Close.
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2 Fegisterad Product 00001 bo Barney Anderson - Product bo Contact Associabion ) [m] ﬂ
Eie Edt  Miow  Irsert Farmot Tools  Actions Help a3 goastion far alp (=
Haveandtose | S (& 0 B 0« S8 S|+ - % -

Reg. Product: | Reitered prociuct Doont | entact: [Berrey anderamn =
10 Title: [T e B
Fampan: e E
Relationship: |Cu5turnar d
Role: |Cunta-:t Fal= 1 ﬂ
Influence: _I:nt-:-:r. [rfluence L 3
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11. A prompt will appear asking if you wish to create an association between Barney
Anderson’s Primary Company and this Registered Product. Click on Yes. This
Registered Product will now also be linked to Premier Foods.

12. Click Save and Close. You should see this Registered Product displayed on the
Registered Products List.

Take me back to the Exercise (Tutorial Exercises — Registered Products)

Take me to the next Exercise (Adding a Registered Product with Components to a Company:
Exercise)

© ExchangeWise (Pty) Ltd www.exchangewise.com Page 24

K:\Web Sites\exchangewise.net\Downloads\Documents\02_Marketing\01_Product_Info\03_Guides\MXContact_Tutorial_Support.doc




The MX-Contact Support Module Tutorial

3.3 Adding a Registered Product with Components to a Company: Exercise

Casalinga Restaurant has purchased a HP Pavilion Notebook from your Company. The
Registered Product has two Components, a mouse and a 60 GByte Hard Drive. Record the

details.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson

Product Code: Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJIK32763RT

Selling Price: 2030

Reg.Date: 14/02/2005

Installation: 24/02/2005

Components:

Product Code: ITE78CJ

Description: Microsoft Optical Mouse
Serial Number: MSO6751M

Product Code: ST2550

Description: Seagate 60 GByte Hard Disc
Serial Number: SG2167RTT

Show me the Solution (Adding a Registered Product with Components to a Company: Solution)
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3.4 Adding a Registered Product with Components to a Company: Solution

Casalinga Restaurant has purchased a HP Pavilion Notebook from your Company. The
Registered Product has two Components, a mouse and a 60 GByte Hard Drive. Record the
details.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson

Product Code: Zv5022AP

Description: HP Pavilion Notebook
Serial No: SJIK32763RT

Selling Price: 2030

Reg.Date: 14/02/2005

Installation: 24/02/2005

Components:

Product Code: ITE78CJ

Description: Microsoft Optical Mouse
Serial Number: MSO6751M

Product Code: ST2550

Description: Seagate 60 GByte Hard Disc
Serial Number: SG2167RTT

Basic Steps:

1. Select Companies from the MX-Contact Shortcut Menu and then click on Casalinga
Restaurant to open the Company record.
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2. Click on the Registered Products Tab and then on the New Registered Product

button.

[ casalinga Restaurant - Company
Fie  Edt
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[ Mew Registored Product

.
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Miw  Insart  Taols  Actions  Help
EEIEEIR A EETE R S
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3. A Registered Product Form will open. The Company Casalinga Restaurant will
automatically be linked to this Registered Product.
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4. Enter the details of the Registered Product and then click on the Components tab:
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Click on New Registered Product Component. A New Component Form will open.
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|
|
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Lo | Lo f e

Selling Price: Group:
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6. Click on the Open button attached to the Product Code field. The Product Register
will appear.

# Products - Microsoft Dutlook =10 =|
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b[ten‘s, 5 Unread 4

7. Select the relevant Product Code and then click on the Link and Close button.
8. Enter all the remaining details and then click on Save and Close.
9.

Repeat steps 5 — 8 until all components have been added.
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10. You should now see all the components listed in the Components Tab.

11. Click Save and Close on the Registered Product Form.

Take me back to the Exercise (Adding a Registered Product from the Reqgistered Products Folder:
Exercise)

Take me to the next Exercise (Tutorial Exercises — Service Contracts)
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4 Tutorial Exercises — Service Contracts

Service Contracts are agreements between your organization and your customers to provide support
services. It is imperative to ensure that there is a valid support contract for each account so that your
organization is paid for the support services it provides.

Service Contracts are typically linked to certain Registered Products supplied to the Customer. One
Service Contract usually covers several products, of which each one in turn may comprise several
components.

In this section you will perform the following exercises:
1. Add a Service Contract from the Contracts Folder

Adding a Service Contract from the Contracts Folder: Exercise

2. Add a Service Contract from the Companies Folder.

Adding a Service Contract from the Companies Folder: Exercise

Once you know how to enter Product and Contract information, you will need to learn how to log Incident
information. (Tutorial Exercises - Incidents)
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4.1 Adding a Service Contract from the Contracts Folder: Exercise

Add a Service Contract for Premier Foods.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Reference No: 20050214PREO0O01
Start Date: 14/02/2005
Expiry.Date: 14/02/2006

Value: $350

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Show me the Solution (Adding a Service Contract from the Contracts Folder: Solution)
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4.2 Adding a Service Contract from the Contracts Folder: Solution
Add a Service Contract for Premier Foods.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Reference No: 20050214PREO0O01
Start Date: 14/02/2005
Expiry.Date: 14/02/2006
Value: $350

Registered Products:

Product Code: Zv5022AP
Description: HP Pavilion Notebook
Basic Steps:
1. Select the Contracts Folder from the MX-Contact Folder List. Click on the New Item
button.
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2. A New Contract Form will appear.

= Contract 00UD1 - Contract
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=
¥ I

=10 x|
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Contract Mumber: ICDI‘I[I’aCt ool Deszphion:
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Start Dises [
Exipiy Date:
Vake:
Frimary Company: I jﬁ
Prirary Contact: I ﬂﬁ
FHImary Usar: I ﬂﬁ
Hotes | Registered Products | Comparies | Corkscks | Ussrs | Tases | Jowndls | Documerts | E-Mail |
=
&l
3. Complete this form with all the relevant Contract information.
4. Select the Companies Tab and click on the Link Companies button.
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5. A list of Companies will appear. Select Premier Foods and click on the

Close button. Premier Foods will now be linked to this Contract.
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6. Select the Registered Products tab. Click on the Link Registered Product button.
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7. A list of Registered Products will appear. Select the HP Pavilion linked to Premier
Foods click on Link and Close. This Registered Product will now be visible on the
Registered Products tab.

8. Click on Save and Close.
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4.3 Adding a Service Contract from the Companies Folder: Exercise

Add a Service Contract for Casalinga Restaurant.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson
Reference No: 20050214CAS001
Start Date: 24/02/2005
Expiry.Date: 24/02/2006

Value: $250

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Show me the Solution (Adding a Service Contract from the Companies Folder: Solution)
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4.4  Adding a Service Contract from the Companies Folder: Solution

Add a Service Contract for Casalinga Restaurant.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson
Reference No: 20050214CAS001
Start Date: 24/02/2005
Expiry.Date: 24/02/2006

Value: $250

Registered Products:

Product Code: Zv5022AP

Description:

HP Pavilion Notebook

Basic Steps:

1. Select Companies from the MX-Contact Shortcut Menu and then click on Casalinga
Restaurant to open the Company record.
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2. Click on the Contracts Tab and then on the New Contract button.
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3. A New Contract form will appear. Casalinga Restaurant will be automatically linked to
this Contract.
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4. Select the Registered Products tab. Click on the Link Registered Product button.
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5. Select the HP Pavilion Notebook that is linked to Casalinga Restaurant. Click on Link
and Close.
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# Registered Products - Microsoft Outlook - =l0j x|

Type @ questiom Farhele =

Rk Edt Miew Favorkes  Teok  Achions  Help

e *|§[‘-j s | v By S5 - | ZaFnd "eﬁﬂ||ﬂ vra acorkacttofind = [ (2]
i ek > DEER| 2 | RDaE M =]z
{2 FiwewTem Rooork Yl 3 | E.
o] e
by
4 = e Praducts
[ |Registration Momber— © | Serial Nomber Compary Frocuct Description Froduct Type | Seling Prics ﬂ
Redistered Produd 00001 | S23L4EAT HP Paviion Makabooe: Product Type L 42,050,00

Pegiskered Produc 00004 | RTCZE319TY Premier Foods HP Pavilon Makebore:. Product Type L

_| L,d

Fi nterrs y

6. This Registered Product will now appear on the Registered Products tab of this
Service Contract.

7. Click on Save and Close.

Take me back to the Exercise (Adding a Service Contract from the Contracts Folder: Solution)

Take me to the next Section (Tutorial Exercises - Incidents)
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5 Tutorial Exercises - Incidents

An Incident is a record you create and associate with a company or contact to record a problem and its
resolution. For example, a customer may have a problem with a product that you have supplied. Logging,
handling, resolving, and closing Incidents are the primary tasks of most support system users.

Support Incidents are also referred to as Work Tickets, Job Cards, Service Calls, etc. depending on the
nature of your industry, and may be renamed accordingly.

In this section you will perform the following exercises:
1. Open an Incident

Opening an Incident from a Contact: Exercise

2. Assign an Incident to another User

Assigning an Incident: Exercise

3. Create and Assign a Task from an Incident

Creating and Assigning a Task from an Incident: Exercise

4. Respond to an Incident

Responding to a task: Exercise

5. Close an Incident

Closing an Incident: Exercise

6. Add Incidents to Link Items Menu

Adding Incidents to the Link Items Menu: Exercise

7. Open an Incident from an Incoming Email

Opening an Incident from an Incoming Email: Exercise

8. Run an Incidents Report

Running an Incidents Report: Exercise
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5.1 Opening an Incident from a Contact: Exercise

Barney Anderson of Premier Foods calls in to say that there is no sound on his HP Pavilion
Notebook that he purchased from your company. He has an existing Service Contract to cover this
Notebook. Open an Incident from Barney Anderson’s contact record.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Type: Incident Type 1

Status: Open

Priority: Medium

Reg Prod Serial No: RTC28319TY
Description: No sound on Notebook

Show me the Solution (Opening an Incident from a Contact: Solution)
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5.2 Opening an Incident from a Contact: Solution

Barney Anderson of Premier Foods calls in to say that there is no sound on his HP Pavilion
Notebook that he purchased from your company. He has an existing Service Contract to cover this

Notebook. Open an Incident from Barney Anderson’s contact record.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
Type: Incident Type 1

Status: Open

Priority: Medium

Reg Prod Serial No: RTC28319TY
Description: No sound on Notebook
Basic Steps:

1. Click on the Shortcut Menu and select Contacts. Open Barney Anderson’s record.
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2. Select the Incidents tab. Click on the New Incident button.
S Barney Anderson - Contact _l_l- o E'
Fie Edt VMizw Insst  Taools  Actioms  Help voe = goestion For balp [
IR T R R .
[ tew Incident | £ Mew dssocistion (25 Spen Incident | [ Open Assogistion. K Celete - 0 Link Tncidents | View fssociscons | (7]
l s
Flr\"l"lrah\-[nl:lt:lr;r‘;t-[Y I S, ]
FulName... | |Eamesy Andarson @ Bushiess v | [+1 205) sE=-ma1L
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Primay Company': |Pr\emer Foods jﬂ Harmeg :Il
Job THe: [T Manag=r =] Eusiness P w| [+1 (205) s=-caaT
i <l e ||
y P | SRR : EEE] IS
ﬁ Address Ep r J I
Businass ﬂ iiﬁ&i‘ﬁﬁjiﬁmim wiish page address: !httn:,l’,fww.pren'iarfoods.cw.usa
Miaiing Addrass 7
Jownels IDo:merts | E-I'"I-ail] Cpportunbes | Prajecks ] Prodocks ] Attribi.basl Orders | Events ICampaigns ICc-rtral:tsl Ireiderts I]ssues | Registers <| bl
[ | tncident Mumber | Company | Type | Status |Date opened |opsned By | Date n::lgne:l|.ﬂ.sslg;|
3. A New Incident Form will open. The Barney Anderson’s name will appear in the
Primary contact field because this incident was automatically linked to him because
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it was opened from his contact record. Barney Anderson’s Primary Company
(Premier Foods) will appear in the Primary Company field.

4. Click on the description tab in order to enter a description of the problem that is
being reported.

-0
Eie Edt Mizw Insett Jook  Actions  Help voa & guastion for balp (=
E&vcandﬂoscEééEV®:j:;—-l--+-| -l
2

-

iaEneral I Aesoiution I

[ncdent Mo: I]n:!dsﬂ: ool Regstered Produd: Ingstered Praduct 00004 j
Daba Cpemad: IF 110242005 -ri Corporent: || 1'
Opened By: |susan 1ones ﬂ Primary Comparty: |Preies Fonds ﬂﬂ
Tupe: I ﬂ Primary Concact: IBalncy anderson ﬂﬂ
s | = E-Msil :"

Priaity: I j Lacatiom,.. |

[iaba Assigrad: m

fesigred bo! I ﬂ Busness 1"

I Description I?lﬂgistarad Producks I Camganies I Cantacts I Usars I Costs I Tashs I Joumnals ] Documents I E-Mai I

o 2ound an Nocsbaak,

5. Click on the Registered Products tab in order to link a registered product to this
Incident.
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i) x|
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Click on the Link Registered Products button. A list of Registered Products will
appear. Select the relevant product (you can compare Serial Numbers) and then click
on Link and Close.

;'o Hegistered Products - Miorosoft Dutiook . _l_l- o ll
© Fie Edt View Favorkcs  Tooks  Actions  Help Type a question forheb =
Elﬂ_:llﬂcw—|§['-ﬂx|v@f:9'|$":hd ‘a“n voa & corkack bofind = ,

| ke > BEER| ¢ (RED e v =k,

£ %d siMew tem Regerk == R

= Link Thern(s) znd Chose (=08 als 02208

[ |Registration Momb=r ¢ | Serial Womber company Frochuck Cescription Product Type | Seling Frice ;l
P |Redistered Produst 00001 | SJ<Z3LASAT HP Paviion kobebook: Product Type L §2,050.00

°&J Fegictered Product 0000z againga Reskaurart HR Faviion hotebook: Froduct Type t £0.00

]| Redistered Produt 00000 | S3<32TEEAT Casainga Restaurark HP Paviion hobebook: Product Type L | $2,030.00

[+ nterrs: y

Complete all the relevant information in the Incident form before assigning this
incident to one of your Service Personnel. (See Assigning an Incident: Solution details)
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5.3 Assigning an Incident: Exercise

Continuing with the previous exercise, assign this incident to Robert King and create a task for him
to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Assign to: Robert King

Date Assigned: Today’s Date

Show me the solution (Assigning an Incident: Solution)
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5.4  Assigning an Incident: Solution

Continuing with the previous exercise, assign this incident to Robert King and create a task for him
to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Assign to: Robert King
Date Assigned: Today’s Date
Basic Steps:

1. Select the Date Assigned.

2. Click on the folder button attached to the Assigned To field. A list of MX-Contact
Users will appear. Select the user that you wish to assign this Incident to. Click on
Link and Close.

# Users - Microsoft Outlook =10 |
Fie  Edt ¥imw Fovories ook Actions  Help Type a question forheb =
[O=tew - | ST ¥ | ¥ —'é S5 - | BpFnd Y | B Tves 2 cockecttofind - @ .

% |tk 2 DEER| 0[RS S B W ‘Apa.

34 o e | Recert PEIEIE

et
.

S Link Teems] end Chse
[ |user Ful Hame ~ # | Compar Fie a5 Tob Title | E-meil EBusiess Fhons |E;|

] | Sugan Jores susanjideschangesis=.com

lz[len's, L Ureasd P

3. To create a task from this Incident, see Creating and Assigning a Task from an Incident:
Solution for details.
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5.5 Creating and Assigning a Task from an Incident: Exercise

Continuing with the previous exercise, once this incident has been assigned to Robert King, create
a task for him to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.

Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Subject:

Sort out sound problem on Barney Anderson’s
notebook.

Assign to:

Robert King

Show me the solution (Creating and Assigning a Task from an Incident: Solution)
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5.6 Creating and Assigning a Task from an Incident: Solution

Continuing with the previous exercise, once this incident has been assigned to Robert King,
create a task for him to complete.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. The system will not allow you to assign an incident or a task to yourself.
Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

I Sort out sound problem on Barney Anderson’s
Subject:
notebook.
Assign to: Robert King
Basic Steps
1. To create a task from this Incident , select the Tasks Tab. Click on the New Task
button.
=10 x|
Eile Edt Yizw Insstt Took  Actios  Help vod = guestion far Falp -

ESuvcandGoscEl S| & |85 V@—'ﬁ;}-— 4 - W - ME-Conback -
[=5 Coen Task 7T Delebs = | of Link Tass | (7]
1=

=) [y

[ncdent Mo: I]n:!dsﬂ: ool Regstered Produd: Ingstered Praduct 00004 j
Daba Cpemad: IF 110242005 -ri Corporent: I 1'
Opensd By Isusan Jones ﬂ Primary Compart: |Pren1er Foots ﬂﬂ
Twpe: IIrl:idu't Type 1 ﬂ Frimary Conkad: IBamcy Anderson ﬂﬂ
Feturs; Joreen = E-Mil hd ||

Fratits: I2 - Medim j Lacation... |

[iaba Assigrad: m

fesigred bo! ISusan Janes ﬂ Busness 1"

Desrption | Registersd Products | Companiss | Contacts | Users ICostsI Tashs Il:- maks | Documents | E-Mai |

[ | subject |Stabe | e Date | = Complete |Categories =]

There are nio items £o show inthis visw,

]

2.  When the New Task Form opens, complete all the relevant details and then click on
the Assign Task button.
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¥ Mo Sound on Eammey's Motebook - Task -|I:I El
Fie Edt  Mizw Inszt Format Tools Actions Help voe = goastion For Felp [+
& save and dose  § Gz B Il | o0 Recuence. . | o) Assign Tase [ 1571 B | 3 & - o - ] S,
Links Irciderk 00001 v [open | FIRemove Link-  Regent g v | Related Jkems - ol
hzzign Tack,
Stahi-  Regardng + Catenony: LN G R e
Tad{] Detais ]
| Dus in 3 days,
Suject: |ma Sound on Barnsy's Mofsbaok
";! Due dacet Im_lj EI Status: |Nc|t Srarted :J
Startdate:  [ions = Pricekyt [horma =) % Compiate: [ =
3 I¥ remindsr: [Man La70E12005 x| [z0aam =l r;i):—| aner: [Susan Jones
=
Coricads. . | |Int:idert 00001 ¢ Sesan Jones Premier Foods; Barnew Arderson; Recisterer  Cateqaries. I | Priwate [

The task form will now include a To button allowing you to select a user that you

wish to assign this task to.
Once you click on the To button, a Select Task Recipient screen will appear. Select
Robert King and then click on the To button on this screen. Click on Ok.
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% Sort out sound problem on Barney Anderson's notebook - Ta =] 5[
Fim Edt Miew Inssrt Farmac Tools  Actioms Help Tvpe 3 guestion for belp =
Stzand Y F= B | @F B <32 Rerwrence.. Jik Cancel pssipoment | < 3] &

Links  Incident 00001 - [&Opsn | #!Remove Link~  Fecent - | Related Ibems - =

Stzbusi- GSelect Task Recipient x| | & | .

Task I Diatals ] Shiow Maries from the: |Gohd Address List j
|ﬂ This massage has no: been
Type Mame ar Selzct Fram Liss

I To.. I| I

suject: | Sortout sound prot [hgme To-= [|[Robert Bing =]
uuuuu Acministrator =]

—| Due date INc-ne- Clayton Pamer
\ I Janz Thampsan
Start dace:  |Mone
Jan=t Leverling
= [¥ teep an updated o WMargaret Peacock
i I¥ Send me a skabus hzncy I:lavalb
Robert King J
M, I Froperties | Find... I Send Opkons.. |
o4 I Caneel I Help I
COrkats. o | |Inoden: 00D01; Susan Jones; Premier Foods; Bamney Anderson; Pedistered P Categ\:\ﬂes...l | Private [
5. Click on the Send button in order to send this Task Assignment to Robert King.
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6. Click on Save and Close on the Incident Form.

Take me back to the Exercise (Opening an Incident from a Contact: Exercise)

Take me to the next Exercise (Responding to a task: Exercise)
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5.7 Responding to a task: Exercise

Continuing with the previous exercise, Robert King responds to the task that was assigned to him.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
L Sort out sound problem on Barney Anderson’s
Subject: notebook.
Status: Complete
Sorted out Problem. Barney hadn't installed the
Notes: drivers correctly. Re-installed drivers with him
telephonically. Sound working.

Show me the Solution (Responding to a task: Solution)
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5.8 Responding to a task: Solution

Continuing with the previous exercise, Robert King responds to the task that was assigned to him.

Note: You will not be able to do this exercise as the only Inbox that you have access to in the
tutorial is your own. Please follow along with the screen shots to see the solution to this exercise.

Complete the following information:

Company: Premier Foods
Contact: Barney Anderson
L Sort out sound problem on Barney Anderson’s

Subject: notebook.

Status: Complete
Sorted out Problem. Barney hadn't installed the

Notes: drivers correctly. Re-installed drivers with him
telephonically. Sound working.

Basic Steps:

1. The task assigned to him will appear in Robert King’s Inbox. Once opened, he will
have to accept or decline the task.
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¥ Sort out sound problem on Barney Anderson's notebook - Task ;@ﬂ
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[roa daba:  Noma

Status: Moz Skartad Priarity: Ploemal Y Complete: 0P
ChnEk Robstt King

2. Once atask has been accepted, it is moved from the Inbox to the Tasks Folder.

3.  When Robert King completes the task, he will update the information. When he clicks
on Save and Close, the following prompt will appear:

- Contack x|

[ ﬁ:’ LCro vy wish ba copy Bha miessage sant on [Wed 16 Febroary 2008 D207PRT] with Subject [Task Completed: Soet aut socund problam on Barney
Anderaon's notebook] to [Susan Jones;] bo He ME-Contack E-Mai Foldery

- I Mo

4. Select Yes to copy the task to Susan Jones.

Take me back to the Exercise (Creating and Assigning a Task from an Incident: Exercise)

Take me to the next Exercise (Closing an Incident: Exercise)
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5.9 Closing an Incident: Exercise

Robert King sorts out the notebook sound problem for Barney Anderson. The completed task is
copied to Susan Jones who is now able to close the Incident.

Complete the following information:

Incident Date Opened: |11/02/2005

Company: Premier Foods

Contact: Barney Anderson

Status: Closed

Date Closed: 11/02/2005

Closed by: Susan Jones
Barney hadn't installed the drivers correctly. Robert

Resolution: re-installed drivers with him telephonically. Sound
working.

Show me the Solution (Closing an Incident: Solution)
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5.10 Closing an Incident: Solution

Robert King sorts out the notebook sound problem for Barney Anderson. The completed task is
copied to Susan Jones who is now able to close the Incident.

Note: You will not be able to do step 1 of this exercise as the only Inbox that you have access to in
the tutorial is your own. There won't be an email from Robert King in Susan Jones’ Inbox for you to
open.

Complete the following information:

Incident Date Opened: [11/02/2005

Company: Premier Foods
Contact: Barney Anderson
Status: Closed

Date Closed: 11/02/2005
Closed by: Susan Jones

Barney hadn't installed the drivers correctly. Robert
Resolution: re-installed drivers with him telephonically. Sound
working.

Basic Steps:
1. Open the email from Robert Jones indicating that the problem has been solved.
2. Open the Incident that was logged for Premier Foods on the 11/02/2005.

3. Click on the Resolution tab.
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Resolton:

4. Complete the information with the details that Robert King provided in his email (see
details in exercise grid).

5. Change the Status to “Closed”.

6. Click on the List button attached to the Closed By field and select Susan Jones. Click
on Link and Close.

7. Click on Save and Close.

Take me back to the Exercise (Responding to a task: Exercise)

Take me to the next Exercise (Adding Incidents to the Link Items Menu: Exercise)
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5.11 Adding Incidents to the Link Items Menu: Exercise

If you are working on public folders, you will only be able to complete this exercise if you have
administrator rights.

You want add Incidents to the Link Items Menu.

Link Iltems Menu: Incidents

Show me the Solution (Adding Incidents to the Link Iltems Menu: Solution)
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5.12 Adding Incidents to the Link Items Menu: Solution

You want add Incidents to the Link ltems Menu.

Link Items Menu: Incidents

Basic Steps:

1. Select the Incidents Folder from the MX-Contact Folder List:

Folder Lisk =
?l-'f_::l Companies ﬂ
=40 Concacts

3 Contrads
S Documnerks
B E-mail
F1-45 Everks
o Groups
=43 Inadents
%% Issoas [:,\g
433 Jounds
=4 Oprortunties
il-@ ordees
%2 Projacks
7145 Regstered Produds
@ Reports
1558 Fystem
Lo nvmbutes
29 Custom Fiekds

I e A TR [y T

2. Right click on Incidents and select Properties. Click on the MX-Contact Tab. The
following screen will appear:
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2x

General I Home Page I Jutlook Address Bu:u
Admnistration ] Forms | ParmiEslons
Feldes Alas: fi-ciderits =
Bssacisting Folder | =
i R e o r
Associsted Folde: | [
Littk. Prirnan) Campary r
] & A s DO i e =
Achvitiez ToolBar: r Sare and Clozs Bution: r
Links ToclBar: I Alivete [repecio -
Inchsde in Link liems Mene [
Ripcle Azzociafing Fiekds: [
Bszacizting Fislds to Ripple: |
Bipcle dcenciated Fislde r
Pzzocioted Fields fo Hipple: I
Field &tinbutes |
k. I Cancel appl Help

3. Tick the box for “Include in Link Items Menu and then click on OK.

Take me back to the Exercise (Closing an Incident: Exercise)

Take me to the next Exercise (Opening an Incident from an Incoming Email: Exercise)
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5.13 Opening an Incident from an Incoming Email: Exercise

Susan Jones receives an email from Tom Watson of Casalinga Restaurant. He has a problem with

his notebook. Open an Incident from this email.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson

Type: Incident Type 1
Status: Open

Priority: High

Date Assigned: 11/02/2005

Assigned To: Robert King

Serial No: SJK32763RT
Problem: Notebook not booting up properly
Product Code: Zv5022AP
Description: HP Pavilion Notebook

Show me the Solution (Opening an Incident from an Incoming Email: Solution)
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5.14 Opening an Incident from an Incoming Email: Solution

Susan Jones receives an email from Tom Watson of Casalinga Restaurant. He has a problem with
his notebook. Open an Incident from this email.

Complete the following information:

Company: Casalinga Restaurant
Contact: Tom Watson

Type: Incident Type 1
Status: Open

Priority: High

Date Assigned: 11/02/2005

Assigned To: Robert King

Serial No: SJK32763RT
Problem: Notebook not booting up properly
Product Code: Zv5022AP
Description: HP Pavilion Notebook
Basic Steps:

1. Open the email from Tom Watson in Susan Jones’ Inbox.

2. Click on the Link Items Menu List.
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nquiry - Message (Plain Text) ;lEIE'
Fik Edt Yiew Irsot Fomo: Took  Actiors  Help woe = quastion For beln =
Cobeph [ MaReol toal WFFowed | S S Bz | ¥ (DY X & - % - 28 3]
Unks Casdinga Restaurar:z = | [Zropen | 71 Remove  |Ling = | Recent ) = | Related kems - Ge

Link to t-contact | "0 crests contact | B save Attach

St=h s:- - Regardng: e | C e e

Conparies l

From: Tom Wacson [bomeatsordd 2@hotmal com]
Tat Siigan Jonss

Cet

SubEck  Enquiry

Sent: Thu 277112005 B4 AM

Hi thzre

[1ooCing up propserly. Please bave one of your Service techniclisns Jgive me 3 osLll.

Fegmrds

Tom War=on

Furchazing Manager
Cagmlings Hestaurant
Tel: +27 (011) 469-0537
Fax: +27 (011) 469-7362
Cell: 427 [082) 574-3832

Thace those goeat ideas at work with Messenper - FREE download!
hrrp: Sl mesgenger . mEn . co . wa)

I'm having a problem wich my AP Pewilion Motebook that I purchased 3 mooths sgo. Tt's ook

|»

3. Select Incidents. An Incident form will open.

-ioj x|
Eie Edt Miow Inset Tooks  Actions  Help voe = goestion For balp [
Howveanddese [ & | S| 5 ?®:L:’|«}"‘"+'| .
@.
iz=neral I Resciution I
[ncident Mo: |1]1:|dari: ooz Registered Product: I :I
Daka Cpemad: m Corporant: I ﬂ
Opensd By ISusan Tones ﬂ PHImary Compar: I ﬂﬂ
Tupe: I d PriMary Concat: I dﬂ
s | =l E-Mil :"
gt I ﬂ Lacatior,.. |
[Daba Assignad: r..EIErUE"Ezw -ri
frzsignied ko I = Busness 1"
pescripticn, | Ragistered roducts | Companiss | Contacts | Users | Coste | Tashe | Jaumals | Documents | £-tai |
4. Complete the required information and click on Save and Close.
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Take me back to the Exercise (Adding Incidents to the Link Items Menu: Exercise)

Take me to the next Exercise (Running an Incidents Report: Exercise)
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5.15 Running an Incidents Report: Exercise

Run a Detailed Incident Report (Landscape).

Show me the Solution (Running an Incidents Report: Solution)
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5.16 Running an Incidents Report: Solution

Run a Detailed Incident Report (Landscape).

Basic Steps:
1. Click on the Reports Folder in the MX-Contact Folder List.

- E E-mal

- Ewents
@ Eroups

4 o [ncidencs

Lo [ssues

3 Joumals
-4 Dppoeturities
B Orders

Lo Projects

Fl- % Reqgistzred Products
{% Reports
Efﬁ-‘l Syichaim
@ Tacks

(Y T Ny

2. Select the Incident Detailed Report Landscape.

‘A Incident Detaill Report Landscape - Crystal Report

Fie Edt Miew Insart Farmot  Tools  Actions  Form Lavouk  Help
[ESove And Qose | SglPostAeply |Gy oF | S & B2 [ (D7 > & - % - & |3 _
Propetties I Cuery Bulder ] Fag Fieldz ]

o] ]

woa 2 guaskion For Falp -

Report Hame{Desc: [Incident Debail Report Landscaps
Re=port Type: |l:r'r':tal Repart | sub-Type: |]n-:idant :l
Cbzubitrnt Ta: IWir.duw j Flle Formst: | |
AlePathfhame: |
Primary Folder: |]n-:id1:nts ﬂ Filkar: |
Kesp Group  Repest
Sork By Group By Together  Header
1 | =l 1 =l C r
2 | [~ 2) | | = o
= = a | L
Folder 2: | | Foldar 2Fiter: |
Folder = | d Full:‘erSFll:er!l
. I_':' OLEDE DfBas=: [
I Execuce Report I 5-.3II'IEiI:H'It_DEtEi|_anD’t_LEI‘l:|5CapB.[pt {19 KB}
-
I
3. Click on Execute Report. The report will be displayed as follows:
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Feb 17,28 Incitient Detail Report Pz a1
ncidert Ho. Cte Opared Reg sered Produst E-Mail Address DOate Closed Deseriptian
Type Cpaned By Cornpenant Losatinm Cl=sed By
[E Ceta Aezizrad Prirnary Campany
Friarity PEzigrad To Prirmary Concact Buginess Talapnana Humbar
ek o 11 Feg FErd P ochel ¢ hlnciea 1 g zoand o HEC
WEORITTYE | L EEL L) AL JOeE
o 1A
ERLL Ll O THIe LELLIR AT N}
Rezolulicm:
4. Close the Report. Select No if you are prompted to ‘Save Changes’.
Take me back to the Exercise (Opening an Incident from an Incoming Email: Exercise)
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